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Regulation (EC) No 1371/2007 of the European Parliament and of the
Council of 23 October 2007 on rail passengers’ rights and obligations

CHAPTER IV

DELAYS, MISSED CONNECTIONS AND CANCELLATIONS

Article 15

Liability for delays, missed connections and cancellations

Subject to the provisions of this Chapter, the liability of railway undertakings in respect
of delays, missed connections and cancellations shall be governed by Chapter I of
Title IV of Annex I.

Article 16

Reimbursement and re-routing

Where it is reasonably to be expected that the delay in the arrival at the final
destination under the transport contract will be more than 60 minutes, the passenger
shall immediately have the choice between:

(a) reimbursement of the full cost of the ticket, under the conditions by which it was paid,
for the part or parts of his or her journey not made and for the part or parts already made
if the journey is no longer serving any purpose in relation to the passenger’s original
travel plan, together with, when relevant, a return service to the first point of departure
at the earliest opportunity. The payment of the reimbursement shall be made under the
same conditions as the payment for compensation referred to in Article 17; or

(b) continuation or re-routing, under comparable transport conditions, to the final
destination at the earliest opportunity; or

(©) continuation or re-routing, under comparable transport conditions, to the final
destination at a later date at the passenger’s convenience.

Article 17

Compensation of the ticket price

1 Without losing the right of transport, a passenger may request compensation for delays
from the railway undertaking if he or she is facing a delay between the places of departure and
destination stated on the ticket for which the ticket has not been reimbursed in accordance with
Article 16. The minimum compensations for delays shall be as follows:

a 25 % of the ticket price for a delay of 60 to 119 minutes,

b 50 % of the ticket price for a delay of 120 minutes or more.

Passengers who hold a travel pass or season ticket and who encounter recurrent delays
or cancellations during its period of validity may request adequate compensation
in accordance with the railway undertaking’s compensation arrangements. These
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arrangements shall state the criteria for determining delay and for the calculation of the
compensation.

Compensation for delay shall be calculated in relation to the price which the passenger
actually paid for the delayed service.

Where the transport contract is for a return journey, compensation for delay on either the
outward or the return leg shall be calculated in relation to half of the price paid for the
ticket. In the same way the price for a delayed service under any other form of transport
contract allowing travelling several subsequent legs shall be calculated in proportion to
the full price.

The calculation of the period of delay shall not take into account any delay that the
railway undertaking can demonstrate as having occurred outside the territories in which
the Treaty establishing the European Community is applied.

2 The compensation of the ticket price shall be paid within one month after the
submission of the request for compensation. The compensation may be paid in vouchers
and/or other services if the terms are flexible (in particular regarding the validity period
and destination). The compensation shall be paid in money at the request of the passenger.

3 The compensation of the ticket price shall not be reduced by financial transaction
costs such as fees, telephone costs or stamps. Railway undertakings may introduce a minimum
threshold under which payments for compensation will not be paid. This threshold shall not
exceed EUR 4.

4 The passenger shall not have any right to compensation if he is informed of a delay
before he buys a ticket, or if a delay due to continuation on a different service or re-routing
remains below 60 minutes.

Article 18

Assistance

1 In the case of a delay in arrival or departure, passengers shall be kept informed of
the situation and of the estimated departure time and estimated arrival time by the railway
undertaking or by the station manager as soon as such information is available.

2 In the case of any delay as referred to in paragraph 1 of more than 60 minutes,
passengers shall also be offered free of charge:

a meals and refreshments in reasonable relation to the waiting time, if they are available
on the train or in the station, or can reasonably be supplied;

b hotel or other accommodation, and transport between the railway station and place of
accommodation, in cases where a stay of one or more nights becomes necessary or an
additional stay becomes necessary, where and when physically possible;

¢ if'the train is blocked on the track, transport from the train to the railway station, to the
alternative departure point or to the final destination of the service, where and when
physically possible.

3 If the railway service cannot be continued anymore, railway undertakings shall
organise as soon as possible alternative transport services for passengers.

4 Railway undertakings shall, at the request of the passenger, certify on the ticket that
the rail service has suffered a delay, led to a missed connection or that it has been cancelled,
as the case might be.
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5 In applying paragraphs 1, 2 and 3, the operating railway undertaking shall pay
particular attention to the needs of disabled persons and persons with reduced mobility and any
accompanying persons.
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