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1.

Introduction

Travel categories

Group booking

Package

Routes
Other travel arrangements

Safety and weather conditions

Limitations and liability in these Conditions

2.

Prices

Pricing structure and price changes
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Information of the passengers
Package prices

Vehicle ticket prices

Payment

3.

Booking
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Service fee

Booking on behalf of others

5.

Disabled persons and persons with
reduced mobility

a)

Information at the time of booking

b)

Assistance in ports and on board ships

c)

Conditions under which assistance is provided

.

Special requests and additional services

4.

Accommodation

Page 5

25
01
13 April 2017
2017
2018
01September
February

d)

Exceptions and special conditions

e)

Requirement to be accompanied

6.

Pregnancy

7.

Children and young people up to the age
of 18 years

Page 6

8.

Passports, visas and health

9.

Pets
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10. Insurance

d) Non-compliance sanctions

11. Vehicles
Vehicle formalities

Requirements for vehicles
a) You agree to provide accurate information

12. Dangerous goods and Firearms

b) Parking the car on the vehicle deck

c) Type of vehicle and its use
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13. Your behaviour

14. Change or cancellation by you
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Eastern Channel routes: charges for change or cancellation by you
Fare types

Per change, per leg: related to the period of notice
given to us

Fare increase

Amendment fee

Cancellation, per leg:
related to the period of
notice given to us

Charge

Cancelation, per booking: related to the period of notice given to us

Charge*

Western Channel Routes: charges for change or cancellation by you
Fare types
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Long Sea Routes: charges for change or cancellation by you
Fare Types

Per change, per booking:
related to the period of
notice given to us

Fare increase

Amendment fee

Cancellation, per booking: related to the period of notice given to us

Charge**

Transportation only,
Mini &
City Cruise
breaks
Holiday
Collections
(Touring
and tailor
made holidays) made
by anyone;
or Mini &
City Cruise
breaks
Bookings
made by
Groups of
20 or more
people.

Offers & prizes

Name change/transfer of a booking

Limitations of liability

Cancellation or delay of our passenger services

No refund

In case of cancellation or delay in departure
a) Information

15. Changes, cancellations or delays by us
Changes to ferry timings and to the routes
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b) Assistance and care

No damages in case of delay or cancellations

In case of change or cancellation of a package
a)
Before the commencement of a package

c) Re-routing or reimbursement

In case of delay in arrival

Exemptions
b)
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Loss of mobility equipment

Limitation of liability

16. Our liability to you for injury, damage to
luggage etc.

17. Claims and complaints
a) Contact the Guest Service on board

b) Luggage and vehicle

Valuables and money
c) Contact the hotel/resort
Deductible

d) Contact customer service upon returning home
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In the unlikely event that a problem cannot be resolved on
board or at the destination itself, and you feel that you have
complaint against us, you are most welcome to contact our
customer service by phone or in writing.

Claims under the Athens Convention must be notified within
two years of the incident giving rise to the claim. If not, then
the right to claim is extinguished upon the expiry of the two
year period.

We ask you to contact us within a reasonable time after you
discovered the lack of conformity (or was advised by us of the
change/cancellation) and no later than 2 months from the date
on which the journey took place or where a service should have
been performed, except those cases:

18. Data protection

listed in the Athens Convention where the written notice
must be given within the shorter period specified therein or
where the notice can be given within a longer period as set
out in the applicable mandatory law.
You can send your complaint to our customer service in writing
or via email: uk.customercare@dfds.com. When submitting
your complaint you must write your booking confirmation
number in the subject line of the email and advise us of your
day and evening telephone numbers. In this way, we are able to
investigate the matter fully and give you a proper reply as soon
as possible. Within 1 month of receipt of the complaint, we will
notify you if the complaint has been substantiated, rejected or
is still being considered.

We will register personal data you give us in connection with
your booking. All registered personal data will be processed in
accordance with applicable data protection laws. We refer to
our Privacy Policy, see: http://www.dfds.co.uk/legal for
additional information.
If you would like to know what personal information we hold
about you, please contact us.
If, as a result of you or one of your travelling party breaching
these Conditions, we can after a thorough process place your
name on our banned customer list. We will hold such
information as is required (your name, date of birth and
passport number) to enable us to prevent subsequent
bookings by you, for as long as we consider appropriate. Your
information will not be held for longer than necessary

19. Financial security

If, despite our best efforts and having followed the above
procedure for reporting and resolving your complaint in
regard to a Package Holidays, you feel that it has not been
satisfactorily settled, we may recommend that it is referred to
arbitration service.

The Association of Bonded Travel Organisers Trust Limited
(ABTOT) provides financial protection under The Package
Travel and Linked Travel Arrangements Regulations 2018 for
DFDS 5448 and in the event of their insolvency, protection is
provided for:

Is your complaint about a booking you bought online? If it is,
you can complain using this site:

Non-flight packages for the Newcastle to Amsterdam
route and Eastern Channel route only

https://webgate.ec.europa.eu/odr. You will need to choose
a dispute resolution body to deal with the complaint. This is
something you and DFDS have to agree on.
e) Passenger rights complaint
If you want to make a complaint to DFDS regarding your
passenger rights set out in EU Regulation 1177/2010, you
should submit your complaint within 2 months from the original
service. Within 1 month of receiving the complaint, DFDS
will inform you that your complaint has been substantiated,
rejected or is still being considered. The time taken to provide
the final reply will not be longer than 2 months from the receipt
of the complaint.
Within the UK, if it cannot be resolved in this way or if DFDS
has not provided a final reply to you within 2 months from the
receipt of the complaint, the complaint may then be referred
to the appropriate voluntary Complaint Handling Body (CHB).
Most complaints will be resolved at one of these two stages,
however, if this is not possible, the complaint may then be
investigated by the National Enforcement Body (NEB), who will
consider whether there has been a breach of the EU Regulation.
The Maritime and Coastguard Agency (MCA) will operate as
the National Enforcement Body for the whole of the UK. All
complaints that are upheld by the CHB involving a breach of the
Regulation are to be reported to the NEB.
If you have not received a response within 2 months, or you
are not satisfied with the response, you may choose to proceed
with the case. If you wish to complain: send your complaint to
ABTA Ltd: https://www.abta.com.
The competent NEB is the NEB of the EU country of departure.
If you wish to complain about a travel from another EU port to
United Kingdom, you are free to complain to the authority in the
EU country in question: https://ec.europa.eu/transport/sites/
transport/files/themes/passengers/maritime/doc/2010_1177_
national_enforcement_bodies.pdf.

ABTOT cover provides for a refund in the event you have not
yet travelled or repatriation if transportation was included in.
your package. Please note that bookings made outside the UK
are only protected by ABTOT when purchased directly with
DFDS
In the unlikely event that you require assistance whilst abroad
due to our financial failure, please call our 24/7 helpline on
01702 811397 and advise you are a customer of an ABTOT
protected travel company.
You can access The Package Travel and Linked Travel
Arrangements Regulations 2018 here:
https://www.legislation.gov.uk/uksi/2018/634/contents/made

20. Carriage of goods with

ships

The carriage of goods and other commercial business-tobusiness relationships concerning the carriage of goods and
commercial vehicles are subject to DFDS general sea freight
conditions of carriage (North Sea Freight Conditions of
Carriage), see: http://www.dfds.com/legal. These conditions
will govern your and our relationship in respect of the carriage
of the goods mentioned at this section.
DFDS reserves the right to charge a calculated freight tariff
for cargo which is carried in conflict with these Conditions and
assumes no responsibility for any consequences thereof. This
especially applies to any goods carried in excess of the allowed
amount per. vehicle and commercial goods, which does not
belong to the passenger him- or her selves or is intended for
resale/processing. Passengers are obliged to pay customs and
taxes for the goods in accordance with the applicable law in
the port of arrival.

f) Time-bar
Be aware that mandatory time limits for lodging any claims are
established by applicable mandatory law or conventions.
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