
EP TRAN Public 
Hearing

Passenger Rights: 
Strengthening 
enforcement and 
improving multimodal 
journeys through new 
rights



Travel intermediaries

• Travel agents, tour operators, TMCs, OTAs,…

• Offer transparency and choice of travel options – all modes

• Welcome MMPR proposal – confidence of travel!

• 4 main issues

Presenter Notes
Presentation Notes
Travel intermediaries are now specifically mentioned in scope of passenger rights legislationThere are different intermediaries, such as regular brick and mortar travel agents, tour operators that sell travel packages, Travel Management Companies that cater for business travelers, and Online Travel Agents.They essentially offer customers transparency and choice of different travel options, which include all modes of transport.We welcome the MMPR proposal, as this will give our customers the confidence to travel with different modes and guarantee them a minimum set of rights. We would like to highlight 4 areas where improvements should be made. 



1. Refunds through 
intermediaries

Welcome clarification of rules!

• Passenger should have right to seek refund 
through intermediary

• List of intermediaries allowed to process 
refunds 

 Not feasible – 80.000 intermediaries!

Presenter Notes
Presentation Notes
First, refunds through intermediaries. We welcome that the MMPR proposal clarifies the rules on refunds, which has been a grey area in the past!But we would like to stress that it should be a passenger’s right to chose whether to obtain a refund from the carrier or through the intermediary, though which the ticket was booked! It should not be the carrier to determine this, as currently proposed. Moreover, the obligation for carriers to indicate which intermediaries are allowed to process refunds is not feasible! There are more than 80.000 intermediaries in Europe.



1. Refunds through 
intermediaries – cont’d

• Welcome that refunds ‘follow the money’! 

 Simple and avoid illegitimate refunds

 Passenger not always customer (who paid)

 If refund not processed to intermediary, 
latter should connect carrier and customer
for refunds

Presenter Notes
Presentation Notes
Still on refunds. We welcome the fact that the refunds flow back to the original form of payment. That is simple and avoids risk of fraud and illegitimate refunds. Because the passenger is not always the customer, who paid for the ticket. Take for example a business traveler, whose ticket is paid by employer.We thus suggest that if the intermediary has not received the refund from the carrier within the specified time, then he/she should put the customer in contact with the carrier to request a refund.



1. Refunds through 
intermediaries – cont’d

• Refund deadline of 7 + 7 days

 Not in line with global standard payment 
schedules

 Need longer refund deadlines

Presenter Notes
Presentation Notes
Finally, on refunds. It is suggested that refunds be processed from the carrier to the intermediary and then to the passenger within a timeframe of 7 days each respectively. We would like to highlight that these short deadlines are not compatible in at least the air transport sector, where there are established standards for good reasons of payment schedules that are longer than 7+7 days. We need longer refund deadlines.



2. Tickets sold as part of a 
travel package

Extend application to multimodal tickets sold as 
part of a package

 No different treatment between package travel 
customers and seat-only passengers!

 Need rules for refunds - can be accommodated 
in text

Presenter Notes
Presentation Notes
2nd point – Tickets sold as part of a package. We propose that the MMPR Regulation apply to multimodal tickets sols as part of a package. We do not see why package travel customers should be treated differently from seat-only passengers. We acknowledge that there are slightly different rules for refunds under the package travel directive and the passenger rights Regulation, because a package can still continue, even if the transport is cancelled. But that can be accommodated in the Regulation.



3. Sharing of customer contact 
details

Support information to passengers on operational 
disruptions 

 Should not be misused for commercial purposes!

 Alternative system of communication should be 
allowed

Presenter Notes
Presentation Notes
3rd point regarding the obligation of intermediaries to share customer contact details with carriers for the provision of operational disruptions. Information on operational disruptions, such as delays and cancellations, is of course very important for passengers and we fully support this! But we would like to highlight that carriers should not be allowed to use these contact details for commercial purposes, such as upselling ancillary services or marketing promotional fares. This should be clearly prohibited in the regulation! Also, there are intermediaries that have sophisticated IT systems in place, that can push operational disruption information to their customers. Such alternative information system should be allowed. 



4. Liability for missed 
connections

Liability if passenger not informed about 
existence of separate tickets

 100% + 75% is excessive!

Presenter Notes
Presentation Notes
Finally, liability for missed connections where the passenger was not informed that he/she is holding separate tickets for a multimodal journey.  The liability is quite big: full refund of the ticket of the missed connection service + 75% of the ticket price as compensation. That is excessive! 



Thank you for your attention!

Christina Russe, 
crusse@ectaa.eu 
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