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19 - PROCEDURE FOR FILING A COMPLAINT 

 
PREMISE 

As of March 1, 2013, Regulation (EU) No. 181/2011 is in effect, establishing passenger rights in bus 
transport, providing rights similar to those already recognized for air, rail, and maritime transport 
passengers traveling within the European Union by bus and coach, rights similar to those already 
recognised for air, rail and maritime passengers.  

The Transport Regulatory Authority has approved the “Regulation” and the “Complaint Form” for the 
assessment and imposition of penalties provided for by the Legislative Decree of november 4th n.169, 
implementing the passenger rights discipline for bus transport contained in Regulation (EU) n. 
181/2011.  

 PROCEDURE FOR FILING A COMPLAINT 

With specific reference to complaints within its competence,  AUTOSTAZIONE DI BOLOGNA adopts 
the measures outlined in annex A of ART deliberation 28/2021 regarding user rights for rail and bus 
transport services.  

Complaints can be submitted: 

• by registered mail to the address: Autostazione di Bologna Srl – Piazza XX Settembre, 6 – 
40121, Bologna; 

• by e-mail to the address: autostazionebo@pec.it (which ensures the issuance of a delivery 
receipt) or to the address: ufficio@autostazionebo.it; 

      •     by physically going to the stationmaster's office at Piazza XX Settembre, 6 

The form to be used is “Complaint Form”, available in Italian and English on homepage of the site 
www.autostazionebo.it  The forms must be filled out in block letters or by using the editable form 
available on the website; a copy of the complainant’s identification documents or those of the 
eventual delegate, a copy of the delegation, and any other documents useful for proving the presence 
and/or use of the bus station services must accompany the form. All documents must be in .pdf or 
.jpg format. 

Complaints submitted in a foreign language will receive a response in English. 

Complaints will be considered if they include the following information: 

http://www.autorita-trasporti.it/wp-content/uploads/2015/01/Regolamento-tutela-diritti-passeggeri-autobus.pdf
http://www.autorita-trasporti.it/wp-content/uploads/2015/01/Regolamento-tutela-diritti-passeggeri-autobus.pdf
http://www.gazzettaufficiale.it/eli/id/2014/11/21/14G00182/sg
https://eur-lex.europa.eu/legal-content/IT/TXT/PDF/?uri=OJ:L:2011:055:FULL
https://eur-lex.europa.eu/legal-content/IT/TXT/PDF/?uri=OJ:L:2011:055:FULL
https://www.autorita-trasporti.it/wp-content/uploads/2021/02/All.A-delibera-n.-28_2021.pdf
http://www.autostazionebo.it/


• user identification references (name, surname, contact details), with an attached 
identification document; in the case of a complaint presented by a representative, a 
delegation and the representative’s identification document, in addition to the identification 
document of the interested party. 

• precise indication of the identification details of the trip made or planned; 
• description of the inconsistency of the service regarding one or more requirements under 

European or national regulations, the general conditions of transport, or the Service Charter 
adopted by the Bus Station. 

Complaints submitted without using the provided form will also be accepted, provided they are 
written clearly and legibly, and always on the condition that they contain the above-mentioned 
information. 

Autostazione di Bologna will respond to the complaint within 30 days of receipt. 

In the event of no response or an unsatisfactory response to the complaint, the complainant may 
submit a second-instance complaint to the Transport Regulatory Authority, as indicated in the 
following paragraph: “Protection of Passenger Rights.” 

SECOND INSTANCE COMPLAINT 

Passengers who have already submitted a complaint to the bus transport company can turn to the 
Transport Regulatory Authority in a second instance—also through representative associations of 
their interests, if they have been explicitly delegated to do so—to report violations by the transport 
company of the obligations under Regulation (EU) 181/2011. 

The complaint form for the Transport Regulatory Authority is available for download at the following 
link: 

 Online submission of complaints (SiTe) - Autorità di Regolazione dei Trasporti 

Specifically, the user can submit a second-instance complaint to the Authority directly or through a delegate, 
including representative associations, only after having submitted the complaint to Autostazione di Bologna, 
using the methods indicated in point b), in the following cases: 

– if they find the response unsatisfactory; 

– in the event of no response. 

The maximum time limit for submitting second-instance complaints to the Transport Regulatory 
Authority (ART) is 90 days from the submission of the complaint to Autostazione di Bologna. 

For the resolution of compensation-related disputes, the user can resort to ADR (Alternative Dispute 
Resolution) procedures, which are extrajudicial resolution processes. 

With resolution 21/2023, ART has regulated the extrajudicial dispute resolution procedures between 
companies managing infrastructure and services and consumers pursuant to Article 10 of Law 
118/2022. 

https://eur-lex.europa.eu/legal-content/IT/TXT/PDF/?uri=OJ:L:2011:055:FULL
https://www.autorita-trasporti.it/en/site/


The user can submit a conciliation request only if they have already submitted a complaint or a 
request for reimbursement or compensation to the economic operator. The request must be 
submitted within one year from the submission of the complaint: 

– if the user has not received a response; 

– if the response was unsatisfactory. 

Users wishing to initiate a conciliation procedure through the Transport Regulatory Authority must 
access the ConciliaWeb platform via SPID or CIE, or, for users not residing in Italy, through registration 
(useful information and access to the platform can be found at the following 
link: https://www.autorita-trasporti.it/conciliaweb/). 

Users can also seek non-judicial resolution of disputes: 

– from the Conciliation Chambers established at the Chambers of Commerce, Industry, Handicrafts, 
and Agriculture, following the signing of a memorandum of understanding between the Authority 
and Unioncamere; 

– from ADR bodies, including parity negotiation bodies, registered in the list referred to in Article 141-
decies, paragraph 1, of the Consumer Code. 

The conciliation request through the ConciliaWeb platform is not admissible if the dispute can be 
resolved before another Conciliation Body that complies with the requirements of the Consumer 
Code, which does not impose costs on the user. The Authority’s website contains a list of such 
Conciliation Bodies. 

The Authority is not vested with competence to settle disputes between consumers and businesses, 
nor to sanction the regulated subjects for cases of compensation and assistance in the event of 
accidents. 

 

IMPLEMENTATION TIME: WITHIN 30 DAYS  

RESPONSIBLE FOR IMPLEMENTATION: MOVEMENT AND ADMINISTRATION OFFICE 

CONTROL MEASURE: 50% CHECK OF COMPLAINTS REGISTER  

MONITORING INDICATORS: 80% POSITIVE OUT OF 50% CHECKED 

 

        Office  Manager    Telephone  Certified Email            Email 

   Administrative 
Office/Movement 

  Paola    
Righetti 

051/4214162 autostazionebo@pec.it ufficio@autostazionebo.it 

 

https://www.autorita-trasporti.it/conciliaweb/


To download the form: 

Sending a complaint - Autostazione di Bologna 

 
 
 
 

 

https://www.autostazionebo.it/en/page/inviare-un-reclamo

