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Article 29 of Regulation (EU) N° 181/2011 provides that "by 1 June 2015 and every 2 years thereafter, the enforcement bodies designated pursuant to Article 28(1) [of the Regulation] shall publish a report on their activity in the previous 2 calendar years, containing in particular a description of actions taken in order to implement this Regulation and statistics on complaints and sanctions applied".
This publication is based on a questionnaire drafted by the European Commission and approved by the NEB of the different member States. It’s goal is to inform the public conform article 29 of the regulation (as cited above).  
1) Distribution of tasks between different NEBs (if applicable)?
If there are several NEBs in your Member State, how the tasks stipulated in the Regulation are distributed between them? What are the tasks of the NEB submitting the reply to this questionnaire?
The federal NEB is responsible for international regular services and specialized international regular services.
2) Information and statistics on complaint handling:

	Year
	Number of complaints
	Reason for complaint (e.g. cancellation, delay, discrimination, lack of assistance):
	Comments (if any):

	From 1 January – 31 December 2017
	14
	Cancellation, lost luggage, lack of information on the place of departure, rough behaviour of the driver, delays at departure, delays at arrival
	See below.

	From 1 January - 31 December  2018
	37 (Of which 11 admissible)
	Cancellation, lost luggage, lack of information on the place of departure, rough behaviour of the driver, delays at departure, delays at arrival
	1. Next to the admissible complaints, there is a high amount of information requests or inadmissible complaints.

2. Travelers are unaware of correct procedure and many complaints need to be redirected towards the transport company itself or regional authorities.
3. Passengers often send in complaints that fall out of the scope of Regulation 181/2011
4. Formal discussion with the transport company (threat of sanction)  by the NEB has always resulted in a positive closure of the case with the passenger.
5. In Belgium the competency is divided between the Federal Government (Regular International Transport, Specialized regular international transport and occasional transport), and the regional authorities (regular regional transport).
6. 1 complaint was transferred to the French NEB 



In your Member State (please underline the correct answer):

· Passengers can always submit their complaint directly to the NEB, or
· Passengers are obliged to submit their complaints to the carrier/terminal managing body etc first, and they can only submit a complaint to an NEB if they are not satisfied with the solution offered by the carrier/terminal managing body, etc 

Do you use a complaint form at national level (please underline the correct answer)?: 
· Yes (if yes, please provide a copy of this form to the Commission)

· No 
Which of the following methods of communication can be used to file complaints (please underline the correct answer or answers):
· in paper format 
· electronically (e.g. by email or via a website) 

· by phone 
· in person at the NEBs office
Did you reattribute any complaints to NEBs of other Member State? If yes, how many complaints?

Yes, 1 to the French NEB.
Is it possible to settle passengers' complaints via alternative dispute resolution?

· Yes (if yes, please specify how it works)

No (Federal NEB). However if we receive a complaint and the transport company can still positively close the case with the passenger, the NEB issues a proactive warning to the transport company, which (for admissible complaints) invariably resulted in a positive closure with satisfaction of the passenger. 
In 2018 10 cases were closed by the transport company after an official warning and startup of the sanction procedure by the NEB. Seeing the success of this approach and noticing that the transport company is more likely to take the case serious and offer satisfactory compensation to the passenger, we amended our approach starting in 2018 and continuing into the future. In our renewed proactive approach, the NEB no longer waits out the 3 month term for the transport company to close the case amiably with the passenger. We immediately issue a warning of official procedure and possibly sanction in case the transport company does not close the case within 3 months. We actively follow up the case with our contact persons at the transport companies and this approach has led to a 100% positive closing (compensation for the passenger) in all admissible complaints. The transport companies are also getting more used to the process and a good cooperation has been put in place. The results happen much faster for the passenger since the 3 month wait is being cut out. This greatly increased the satisfaction of the passengers.
If an NEB takes a decision based on a complaint, will this decision be binding for the complainant and the carrier, terminal manager etc against whom the complaint was made?

Do you have any information about the number of complaints that passengers submitted to carriers, terminal managing bodies, ticket vendors etc operating in the territory of your Member State since 1 March 2013? (If yes, please indicate the number of those complaints.)

No.
3) Information and statistics on sanctions:

	Year
	Number of sanctions imposed:
	Type of sanction imposed (in case of fines, what was the sum imposed):
	Reason for imposing the sanction (which provision of the Regulation was breached) :

	From 1 January 2015 – 31 December 2017
	0
	
	Admissible complaints where the transport company could still close the case with the passenger were solved with the issuing of a warning to the transport company on an ad hoc basis.


	From 1 January - 31 December  2018
	0
	
	In 2018 10 cases were closed by the transport company after an official warning and startup of the sanction procedure by the NEB. Seeing the success of this approach and noticing that the transport company is more likely to take the case serious and offer satisfactory compensation to the passenger, we amended our approach starting in 2018 and continuing into the future. In our renewed proactive approach, the NEB no longer waits out the 3 month term for the transport company to close the case amiably with the passenger. We immediately issue a warning of official procedure and possibly sanction in case the transport company does not close the case within 3 months. We actively follow up the case with our contact persons at the transport companies and this approach has led to a 100% positive closing (compensation for the passenger) in all admissible complaints. The transport companies are also getting more used to the process and a good cooperation has been put in place. The results happen much faster for the passenger since the 3 month wait is being cut out. This greatly increased the satisfaction of the passengers.


Did you impose sanctions in procedures which started on the basis of complaints or  on the NEBs own initiative?
(Theoretically) on the basis of complaints
Are the sanctions imposed by the NEB or by another body (if it is imposed by another body, please indicate the name of this body)?

Sanctions are imposed by the NEB itself.
4) Other actions in order to ensure the correct application of the Regulation:

How do you monitor that carriers, terminal managing bodies, ticket vendors etc respect the Regulation? Do you organize inspections?


At the federal level, the scope used to be very small with a limited number of operators. However starting in 2018, we see an increase in received complaints of 164 % (x 2,64). Also the admissible complaints number augmented significantly. Because of a change in method it is difficult to give the exact number. Starting in 2019 the exact numbers will be logged for further reports.
We believe the increase in complaints is directly linked to the increase in importance (increased use) of the transport mode (regular international bus lines). Several new players have entered the market with great commercial success. 
Do you cooperate with organizations representing passengers, disabled people or consumers, consumer authorities or other national authorities? (if yes, please specify)

No.

Do you cooperate with NEBs in other Member States (common handling of complaints, common inspections, etc)? (if yes, please specify) 
No.
Have you taken any action to disseminate information about bus and coach passenger rights? (If yes, please specify)
Yes, the information is available on the website: 

http://www.mobilit.belgium.be/nl/wegverkeer/goederenpersonen/reizigers/passagiersrechten.


Article 11 of the Regulation provides that "In cooperation with organisations representative of disabled persons or persons with reduced mobility, carriers and terminal managing bodies shall, where appropriate through their organisations, establish, or have in place, non- discriminatory access conditions for the transport of disabled persons and persons with reduced mobility. The access conditions provided for in paragraph 1, including the text of international, Union or national laws establishing the safety requirements, on which these non- discriminatory access conditions are based, shall be made publicly available by carriers and terminal managing bodies physically or on the Internet, in accessible formats on request, in the same languages as those in which information is generally made available to all passengers." How this provision has been implemented in your Member State?
This requirement is directly applicable based on the Regulation.
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