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“"ECC-Net:
Travel” App

s for CONSUMErs
Relevant sentenc niries

{ A -COM
to exercise their rights \n other BY:

On the occasion of the 10th
anniversary of the ECC-
Net, the European
Consumer Centres
Network will launch the
new version of the ECC-
Net: Travel app on 2rd of
June 2015.

When to use this App?

This App is meant to be a travel companion inside the European Union as well as in Iceland
and Norway. It helps consumers to overcome difficult situations on their holiday abroad and
to exercise and express their consumer rights in the language of their destination country.
Besides holiday trips this App is also very useful on business trips as well as during a
semester abroad.

With this App the European Consumer Centres Network (ECC-Net) provides assistance - in 23
official EU languages as well as Norwegian and Icelandic - in total 25 languages.
Consumers will receive information about their rights for typical situations and relevant
phrases in the language of their holiday destination.

It may however be possible that a special situation is not covered (completely) by this App.
Therefore the app provides the contact details of every ECC.

What is new?
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New design
Larger font size to show the relevant
sentences to the interlocutor

Improved functions (especially
concerning the translation tool) and
better usability

Reworked content

New section “Help” with all important
addresses and phone numbers (local ECC,
complete ECC-Net, European emergency
number, local embassy, Europe direct)

In which languages is the App available?
In 25 European languages...

Bulgarian, Croatian, Czech, Danish, Dutch, English,
Estonian, Finnish, French, German, Greek,
Hungarian, Icelandic, Italian, Latvian, Lithuanian,
Maltese, Norwegian, Polish, Portuguese, Romanian,
Slovak, Slovene, Spanish, Swedish.

Good to know:

L o Purchase

The item is defective. Are
you prepared to exchange
the product to one free of
defects?

Information Settings

This App works offline which means that the user does not need to be online abroad
once the App is installed on the smartphone/ tablet. This offline function allows
avoiding roaming charges and offers in every situation full content!

This App is free of charge

How to get the free App?

In the Apple app store (for i0S)

In the Google Playstore (for Android)
In the Windows Apps+GamesStore (for Windows Phone)



H?cl:? 3::5?::: /\\\\\\\ ****:* . Fact Sheet / ECC-Net: Travel App

in Europe ECC-Net the European Union

*og K

How many topics are treated in the ECC-Net: Travel App?

8 topics with different situations as well as a section which provides help in very urgent
cases:

1. Purchase at retail shop Choose your topic

e Possible difficult situations:
o boughtitem is defective
» advice: Right to repair or to oy, P
replace, if not possible, reduction ‘ E | - a ‘ W
of price or refund N st \_“
o not happy anymore with bought Purchase  Car Rental Airplane
item
» advice: exchange or refund ( / ) : /s )
with explanation that there is no Q I Q | i
. . =) \ / \
right to it) N N udan
Train Bus Ship/Ferry

2. Carrental

e Possible difficult situations at pickup of 7\ ; g \
car: |£| + ‘ "F\\\\E;\Xﬁi
o car is more expensive than : 4
agreed
» advice: insistence on the price
quoted at the time of booking,
right to reimbursement,
payment under protest (to get
reimbursed afterwards)
o car is not available
» advice: right to an alternative car for the same price, right to a price
reduction or right to reimbursement
o car is damaged during use

Hotel Health Help

O A O ©

Destination Information Settings

» advice: written confirmation of damages
e Possible difficult situation during the use of the car
o damages caused during the use of the car:
» advice: explanation of responsibility for damages and advice to report
damages immediately to hirer and/or police
e Possible for difficult situation on the return of the car:
o controversy about proper return of the car
» advice: written confirmation of correct delivery
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e Possible difficult situations:

vV O Vv O

(©]

4. Train

delay in departure

advice, depending on the delay (2,3,4 or 5 hours): right to information,
right to communicate (phone calls or internet access), right to get meals
and refreshments, right to accommodation, right to reimbursement and
re-routing (only in case of 5 hours delay)

delay at final destination

advice: written confirmation of delay ( to get reimbursed afterwards)
cancellation of the flight

advice: right to re-routing, right to assistance ( information,
communication, meals and refreshments or accommodation) or right to
reimbursement of the ticket price

denied boarding

advice: right to alternative transport, right to reimbursement of the
ticket price, right to assistance (information, communication, meals and
refreshments, accommodation), written confirmation of own presence at
time

damaged/ incomplete or lost luggage

advice: Request form letter (to get reimbursed afterward)

e Possible difficult situations:

o
>

5. Bus

delay in departure or cancellation

advice, in case of delay depending on the delay (delay of more than 60
minutes): right to continuation re-routing directly or later without any
additional costs, right to refund of ticket price, right to care (meals and
refreshments), right to accommodation

missed connection due to delay or cancellation

advice: right to continuation without any additional costs or right to
return to first point of departure and reimbursement

delay on arrival

advice: written confirmation of delay (to get a refund afterwards)

e Possible difficult situations:

vV O VvV O

delay in departure 90-119 minutes:

advice: right to meals and refreshments, right to accommodation

delay in departure in 2 hours and more

advice: right to assistance ( meals and refreshments, or accommodation),
right to re-routing, right to reimbursement of the ticket price and return
to the first point of departure
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vehicle breakdown

advice: right to re-routing

cancellation:

advice: right to assistance (meals and refreshments, or accommodation),
right to re-routing, right to refund of the ticket price and return to first
point of departure

e Possible difficult situations:

©)

>

O

7. Hotel

delay in departure

advice: right to information, right to re-routing, right to assistance
(meals and refreshments), right to reimbursement of the ticket price
delay on arrival

advice, depending on the journey time (up to 4 hours - more than 24
hours): written confirmation of the delay ( to get a refund of 25/ 50 % of
the ticket price afterwards)

cancellation

advice: right to information, right to re-routing, right to assistance
(meals, refreshments and accommodation), right to reimbursement of
the ticket price

e Possible difficult situations:

o
>

room is more expensive than agreed upon

advice: insistence to pay only the price agreed upon, right to reject the
room and get refunded, payment under protest (to get refunded
afterwards)

room is inadequate

advice: right to an alternative room for the same price, right to a price
reduction, right to reject the room and get refunded

booked room is not available

advice: right to an alternative room for the same price, right to a price
reduction (in case a room of a lower category is offered) , right to
reimbursement (and compensation)
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8. Health

e How to get a medical treatment abroad as insured person under a statutory
insurance and how to use the EHIC

New section “Help”

¢ Contact details of the local European Consumer Centre and the whole ECC-
Net to get in touch and ask for advice and help

¢ European emergency number for ambulance, fire and rescue, police

e Contact details of the local embassy in case of lost documents

e Contact details of the central information service of Europe Direct

Who developed this App?
The ECC-Net: Travel App is a joint project of the European Consumer Centres Network (ECC-
Net) under the lead of ECC Germany.

This application is part of the action 670716 — ECC-Net DE FPA which has received
funding under a grant for an ECC action from the European Union’s Consumer
Programme (2014-2020).

What is the ECC-Net?

ECC-Net is the network of the European Consumer Centres existing in all EU Member States
plus Norway and Iceland. The ECCs are co-funded by the European Union.

The network was founded in 2005.

All members of the ECC-Net in alphabetical order: Austria, Belgium, Bulgaria, Croatia, Czech
Republic, Cyprus, Denmark, Estonia, Finland, France, Germany, Greece, Hungary, Iceland
Ireland, Italy, Latvia, Lithuania, Luxembourg, Malta, Netherlands, Norway Poland, Portugal,
Romania, Slovakia, Slovenia, Spain, Sweden, United Kingdom.



