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www.passagier.at

Your Rights. Our Mission.

e Austrian Agency for Passenger Rights (‘Agentur für

 Passagier- und Fahrgastrechte –   apf’). A service provided

by the Ministry of Transport for rail, bus, waterborne and

airline passengers.

Simple, free of charges or commissions –   the apf helps

 passengers to enforce their rights in case of disputes. 

•    Your flight was cancelled?

•    Your flight was delayed?

•    You missed your connecting flight?

In order to receive the proper compensation, first contact

the company concerned in writing (or by e-mail / online

form) directly. If you can’t reach a settlement or if the com-

pany does not respond to your complaint within 6 weeks,

the apf takes care of your complaint and attempts to find  

a solution to your claim.
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If you travelled with an airline that has its main office in

Austria or if your flight departed from or landed at an Aus-

trian airport (coming from non-EU states only if the airline

has its main office within the EU), we can assist you with

the following issues:

•    Delay

•    Cancellation

•    Denied boarding

•    Downgrading

•    Lack of assistance and lost mobility equipment

Complaints to the apf have to be submitted in writing. In

order for us to have all the necessary documents available

and to be able to process your complaint quickly, please

send us your complaint by means of a complaints form.

You can fill out the form directly on the apf website at 

www.passagier.at.
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Your rights as a passenger

Delays in departure

e airline is obligated to provide drinks, snacks, free phone

calls or e-mail free of charge for longer waiting times (two

to four hours depending on the flight distance).

If the departure is delayed until the following day, you are

also entitled to a hotel stay and the transfer between the

airport and the hotel at the airline’s expense.

If the delay in departure is more than five hours, you have

the right to withdraw from the transport contract and have

your full ticket price reimbursed.

Delays in arrival

Passengers have the right to compensation if their flight ar-

rives more than three hours delayed. e amount of com-

pensation depends on the flight distance and amounts to

between EUR 250 and EUR 600 per passenger.
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Cancellations

If your flight is cancelled by the airline and you are informed

more than 14 days before the scheduled departure, you can

choose between the following 

•    Have your ticket price reimbursed or

•    Receive alternative transportation/re-routing under com-

parable transport conditions.

Rules concerning alternative flights

•    If you received the information about the cancellation

less than 14 days prior to the scheduled departure, you

are additionally entitled to compensation if your alter-

native flight departs more than two hours earlier or

lands more than four hours later. 

•    If you were informed less than 7 days before the sche-

duled departure, the alternative flight may only leave

one hour earlier and land two hours later.
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is means that if the alternative departure and arrival

times are not within the aforementioned timeframes, you

additionally have the right to financial compensation of bet-

ween EUR 250 to EUR 600, depending on the flight distance.

Support services such as drinks, snacks, free phone calls,

hotel accommodation and transfers are determined accor-

ding to the particular case.

Extraordinary circumstances 
(such as severe weather conditions, strikes, 
bird strikes, etc.)

If the cancellation or delay is due to extraordinary cir-

cumstances which could not have been avoided by any

reason able measures by the airline, you are not entitled

to a compensation payment.
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Denied boarding

In cases of denied boarding (for example due to overboo-

king of the aircraft), you may choose between reimburse-

ment and an alternative flight.

Also it makes a difference whether

•    You surrender your reservation voluntarily or

•    You are denied boarding against your will.

If you surrender your reservation voluntarily, the airline has

to offer an equivalent, which often consists of a voucher or

bonus miles. e value has to be agreed upon with the air-

line and usually is higher than a compensation paid in cash.

If you are denied boarding against your will, you have the

right to financial compensation ranging from EUR 250 to

EUR 600, depending on the flight distance. 

If you have to wait for the alternative flight, support services

(beverages, snacks, free phone calls, etc.) will be provided.

If it is not possible to fly until the next day, you are also

 entitled to hotel accommodation and transfer between the

airport and hotel at the airline’s expense.
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Downgrading 

If you are downgraded to a lower transport class than

 booked, the airline has to refund a portion of the ticket

price within seven days. Depending on the flight distance,

the refund amounts to 30 percent, 50 percent or 75 percent

of the ticket price.

Rights of Passengers with disabilities 
or reduced mobility (PRMs) 

Passengers with disabilities or reduced mobility are gene-

rally entitled to board. In addition, they also have the right

to free assistance at the airport and on board. is includes,

for example, assistance boarding and leaving the plane, as

well as assistance with check-in and baggage transport. 

e need for assistance must be registered in good time,

i.e. at least 48 hours before departure. Airlines are also

 liable for loss or damage to mobility aids.

e legal basis for these passenger rights is Regulation (EC) 

no. 261/2004 and Regulation (EC) no. 1107/2006.
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More information on your rights as a passenger, contact

details of airline customer service departments and our on-

line complaint form can be found on our web page:

www.passagier.at

Complaints to the apf have to be submitted in writing. For

information and advice you may also call us:

+43 1 50 50 707 – 740.

If you can’t use our online complaint form to submit your

complaint, you can call us to request our paper form and

mail it to us:

Agentur für Passagier- und Fahrgastrechte

Linke Wienzeile 4/1/6 

1060 Vienna
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