Taxi passenger’s rights

Non-discrimination

e No discrimination on the grounds of nationality,
religion, gender, race, disability and any other.

e Passengers should be treated with dignity by the
driver/RTA staff during the travel, inspection,
customer care service.

Route choice

e Passenger can specify the most practical route to be
taken to reach the stated destination.

o If the passenger does not specify a route, the taxi
driver should take the most direct, practicable route
available.

Communication

e Passenger can expect that the driver can speak and
understand directions communicated in
English/Arabic.

Feedback/complaints

o Passenger can submit complaints/suggestions
through the following channels - Telephone, e-mail,
web portal and the mobile application within thirty
days (30 days) from the date of travel/incident.

Assistance
e Passenger can request the driver to assist him/herin
placing luggage or packages in and out of the taxi.

Visibility of taximeter
o The taximeter must be in clear view and show the
fare to be paid by the passenger.

Trip information

e Onrequest, the passenger can get an
electronic/paper bill for his/her trip.

o Trip fare charter must be disclosed inside the taxi.

Clean and safety
e Passenger can expect the taxi to be clean and tidy.
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e Passenger can expect an achievable safety standard
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e Passenger can expect that the driver is
well-groomed presenting a neat and clean
appearance.

o Adriver who is safe and courteous and obeys all
traffic laws

Refuse to multiple hiring
e Passengers who have hired a taxi are entitled to
exclusive use of the taxi for the course of their trip.

Mode of payment
e The passenger can pay for his/her ride fare with by
Cash/Debit Card/Credit Card/NoL/e-payment.

Confidentiality
e The passenger has the right to not share his/her
personal information.

Taxi passenger’s responsibilities

o Inform the intended destination clearly to the driver
before starting the journey.

o Treat taxi drivers with respect.

e Do not engage in any political or controversial
conversation with drivers.

e Passengers are not permitted to eat and smoke inside

the taxi.
e Do not insist on the driver driving beyond the
permitted speed limit”.

e Do not request the drivers to stop the vehicle in
prohibited areas or at abrupt locations.

o Always ask for a payment receipt at the end of the
journey.

e Respect rules & laws of the country and avoid
passing comments and giving irresponsible
statements against the country.

e Respect the culture and heritage of the Country.
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Bus passenger’s rights

Non-discrimination

e Passenger should not be discriminated directly or
indirectly on the grounds of nationality, religion,
disability and any other.

o All passengers should be treated with dignity by RTA
staff during the travel, inspection, customer care and
service delivery.

o |t should be accessible to all categories of passengers.

Route information

e Route and other relevant trip information shall be
accessible to the passenger.

o Before boarding (at a bus stop) - route map, bus
number, frequency, fare chart shall be accessible to
the passenger.

o After boarding - Route, upcoming bus stop
notification shall be available to the passenger

Feedback/Complaints

e Passenger’s can submit complaints/suggestions
through the following channels - Telephone, e-mail,
web portal and the mobile application within thirty
days (30 days) from the date of travel.

Clean and safety

e Passenger can expect the bus to be clean and tidy.

e Passenger can expect an achievable safety standard
when involved with transport activities and services.

e Passenger can expect that the driver is
well-groomed presenting a neat and clean
appearance.

o Adriver who is safe and courteous and obeys all
traffic laws

Confidentiality
o The passenger shall have the right not to share
his/her personal information.

Bus passenger’s responsibilities

Non-discrimination

e No discrimination on the grounds of nationality,
religion, gender, race, outfit, disability or on any other
grounds to be made to RTA staff.

Clean and tidy
e Passenger shall not be allowed to eat and drink
(excluding water) and smoke on the bus.

Nol card
e Passenger should tap the nol card at the beginning
and at the end of the journey to pay the trip fare.

Safety

e Passenger remains seated until the bus makes a
complete stop. Standing is permitted only when
seats are not available.

e Standing in sections marked red, near side doors and
upper deck of double-decker is not permitted.

o Passenger should not carry any flammable,

explosive, corrosive or toxic liquids or gases onboard.

Seating priority
o Give priority seating to women, children, senior
citizen and People of Determination.

Boarding
o Allow passengers to exit before boarding the bus.
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Marine passenger’s rights

Non-discrimination

e Passenger should not be discriminated directly or
indirectly on the grounds of nationality, gender, colour,
race, outfit, religion, language, disability and any
other.

o All passengers should be treated with dignity by RTA
staff during the travel, inspection, customer care
service delivery.

Feedback/complaints channels

e Feedback/complaint channels - Telephone, e-mail,
web portal, mobile application.

o Passenger shall submit complaints within three (3
days) from the date of travel.

o Contact details of RTA customer care shall be
available in the Marine transport modes.

Route information

e Route and other relevant trip information to be
accessible to the passenger.

o Before boarding (at the station) - route, frequency,
fare chart shall be accessible to the passenger.

o After boarding - Route notification shall be accessible

to the passenger.

Clean and safety

o Passenger can expect Abra/Ferry/Water bus/Water
taxi to be clean and tidy.

e Passenger can expect an achievable safety standard
when involved with transport activities and services.

o Follow captain’s and crew’s instructions during an
emergency.

e Passengers are not to handle or interfere with the
vessel’s safety equipment unless in an emergency
and or with crew permission.

Confidentiality
e Passenger data should be confidential in terms of
his/her profile.

Cancelled trip

e The passenger has the right to be offered alternative
trip of same value where the trip had to be cancelled
due to adverse weather or other safety related
reasons.

Marine passenger’s responsibilities

e Purchase and carry the valid ticket for the intended
trip.

o Comply with terms and conditions for the use of RTA
marine transport.

e Passenger is not allowed to eat or smoke onboard
Marine transport modes or stations and not permitted
to carry or consume alcohol or any other illegal
substances.

o Treat vessel fitting, seating, and equipment with care.

e Do not handle or interfere with the vessel’s safety
equipment unless in an emergency.

e Follow captain’s and crew’s instructions during an
emergency.

e Ensure presence at the boarding station 15 minutes
before intended trip timing.

e Respect rules & laws of the country and avoid
passing comments and making irresponsible

statements against the country.

e Respect the culture and heritage of the country.
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