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European Passengers’ Federation EPF ~ . N

The voice of European Public Transport users since 2002
Promoting passengers’ interests on the European level
Umbrella for 37 member organisations in 21 countries
Financed by member organisations Summmaﬁematmjat?’
Covering all modes of transport: g
at local, national and international level

by rail, road, waterborne and air
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Participating in expert groups: tr‘aﬂSpOWiu '

Platform International Passenger Rail
DG-MOVE - LANDSEC

RMMS Working Group

UNECE Landtransport

UIC Covid-Task Force

ERA Board
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Passengers hierarchy of needs ’,_%

Experience
- service facilities, customer treatment

Drives satisfaction
Driver tilfredshed -
Comfort

indoor climate, sound environment, congestion

= = e Easy.nes.s.and transparen.cy. |
- availability of tickets, traffic information

Drives dissatisfaction :
Driver utilfredshed - Hastighed T‘Tave.l tl.me . : : .
- "entire journey" including timetable coordination
S Reliability and security
3 N A ko |- punctuality, safety and security

Forbrugerradet

Passagerpulsen




Development of public transport ticketing <

| [uxen 30.00 58K
| | 981 Zon Rad Jonképing/Hu

Giltig 2017-03-10 15:28 - 16:38
10 I 18151614

Jankdpings Lanstrafik

2017-03-10 15:29:00 Biljett betald
Betalkort Test ™ ==+ *e2 0004

Gre B
FORKOPSHAFTE
750 23 kuponger

™
22 m 22
- I, (S .
21 ™ 21
g2 — o ——$RE
20 20
1a 19




Seamlessness already reality for car users <




Digital robustness is as important as infrastructural robustness

eoeeC HEEEF T  TF3:35 @ 7 @ 83%

@ Purchase authorisation
0\ failed.

Please try again or visit your local

SBB ticket machine or counter. We
apologise for the inconvenience.

OK

Error code: soap:Server (ID: D9UgAHC)




Low awareness of passenger rights <
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What Europeans say...

_about their awareness of

EU passenger rights

4300

of the Europeans who have used air,
rail, coach, ship or ferry in the last 12
months are aware of EU passenger rights

w) 499% of the air users

32%

of Europeans are aware
of EU passenger rights

LEVEL OF AWARENESS
PER COUNTRY j‘

Bl >50%
B 40-50% A 43900 of the rail users
B 30-39%
. 20-29%
<20% b‘) 39@0 of the coach users

#

ﬁ) 450X0 of the ship or ferry users

Source: Special Eurobarometer 485 on EU passenger rights. February-March 2019



National act for public transport passenger rights in Sweden

Aim

Increase the share of public transport -

Provide financial incentives for carriers to prevent delays
Harmonize rights amongst different operators

Extent

1. right to information about services, traffic disruptions and passenger rights
2. right to compensation in the event of delays longer than 20 minutes

3. right to a refund for seasonal tickets at significant changes in the services

Applicable for short distance journeys (<150 km) by train, metro, tram or bus
The length of the line determines whether the national act or EU Passenger Rights apply




Information obligations for carriers ' £

The act requires carriers to provide information on:

- timetables for the services offered

- ticket prices, terms and conditions and passenger rights

- delays, disruptions and their cause, duration and consequences
- accessibility information about vehicles, stations and stops

- ability to carry bicycles and conditions for it

- safety and security issues

- contact information to the carrier

Information should be provided in an appropriate form to the
attention of persons with disabilities

Regulatory oversight is handled by the Swedish Consumer Agency
that can apply sanctions in the event of non-compliance



Compensation in the event of disruptions

Passengers are entitled to compensation for delays longer than 20 min
Reimbursement for alternative carriage (taxi or own car) amounts up to 120 EUR or:
- 50% of ticket price for delays > 20 min

- 75% of ticket price for delays > 40 min

- 100 % of ticket price for delays > 60 min

The act prescribes a minimum level and allows more advantageous applications
Contract terms which are non beneficial to passengers in relation to the act are
invalid

Planned changes in the timetable must be published at least three days in advance

No force majeure is applied

Since 2018 railway undertakings can claim compensation from Swedish
infrastructure managers (right of recourse) if that part is responsible for the delay




European exampels of delay compensation

RMV-10-Minuten-Garantie

Public transport passengers in the Frankfurt region receive compensation in the event of
delays of more than 10 minutes

for single ticket max 6 EUR - for season tickets proportionally calculated for assumed trips,

but at least EUR 0.5 per trip.
After 21:00, compensation for taxi journeys up to EUR 25 is given.

Figure 7.2 Passengers' prefemmed form for receiving compensation

Die verbundweite
RMV-10-Minuten-Garantie
E] www.rmv.defrmv-10-minuten-garantie

Refund to my cardbank accournt [N  6O% ] = =
OIOI IO

Moxing Britain Abead

CﬂEh rE'ful'Id at a i_=.ta|‘_|nn _ 1 Eﬂl‘f' Rail Delays and Compensation 2018

Cheque I 4%

Refund o a smartcard 1l 4%
Complimentary ticketis) J 3%
Rail Voucheris) [ 3%

Discount/exira day(s) on your season ticket | 1%

Base = 4,093 {all delaysd and non delayed passengers)




Examples of automatic delay compensation
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Delay Repay - Automated Delay Compensation

ompensation if your Avanti oast journey was delayed.

AVANTI
WEST COAST

Not booked with us?

worry, you're still able b

Not travelled?

f you decided not to travel because of a

Automated Delay
Repay (ADR)

Book dirsct with u

0 NORTHERN

How can we help?

Automated Delay Repay Compensation Related questions

king cont

DSB Pendler Rejsetidsgaranti

Fa kompensation helt automatisk, hvis der er forsinkelser pa din pendlerstrakning

Til dig, der:

Har
Har
Har
Har

Har R

Pendierkornt eller Periodekorn

Unadomskort 16-19 &r 0g ikke stude;

Ungdomskort ™

Ungdomskort

Jahreskarte fiir
Verkehrsverbund:
Anmelden und automatisch
zur Entschadigung

Thren
Sind unsere Ziige im Nahverkehr — zum Beispiel R, REX oder
S-Baln —nicht zu 95 % pinktlich, bekommen Sie Geld zurick.

Wenn Sie eine Jahreskarte haben und wir pro Monat im Nah- und
Regionalverkehr nicht zu 95 % piinktiich sind, bieten wir folgende
Entschidigung an: Sie erhalten 10 % des rechnerisch auf einen
Monat entfallenden Anteil der Entschidigungsbasis.

Al " is gift der Fahrprei

fiir ke.
Die Entschédigungsbasis ist jedoch héchstens der Gesamitpreis
der Verbundjahreskarte.

TIPP:

Den aktuellen Pénktlichkeitsgrad i Ihren Streckenabschnitt
und Ihren aktuellen Entschidigungswert findlen Sie unter
oebb.at/fahrgastrechte.

Tilmeld dig il DSB Pendler

rejsetidsgaranti

> Log p4 Pendier Rejsetidsgaranti

3 Jeg mangler mit brugernavn/pendier-ID
> Sperg om Pendler Rejsetidsgaranti

» Las om den nye kundepunktighed

Lignende produkter

Se alle produkder og services

So kommen Sie zu lhrem Geld:

1. Beim Kauf Ihrer Jahreskarte stimmen Sie zu, dass Ihre Daten vom
Verkehrsverbund an das Bahnuntemnehmen tbermittelt werden.

2.1n der Folge erhatten Sie vom jeweiligen Bahnuntemehmen Ihre
ir das

per Post zugesendet.

Mit diesem konnen sie sich auf oebb.
rechte einloggen und nochmals lhre Bereitschaft zur Teilnahme.
am Verspétungsentschadigungsverfahren bestatigen. Bitte geben
S . o e B !
Ihrer Bahnsirecke an und bestafigen Sie die tiberwiegende
Nutzung der Bahn fir thre Fahrten mit der Jahreskarte.

elle einer Teinahme am 0

énnen Sie auch das mitgeschi lar ausfiilen

und bei einem unserer 688 Ticketschalter und beim
Kundenservice.direkt abgeben.”

3. Nach Ablauf bzw. nach Verlingerung der Jahreskarte ziehen
wir Bilanz und informieren Sie automatisch (schriftich oder per
E-Mail), ob Sie Anspruch auf Entschadigung haben.
Entschidigungsbetrige werden auf das von lhnen
angegebene Konto iberwiesen.

4.Da And P ich hrer Jahreskarte od:
im Onli

nicht were
kénnen, ersuchen wir Sie um laufende Kontrolle und gegebenen-
falls um Adaptierung Ihrer dort i

*InTirol
wegen des bislang stets erreichten Pinklichkeitsgrades von 95% nicht am
Verspatungsentschadigungsverfohren tel.




Examples of automatic delay compensation
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Anash om ensting
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Visst Bkte du med det hir tiger?

@ 2018-07-02 15:20 Enkel ansékan

Du valjer om du vill skicka en i n

20180702 17:90 anstkan i taget eller samtliga med
- ett klick.

@ 2018-07-02 19:43 SRegions g 12
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Stockholn ¢
©163min

MTR Express farst i Sverige med automatisk forseningsersattning. Bild: Mattias Diesel Naslund

PRESSMEDDELANDE - 2 OKTOBER 202!

PRESSMEDDELANDE - 3 JUNI 2019 08:12

Enklare att ansoka om ersattning vid
forsening

ODO

En ny pendlartjénst ska géra det enklare for pendlarresendren att halla koll pa sina

MTR Express forst i Sverige med automatisk
forseningsersattning

(£ XinX v N2

MTR Express infor som firsta

i Sverige en isk

resor och att anstka om ersattning vid férsening. | ett forsta skede ar det pendlarna
forseningsersattning. Som det punktligaste bolaget pé stréckan Stockholm- -
pa alla stréckor mellan Orebro och Stockholm, via Vésteras eller Eskilstuna, som far

Géteborg ligger MTR Express nu ribban hégre nér det géller service och enkelhet

for kunderna. I" 5 . . majlighet att testa den nya tjénsten.
) Pengar till kontot Reseinformation

Den nya pendlartjdnsten slpps i SJs testapp S Labs. Genom att nyttja GPS:en i

| dagslaget ar det ofta valdigt komplicerat att som resenar fa den ersattning man
telefonen foreslar "Min pendling” automatiskt en resa den tror att man har akt. Nar

NE <F
REPAY b \ &/ o



Summary

Market liberalization requires more uniform rules
Higher reliability creates greater confidence and increases demand
Digitization can be used to streamline and tailor but cannot completely replace traditional channels

Contactless payment could make public transport more accessible for unfrequented passengers
Different payment system will still need to be offered

Development of a EU-wide multimodal passenger rights can learn from the Swedish act
Regulations on how information about passenger rights should be provided will probably be needed
Financial incentives for carriers offering more reliable services could be a driving force to avoid disruptions



Thank you for your attention!

Emil Frodlund
emil.frodlund@epf.eu
+46 708370192




