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04/12/2014 

 

Council of ministers to move forward on package travellers’ rights 

 

The update of EU law on Package Travel found agreement today in the Council of 

Ministers. It governs holiday and travel arrangements which imply a combination of at 

least two services (e.g. a flight and a hotel booking) and involves issues of consumer 

rights and travel service providers’ (travel agencies and tour operators) obligations such 

as: 

 The type of travel service and what specific protection standards apply;  

 Consequences of travel service providers’ insolvencies; 

 Consumers’ compensation rights if something goes wrong or “extraordinary 

circumstances” prevent travel; 

 Increase in prices before departure. 

 

These need updating to meet the challenges of an increasingly digitalised travel market. 

Monique Goyens, The European Consumer Organisation’s Director General commented: 

“When it comes to package travel, consumers’ rights to information, compensation and 

assistance were set in EU law nearly 25 years ago.  

“This EU law had in mind consumers walking into High Street travel agents. But now 

travel combinations including flights, car rental, accommodation and catering, can be 

booked even on a smartphone screen. Also, many airlines’ websites now sell other 

services alongside a flight booking. This is the reality of modern day package travel and a 

big challenge for EU legislators.  

“Any review of the existing rules should extend the current level of protection to the new 

ways of selling travel combinations, in particular on line. What we need is longstanding 

rights to information, compensation, refund, assistance, transfer of the package and 

repatriation when businesses fall insolvent, moved to such booking types.” 

On the one hand, the agreement in Council weakens the Commission proposal and will 

lead to a reduction of some consumer rights. On the positive side, it increases clarity for 

consumers and allows Member States to maintain certain protection standards. 

http://ec.europa.eu/justice/consumer-marketing/travel/package/index_en.htm
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Examples of shortcomings of the Council’s agreement 

 Some online travel traders (e.g. when consumers consecutively purchase different 

services) will not be liable for problems with services in the chain (e.g. hotel, car 

rental, excursions).  

 Stranded travellers will have their right to accommodation assistance reduced to a 

maximum of 3 nights.  

 The right to be offered an alternative package if the trader changes the conditions 

before departure has been deleted and the right of the trader to increase the price 

before departure is wider than in EU Members States such as Germany, Austria, 

Bulgaria or Cyprus.   

 

Monique Goyens commented: 

“The directive introduces a new category of “package like” services, which provides for 

less protection to consumers than the ordinary package travel. Our concern is that 

traders by adapting their business models will in the future decide themselves what kind 

of protection they offer to consumers. It will be important to monitor closely how the 

travel market will develop within this new legal framework to avoid   unfair practices”.  

Insolvency problems clarified 

“On the plus side, it has been clarified that if a transport company, from train carrier to 

airline, offers a combination of services and goes bankrupt they must refund or repatriate 

their travellers. Unfortunately the same protection is not extended to seat-only 

passengers.” 

National rules 

“Overall, this law will fully harmonise consumer rights across Europe, which makes 

sense, given travel services are typically cross-border. However, this approach prevents 

Member States from maintaining or introducing more protective laws in future. Greater 

flexibility would be needed to adequately protect consumers.  

“We welcome that on the essential question of liability, national rules can be maintained 

which would oblige both the seller and organiser to respond to travellers' claims.  

“We hope that in the upcoming negotiations with the European Parliament, both 

legislators will do their utmost to find the best possible solution for European 

consumers.“ 
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