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1. Introduction  

 

Regulation (EU) No 181/2011 of the European Parliament and of the Council of 16 February 

2011 concerning the rights of passengers in bus and coach transport and amending 

Regulation (EC) No 2006/20041 has been in force since 1 March 2013. In accordance with 

Article 29 of Regulation (EU) No 181/2011, the national enforcement bodies publish a report 

on their activity in the previous two calendar years every two years after 1 June 2015.  

 

In accordance with Section 3 (1) of the EU Bus and Coach Passenger Rights Act (EU-

FahrgRBusG), the Federal Railway Authority (EBA) was designated as national enforcement 

body and performs the tasks for the implementation of Regulation (EU) No 181/2011 while 

making use of the synergy effects from the experiences made as the national enforcement 

body for railway and maritime and inland waterway transport. Moreover, it is the complaints 

body in cases where no solution with the carrier could be agreed on (second sentence of 

Section 3 (2) of the EU-FahrgRBusG and Article 28 (3) (2) of Regulation (EU) No 181/2011). 

 

The Member State Germany has, pursuant to Section 1 (2) of the EU-FahrgRBusG, made 

use of the exemption provided for in Article 2 (5) of Regulation (EU) No 181/2011, exempting 

particular regular services from the scope of application of this Regulation if a significant part 

of such services, including at least one scheduled stop, is operated outside the Union. This 

exemption expired on 28 February 2017. No use was made of the option to extend this 

period. 

 

Furthermore, Section 1 (3) of the EU-FahrgRBusG provides that Article 16 (1) (b) of 

Regulation (EU) No 181/2011 does not apply to the carriers until 28 February 2018 as 

regards the training of their drivers (cf. Article 16 (2) of Regulation (EU) No 181/2011). Since 

1 March 2018, Article 16 (1) (b) of Regulation (EU) No 181/2011 has thus also been applying 

to drivers. 

 

Passengers can submit their complaints under passenger rights legislation not only to the 

national enforcement body at the Federal Railway Authority but can, in accordance with 

Section 6 of the EU-FahrgRSchG, also contact arbitration entities recognised by the Federal 

                                                

1
 In the following: Regulation (EU) No 181/2011. 
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Ministry of Transport and Digital Infrastructure (BMVI), provided that the carrier concerned is 

a member thereof. Currently, these are the Schlichtungsstelle für den öffentlichen 

Personenverkehr e.V. (söp), the Nahverkehr-Schlichtungsstelle e.V. (SNUB) and since 1 

December 2017 the Schlichtungsstelle Nahverkehr e. V. (snv).  
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2. Functions and activities of the national enforcement 
body as complaints body 

 

2.1 General 

 

Since 1 March 2013, Regulation (EU) No 181/2011 concerning the rights of passengers in 

bus and coach transport has been in force. With effect from 27 July 2013, the Federal 

Railway Authority (EBA) was nominated as the national enforcement body. As part of this 

function, EBA has, among other things, to deal with complaints submitted by passengers. 

 

In accordance with Section 3 (2) of the EU-FahrgRBusG, passengers have first of all to 

contact the carrier before consulting the national enforcement body as complaints body. 

Subsequently, passengers can submit a complaint regarding the decision of the carrier to the 

national enforcement body for review if they are of the opinion that the carrier did not 

observe the passenger rights guaranteed by law. 

 

In the initial phase, i.e. in the years 2013 and 2014, the national enforcement body for the 

rights of bus and coach passengers only received a relatively low number of 

enquiries/complaints concerning passenger rights, but this number considerably increased in 

2015 and 2016. This trend also continued unabatedly in the period under review 2017/2018. 

 

In order to compare the number of complaints among the individual transport modes, the 

Federal Ministry of Transport and Digital Infrastructure, which is competent in this respect, 

defined the term ñcomplaintò in July 2016 as follows. Accordingly, complaint as defined by 

the relevant EU Passenger Rights Regulation means only written submissions reporting an 

infringement of the relevant Regulation and for which the Federal Railway Authority as the 

national enforcement body takes a decision of substance.  

 

In practice, this means that for example such submissions where the Federal Railway 

Authority only refers the passenger to the carrier, other regulatory authorities, other national 

enforcement bodies or to arbitration entities can, for statistical purposes, not be considered 

as complaints under passenger rights law. This includes general submissions, for instance 

concerning out-of-order toilets, rude drivers or civil claims for loss of luggage.  
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Other complaints, which are not covered by the narrow definition of the term, are of course 

also dealt with by the Federal Railway Authority. In the following, these complaints are 

designated as submissions.   

 

The complainants will receive a reply to all submissions which either explains the function of 

the Federal Railway Authority as a complaints body or which refers them to the carrier or an 

arbitration entity, as the case may be. In the case of complaints covered by the narrow 

definition of the term, the complainant will receive an explanation of the outcome of the 

administrative procedure and of the settlement of possible claims.  

 

2.2 Data concerning the handling of complaints in 2017  

 

In 2017, a total of 1,117 written and 319 oral submissions in connection with the rights of 

passengers travelling by bus and coach were received by the national enforcement body.  

 

173 of the written submissions did not directly concern passenger rights issues. In 787 

cases, the complainants were directly referred to the carrier. These were either submissions 

which were not related to passenger rights, such as requests for rebooking, or requests 

under passenger rights legislation for which the carrier is the first point of contact for 

complaining in accordance with Article 28 (3) (2) of Regulation (EU) No 181/2011 in 

conjunction with the second sentence of Section 3 (2) of the EU-FahrgRBusG.   

 

34 cases were referred to the arbitration entities. In some individual cases, complaints were 

transferred to other national enforcement bodies.  

 

137 submissions comply with the narrow definition of the term ñcomplaintò as mentioned 

above, which applies to all transport modes. These complaints are analysed in greater detail  

in the following. 

 

 

 
































