
 

 

Passengers with a disability and 

less mobile passengers - your 

rights when travelling by ferry 

Introduction 

The rights of people with a disability or reduced mobility are protected1 to 

ensure they have the same access to ferry travel as all other citizens.  A 

person may have reduced mobility because of an illness, an age related 

condition or a temporary injury, for example a broken leg.  

The rights explained in this factsheet apply to people travelling on 

passenger ferry services operating to, from or within European Union 

countries.  However, the rights do not apply to some smaller ferry 

services.  For more information contact the Consumer Council on 0800 

121 6022 or info@consumercouncil.org.uk. 

Your right to travel 

Ferry companies, travel agents and tour operators are not allowed to 

refuse a person to travel by ferry on the basis of their disability, unless:  

 Restrictions are imposed for safety reasons 

or  

 The design of the vessel or terminal makes it impossible for the 

person to board or disembark the vessel, or carry the person in a 

safe or operationally feasible manner.  

Each ferry company must ensure their booking process is accessible for 

people with a disability or reduced mobility.  All relevant information, 
                                                             
1 (Regulation (EU) No 1177/2010) 
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including your ticket, journey information, and access conditions must be 

available in accessible formats, for example, text, Braille, audio, video 

and electronic formats. 

Your right to assistance 

Ferry companies and terminal operators must provide assistance free of 

charge to people with a disability or reduced mobility.  If it is possible the 

assistance should be adapted to your individual needs.   

Assistance must be provided at any stage of the journey that you need, 

from your arrival at the port terminal until you leave your destination port. 

If you require assistance you should inform the ferry company or 

terminal operator of your assistance needs at least 48 hours before 

the assistance is required.  It is often easiest to do this at the time 

of booking.  If you do give less than 48 hours notice, the ferry company 

and terminal operator are still required to make all reasonable efforts to 

assist you. 

If you booked your ticket from a travel agent, you need to inform only the 

travel agent of your assistance needs.  The travel agent is responsible 

for communicating your assistance needs to the ferry company and 

terminal operator.  

Where it is considered strictly necessary, a ferry company may require a 

passenger with a disability or reduced mobility to be accompanied by 

another person capable of providing personal care such as feeding, 

breathing, using medication or using the toilet.  If this happens, the 

accompanying passenger will be allowed to travel for free. 

The following list outlines the assistance you are entitled to throughout 

your journey: 

 When you arrive at the port there will be a designated point, either 

inside or outside the terminal for you to announce your arrival and 

request assistance.  The point should be clearly signposted.  

 

 If you are travelling as a foot passenger, staff will be available to 

assist you to move to the check-in counter and check-in your 



baggage.  The staff will also help you proceed from check-in to the 

security search area.   

 

 Security staff will have received specialist training and should be 

aware of your needs to ensure searches are carried out 

appropriately.   

 

 You are entitled to assistance to board the vessel.   The 

assistance will differ depending on whether you are travelling as a 

foot passenger, with a car or as part of a coach party.   

 

 Staff will be available to assist you from the vessel door to seating 

areas or your cabin.  All reasonable efforts must be made to 

arrange seating to meet your needs. 

 

 Staff will be able to store and retrieve your baggage on the vessel 

and help you make your way to the toilets.   

 

 You are entitled to assistance to disembark the vessel.  The 

assistance you are provided will differ depending on whether you 

are travelling as a foot passenger, with a car or as part of a coach 

party.   
 

 If you are travelling as a foot passenger staff will assist you to 

retrieve any baggage you checked-in, access toilet facilities and 

help you move to the terminal exit. 

  Mobility equipment and medical equipment 

 If you have medical or mobility equipment that you need during the 

voyage, you can take this onboard free of charge.  Terminal and 

ferry company staff are responsible for handling your mobility 

equipment.  

 

 If the ferry company or terminal operator is responsible for 

damaging or losing your mobility equipment or other specific 



equipment, it will be required to pay compensation equal to the 

cost of repairing or replacing the equipment.   

  

 Large or heavy items of mobility equipment may not be permitted 

in all parts of the vessel and some items of medical equipment 

(such as oxygen cylinders) may not be permitted on board vessels, 

or may be subject to a size limit.  If you need to bring medical 

equipment or mobility equipment on board the vessel, you must 

notify the ferry company when making your booking. 

 

  Assistance dogs 

 If you are accompanied by an assistance dog, the dog will be 

allowed to stay with you on board the vessel.  

 

 The ferry company may ask you to provide evidence that your dog 

has been properly trained as an assistance dog.  Before you travel 

you should check with the ferry company about the specific 

documents they require. 

 

 If you are travelling from a port in the Republic of Ireland to the UK 

or to another EU country your assistance dog will be subject to 

applicable EU rules on the movement of animals.  If you are 

travelling outside the UK you should contact the Department for 

Agriculture and Rural Development by email 

tradeadminpost@dardni.gov.uk or telephone 028 9052 4622 for 

information on what steps you must take before travelling. 

 

Complaints if things go wrong 

 During your journey, if you are not satisfied with the service you 

receive, it is best to raise a complaint immediately. 

 

 After your journey if you wish to make a complaint you must submit 

the complaint to the ferry company within two months of the date 

you travelled.  

mailto:tradeadminpost@dardni.gov.uk


 If you are unsatisfied with the response you receive from the ferry 

company, contact the Consumer Council.  We can investigate the 

complaint further on your behalf.  

 

 Alternatively, if you feel unable to make a complaint to the ferry 

company, contact the Consumer Council in the first instance and 

we will make the complaint on your behalf.   

 

 

The Consumer Council handles complaints concerning ferry 

services operating to, from and within Northern Ireland.  If you have 

a complaint about any other ferry service, contact us and we will 

direct you to the organisation responsible for handling your 

complaint.  

 

 

Complaints line:  0800 121 6022 (freephone) 

Tele/Textphone: 028 9067 2488 

Fax:   028 9065 7701 

Email:  complaints@consumercouncil.org.uk 

The Consumer Council 

Elizabeth House 

116 Holywood Road 

Belfast 

BT4 1NY 
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