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EPF’s purposes

An international non-profit organisation :

 Promoting public transport users’ interests at
European level

e Committed to sustainable mobility and improved
standards of service provision

“What’s best for passengers?”
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Championing passengers

e Consumer protection: Passengers as the ‘weaker
party to the transport contract’

 Market failure: Compensating for theoretical under-
supply

e Empowerment: Informed and active consumers
strengthen markets
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Not a bad score — the EU Consumer Markets’
Scoreboard, 2011 : % overall satisfaction

Source: Consumer Markets Scoreboard — Making Markets Work For Consumers — SEC(2010)1257

120

100
60 —
Very good

40 +—

20 L ~ Moderate
W Very poor
0-J|I|I|.|.|.|-|-|-|-|-|-|
9 S S < S D S < S S <
& F E ¥ XL E L LY X EE
3 (:}' D > < < O Q/Q N Q < K\ S
RSSO 2 S N M S N SR A2 TN S <
O AT L Qo o ¢ ¥ W & L
S RO > O .Y O NN 97 R
Q ¢ Q X QY N Q Q
o ¥ & S 5 & > N
N o @’ W <& ¢ N
N < ~N N
¢ £ NS % > &
& N ° & o
Qe ® Q’b(J Q Q)O



So why do anything now?

Challenges in the courts
ECC-Net critique: rights good, enforcement poor

Create level playing field for ’
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New package of US passenger protection rules
The new European Consumer Agenda

The fall-out from Eyjafjallajokull
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‘Bleeding hearts’ and ‘crocodile tears’

e “Airlines haven’t
been this profitable
since 1978”

-CNN Money & Fortune, 28.10.10

e |ATA records S18
billion net profit for
airline industry in

2010 —|ATA press release, 6.6.11
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From despair to satisfaction

Effective

Simple
d enforcement _
redress Monitored

Appropriate outcomes
assistance

Easy
access
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Clarifications needed

Informing users of their rights: improving the flow?
Enforcement: holding the enforcers to account?

ame?
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ADR: mdependence, cost, uncompromising
transparency, consistent?

Adapting to co-modality: a level playing field which
respects passengers’ rights, irrespective of mode

Consumer satisfaction: the ultimate bench-mark?

Passengers’ Federation Européischer Fahrgastverband
Europese Reizigersfederatie




Thank you
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