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Commission for Aviation Regulation 

The Commission for Aviation Regulation was established in 2001 under the Aviation Regulation Act, 

2001. It is an independent public body under the auspices of the Department of Transport, Tourism 

and Sport, is accountable to the Houses of the Oireachtas and currently has a staff of 18.   In May of 

this year we published our 2017-2019 Strategic Plan.  This plan clearly states that our mission is to 

protect the interests of Air Passengers.  

 

The Commission has over a decade of experience in dealing with the enforcement of passenger 

rights under the relevant legislation - Regulation (EC) 261 of 2004. In that time it has dealt with some 

significant events to passengers including the Volcanic Ash crisis and the disruption to passengers 

caused by the 2010 radar failure at Dublin Airport. To assist passengers departing from Irish airports, 

the Commission has comprehensive information about air passenger rights available on its 

organisation website – www.aviationreg.ie and its dedicated passenger rights website – 

www.flightrights.ie.  Passengers may file an online complaint against air carriers via both websites. 

 

Regulation (EC) No. 261/2004 

The European Regulation establishes rights for passengers affected by flight cancellations, long flight 

delays or instances of denied boarding. The Commission is the enforcement body for flights 

scheduled to depart from Irish airports. In the context of flight cancellations passengers are entitled 

to choose between re-routing or full refund and may be entitled to compensation and care and 

assistance such as meals and overnight hotel accommodation. When Ryanair started cancelling 

flights, the sole focus of the Commission (in line with our Strategic Plan) was the passenger.  There 

are two aspects to the air carrier obligations: (i) informing passengers in relation to their rights and 

(ii) the practical application of the Regulation by the air carrier in favour of the passenger. I wanted 

to ensure that passengers knew their rights and that the rules set out in the regulation in relation to 

cancellations were applied. 

 

Ryanair Flight First Wave Cancellations – Initial Announcement Friday 15th September  

On Friday, Ryanair, announced it was cancelling 40-50 flights daily for the following six weeks (to the 

end of October). The Commission became aware of the cancellations through observing social media 

and media reports but found no clear statement about passengers’ rights to rerouting/refunding, 

care and assistance and compensation.  

 

http://www.aviationreg.ie/
http://www.flightrights.ie/
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I and my senior managers monitored the situation continuously over the weekend.  On Saturday 

morning, we issued a public statement (and on our website) clearly setting out passenger rights and 

for the rest of the weekend addressed various media queries. On Saturday Ryanair admitted that 

they had “messed” up.  By Sunday evening the Commission’s actions had made it publicly clear that 

compensation would apply, yet the required forms to access this compensation were not in the 

Commission’s view prominent enough on their website as to be accessible to passengers.  In my 

view it would be difficult for passengers to be fully informed of their entitlements. They needed the 

following information as a matter of urgency: 

 

1. Which flights are cancelled (am I affected)? 

2. What should I do next – refund or re-route (without incurring significant cost which might not be 

recoverable from Ryanair)? 

3. What if I incur additional costs waiting for my re-routed flight (i.e. care and assistance)? 

4. Do I have any rights to compensation? 

 

On that same evening I considered what would be the best course of action to take in order to 

provide as much information as possible to affected passengers as soon as possible.   

Every Member State has its own sanctions and enforcement regime which is predicated on that 

country’s own legal framework. Our powers of enforcement are set out in section 45A of the 

Aviation Regulation Act of 2001 and although they are potentially very dissuasive for air carriers, the 

process can take some time1. Given the very real and immediate needs of affected passengers I 

considered this to be the incorrect approach at this time. The power to direct an airline to take 

certain action is available to the Commission. It does not need to be used if the airline instead agrees 

to act in that manner without the need for a Direction. That stands to reason. Issuing a Direction 

before giving an airline a chance to respond is premature. Once a Direction issues in these matters in 

Ireland, this now becomes a separate legal process which may lead to litigation. This may needlessly 

change the situation from one of collaboration to deliver a particular practical outcome in ease of 

the passenger – which is quicker – to one of conflict – which is slower.  

 

                                                           
1
 The Commission can issue a direction where we think an airline is infringing EC 261 requiring the airline to comply. The 

airline has 14 days to reply and we must consider that reply. The Commission then replies to the airline within 2 months 

with a final decision.  If the airline has not responded within 14 days and does not comply with the Commission’s final 

decision (where it has responded), the airline is liable to pay a fine. 
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I felt our priority had to be assisting passengers in airports, at home or abroad desperately seeking a 

solution and concluded that the best course of action was to engage with Ryanair directly for them 

to provide the necessary information to all affected passengers.  If Ryanair was uncooperative, legal 

powers of enforcement were and remain available to me.  

 

Week starting Monday 18th September 

On Monday morning the senior management team met and we agreed our next steps: 

1. Ryanair to immediately publish a list of all affected flights for the 6 week period together with 

clear information about which passengers would/would not be entitled to compensation. 

2. Ryanair to immediately contact all affected passengers clearly setting out their rights. 

3. The Commission to immediately further publicise passenger rights; in particular (a) to keep all 

receipts, (b) awareness of the claims process and (c) to emphasise the importance of letting 

Ryanair re-route flights rather than opting for a refund and booking with another airline.  Under 

the rules of EC261, passengers opting for a refund are not automatically entitled to the recovery 

of, say, an additional nights’ accommodation, food and travel expenses.  In short, they ran the 

risk of incurring costs that potentially would not be refunded. 

 

On the same morning, the Commission engaged with Ryanair and emphasised the importance of 

getting this information out immediately and they agreed.  In addition to this by the close of 

Monday, we had taken part in a number of media events to highlight passenger rights and Ryanair 

had published a list of affected flights and emailed affected passengers of their rights (see below).   

 

We reviewed the email Ryanair send to passengers and acknowledge that Ryanair provided 

sufficient information to be compliant with EC 261 except in relation to rerouting.  Ryanair in the 

email states that “You can transfer online (free of charge) to the next alternative Ryanair flight to the 

same destination airport (subject to seat availability). If you require other rerouting options to/from 

different departure or destination airports or via another airport served by Ryanair”.  Ryanair seems 

to be suggesting that, in all circumstances, the only rerouting options were with Ryanair.   
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First Wave Cancellation email sent to Affected Passengers  

Dear Customer, 

We are writing to inform you that your flight with Ryanair has been cancelled. We sincerely apologise for the inconvenience.  

Please see below the 2 options available to you 

1. Rebook your Cancelled Flight Free of Charge  

You can transfer online (free of charge) to the next alternative Ryanair flight to the same destination airport (subject to seat 

availability). If you require other rerouting options to/from different departure or destination airports or via another airport 

served by Ryanair please contact Reservations , click to chat with one of our advisors (subject to opening hours) or go to the 

airport ticket desk. 

If your alternative flight is scheduled to depart the next day and you require hotel accommodation please go to the airport 

ticket desk where the airport staff will organise. 

Click Here To Rebook  

Important: Once you transfer your flight to a new date you will need to check in online again and reprint a new boarding 

pass. If you are transferring to a new flight on the same or following day and cannot re-print your boarding pass it will be re-

issued free of charge at the airport ticket desk. 

2. Apply for a Refund Online 

If you wish to cancel your reservation and claim a full refund of the unused flight(s) click on the link below and enter your 

booking details. Refunds will be processed in 7 working days back to the form of payment that was used to pay for the 

original booking. 

https://schdchng.ryanair.com//Refund?i=5183K3UM3B00058141-FR2283Q9GH00STNWMIK153ZG2THBC&lg=en&p=2 

Click on the following link for information on Passenger Rights under EU Regulation - EU261/2004 - 14.2 NOTICE  

We again sincerely apologise for the inconvenience caused by this flight cancellation. 

Yours sincerely, 

Ryanair Customer Services. 

 

The Commission had concerns that:  

1. There needed to be more clarity on the specific out of Ireland flights where compensation would 

be payable (in other words, where less than two weeks’ notice of cancellation had been 

provided)  

2. There needed to be more clarity on how rerouting worked from an operational point of view 

3. There was no link to bring passengers to a claims form 

 

We spent most of that week progressing these issues. Ryanair provided the Commission with 

clarification on who would be entitled to compensation on 21st September at which time we 

published it on our website.   We asked Ryanair for a list of flights from Ireland where passengers 

were entitled to compensation for publication and Ryanair published this list on Monday 25th 

September. During that week the Commission internally reviewed Ryanair’s re-routing policy as it 

was not clear at what point Ryanair would book a passenger on another airline.  In relation to “re-

routing under comparable transport conditions” the European Commission has indicated that the 

phrase ‘comparable transport conditions’  includes the possibility of re-routing with other air 

carriers, the provision itself does not require an air carrier to provide multiple choices as regards the 

re-routing options offered.  

https://www.ryanair.com/gb/en/useful-info/help-centre/faq-overview/contact-us/
https://secure.livechatinc.com/licence/5665411/open_chat.cgi?groups=13
https://www.ryanair.com/gb/en/check-in
https://schdchng.ryanair.com/Refund?i=5183K3UM3B00058141-FR2283Q9GH00STNWMIK153ZG2THBC&lg=en&p=2
https://www.ryanair.com/content/dam/ryanair/help-centre-pdfs/eu261-version13/EU261%20for%20Ireland%20-%20EN.pdf
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On Monday 25th Ryanair provided more detail on their partnership arrangement where they used 

other airlines to reroute passengers (Aer Lingus, Vueling, CityJet, Eurowings, Jet 2, Easyjet and 

Norwegian) and their process for rerouting which we further considered.  Ryanair explain that if a 

passenger is unable to re-book themselves online on Ryanair’s website they could contact Ryanair 

and Ryanair would check if a flight is available on Ryanair or on one of its seven partner airlines.  

Ryanair examines it on a case by case basis as all circumstances may be different. In the past they 

have used buses and ferries as options for passengers who were happy with those alternative 

transport types and can also be other airlines depending on the circumstances involved. 

 

Ryanair Flight Second Wave Cancellations –Announcement Wednesday 27th September  

First email sent to Second Wave Cancellation Affected Passengers  

Dear Customer, 

We are writing to inform you that your flight with Ryanair has been cancelled. We sincerely apologise for the inconvenience. 

 

Please see below the 2 options available to you 

1. Rebook your Cancelled Flight Free of Charge  

 

You can transfer online (free of charge) to the next alternative Ryanair flight to the same destination airport (subject to seat 

availability). If you require other rerouting options to/from different departure or destination airports or via another airport 

served by Ryanair please contact Reservations , click to chat with one of our advisors (subject to opening hours) or go to the 

airport ticket desk. 

 

Click Here To Rebook  

Important: Once you transfer your flight to a new date you will need to check in online again and reprint a new boarding 

pass. If you are transferring to a new flight on the same or following day and cannot re-print your boarding pass it will be re-

issued free of charge at the airport ticket desk. 

 

2. Apply for a Refund Online 

If you wish to cancel your reservation and claim a full refund of the unused flight(s) click on the link below and enter your 

booking details. Refunds will be processed in 7 working days back to the form of payment that was used to pay for the 

original booking. 

 

Click Here To Refund 

As you have been notified of this cancellation 14 days (or more) in advance of the scheduled departure date, you are not 

entitled to monetary compensation under EU Regulation 261/2004 We again sincerely apologise for the inconvenience 

caused by this flight cancellation. 

 

Yours sincerely, 

 

Ryanair Customer Services. 

 

The Commission requested a copy of the email provided to passengers, and a list of affected flights 

out of Ireland.  We received the flight list from Ryanair on 28th with a commitment for its immediate 

publication.  I noted that the email to passengers made no reference to the recovery of any incurred 

care and assistance costs and decided that all outstanding concerns had to be resolved to our full 

satisfaction not later than Friday morning (29th September) at a meeting with Ryanair.  On Thursday 



6 | P a g e  
 

28th the Commission engaged with Ryanair on the text of a revised email to be sent to affected 

passengers, text on Ryanair’s web text and rerouting.   

At our meeting on Friday 29th, Ryanair’s final re-routing proposal and the information to be provided 

to passengers met the requirements of EC 261.   

Second email sent to Second Wave Cancellation Affected Passengers (re-routing) 

Dear Customer, 

 

We refer to our recent email regarding your Ryanair flight booking, and we write to remind you that you are entitled to 

choose between a full refund of the cost of your ticket, or re-routing as well as a refund of certain expenses (as detailed 

below). 

 

1. If you wish to apply for a refund Click here and you will receive your refund within 7 days. 

 

2. If you wish to avail of re-routing, you can transfer online (free of charge) to the next alternative Ryanair flight to the 

same destination airport (subject to seat availability) – Click Here.  If you require other rerouting options, such as 

departing/arriving from another airport served by Ryanair or (if a suitable Ryanair flight is unavailable) an alternative 

airline, train, bus or car hire, please contact Reservations, click to chat with one of our advisors (subject to opening 

hours) or go to the airport ticket desk.  If you avail of re-routing via an alternative airport, you will be entitled to a refund 

of the reasonable cost of transferring to that airport. Also, if you avail of rerouting and, as a result, incur expenses in 

respect of accommodation, meals or refreshments, you will be entitled to a refund of such reasonable expenses. 

 

If you were notified of a flight cancellation more than 14 days in advance of the scheduled departure date, you are not 

entitled to EU261 compensation (as opposed to expenses as detailed above). 

 

We again sincerely apologise for the inconvenience caused.  If, following our previous email, you have already made a 

choice of re-routing but now wish to change your decision, please contact our Customer Service team and we will assist you 

to alter your preference. 

 

If we can be of any further help to you, please click here to contact one of our customer service agents or visit the FAQ 

section of our website. 

 

Yours sincerely, 

 

Ryanair Customer Services. 

 

Process for Passengers to submit Claims  

At our meeting on the morning of Friday 29th September, Ryanair dealt with our concerns regarding 

the level of information that passengers required to make an informed decision.  However, it is clear 

that not all affected passengers had the appropriate level of information when making decisions 

about what they were going to do when their flights were cancelled.  I strongly advise these 

passengers to submit their receipts as part of their claim to Ryanair.  Ryanair has said they will deal 

with claims within 28 business days (and refunds within 7).  If the passenger is dissatisfied with the 

outcome or does not receive a response within that period, they can make a submission (at no 

expense to themselves) to the Commission for Aviation Regulation (see flightrights.ie) for flights out 

of Ireland.  The Commission is now working with Ryanair on the provision of statistics to allow us 

monitor the claims process.   
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I would like to conclude by reiterating that our focus is on protecting the passenger. We will 

continue to ensure that passengers are provided with correct information regarding their rights; by 

engaging with Ryanair but also using our own website, helpline and media engagements. Where a 

passenger is not satisfied with Ryanair’s response to their claim we will investigate and, if necessary, 

issue directions to ensure EC 261 is fully complied with. We will ensure our office is sufficiently 

resourced should we receive an increased volume of referrals. In relation to not commencing 

enforcement action, the approach I took was a matter of judgement and I remain of the view that 

the best course of action over that last two weeks was to engage with Ryanair directly for them to 

provide the necessary information to all affected passengers but if Ryanair’s handling of this matter 

is not deemed satisfactory in the coming weeks and months then enforcement action will be taken.   

 


