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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 VI

SECURITY, COMPLAINTS AND QUALITY OF SERVICE

Article 26

Personal security of passengers

In agreement with public authorities, railway undertakings, infrastructure managers and
station managers shall take adequate measures in their respective fields of responsibility
and adapt them to the level of security defined by the public authorities to ensure
passengers’ personal security in railway stations and on trains and to manage risks. They
shall cooperate and exchange information on best practices concerning the prevention
of acts, which are likely to deteriorate the level of security.

Article 27

Complaints

1 Railway undertakings shall set up a complaint handling mechanism for the rights and
obligations covered in this Regulation. The railway undertaking shall make its contact details
and working language(s) widely known to passengers.

2 Passengers may submit a complaint to any railway undertaking involved. Within one
month, the addressee of the complaint shall either give a reasoned reply or, in justified cases,
inform the passenger by what date within a period of less than three months from the date of
the complaint a reply can be expected.

3 The railway undertaking shall publish in the annual report referred to in Article 28
the number and categories of received complaints, processed complaints, response time and
possible improvement actions undertaken.

Article 28

Service quality standards

1 Railway undertakings shall define service quality standards and implement a quality
management system to maintain service quality. The service quality standards shall at least cover
the items listed in Annex III.

2 Railway undertakings shall monitor their own performance as reflected in the service
quality standards. Railway undertakings shall each year publish a report on their service quality
performance together with their annual report. The reports on service quality performance shall
be published on the Internet website of the railway undertakings. In addition, these reports shall
be made available on the Internet website of the ERA.
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