BusConnects
BusConnects is the National Transport Authority’s programme to improve bus services across the Dublin region.
Dublin is growing, it needs a bus network that works for a developing city.
BusConnects aim is to deliver a bus service that’s better for everybody; the people, the city and the environment.
BusConnects is all about providing a better, more reliable and more efficient bus service for Dublin. 
With more buses, going to more places, more often.
For more information, please visit the BusConnects website. 

DART Expansion Programme
The DART Expansion Programme is a series of projects that will create DART network that covers the whole city, with all of the lines linked and connected.
The first investment will focus on delivery of the above ground tunnel elements of the programme. This will be done using the recently opened rail link and existing connector tunnel under the Phoenix Park. This includes buying more trains for the DART network and measures such as re-signalling, junction and station changes to provide expanded services.
The next step will be to provide fast, high-frequency electrified services to Drogheda on the Northern Line, Celbridge/Hazelhatch on the Kildare Line, Maynooth and M3 Parkway on the Maynooth/Sligo Line, while continuing to provide DART services on the South-Eastern Line as far south as Greystones. It will also include new stations to provide interchange with bus, LUAS and Metro networks.

EU Passenger Rights When Travelling by Bus / Coach
The Council of the European Union and the European Parliament, through regulation 181/2011, created rights for passengers when travelling by Bus and Coach.  The regulation provides a range of measures to protect bus/coach passengers and their belongings.
These rights apply to:
· Any journey beginning or ending within the European Union.
· Passenger travelling on regular services with specified routes and pre-determined stops at specified intervals.
Assistance in Case of Delay or Cancellation
Note: These rules only apply to regular services of more than 250km.
(a) If your service is delayed or cancelled you must be told about the situation, and given new  estimated departure and arrival times as soon as they are available.
(b) Where possible, if a service is delayed by 90 minutes or more or cancelled, passengers must be offered free snacks, meals or refreshments, in proportion to their new waiting time.
(c) If your service is more than 250km and you are denied boarding due to overbooking, or the carrier expects a cancellation or a delay of more than two hours, passengers have the right to choose between:
· A full refund of your ticket, and if applicable, a free return journey back to your original departure point;
OR
· Re-routing, under similar conditions, to your final destination at the earliest opportunity and at no extra cost.

(d) If the operator of the service does not offer you these options when the delay occurs, you can submit a complaint at a later stage, and claim a refund for your ticket as well as compensation equal to 50% of the ticket price.
Non Discrimination
(a) You are protected against discrimination based on your nationality; place of residence or disability when you buy a ticket and during your journey.
Disabled Persons and Persons with Reduced Mobility
(a) You have the same rights to travel as other passengers and should be able to travel without difficulty, at no extra cost. You may only be refused a ticket or to board if it is physically impossible due to the design of the vehicle, bus stop or terminal building or if doing so would break health and safety rules.
(b) If your scheduled journey distance is more than 250km, then carriers and bus terminal managers must provide you with assistance free of charge at the designated bus terminals and on board the bus/coach. Alternatively, they can accept a person accompanying you on board for free.
(c) If you require assistance, you must notify them at least 36 hours before your journey.
(d) If your mobility equipment is lost or damaged due to the fault of the carrier or terminal manager, you must receive full compensation.
Information Rights
(a) You must receive the proper information about your service and your passenger rights.
(b) The bus and coach companies and terminal managing bodies are required to inform you about your passenger rights before you set off.
Liability for the Passengers and their Luggage
Note: These rules only apply to regular services of more than 250km.
(a) Carriers can be held liable to pay compensation for the injury or death of passengers, and the damage or loss of their luggage resulting from accidents.
(b) Carriers will also provide assistance to cover the passengers’ immediate practical needs following an accident.
What should passengers do if they feel their rights under Regulation 181/2011 have been infringed?
(a) Passengers should first direct their complaint to the relevant carrier or terminal operator within 3 months from the date the service was performed or when it should have been performed.
(b) The carrier/terminal operator must respond to the passenger within 1 month to inform them whether the complaint has been upheld, rejected or remains under investigation.
(c) A final reply must issue within 3 months of the complaint being received.
If a passenger is disappointed with the reply received from the carrier or terminal operator and the complaint is not resolved, the passenger may appeal to the National Transport Authority, which is the designated enforcement body for Regulation 181/2011 in Ireland.
Passenger Rights Complaint Form
To ensure the NTA can deal with your complaint quickly, please use the online complaint form, attaching a copy of all communication between you and the operator.
You should keep the originals of all communications you share with the NTA.
We will carry out an independent investigation into the complaint and give advice on how to best resolve your complaint, and if appropriate, measures will be put in place to prevent a similar situation happening again.
Following this you will receive a final response in writing, which should be within 1 month of your complaint being received.  If we require more time we will let you know why and when to expect our final reply.
Useful Links
Your Europe – Bus and Coach Passenger Rights

EU Passenger Rights When Travelling by Rail
Irish Rail Iarnród Éireann Customer Charter
Irish Rail Iarnród Éireann have developed its own Customer Charter, which sets out the levels and standards of service you are entitled to expect as a customer of Irish Rail.
The Customer Charter deals with issues such as:
(a) Performance and quality standards
(b) Customer information
(c) Ticket refunds
(d) Compensation payments
(e) Complaints procedures
Many aspects of the Customer Charter go beyond the requirements of EC Regulation 1371/2007, particularly in relation to domestic rail travel, and accordingly have no legal status and cannot be enforced by the National Transport Authority. However, the Regulation does enshrine some rights for domestic passengers and guarantees extensive rights for international rail passengers.
Summary of Specific Passengers’ Rights under EC Regulation 1371/2007
Irish Domestic Rail Travel
 
Irish domestic rail travel is largely exempt from EC Regulation 1371/2007, however passengers on domestic rail services in Ireland now benefit from measures requiring rail operators to:
(a) Make it easy for rail passengers to buy tickets (Article 9).
(b) Compensate passengers where the operator is liable for the loss of luggage (Article 11).
(c) Have adequate insurance (Article 12).
(d) Ensure non-discriminatory access for persons with disabilities or reduced mobility relating to rail transport. This is including stations, ticket reservations and ticket purchases, and at no additional cost (Article 19).
(e) Provide information on the accessibility of rail services to persons with disabilities and persons with reduced mobility (Article 20(1)).
(f) Ensure passengers’ personal security in railway stations and on trains (Article 26).
(g) Compensate passengers in the event of death or injury (Article 13).
 
International Rail Travel (e.g. Dublin to Belfast Rail Services)
 
In addition to the rights afforded to passengers on domestic services under the Regulation, passengers on international rail services also benefit from measures requiring:
(a) Railway operators and ticket agents to provide passengers with travel information (Article 8).
(b) Railway operators to make advance payments to cover immediate costs of death or injury associated with use of the rail service (Article 13).
(c) Compensation in the event of delays, cancellations or missed connections (Article 17).
(d) Minimum compensation amounts of 25% of the ticket price for delays between one to two hours, and up to 50% of the ticket price for delays of two hours and more. This is provided the compensation to be paid is greater than €4.
(e) Assistance for passengers (including refreshments, accommodation and alternative travel arrangements where necessary) in the event of delays exceeding 60 minutes (Article 18).
(f) Railway operators to provide assistance, free of charge, to disabled persons and persons with reduced mobility at railway stations and on board trains (Articles 22 and 23) subject to certain conditions (for example, requirement to give advance notice to railway operators) (Article 24).
(g) Railway operators to set up a complaint handling mechanism for the rights and obligations covered by Regulation 1371/2007 (Article 27).
(h) Railway operators to define service quality standards and to implement and monitor an associated quality management system (Article 28).
What should passengers do if they have a complaint about rail travel?
Passengers should always raise any issues or complaints they have with the railway operator first and in Ireland this means contacting Irish Rail Iarnród Éireann.
This should result in an appropriate response compliant with their Customer Charter.
The Charter suggests trying to resolve any issue at local or station level. If that proves unsatisfactory, or if you prefer not to resolve any issue at local level, the Charter provides relevant contact details for the Customer Relations services of Irish Rail.
Passenger Rights Complaint Form
If you are disappointed with an Irish railway operator’s decision and believe that the railway operator has denied you your rights under the Regulation (or you do not receive a reply within one month of making a complaint covered by the Regulation), you can make a complaint to the National Transport Authority (NTA).
To ensure efficient consideration of complaints referred to the NTA, it is advisable to complete the online complaint form (insert link), attaching a copy of all correspondence between you and the operator.
You should keep the originals of all correspondence forwarded.
Passenger Rights Complaint Form
It is the policy of the NTA to acknowledge receipt of a complaint within 5 working days and to make a decision on a complaint within one month.
NTA Privacy Notice for Passengers Rights
Useful Documents
· Irish Rail’s Customer Charter
· Ireland’s Exemptions for Domestic Rail Services
· European Communities (Rail Passengers’ Rights and Obligations) Regulations 2010

EU Passenger Rights
EU Passenger Rights Covid-19 Update
In the context of the developing situation with Covid-19, the European Commission has issued Interpretative Guidelines on EU passenger rights regulations for all  modes. For further information please see here. 
The National Transport Authority (NTA) is the designated enforcement body for:
· Regulation 181/2011 concerning the rights of passengers when travelling by bus or coach.
· Regulation 1177/2010 concerning the rights of passengers when travelling by sea and inland waterway.
· EC Regulation 1371/2007 concerning the rights of passengers travelling by rail.

This means the NTA’s role is to ensure that transport operators are treating all passengers in accordance to their rights outlined in the above three regulations. 
Passenger Rights Complaint Form
The passenger should direct their complaint to the relevant carrier, operator or the NTA if they believe their rights have been infringed.
To ensure the NTA can deal with your complaint quickly, please use the online complaint form, attaching a copy of all communication between you and the operator, as well as your address and contact information.
You should keep the originals of all communications you share with the NTA.
Address:
National Transport Authority
Dún Scéine
Harcourt Lane
Dublin 2
Telephone: +353 (0)1 879 8300
· Passenger Rights Complaint Form
· NTA Privacy Notice for Passengers’ Rights
NEB Activity Reports
Under the provisions of Article 29 of the Regulation (EU) 181/2011, the National Enforcement Bodies (NEBs) of each EU Member State are required to publish a report on their activities in the previous 2 calendar years.
View the latest reports here. 


EU Passengers Rights When Travelling by Sea and Inland Waterway
Maritime Passenger Rights during the COVID-19 Crisis
20/04/2020
In the context of the developing situation the NTA offers the following advice to passengers.
If the operator cancels your journey:
The information available on the NTA Marine Passenger Rights web page continues to apply during the COVID-19 pandemic. If an operator cancels your journey you are entitled to be told at the earliest opportunity and you must be offered either a full reimbursement or a re-routing under Regulation (EU) No 1177 / 2010.  You are not obliged to accept vouchers.
In relation to compensation for delayed or cancelled journeys, the Regulation provides for exemptions in respect of compensation to passengers in “extraordinary circumstances”.  The EU Commission considers that, where public authorities take measures intended to contain the COVID-19 pandemic, such measures are outside the carriers’ control and are caused by such “extraordinary circumstances”.  Compensation will therefore not be payable by the carriers where their cancellation of a service is as a result of COVID-19.
If you cancel your journey:
The EU Regulations do not specifically address situations where passengers cannot travel and want to cancel a trip.  Whether you are reimbursed by the carrier depends on the ticket type you have with the carrier.
Some operators are offering vouchers to passengers, who do not want to (or are not authorised to) travel any more as a result of the outbreak of COVID-19. These vouchers can be used by passengers for another trip with the same carrier within a time frame established by the carrier.
We advise all passengers to check with the operator’s terms and conditions.
Will my travel insurance cover me in this COVID-19 situation?
This will depend on the type of insurance policy you have purchased and the terms and conditions attached to that policy.  You should contact your insurance company or broker for assistance.
COVID-19 is an ever changing situation and we will keep passengers updated on our website.  Passengers should check with operators directly regarding their journeys.

The Council of the European Union and the European Parliament have created rights for passengers when travelling by sea and inland waterway through Regulation 1177/2010.
The regulation applies to passengers travelling on maritime services that:
· Sail from an EU port;
· Sail to an EU port from a port outside the EU, if the service is operated by an EU carrier; and
· Cruises where the departure point is an EU port, although some exemptions apply in relation to rights on re-routing, reimbursement and compensation for delay in arrival.

The regulation does not apply to:
· Ships that can carry a maximum of 12 passengers;
· Ships that have no more than 3 crew members;
· Ships that cover a distance of less than 500 metres – one way;
· Most types of historical ships; and
· Excursion and sightseeing tours.
Right to Information
(a) All passengers have the right to clear and appropriate information throughout their travel. This includes the right to be informed of their rights, the contact details of the national enforcement bodies and accessibility for a person(s) with a disability and/or reduced mobility.
(b) If a departure is cancelled or delayed, passengers have the right to be informed by the carrier or terminal operator within 30 minutes of the scheduled departure time. All passengers must be informed of the new estimated departure/arrival time as soon as it is available.
Right to Care and Assistance
(a) Where possible, if there is a delay of more than 90 minutes or cancellation of a service, passengers must be offered snacks, meals or refreshments free of charge and in proportion to the waiting time. 
(b) If necessary and where possible, the carrier must provide adequate accommodation on board or ashore and with transport to and from the port terminal to that accommodation.  Such accommodation is capped at €80 (per person) per night for a maximum of three nights.
(c) If the carrier can prove that the cancellation or delay is caused by weather conditions endangering the safe operation of the ship, they are not obliged to offer overnight accommodation.
Right to Re-routing and Reimbursement in Case of a Cancellation or Delay of Departure
If there is a delay of more than 90 minutes passengers have a right to choose between:
· A refund of your ticket, and if applicable, a free return journey back to your original departure point;
OR
· Re-routing, under similar conditions, to your final destination at the earliest opportunity and at no extra cost.
Right to Request Partial Compensation of the Ticket Price
Passengers who choose to continue with their journey, and face a delay in arrival at their final destination, may request compensation under the regulation.
(a) Passengers may request compensation of 25% of the ticket price for the affected part of the journey, where the delay in arrival exceeds:
	Scheduled Journey Time
	Time Delayed (Greater Than)

	Up to 4 hours
	 > 1 hour

	More than 4 hours (not exceeding 8)
	 > 2 hours

	More than 8 hours (not exceeding 24)
	 > 3 hours

	More than 24 hours
	 > 6  hours


(b) If the delay is double the duration set out above passengers may request compensation of 50% of the ticket price.
(c) The carrier does not have to pay compensation if they prove the delay in arrival resulted from dangerous weather conditions or from extraordinary circumstances that prevents the safe operation of the service.
Rights of Disabled Passengers and Passengers with Reduced Mobility
(a) Right to access to transport for disabled persons and persons with reduced mobility without any discrimination:
· Carriers/travel agents/tour operators cannot:
· Refuse a booking;
· Refuse to provide a ticket; or
· Deny boarding on the grounds of their disability or reduced mobility.
· They cannot ask the person to pay a higher cost for booking tickets.
· If it is not possible to carry the individual on board a ship for safety reasons, or it is not possible to safely get on or off due to the design of the ship, port and equipment, the carriers/travel agents/tour operators have to make all efforts to provide information on alternative forms of transport.
· If the disabled person or person with reduced mobility is accompanied by a recognised assistance dog or carer, they must be accommodated on board the ship at no extra charge.
· The access conditions shall be made publicly available by carriers and terminal operators physically (using signs) and on the internet in accessible formats on request.
(b) Right to special assistance
· Disabled persons and persons with reduced mobility have the right to free assistance getting on or off a ship, changing ships, on board and at the port.
· The individual should notify the carrier or terminal operator of their needs at least 48 hours in advance and must arrive at the agreed time to the designated point ahead of the published departing time.
· If 48 hours advance notice has not been given the carrier and terminal operator still has to make all reasonable efforts to help you to board, disembark and travel on a ship.



(c) Right to compensation for loss of or damage to mobility equipment
· If damaged or lost the carrier or terminal has to pay compensation corresponding to the replacement value of the equipment concerned or, if possible, the costs relating to the repairs. This is only if the fault lies with the carrier/terminal.
Right to Submit Complaints to the Carriers and National Enforcement Bodies (NEBS)
(a) Passengers may submit complaints to the carriers or terminal operators within two months from the date the service was operated, or when it should be have been operated.
(b) The carrier/terminal operator must have a complaint handling system in place. The passenger must be notified within one month of the complaint being sent. A final reply must be provided within two months of the complaint being sent.
(c) Passengers may submit complaints about alleged infringements of Regulation (EU) No 1177/2010 to national enforcement bodies.
Enforcement of Passenger Rights by NEBs and Comparable Mechanisms
Within Member States the designated national enforcement body (National Transport Authority in Ireland) shall enforce the rights and obligations set out in Regulation (EU) No 1177/2010.
Passenger Rights Complaint Form
To ensure efficient consideration of complaints referred to the NTA, it is advisable to complete the online complaint form, attaching a copy of all correspondence between you and the operator.
You should keep the originals of all correspondences you send and receive.
Useful Links
Your Europe – Ship Passenger Rights

Freedom of Information
The Freedom of Information (FOI) Act 2014 provides that every person has the following legal rights:
· The right to access official records held by Government Departments and all public bodies that conform to the provisions of Section 6 of the Act;
· The right to have personal information held on them corrected or updated where such information is incomplete, incorrect or misleading; and
· The right to be given reasons for decisions taken by public bodies that affect them.
These rights allow people to seek access to personal information held concerning themselves, no matter when the information was created, and to other records created after 21 April, 1998.
Routinely Available Information
The FOI Act is designed to facilitate access to information held by public bodies that is not routinely available. The NTA makes a wide variety of information routinely available to the public in relation to its functions, activities and schemes.
· PSO Operator Performance Reports
· Publications and Statistics
Exemptions
The FOI Act asserts the right of every person to obtain access to official information to the greatest extent possible.  However, to allow for the proper conduct of Government business, including taking into account the interests of third parties dealing with the Government, the Act provides that in some circumstances certain types of information do not have to be released, including records of:
· Government meetings;
· Law enforcement and security;
· Confidential and commercially sensitive information; and
· Matters included in certain enactments for which non-disclosure of records is permitted.
Publication Scheme
The NTA has prepared a Publication Scheme in accordance with Section 8 of the Act. The Scheme provides comprehensive information in relation to the roles, functions and types of records and information the NTA hold.
Making an FOI Request
Requests should be submitted in writing to:
FOI Unit,
National Transport Authority,
Dún Scéine,
Harcourt Lane,
Dublin 2,
D02 WT20
Email: foi@nationaltransport.ie
Tel: 01 – 879 8300
FOI Application Form English
FOI Application Form Irish
FOI Officer, Dermot O’Gara, can be contacted by telephone at 01 879 8300 or on foi@nationaltransport.ie
You should clearly indicate that the request is being made under the provisions of the Freedom of Information Act. Please be as specific as possible when detailing your request to enable NTA staff to process your application.
In accordance with the provisions of the Act, FOI requests are normally responded to within 4 weeks of receipt.
Charges
Section 27 of the Freedom of Information Act 2014 provides for the application by FOI bodies of certain fees and charges.
Payments to the NTA should be made by the following methods:
1. Bank draft
2. Money postal order
3. Personal cheque
All payments should be made payable to National Transport Authority.
The current fees/charges are as follows:
	No
	Item
	Fee
	Hours (1)
	Detail for Charging

	1
	Search & Retrieval
	Varies
	See 3
	Rate is €20 per hour

	2
	Copying
	
	
	

	
	(a) Paper
	Varies
	See 3
	Rate is €0.04 per copy

	
	(b) Electronic
	Varies
	See 3
	Rate is €10.00 for a CD-ROM.

	3
	Search & Retrieval and Copying fees [2+3] (2)
	
	
	

	
	(a)  ≤ €100
	Nil
	≤ 5
	Costs of up to €100 are not charged.

	
	(b)  ˃ €100 ≤ €500
	Varies
	˃ 5 ≤ 25
	Actual amount, between €100 and €500, will be charged

	
	(c)  ˃ €500 ≤ €700
	€500
	˃ 25 ≤ 35
	Regardless of actual amount only €500 will be charged

	
	(d)  ˃ €700
	Varies
	˃ 35
	If not refined to ˂ €700, full cost charged; or, Request may be refused

	4
	Internal Review
	€30
	–
	Fee is €10 for medical card holders & dependants; payable to Department of Transport Tourism and Sport

	5
	Appeal to OIC  (3)
	€50
	–
	Fee is €15 for medical card holders and dependants; payable to OIC


1. Hours required carrying out Search, Retrieval & Copying are initially estimated. However, when charging, only hours required to manage records for release are considered. The hours indicated in this column are for guidance as copying costs will also affect estimations.
2. Total costs for Search, Retrieval & Copying are taken together to estimate the total charge for each request and the ability to complete it. The actual charge will only be in respect of records finally released.
3. Office of Information Commissioner.
Internal Review
You may appeal a decision issued by the NTA in response to an FOI request by using the same contact details as above.
A fee of €30 (€10 for medical card holders) applies to this type of appeal. There is no fee for Internal Review applications concerning only personal information relating to oneself or in relation to a decision to impose a fee or deposit.
A request for an internal review should normally be made within 4 weeks from the date of our response (late appeals may be permitted in certain circumstances). The internal review process involves a complete reconsideration of the matter by a more senior member of staff than the original decision maker who can amend the original decision.
Appeal to the Information Commissioner
If you are unhappy with the decision following the Internal Review process, you may appeal the decision by writing to the Office of the Information Commissioner.
Appeals should be addressed to:
The Information Commissioner,
18 Lower Leeson Street,
Dublin 2,
D02 HE97.
Tel: +353 (1) 639 5689
Local: 1890 25 32 38
Fax: +353 (1) 639 5674
E-mail: info@oic.ie
A fee of €50 (€15 for medical card holders) may apply to this type of application. Again, there is no fee for appeals to the Office of the Information Commissioner concerning only personal information relating to oneself or in relation to a decision to impose a fee or deposit.
FOI Disclosure Log
Under Section 48 of the FOI Act, bodies are obliged to have regard to any FOI Code of Practice that is published by the Minister.  The Code provides that a public body maintain and publish a log of FOI requests received, as well as records released in response to such requests, except in relation to requests for access to personal information.
2016
2017
2018
2019
Further Information
Further information in relation to FOI is available from the following:
· Office of the Information Commissioner
· Central Policy Unit in the Department of Public Expenditure and Reform
· Freedom of Information Act 2014
· Please note that NTA will process any personal data that you provide to us in accordance with our Data Protection Notice, which is available here.

General Enquiries
For feedback/comments or to make a complaint, please fill out the relevant form on the Transport for Ireland website.
The National Transport Authority is taking all necessary precautions in relation to Covid-19. Our office buildings will be closed while staff work remotely.
Please send all post and deliveries to the NTA’s main office:
National Transport Authority
Dún Scéine
Harcourt Lane
Dublin 2
D02 WT20
Údarás Náisúnta Iompair
Dún Scéine
Lána Fhearchair
Baile Átha Cliath
D02 WT20
· General enquiries: info@nationaltransport.ie
· Taxi enquiries: taxis@nationaltransport.ie
· Press Office: press@nationaltransport.ie
· Oireachtas Liaison: oireachtasliaison@nationaltransport.ie
· Publications: info@nationaltransport.ie

Tel: +353 1 879 8300
Fax: +353 1 879 8333
Taxi Information Line: 0761 064 000
 
Complaints Procedures
Step 1
If you have a complaint please contact the officer who you have been dealing with.
You can do this by phone, email or in writing.
Step 2
If you have already tried and are not happy with the outcome, you can make a formal written complaint to the head of the section/division you’ve been dealing with.
Our target is that your complaint will be acknowledged within 5 working days and a full response will be issued to you within 20 working days.
Step 3
If you are still unhappy with the response you have received, or you have not received a response within a reasonable time frame you can contact our complaints officer.
Complaints Officer
National Transport Authority
Dun Scéine
Harcourt Lane
Dublin 2
D02 WT20
Tel: 01 879 8300
Email: complaints@nationaltransport.ie
It is advisable to follow the procedures set out above and only move onto step 3 when steps 1 and 2 have been unsuccessful.
The complaints officer will deal with your complaint in a fair, impartial and confidential manner.  Our target is to acknowledge your complaint within 5 working days.  We will carry out an independent investigation into the circumstances of the complaint and make recommendations on how to best resolve your complaint, and if appropriate, measures will be put in place to prevent a similar occurrence/re-occurrence.
Following this you will receive a final response in writing, which should be within 20 working days of your complaint being received.  If we require more time we will let you know why and when to expect our final reply.

If you are unhappy with the response from the complaints officer you have the option of making a complaint to the Office of the Ombudsman, whose role is to independently examine complaints from members of the public who feel they have not been treated fairly by public bodies.  There is no charge for this service.
Office of the Ombudsman
18 Lower Leeson Street
Dublin 2
Tel: 01 6395674 / 1890 223030
www.ombudsman.ie
ombudsman@ombudsman.gov.ie
If you are a child or young person under 18, or an adult who knows a child (who you feel) has been unfairly treated, or you are disappointed with our decision on your complaint, you can contact the Ombudsman for Children’s Office.
By law the Ombudsman for Children’s Office can investigate complaints about any of our administrative actions or procedures, as well as delays or inaction in dealings with us.
The Ombudsman for Children provides an impartial, independent and free complaints handling service.
Ombudsman for Children’s Office
52-56 Great Strand St
Dublin 1
Free Phone: 1800 20 20 40
ococomplaint@oco.ie
www.oco.ie

If your complaint relates to an accessibility issue under Section 38 of the Disability Act 2005, please see the following document.
· Complaints Procedure under Section 38 of the Disability Act 2005

Luas Green Line Capacity Enhancement
The Luas Green Line Capacity Enhancement project will provide extra capacity on the Luas Green Line over the coming years. It will cater for the growing demand on the line in the short to medium term.
It includes lengthening the existing green line trams to 55m length, plus the purchase of 8 additional 55m long trams. A major expansion of Sandyford Depot is underway to facilitate the growth in the green line fleet. An order has been placed with Alstom to lengthen the existing tram fleet.
Power system upgrades will also be required along the green line to facilitate the additional and longer trams.
In October 2019, the first of the newly-extended trams to run on the Luas Green Line was introduced, and 25 more are to be extended and enter service over the next 14 months. The 11.1m extension increases the length of the tram from 44m to 55m and increases passenger capacity by 30%.	Comment by Orla Horgan: Curious if COVID-19 has delayed this. 
Each of the 26 trams is being extended by the addition of 2 new modules per tram measuring 11.1m long in total. This will convert the Luas Citadis 402 type trams (43.6m) into longer Luas Citadis 502 type trams (54.7m).
The extended trams will increase passenger capacity from 319 to 408. (89 more passengers per tram)
In addition to these extended trams, eight brand new 55m trams are expected to be delivered in 2020, all of which will have a passenger capacity of 408. Seven 55m trams were introduced into the fleet last year.
We hope this major programme of investment will ease the pressure on Luas Green Line services. The number of journeys on Luas has increased from 30.5 million in 2013 to 41.8 million in 2018 and demand continues to grow. Commuter peak-time services on the Luas Green Line are in particularly high demand.

MetroLink
MetroLink is a proposed high-capacity, high-frequency rail line running from Swords to Charlemont, linking Dublin Airport, Iarnród Éireann, DART, Dublin Bus and Luas services.
It will be serving crucial destinations including Swords, Dublin Airport, Ballymun, the Mater Hospital, the Rotunda, Dublin City University and Trinity College.
MetroLink will provide faster reliable journey times, with much of the 19 kilometre route running underground.
Details of MetroLink Preferred Route Announced

Public Consultations
Current Consultations
Closed Consultations
Meeting with and hearing from a number of government departments, public bodies, local communities, users and other affected groups is an important part of preparing certain policies, strategies and plans.
The National Transport Authority is required to consult with these groups under its establishing legislation Dublin Transport Authority Act 2008 and Public Transport Regulation Act 2009.
Bodies to be consulted statutorily vary, according to the policy or plan in question, but can include:
· Minister for the Environment, Community and Local Government
· Regional authorities within the Greater Dublin Area
· The National Roads Authority
· The Dublin Docklands Development Authority
· Grangegorman Development Agency
· Local authorities
· An Garda Síochána
· Competition Authority
· Joint Oireachtas Committee, Transport
· Local communities
· Transport users
· Public transport operators
· Port and airport authorities or companies
· Other interested parties in the Greater Dublin Area

The NTA will also inform the general public of its consultation plans in any way we can, usually through this website, and will consider any views received within the consultation period, even if not explicitly solicited.
At all times, the NTA will conduct its consultations in the most cost-efficient manner possible, using this website to inform people about the nature and timelines of the consultation, and to provide a simple response channel to participants.  Where required by law, we will place an advertisement in the national press to further inform members of the public about the consultation.

Public Transport Accessibility Programme
The National Transport Authority (NTA) takes the accessibility needs of people into consideration at the design stage for all new transport infrastructure projects and transport vehicles purchased. 
Bus and Rail
The existing infrastructure of the bus and rail system is old and making it accessible is a huge job.
The Public Transport Accessibility Programme aims to fund projects to adapt this infrastructure with an allocation of almost €28 million for the accessibility retrofit programme, running from 2018 to 2021.
Under the programme the NTA oversees accessibility projects in rail stations to improve access and provide lifts to allow access to transport platforms. It also oversees the installation of new bus stops at bus stations to allow high floor coaches to pick up passengers in wheelchairs. 
In towns with a population greater than 5,000 the NTA, with the support and engagement of all Local Authorities, aims to provide one accessible bus stop in each direction to allow coaches to pick up passengers in wheelchairs. 
 
Taxi and Hackney
The NTA provides grants to assist taxi and hackney drivers with the cost to convert or purchase a new wheelchair accessible vehicle. 
Applicants must attend a Skills and Development course, which provides disability awareness and all new entrants to the industry must now have a wheelchair accessible vehicle. 
Since the introduction of these measures, the number of wheelchair accessible vehicles within the fleet has increased to 12%. 
 
Travel Assistance Scheme
The NTA continues to support the Travel Assistance Scheme, which aims to give people with disabilities the confidence to use public transport.
It is a free service run by Dublin Bus and is available within the Greater Dublin Area for people aged 18 and over. 
Under the scheme an assistant can accompany people who need help using public transport and give advice how to plan a journey on Dublin Bus, Luas, DART and Go-Ahead Ireland services. 

Public Transport Services Overview
The National Transport Authority (NTA) is the transport authority for the Greater Dublin Area and the public transport licensing agency for Ireland.
What this means is that the NTA are involved in the supply and contracting out of public transport services, such as:
· Public Service Obligation (PSO) contracts – Iarnród Éireann, Dublin Bus, Go-Ahead Ireland, Bus Éireann.
· Subcontracting with the Luas service, this is contracted on our behalf by Transport Infrastructure Ireland(TII).

The NTA is also the licensing authority in relation to commercial bus services and the small public service vehicle industry – taxis, hackneys and limousines.

As the NTA is not involved in the day-to-day operations of these services, we encourage users to directly engage with the operators if you have any questions relating to their services.
Transport for Ireland
Transport for Ireland (TFI) was developed by the National Transport Authority to promote and coordinate public transport services in Ireland.
Detailed information for each individual transport operator is still available on their own website.
TFI is a ‘one stop shop’ for all information relating to the TFI public transport networks, helping users access information about all aspects of travel by using the following apps:
· TFI Journey Planner – helps people plan their journeys, using public transport, walking or cycling.    iPhone App: Appstore Android App: Google Play
· Real Time Passenger Information – gives you real time arrivals information for train, bus and tram services throughout Ireland. Dublin Bus, Bus Éireann, Go-Ahead Ireland, DART, Iarnród Éireann and Luas are all on the App.  iPhone App: Appstore Android App: Google Play
· TFI Leap Card – is a convenient way to pay for your journeys on public transport in Ireland. It is available in Dublin, Cork, Galway, Limerick, Waterford, Athlone, Sligo and Wexford.
· All you need to know about taxis, walking and cycling in Ireland.
 

For more information, please visit Transport for Ireland.
 
Other Websites


Smarter Travel Programmes
Smarter Travel programmes support people in choosing more sustainable travel options.
These include:
· Walking
· Cycling
· Public transport
· Car-pooling
· Reducing travel through the use of technology or linked trips

Sustainable travel can have significant benefits for individuals, workplaces, campuses and schools in terms of health and wellbeing, costs and time associated with travel, and environmental improvements.
Smarter Travel programmes are often site-specific, for example Workplace Travel Plans or School Travel Plans. However, they can also have city-wide, regional or even national application like walking, cycling, car-pooling, car clubs or public awareness campaigns. These projects can support, and be supported by, transport infrastructure investment.
Smarter Travel Initiatives are outlined in government transport policy Smarter Travel: A New Transport Policy for Ireland 2009-2020.
The National Transport Authority (NTA) developed and oversees the following Smarter Travel programmes on behalf of the Department of Transport Tourism and Sport (DTTAS).
 
The NTA has developed the following Smarter Travel programmes:
· Smarter Travel Workplaces
· Smarter Travel Campus   Involving over 120 of the largest employers           and third level institutions in the State.
· Green Schools Travel   Delivered by An Taisce – Green-Schools                programme of environmental management.
· Toolkit for School Travel
· Workplace Travel Plans – A Guide for Implementers
· Achieving Effective Workplace Travel Plans – Guidance for Local Authorities
· Smarter Travel in UCD – Connecting your Campus
DTTAS also supports a pilot Smarter Travel Areas project in Dungarvan, Westport and Limerick City. Please see above. 
Smarter Travel Workplaces and Campus
The NTA operates the Smarter Travel Workplaces and Smarter Travel Campus behavioural change programmes on behalf of the Department of Transport Tourism and Sport.
The Workplaces and Campus programmes work with large employers and third level institutions to encourage more sustainable commuting and travel choices among their students and staff.
In 2016, the number of workplaces and campuses engaged in the Smarter Travel Workplaces and Smarter Travel Campus programme stands at 123, comprising of 344,544 employees and students.
Partners of the programme include Analog Devices, Apple, Cork City Council, ESB, Eirgrid, Microsoft, National University of Ireland Galway, Maynooth University, Trinity College Dublin and Genzyme among others.
For more information please visit Smarter Travel Workplaces.
Green Schools Travel Programme
The NTA partnered with An Taisce’s Green-Schools to deliver Green Schools Travel, a national sustainable school travel programme.
The aim of the project is to encourage pupils and parents to walk, cycle, Park n Stride, use public transport or car pool instead of using a private car on the school run.
By the end of 2013, 1284 schools and approximately 265,160 pupils and 17,166 teachers have gone through, or are going through, the travel module. Results from schools that undertook the programme between 2010 and 2012 show a 28% decrease in private car use, 27% increase in walking and a 46% increase in cycling.
Find more information please visit Green Schools Travel programme.
For schools interested in sustainable travel, but not yet part of Green Schools Travel programme, we have produced this Toolkit for School Travel.

Sustainable Transport Measures Grant
In 2017, the National Transport Authority (NTA) combined the Sustainable Transport Measures Grant (STMG) programme (previously dedicated to the Greater Dublin Area) with the Regional Cities Grant (supporting projects in Cork, Limerick, Galway and Waterford) into one overall STMG fund, delivered through the Transport Development Division of the NTA.
The STMG programme aims to improve transport options for those choosing alternatives to the private car. The funding has become an important promoter of change within urban centres across the country.
With the collaboration of the local authorities and other state agencies. Together with support for the project through public and stakeholder consultation, this programme is delivering significant infrastructural change, including:
· Bridges
· Bus infrastructure improvements
· Cycle Corridors
· Significant junction improvements
· Pedestrian and cyclist friendly roundabouts
· City Centre Traffic Management changes

The STMG programme continues to fund important local projects supporting pedestrian and cyclist permeability, safety and access to schools and public transport.
The annual programme reports detail infrastructural improvements sponsored by the National Transport Authority and delivered through local authorities.
 
Public Bikes in Regional Cities
The NTA provides public bike systems in Cork, Limerick and Galway.
An Rothar Nua, who have been awarded the contract, run this scheme and these bicycles are known as ‘Coke Zero Bikes’. 
This service allows those wishing to cycle to use bikes either free or at a low cost, and take or leave them at various docking stations around the cities.
A competitive tender to seek a partner for the scheme was initiated by the NTA in November 2012. Following this four companies entered the bidding process, with Coca-Cola Ireland being the successful partner.
Information on how to use the system is available on the official Coke Zero Bikes website.

Introduction
The vehicle clamping legislation, which consists of the Vehicle Clamping Act 2015 and the Vehicle Clamping and Signage Regulations 2017, came into effect on the 1st October 2017.
The legislation seeks to regulate clamping activities in both statutory and non-statutory (private) clamping places throughout the State, and is enforced by the National Transport Authority (NTA).	Comment by Orla Horgan: Not sure if we should keep this. I’ll ask Patricia, but I would assume using ‘country’ would be fine to use. 
In accordance with the legislation, the NTA has established a statutory Code of Practice for the purpose of:
(a) Providing practical guidance to parking controllers and clamping operators regarding compliance with the legislation; and
(b) Establishing standards in relation to their general behaviour, performance of duties and conduct.
The Code of Practice has been in effect since the 1st January 2020.
Clamping Appeals
Under the legislation, the owner of a vehicle or the person in control of a vehicle that has been clamped or relocated (the motorist) is entitled to appeal the decision to clamp or relocate the vehicle.
 
A two-stage appeal process has been established for this purpose:
1. The First-Stage Appeal Process
The motorist must make a first-stage appeal, in writing or by email/online appeal, to the parking controller responsible for the clamping/relocation of the vehicle. Information on how to make the first-stage appeal must be made available to the motorist by the parking controller; it is usually found on either the clamping notice or the receipt for payment of the clamp release fee.
The first-stage appeal must be made no later than 60 days from the clamping/relocation of the vehicle, and should be submitted in the manner specified by the parking controller. The parking controller is then required to make their decision and to advise the motorist of the result in writing. This must be done within 21 days of receipt of the first-stage appeal.
 
2. The Second-Stage Appeal Process
Motorists who do not receive a favourable outcome from the first-stage appeal process are entitled to make a further appeal (a second-stage appeal) to the Clamping Appeals Officer designated by the NTA.
NOTE: It is not possible to access the second-stage appeal process unless a first-stage appeal has been made with, and determined by, the parking controller. You must include a copy of the parking controller’s determination with your second-stage appeal.
A second-stage appeal can be made by completing (in full and following the instructions attached) the Form for Appeal to the Clamping Appeals Officer and returning it, together with any relevant supporting documentation, to the Clamping Regulation Section of the NTA by post or by email (the relevant addresses are set out on the form).
The completed and hand-signed form must be received by the NTA within 30 days of receipt of the first-stage letter of determination from the parking controller. The 30 day period is deemed to commence on the day the motorist receives the first-stage appeal determination.
 
The Clamping Appeals Officer is obliged to make a decision on an eligible second-stage appeal within 42 days of:
(a) Receipt of the completed appeal; or
(b) Receipt of any additional information requested, or
(c) The expiry of the period of time for receipt of any additional information requested, whichever is later.
Further information about the Appeals Procedure is available below for download in both English and Irish. The Form for Appeal to the Clamping Appeals Officer is also available below to download in Irish.
Clamping Complaints
In addition to the two-stage appeal process outlined above, the vehicle clamping legislation required the NTA to establish a Complaints Procedure to consider complaints from members of the public concerning:
· The discharge of responsibilities by parking controllers.
· The conduct, behaviour and identification of clamping operators.
· Unnecessary delay on the part of parking controllers or clamping operators in responding to complaints, or other communication from members of the public.
· The identification of vehicles used by clamping operators (including logos, stickers and advertisement on such vehicles).
A clamping complaint can be made by completing (in full and following the instructions attached) the Form for Complaint Concerning Clamping and returning it, together with any relevant supporting documentation, to the Clamping Regulation Section of the NTA by post or by email (the relevant addresses are set out on the form).
The completed and hand-signed form must be received by the NTA within 60 days of the event giving rise to the complaint. The 60 day period is deemed to commence on the day of the event.
 
The NTA is obliged to make a decision on any eligible complaints within 42 days of:
(a) Receipt of the completed complaint; or
(b) Receipt of any additional information requested, or
(c) The expiry of the period of time for receipt of any additional information requested, whichever is later.
Further information about the Complaints Procedure is available below for download in both English and Irish. The Form for Complaint Concerning Clamping is also available below to download in Irish.
Evaluation of the Compliance of Signage in Clamping Places
In its role as regulator of clamping activities within the State, the NTA carries out technical evaluations of the compliance of signage at clamping places. Parking controllers are advised of any non-compliance(s) and are given a reasonable amount of time to carry out the necessary changes or repair work.
Where no meaningful efforts to fix or replace the identified non-compliance(s) within the time allotted are undertaken, enforcement action will be taken against the parking controller.
Enforcement
The NTA may also take proceedings against parking controllers and clamping operators for breaches of the other statutory obligations prescribed in the 2015 Act and 2017 Regulations.
Such enforcement actions may arise from, or be informed by, second-stage clamping appeal and complaint submissions, independent inquiries initiated by the NTA or other activities.
Forms and Procedures
English
· Clamping Complaints Form
· Clamping Complaints Procedure
· Clamping Appeals Form
· Clamping Appeals Procedure
Gaeilge
· Foirm um Ghearán Maidir le Teanntáil
· An Nós Imeachta um Ghearáin
· Foirm um Achomharc chuig an Oifigeach Achomhairc Teanntála
· An Nós Imeachta Achomhairc
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