
When filling in the letter, please replace the words in italics with the information relevant to your case and delete all parts with a grey background.
Name and Address of the Sender
Date and Location
To
Name and Address of the Carrier
by Registred Letter with Advice of Delivery

c.c.

Centro Europeo Consumatori

Via Brennero, 3

39100 Bolzano

via e-mail info@euroconsumatori.org
Passenger’s Name; Delay/cancellation/overbooking of bus service … (indicate on which journey the problem happened) on … (date) – Request for a compensation according to Regulation (EU) no 181/2011
Dear Sir or Madam,

With this letter I would like to complain about the following:

Please choose the situation that applies to you.
Even though I was in possession of a valid ticket, I was not admitted to the bus service because of overbooking.

Or:
For reasons unbeknownst to me the journey … (indicate on which journey the problem happened) was cancelled/the departure was delayed for … (write how many minutes/hours – minimum 120 minutes).

I was not given the choice between the continuation or re-routing to the final destination at no additional cost and the reimbursement of the ticket price, I am therefore entitled to a compensation amounting to 50% of the ticket price in addition to the reimbursement of the ticket price itself.
Or:

Due to the delay of the journey lost its purpose for me, therefore I chose the reimbursement of the ticket price which I have still not received.
Or:

Due to the cancellation/the delay of more than 90 minutes I have had expenses amounting to … Euro for refreshments, meals and hotels, which according to the Regulation should have been provided by you free of charge.
I therefore request the payment of a compensation of ... Euro within 15 days from receipt of this letter.

I reserve the right to take further action.

Yours faithfully

Name

Signature
Bank details:

IBAN and BIC (SWIFT) ...

Attachments: 
copy of the bus or coach ticket

copy of any other document suitable to quantify the expenses.

Please keep your originals and send in only copies of your documents. Please keep a copy of this letter and all attachmentsi
Delay, cancellation and overbooking concerning bus and coach transport


Info: Regulation (EU) No 181/2011 is mainly applicable to regular services, meaning those transport services by bus or coach within the European Union, that travel at specified intervals along specified routes and with predetermined stopping points.


In case of a delay in departure from a terminal of more than 120 minutes, a cancellation or overbooking, Regulation (EU) No 181/2011 foresees for services of 250 km or more the right to choose between:


the reimbursement of the ticket price


continuation or re-routing to the final destination at no additional cost.





In case the carrier fails to offer this choice, the passengers is entitled to a compensation amounting to 50% of the ticket price, in addition to the reimbursement of the ticket price.





In case of a cancellation or a delay on departure from a terminal of at least 90 minutes (in case of journey of more than 3 hours) the passenger is entitled to assistance free of charge: the carrier has to provide to snacks, meals or refreshments in reasonable relation to the waiting time or delay. In case the delay is such that a stay of 1 or more nights becomes necessary, the carrier must provide accommodation up to 2 nights to max 80 Euro per night. In case the cancellation or delay is caused by severe weather conditions or major natural disasters, assistance is not due. 





Passengers needs to submit his complaint within 3 month from the date of the service.








