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European Consumer News                     April 2016 

Know your air passenger rights before jetting off this summer 

With many of us counting down the days until we jet off somewhere sunny - or if you are one of the 

estimated 70,000 Irish fans heading to France for the UEFA Euro 2016 championships - we thought it 

best to talk about air passenger rights in this month’s eBulletin.  

Wherever you are going this summer, there is just so much to do and remember. So, to help make it 

easier we’ve put together some handy tips and reminders.  

Earlier this month, we also created a dedicated EURO 2016 page on our website for all the footie 

fans out there – we’re helpful like that! 

There’s more great news for those travelling in the EU and who want to stay in touch with their 

mammies back home without knocking up a massive bill. This eBulletin will be looking at how 

roaming will be cheaper from April 30th this year.  

*** 

Bags packed, nailed the airport assault course, and now for Sangria – you hope! 

After the last minute cheap as chips summer gear shopping dash you’ve managed to pack the bags 

with everything you could possibly need - even the things you don’t - for the well-deserved holiday 

away. You’ve done the passport check at least 10 times (because it’s never enough), corralled and 

bribed the family into the car, bus, or train, and it’s finally time to be on the road for the airport. So 

far, so good.  

However, it’s all starts to go downhill when the airport monitors display, or air carrier staff utter the 

dreaded words, ‘delay’ or ‘cancellation’. Then there’s also ‘denied boarding’. What then? You should 

be in the air sipping a relaxing beverage from annoying plastic cups or wrestling with a bag of 

peanuts but instead you’re grounded, going nowhere.  
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Air travel problem within the EU? Regulation (EC) 261/2004 has your back! 

Hopefully this doesn’t happen but if it does then at least there is the safety net provided by 

Regulation (EC) 261/2004. The regulation establishes common rules on compensation and assistance 

to passengers travelling in the EU and which air carriers are obliged to comply with in the event of 

flight delay, cancellation, or denied 

boarding.  

For ECC Ireland, air passenger rights has 

been the most popular area of complaint 

year after year.  

Already this year (January 1st, 2016 to 

April 29th, 2016), there have been 188 

contacts in relation to passenger air 

travel (52 requests for information and 

136 complaints, of which 86 have been 

pursued by ECC Ireland on behalf of the 

consumer).  

So, it’s certainly worth highlighting some of the main points of the regulation that may help you deal 

with these types of hurdles. 

 

If your flight is cancelled then here are some tips/advice to help: 

 You should be given the choice of either rerouting to your final destination or availing of a 

refund for the part, or parts, of the journey cancelled or not completed. 

 Show me the money!!  

If you are informed about the cancellation at least two weeks before the scheduled time of 

departure, the air carrier is not required to pay compensation.  

Otherwise, the distance of the flight generally determines the amount that may be due:   

o €250 per passenger for flights of 1,500km or less. 

o €400 per passenger for intra-Community flights of more than 1,500km or for other 

flights between 1,500km and 3,500km. 

o €600 per passenger for all other flights. 

 Even where no compensation is payable, passengers who chose rerouting must be offered 

care and assistance free of charge while waiting for their rerouted flight – specifically meals, 

refreshments, a couple of telephone calls or emails and, in cases where a stay overnight 

becomes necessary, accommodation as well as transport between the airport and place of 

accommodation. 

 
Hanging out in an airport for more than absolutely necessary is not exactly fun - unless you’re Tom 

Hanks (although he wasn’t exactly jumping for joy), an airplane watching enthusiast, or want to use 

the time to propel yourself to YouTube stardom singing ‘All By Myself’ in a DIY airport music video.  
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If your flight is delayed 

remember: 

 If the delay is two hours 

or more (depending on the 

distance of the flight) you 

must be offered free meals 

and refreshments, two 

free phone calls, emails or 

faxes. 

 In cases where the air 

carrier is unable to provide 

these provisions free of 

charge then they should 

reimburse you for 

expenses incurred so make 

sure to keep a copy of all 

receipts. 

 If there’s a delay of at least five hours, you can opt for reimbursement of the full cost of the 

ticket, if you decide not to fly. However, if you’ve already started your journey and the delay 

has meant that you’ve missed a connecting flight then you have a right to a return flight to 

the original point of departure at no extra cost.  

 You may have heard the words ‘extraordinary circumstances’? This can be used by air 

carriers to prove that the cancellation could not have been avoided even when all 

reasonable measures were taken and so no compensation is payable. Examples of such 

events include bad weather, political unrest, a security threat, air traffic control restrictions, 

strikes, etc.  

What if you’re denied boarding? This can happen when a flight is overbooked and not enough 

volunteers give up their seats in return for a sum of money or other benefits.  

If you are denied boarding - even though you arrived on time, had a confirmed reservation, and all 

the right documents – remember: 

 You have the same entitlements as those whose flight has been cancelled including the 

right to be offered rerouting or refund for part(s) of the journey not completing and amount 

of compensation. 

 

In all cases, you have the right to be informed and so airlines are required to provide written notice 

setting out the rules for assistance and compensation under Regulation 261/2004. 

When baggage is damaged, delayed, or lost in air travel limbo  

So, you’ve arrived at your destination. However, the Sangria plans are put on hold as your bag is a 

no-show or there may be some damage. What can you do?  

 First thing to do is go to the relevant baggage claims desk and fill out a Property Irregularity 

Report (PIR) providing details of your bag and keep a copy for yourself. 

 Keep your boarding card, baggage tags, proof of damage (e.g. photographs), and receipts of 

items damaged or destroyed. 

 Enquire about the air carrier’s daily allowance policy, if applicable. 

 Keep receipts of all necessary expenses. 

Richard Dunn keeps himself busy while waiting in an airport by lip-syncing to 
Celine Dion's 'All By Myself' – must have been great fun! 
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 For delayed baggage you have 21 days from the date on which your bag was delivered to 

submit a written claim for compensation. 

 For damaged baggage you have 7 days from the date of the receiving the luggage to submit 

a written claim for compensation.  

 Under the Montreal Convention you can claim compensation of up to 1,131 Special Drawing 

Rights (SDR) - which amounts to approximately €1,400 - if your checked baggage fails to 

arrive on time or is damaged. 

 

So as you can see, there is a lot more to air travel then perfecting the right bag packing technique 

but when things don’t go quite as planned hopefully this reminder on your EU air passenger rights 

will be of some help.  

 

You’ll find more information about air travel, travelling by train, going to your destination by sea or 

cruising, and even journeying by bus on ECC Ireland’s website. 

*** 

Consumer tips and travel advice page for Irish fans going to UEFA Euro 2016 in France 

France will be a top destination for thousands of Irish football fans who will be supporting the ‘boys 

in green’ during the UEFA Euro 2016 championship from June 10th to July 10th. 

With that in mind, we at ECC Ireland 

wanted to show our support by 

providing a one-stop-shop for Irish footie 

fans who want advice and tips on 

consumer and travel issues.  

So, if you’re going to Euro 2016 and have 

questions about air passenger rights, 

heightened security, passports, getting 

around to the different stadiums by 

public transport, eating out and 

shopping in France, or emergency phone 

numbers you can find it on one page and 

get back to singing the ‘Fields of 

Athenry’ tout suite. 

Check out our EURO 2016 consumer and travel advice for the green army here.  

*** 

Calling home will now be cheaper with new roaming charge reductions from April 30th 

We’ve all been there. You have a great time and all those texts and internet searches was all fun and 

games then but now reality has set it and the bill is sitting on the table daring you to open it. Nope, 

all those digits in front of the Euro sign are not wrong - that hour long chat with your bestie was a 

bad idea and those endless texts from, well, everyone, just to annoy you, has also cost you dear.  
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Roaming charges have been the bane of EU holidaymakers’ lives for many years – the fear of endless 

texts coming through and the whole ‘put on/off mobile data’ conundrum is just the start of the 

roaming saga.  

However, there is a light at the end of that mobile tunnel as roaming charges will be cheaper from 

April 30th 2016. Operators will only be able to charge a small additional amount to domestic prices – 

up to €0.05 per minute of calls made, €0.02 per SMS sent, and €0.05 per MB of data (excl. VAT).  

 

This is part of the European Commission’s plans to completely end roaming charges by June 15, 

2017. When this happens, consumers will pay the same price for calls, texts, and mobile data 

wherever they are travelling in the EU.  

The phasing out of roaming charges is part of a telecoms package which also includes the first EU-

wide net neutrality rules to ensure open access to internet content without discrimination. This 

means that from April 30th 2016 internet providers will not be allowed to reduce the internet speed 

and use it for commercial practises. 

The EU has been working on reducing roaming charges since 2007. In September 2013, the European 

Commission adopted a legislative package for a ‘Connected continent: Building a Telecoms Single 

Market’ aimed at building a connected, competitive continent and enabling sustainable digital jobs 

and industries. In October 2015, the European Parliament’s plenary voted in favour to end roaming 

charges by June 2017.  

Click here for more information on new rules on roaming and open internet. 

*** 

Consumer success story of the month: 

Two Slovakian consumers flying with an Irish-licensed airline from Bratislava to Milan suffered a four 

hour delay, reaching their destination after 1.30am. The consumers contacted the airline to seek 

compensation but the latter indicated that since the reason for the disruption was an unexpected 

technical fault outside the airline’s control (extraordinary circumstances), no compensation was due.  

The consumers then contacted their local ECC office for assistance, which in turn referred the matter 

to ECC Ireland. The complaint was assessed in light of Regulation (EC) No. 261/2004 and recent case 

law of the Court of Justice of the European Union, e.g. C-257/14(vans der Lans). ECC Ireland then 
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contacted the airline to remind them of the terms of these rulings and the airline agreed to pay 

compensation in the form of €500. The matter was subsequently settled amicably. 

Consumer query of the month: 

Question: Last month I ordered an item online which was supposed to be delivered within three to 

five days. When I asked about the whereabouts of the item, I was told that they had dispatched 

the item four weeks ago. They also said they would not resend the item, as it was not their 

responsibility to trace lost items when the delivery option chosen at the time of placing the order 

was ‘standard delivery’. Can they do that? What are my rights? 

Answer: When goods are dispatched by the trader to the consumer, disputes may arise in the event 

of non-delivery, particularly in regards to the moment at which the risk of loss is passed from the 

trader to the consumer. To address this issue, Article 20 of Directive 2011/83/EU on consumer rights 

protects consumers against non-delivery by stating that “in contracts where the trader dispatches 

the goods to the consumer, the risk of loss of or damage to the goods shall pass to the consumer 

when he or a third party indicated by the consumer and other than the carrier has acquired the 

physical possession of the goods. However, the risk shall pass to the consumer upon delivery to the 

carrier if the carrier was commissioned by the consumer to carry the goods and that choice was not 

offered by the trader, without prejudice to the rights of the consumer against the carrier”. 

Accordingly, the risk of loss in transit does not lie with the consumer if the latter chooses a particular 

delivery method from a range of options offered by the trader (e.g. ‘standard delivery’). 

*** 

If you want more information about this or any other cross-border consumer issue, please 
contact us on 01 8797 620 or go to www.eccireland.ie. You can also follow us on Twitter. 
 
Martina Nee 
Press and Communications Officer 
 
The European Consumer Centre is part of the European Consumer Centres Network (ECC-Net), which 
covers 30 countries (all EU countries plus Norway and Iceland), and offers a free and confidential 
information and advice service to the public on their rights as consumers, assisting customers with 
cross-border disputes. ECC Ireland is funded by the European Commission and the Competition and 
Consumer Protection Commission. 
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