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           UNMIK

	Institucionet e Përkohshme  Vetëqeverisëse

Privremene institucije  samoupravljanja

Provisional Institutions of  Self - Government

Ministria e Transportit dhe Postë – Telekomunikacionit

Ministarstvo za saobraćaj, poštu i telekomunikacije

Ministry of Transport and Communications


Pursuant to Section 1.3 (d) and (g) of the Regulation No. 2001/19 on the Executive Branch of Provisional Institutions of Self-Government in Kosovo, and Article 4.1 of the Law on Road Transport no. 2004/1.
For the purpose of stipulating the rules of conduct for bus operators and other personnel, to perform public road transport activity in conformity with human rights standards,

The Minister issues the present:
CODE OF CONDUCT FOR BUS OPERATORS AND OTHER PERSONNEL

NO. 2008/1
Article 1

The purpose

The purpose of this Administrative Instruction shall be to provide a better service to passengers, a safer transport and a non-discriminatory equal accessibility for all public road transport users.

Article 2

Scope of Action
2.1 This Code shall be intended to all operators and other personnel (hereafter the bus personnel) of the buses of the road passenger transport operators, providing services to citizens according to rules as defined by the Law on Road Transport.

2.2 Provisions of this Code are mandatory for all bus operators and other personnel performing public transport.

Article 3

General Principles of the Code of Conduct for Bus Personnel

3.1 Bus personnel shall behave with passengers according to the following principles:

I) Principle of Legitimacy: Bus personnel must be well informed about the legislation and regulations in force and principles related to their work. Bus operators must obey public transport related laws and regulations in force.

II) Principle of Sensibility: Bus personnel shall be treating passengers with dignity, courtesy and sensibility.

III) Principle of Respect: Bus personnel shall be behaving without prejudice, impartial, tolerant and with courtesy in their interactions with passengers.

IV) Principle of Equal and Undiscriminating Treating: Bus personnel shall be treating all passengers equally and indiscriminating.

V) Principle of Honesty: Bus personnel shall treat with particular attention passengers belonging to given groups of population such as children, elderly, persons with disabilities and women.

VI) Sincerity: Bus personnel shall be sincere, honest and transparent in relation to passengers.

VII) Principle of professionalism: Bus personnel shall be behaving professionally with passengers. They are obligated to wear a uniform and an identity card with the name tag of the public transport operator.

VII) Principle of responsibility: Bus personnel shall be responsible for any action in non-compliance with these principles.

Article 4
Behavior of the Bus Personnel towards passenger

4.1 Bus personnel while communicating or contacting directly with citizens, must be careful in order passengers feel welcomed, respected and willing to provide as comfortable transport as possible.
4.2 Relations between the bus personnel and the passengers must be based on mutual respect as well as protecting passenger personality – dignity.

Article 5

Forbidden Actions

5.1 The following behavior of bus personnel against passengers shall be forbidden:

I) Refusal to stop the bus at a standing place set as a “bus station” or bus stop;

II) Use of humiliating or racist statements against any community;

III) To emplace any scriptions or signs in or outside the bus that would offend any community;
IV) Refusal to provide help to passengers that don’t speak the language of the majority community.

Article 6

Appeal
6.1 Any passenger considering that against him/her have been taken actions or behaviors in non-compliance with the provisions of this Code may file in an appeal to the Ministry of Transport and Communications.

6.2 On the matter of the appeal of paragraph 1 of this Article shall decide the Commission for Appeals in consultation with the Human Rights Unit.
6.3 The Commission for Appeals in the Ministry of Transport and Communications shall be obliged that within 30 (thirty) days decides over the filed in appeal.
6.4 Against the decision of the Commission of the Ministry may be initiated an administrative dispute in the competent court within 30 (thirty) days.

Article 7

Fines

In the event of findings that provisions of this Code have been violated, the Ministry of Transport and Communications shall take administrative measures conform the legislation in force
Article 8

Supervision of the Code of Conduct implementation

The Ministry of Transport and Communications shall ensure the implementation of this Code.

Article 9

Enter in force

The present Code of Conduct shall enter in force 30 days after is signed by the Minister of Transport and Communications.

Pristina, on the 04.01.2008




Qemaj Ahmeti, Minister
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