BUYING YOUR TICKET WITHOUT ANY HASSLE

You have the choice to purchase your ticket in staffed
stations, for instance, at tickets counters or at selling
machines, or, in most cases, also via the Internet.
However, where none of these possibilities are available,
you may instead also have the possibility to buy

your ticket on the train.

TRAVELLING IN SECURITY

Rail companies, infrastructure managers and station
managers are legally obliged to take adequate
measures to ensure your personal security in stations
and onboard trains.

RIGHT OF TRANSPORT FOR PASSENGERS
WITH REDUCED MOBILITY

If you have a disability or if your mobility is reduced,
you should be able to travel without difficulties.

You are entitled to purchase tickets and reservations
at no additional cost. In order to clarify the conditions
of access, rail companies and station managers have
to develop and apply non-discriminatory access rules.

INFORMATION ON ACCESSIBILITY FOR PASSENGERS
WITH REDUCED MOBILITY

Upon your request, rail companies, ticket vendors

and tour operators shall inform you on the accessibility
of rail transport services, on the access conditions

of passenger coaches and facilities on board.

COMPENSATION IN CASE OF INJURY OR DEATH
AND LIABILITY FOR LUGGAGE

Provided the cause of death or injury is not outside
the control of the railway, you or your relatives
are entitled to compensation for the loss or damage
resulting from death or personal injuries.
The rail company is also liable in case of:
— loss of and damage to hand luggage in case
of death/personal injury;
— loss of and damage to registered luggage.

PROTECTION FROM RAIL COMPANIES FAILING

TO MEET THEIR LIABILITY OBLIGATIONS

Rail companies have to be properly insured to cover
their liabilities under EU passenger rights legislation

in respect of their passengers and luggage. Therefore
you are protected against any failure of the rail company
to meet its liability obligations.

Service Public Fédéral
Mobilité et Transports -
Federale Overheidsdienst
Mobiliteit en Vervoer
(Federal Public Service
Mobility and Trans%ortl
+322277 4891 (FR)
+322277 48 90 (NL)
www.mobilit.fgov.be

M3nbnHuTenHa areHums
«KenesonwsTHa
agMuHucTpauns»
(Railway Administration
Executive Agency)

+359 2 9 409 428

+359 2 9 409 506
www.iaja.government.bg

Drazni urad (Rail Authority)
+ 420224 229 937
www.ducr.cz

Sekretariatet for Ankenzevnet
for Bus, Tog og Metro
(Appeal Board for Bus,

Train and Metro)

+4536 1318 91
www.abtm.dk

Eisenbahn-Bundesamt
(Federal Railway Authority)
+49 22830 795 400
www.eisenbahn-bundesamt.de

Tarbijakaitseamet
(Consumer Protection Board)
+372 6 201 700
www.tka.riik.ee

Department of Transport
+353 18798360
www.transport.ie

Ynoupyeio Ynodopay,
MeTapopmv kat AtkTUwv
(Ministry of Infrastructure,
Transport and Networks)
+30 210 65 08 488
www.yme.gr

Ministerio de Fomento
(Ministry of Public Works)
www.fomento.es

Direction Générale

de la Concurrence,

de la Consommation et de

la Répression des fraudes
-D.G.C.C.R.F. [Directorate
General for Competition,
Consumgtlon and Anti-Fraud)
+33 144 871717
www.service-public.fr

Ministero delle Infrastrutture
e dei Trasporti (Ministry of
Infrastructure and Transport)
Direzione Generale

del trasporto ferroviario
(Directorate General

for Rail Transport)

+39 641583570
www.mit.gov.it

Sabiedrisko pakalpojumu
regulésanas komisija
(Public Utilities Commission)
+371 67097200
www.sprk.gov.lv

Susisiekimo Ministerija
(Ministry of Transpor‘d
+370 5 2393999
www.transp.lt

Communauté des Transports
[Re%ulatory Authority

for Transport)

+352 2465 2465

(for national rail services)
+352 2489 2489 (for
international rail services)
www.verkeiersverbond.lu
www.cdt.lu

Nemzeti Kozlekedési
Hatdsag (National
Transport Authority)
Tel.: +36 1 815 9679
www.nkh.hu

Inspectie verkeer

en Waterstaat
(Inspectorate of Transport
and Water Management)
+ 3188 489 00 00

+31 70 456 41 50
www.ivw.nl

Schienen-Control GmbH
(Rail Regulator; Body)
+431505070
www.scg.gv.at

Urzad Transportu Kolejowego
(Office for Rail Transport)
Tel.: +48 22 630 1945
www.utk.gov.pl

Instituto da Mobilidade

e dos Transportes Terrestres
(Institute for Mobilit

and Land Transport(

+351 217 949 000
www.imtt.pt

More information at
ec.europa.eu/passenger-rights
or via Europe Direct

0080067891011

* Certain mobile telephone operators

do not allow access to 00 800 numbers

Autoritatea Feroviara
Roman3 (Romanian
Railway Authority)
+40 21 3077900
www.afer.ro

Ministrstvo za promet,
Direktorat za Zeleznice

in Zi¢nice (Ministry of
Transport, Directorate

for Railways and Cableways)
+386 1 478 8000
www.mzp.gov.si/en/
areas_of_work/railways_
and_cableways

Urad pre reguléciu
Zelezni¢nej dopravy (Railway
Regulatory Authority)

+42 12 50 255 202
www.urzd.sk

Kuluttajariitalautakunta
(Consumer Disputes Board)
+358 10 36 65200
www.kuluttajariita.fi

Konsumentverket (Swedish
Consumer Agency)

+46 771 42 33 00
www.konsumentverket.se
Allmanna
reklamationsnamnden
(National Board for
Consumer Complaints)

+ 46 8 5088 6000
www.arn.se

London TravelWatch (for in/
around London, including
international services)

+ 44 (0)20 7505 9000
www.londontravelwatch.org.uk
Passenger Focus (for the
rest of GB)

+ 44 (0)300 123 2350
www.passengerfocus.org.uk

> Northern Ireland
Department for Regional
Development
+ 353 2890540540
www.drdni.gov.uk

Statens jernbanetilsyn
Norwegian Railway
Authority)

+47 4000 0093
www.sjt.no/Passasjerrettigheter
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or these calls may be billed.
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Cancellation? Long delay?
Difficulties with purchasing
tickets?

Everyday, millions of people take the train throughout
Europe. It is important to the European Union to ensure
that people are able to travel in safety and comfort.
European legislation that came into force in

December 2009 intends offering better protection

to rail passengers, thus resulting in more reliable

and higher quality rail passenger services.

Rail passenger rights apply to all international rail
transport services in the EU. Depending on decisions
made by national governments, (see on
http://ec.europa.eu/passenger-rights),

they may also apply to urban, suburban, YO u r
regional and other domestic train services. passenger
In any case, six basic rights apply

to all rail transport services within rlghts

the European Union.

iy

at hand
B

As a rule, complaints should be made to the rail company
which issued the ticket, be it the ticket selling office
or the central customer service department.

You can also submit your claim to any other rail company
involved in the transport. However, special rules apply
in the case of personal injury.

You may also lodge a complaint to the authority responsible
for the enforcement of the passenger rights Regulation or
another independent complaint handling body in your country.
(list in this leaflet and on ec.europa.eu/passenger-rights)

For further information on your rights relating to national
long-distance, regional, suburban and urban services,
please contact your rail company or ticket vendor or turn
to the National Enforcement Body in your country.



