
 

Service Charter 

 

The Service Charter for the transport sector reinforces the guarantee of freedom of movement provided under 
Article 16 of the Italian Constitution, which states in paragraph 1: “Every citizen may freely travel and reside 
in any part of the national territory,” and in paragraph 2: “Every citizen is free to leave the territory of the 
Republic and to return to it.” This principle is also reflected at the European level in Article 8 of the 
Maastricht Treaty, which states that: “Every citizen of the European Union has the right to move and reside 
freely within the territory of the Member States.” 

The Service Charter serves as a communication and information tool through which POSITANO JET S.R.L. 
commits to maintaining compliance with established quality standards for its services. 

In the following pages, you will find the core values that motivate POSITANO JET S.R.L. in its operations, 
along with quality objectives, communication channels with the Company, and useful information about the 
services provided. 

The Service Charter is available: 

●​  At the offices of POSITANO JET S.R.L. 
●​ At all ticket offices of the ports served by the Company 
●​ On the official website https://www.positanojet.it 
●​ On board the vessels 
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Section 1 

1.1 – Fundamental Principles of the Service Charter 

The Service Charter provides an opportunity for dialogue with passengers, allowing POSITANO JET S.R.L. 
to clearly communicate its role as a carrier dedicated to meeting and improving travel needs to and from the 
destinations it serves. 

In drafting this Charter, POSITANO JET S.R.L. has followed the guidelines outlined in the Directive of the 
President of the Council of Ministers dated 27.01.1994 concerning the “Principles on the provision of public 
services,” as well as the subsequent D.P.C.M. of 30.12.1998 regarding passenger mobility, along with EU 
Regulation 1177/2010 on passenger rights, including those with reduced mobility. 

POSITANO JET S.R.L. is committed to complying with all applicable national and regional laws. 

POSITANO JET S.R.L. views the Service Charter as a motivation to continue enhancing the quality of 
service provided to passengers, in accordance with the following core principles: 

1.​ Equality and Impartiality 
2.​ Continuity 
3.​ Participation 
4.​ Efficiency and Effectiveness 
5.​ Freedom of Choice 

1.1.1 – Equality and Impartiality 

• Service delivery is based on the principle of equal rights for all users, avoiding any discrimination based on 
gender, race, language, religion, political beliefs, or nationality. Equal treatment is compatible with different 
fares (standard and resident fares) as long as they are based on clear, transparent criteria.  
• POSITANO JET S.R.L. implements initiatives to continuously improve access to services for specific 
groups, including persons with disabilities, elderly passengers, and pregnant women. 
• More generally, POSITANO JET S.R.L. operates according to principles of objectivity, fairness, and 
impartiality in its dealings with passengers. 

1.1.2 – Continuity 

• The service is provided with continuity, regularity, and without interruptions, except in circumstances 
beyond the control of POSITANO JET S.R.L. 
• In the event of a strike, timely information will be provided regarding minimum guaranteed services; 
however, this may depend on actions by third parties outside the Company’s control. In cases of irregular 
operations or service disruptions attributable to POSITANO JET S.R.L., the Company adopts appropriate 
communication measures to minimize inconvenience for passengers. 
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1.1.3 – Participation 

• Passengers can access information via the website, ticket offices, and POSITANO JET S.R.L. offices, 
where updates and service details are provided. 

• Passengers can communicate directly with POSITANO JET S.R.L. through the Call Center. The Call 
Center assists customers in selecting their itinerary, provides logistical information, simplifies the booking 
process, and gathers user feedback on services. 

• POSITANO JET S.R.L. is dedicated to strengthening this relationship by regularly collecting feedback and 
suggestions from passengers, as outlined in Section II of this Charter. 

 

1.1.4 – Efficiency and Effectiveness 

• The entire organizational process of POSITANO JET S.R.L. is designed to enhance the efficiency and 
effectiveness of the service offered. 

• POSITANO JET S.R.L. staff wear uniforms and ID badges to facilitate recognition both on board and on 
land. 

• To build trust with passengers, staff conduct themselves in a courteous, professional, and helpful manner, 
always prioritizing passengers’ needs while adhering to onboard safety regulations. 

1.1.5 – Freedom of Choice 

• Access to information is improved and guaranteed through modern communication tools designed to help 
passengers make informed decisions. 

1.2 – Company Overview: Positano Jet S.R.L. 

POSITANO JET S.R.L. operates in the maritime transport sector, providing routes across the Gulf of Naples 
and the Gulf of Salerno. 

 

1.2.1 – The Fleet of POSITANO JET S.R.L. 

Queen                                                                       Maria Donata                           
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 Positano Jet                                                               Hydra 
 
 

*Fleet composition at the time of drafting this document. 

1.2.2 – Social Responsibility 

POSITANO JET S.R.L. is firmly dedicated to Safety and Environmental Protection. The company ensures 
that all operations performed by its staff aim to:  
• Prevent harm to individuals and save lives 
• Protect the environment, especially the marine ecosystem  
• Maintain the highest level of technical and operational efficiency of vessels  
• Guard vessels and crews against the effects of unlawful practices  
• Transport passengers safely and efficiently 
 

1.2.3 – Safety 

The safety of passengers and transported goods, the well-being of crews, and the protection of the marine 
and coastal environment are the Company’s top priorities. POSITANO JET S.R.L. is dedicated to continually 
enhancing its Safety Management System and environmental practices in accordance with national and 
European regulations. 

Following the principles set by the International Maritime Organization (IMO), the Company operates its 
vessels and onshore facilities using a safety system that is verified and certified by the State Administration, 
in accordance with the IMO/ISM Code. This system is integrated with environmental protection procedures 
under the MARPOL Convention, the standards required by the STCW Convention for training and 
certification of seafarers, and the provisions of the ILO/MLC 2006 Convention for protecting workers’ rights 
and health on board. 

Offices and vessels undergo annual audits by the Maritime Authority and the Technical Supervisory Body 
(RINA) to verify that the safety certifications issued comply with national and international laws. 

 

Section 2 

POSITANO JET S.R.L. prioritizes the service it offers and the needs of passengers in everything it does. 
Committed to ongoing improvement, the company establishes new, competitive quality goals. 
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2.1 – Monitoring of Quality Standards 

To evaluate the quality of the service provided, with particular focus on meeting expected standards, 
POSITANO JET S.R.L. conducts checks and monitoring activities among its customers regarding the 
effectiveness of the services delivered. 

Customer satisfaction monitoring is defined as:​
 • a tool to improve service quality through ongoing enhancements  ​
• a structured approach to understand and address customer needs and concerns 

Quality indicators for each factor are tracked using specific data collection methods. Passenger satisfaction 
for each quality factor is assessed through dedicated questionnaires. 

POSITANO JET S.R.L. places the highest importance on any feedback or suggestions from passengers. 

The Company also promptly analyzes all complaint-related data and produces regular statistics. 

2.2 – Privacy and Data Protection 

POSITANO JET S.R.L. complies with current data protection and confidentiality laws (Legislative Decree 
30 June 2003, no. 196, and GDPR Regulation 2016/679) and implements the required technical and 
organizational measures. 
 

Section 3 

3.1 – Route Map 

POSITANO JET S.R.L. is a leading company in Italy's maritime transport sector. The company offers 
passenger services connecting ports in the Gulf of Naples and the Gulf of Salerno year-round.  
Below are the main routes: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

3.2 – Ports 
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Below is the list of port ticket offices: 

 
# City Address ZIP Code 

1 Naples (NA) Molo Beverello snc 80133 

2 Sorrento (NA) Piazza Marinai d'Italia snc 80067 

3 Amalfi (SA) Lungomare Cavalieri S. Giovanni snc 84011 

4 Capri (NA) Terminal Aliscafi Capri 80076 

5 Positano (SA) Molo Spiaggia Grande snc 84017 

6 Salerno ( SA) Molo Masuccio Salernitano snc 84121 

7 Positano Jet also offers onboard ticket offices on each vessel. 

 
 

3.3 – Purchase of Tickets 

POSITANO JET S.R.L. provides its transportation services through various sales channels. Passengers can 
buy tickets directly through: 

• The website https://www.positanojet.it​
• Ticket offices are located at the ports of departure, as listed in the “Ports” section above. Opening hours are 
aligned with maritime operations, and ticket offices are open at least 30 minutes before departure.​
• Authorized travel agencies​
• The call center at +39 089 875326, according to the terms and costs communicated at the beginning of the 
call 

3.4 – Baggage Transport 

One free item is permitted, with a maximum size of 40x20x25 cm. All baggage must be carried on board by 
the passenger, who is responsible for loading it personally. Each passenger is also allowed to bring one 
standard piece of hand luggage with dimensions up to 50x40x20 cm, which is considered standard baggage 
and requires a ticket. ​
Baggage that exceeds these dimensions or weighs more than 9 kg is classified as XL baggage and requires a 
dedicated ticket. 

POSITANO JET S.R.L. defines a “child” as a passenger aged from 3 to 12 years. 

For safety reasons, baggage or items not accompanying a passenger are not accepted on board. The Company 
does not offer luggage storage services. 

Baggage is defined as items that contain personal belongings, usually carried in suitcases, travel bags, boxes, 
crates, or similar containers. Samples carried by traveling sales representatives are also permitted. 

Baggage that is too large to fit in the designated seat area must be stored in the proper storage spaces. 
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Passengers are responsible for their baggage throughout the journey and until disembarkation. Baggage must 
not be placed on seats or in any way that could block passengers or crew. 

Baggage is not registered by the Company, and no storage service is available on board. 

Therefore, the Company is not responsible for loss or damage to baggage caused by reasons beyond its 
control. POSITANO JET S.R.L. is not liable for theft or damage to personal belongings. 
 

3.4.1 – Lost Property 

In the event of items left behind or lost on board, passengers should contact the Captain directly, ideally 
before the vessel departs. 

Within the next 30 days, passengers may contact the Company’s registered office, where recovered items are 
transferred and kept for pickup. Alternatively, items can be requested via email. 

In such situations, passengers must supply their personal details, travel information (such as date, route, 
vessel, seat, or cabin number), and a thorough description of the lost item. 

3.4.2 – Procedure for Compensation for Damaged Items 

In the event of damage affecting embarked vehicles, the Ship Command will prepare an official report in the 
presence of both parties. A signed copy of this document will be given to the affected passenger, confirming 
the damage and including any relevant observations. 

Compensation, where applicable, will be assessed based on the information collected during this report and 
may be settled directly by POSITANO JET S.R.L. or through co-liable parties, in accordance with the 
applicable regulations. 

The injured party must submit the compensation claim within the mandatory limitation period of six months, 
as provided by Article 438 of the Italian Navigation Code. 

3.5 – Transport of Animals and Protected Species 

Animals are permitted on board only if they have a valid ticket, a rabies vaccination certificate if required, 
and a current health certificate. 

According to the Ordinance of the Italian Ministry of Health dated August 27, 2004 (Official Gazette no. 
213, Article 2), dog owners are required to use a muzzle and keep their dogs leashed. Cats and other small 
animals must be kept in cages or carriers provided by the owner. 

Animals must not be left free on board. 

Specimens of protected animal or plant species may only be transported if they are accompanied by the 
necessary license or certificate and in accordance with applicable regulations, including Article 727-bis of 
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the Italian Penal Code, EU Directives 92/73/EC and 2009/147/EC, Law no. 150 of February 7, 1992, and 
Council Regulation (EC) no. 338/97 of December 9, 1996. 

Section 4 

4.1 – Passenger Relations 

POSITANO JET S.R.L. is dedicated to improving its customer service through ongoing fleet updates and 
organizational enhancements. 

When purchasing a ticket, a relationship is formed between the passenger and the Company, based on mutual 
rights and obligations. 
 

4.1.1 – Passenger Rights and Obligations 

POSITANO JET S.R.L. guarantees the following passenger rights:​
 • Safety of the journey​
 • Continuity of service​
 • Transparency and easy access to information about routes, schedules, and fares​
 • Adherence to scheduled departure times in favorable sea and weather conditions, except in cases beyond 
the Company’s control​
 • Easy access to complaint procedures and the right to receive a prompt response​
 • Cleanliness and hygiene of vessels​
 • Clear identification of staff who interact directly with passengers​
 • Enforcement of the no-smoking policy on board 

Passengers are required to comply with the following obligations:​
 • Provide accurate personal details (name, phone number, email address) when buying tickets to ensure 
timely updates on delays, cancellations, or changes​
• Have a valid ticket and personal ID​
• Use only one seat​
• Do not sit in seats reserved for persons with reduced mobility​
• Follow the no-smoking policy onboard​
• Avoid damaging vessels or Company facilities​
• Do not disturb others with inappropriate behavior​
• Do not carry harmful or dangerous items​
• Do not misuse alarm signals or emergency equipment​
• Maintain safety standards and service quality​
• Follow the General Conditions of Carriage and Safety Regulations​
• Comply with laws related to transporting animals 
 

4.1.2 – Passenger Accident Insurance Coverage 

“Positano Jet” s.r.l. 
Via del Brigantino, 11 - 84017 Positano (SA) 

Codice fiscale 03322850656 – Partita Iva 03322850656 
Iscritta alla Camera di Commercio di Salerno al n° 03322850656 – REA 289018 

Mail:  positanojet@lucibello.it; Pec: positanojet@pec.it 

mailto:positanojet@lucibello.it


 
Passengers are insured against any accidents caused by POSITANO JET S.R.L.'s liability that may happen 
on board, during boarding and disembarking, or within the Company’s premises. 

Any accident must be reported promptly to the Ship Command, which will prepare an official report based 
on the findings and provide a copy to the passenger, while also recording the event in the ship’s logbook. 

Any compensation claim must be submitted to the Company’s administrative office at:​
 Via del Brigantino, 11 – 84017 Positano (SA), Italy. 

The Company will submit the claim to its insurers through its brokers to start the claims process. 

4.1.3 – Persons with Reduced Mobility (PRM) 

The boarding of passengers with specific needs is governed by Legislative Decree No. 52 of March 8, 2005, 
which implements circulars issued by the Ministry of Infrastructure and Transport, Regulation (EU) 
1177/2010, Decree No. 18 of February 5, 2026, as well as the internal procedures of POSITANO JET S.R.L.​
Passengers with reduced mobility (PRM) are defined as individuals whose mobility is limited due to any 
physical disability (sensory or motor, permanent or temporary), intellectual disability or impairment, or any 
other cause of disability, including pregnant women and elderly individuals whose condition requires 
appropriate attention and service adjustments to meet their specific needs.​
Upon request, POSITANO JET S.R.L. offers assistance to passengers with disabilities or reduced mobility at 
no additional cost.​
For further details, please refer to Article 8 of the General Conditions of Carriage on the POSITANO JET 
S.R.L. website. 

4.1.4 – Pregnant Women 

For this topic, please refer to Article 8 of the General Conditions of Carriage available on the POSITANO 
JET S.R.L. website. 

4.1.5 – Minors 

For this topic, please refer to Article 4 of the General Conditions of Carriage available on the POSITANO 
JET S.R.L. website. 

Section 5 

5.1 – Information Service 

For information regarding routes, services, fare discounts, or general questions, the company provides the 
following contacts: 

Customer service​
Tel: +39 089 875326​
support@positanojet.it​
https://www.positanojet.it 

“Positano Jet” s.r.l. 
Via del Brigantino, 11 - 84017 Positano (SA) 

Codice fiscale 03322850656 – Partita Iva 03322850656 
Iscritta alla Camera di Commercio di Salerno al n° 03322850656 – REA 289018 

Mail:  positanojet@lucibello.it; Pec: positanojet@pec.it 

https://www.lucibello.it/it/positano-jet-traghetti
mailto:positanojet@lucibello.it


 
5.2 – Change Penalties 

5.2.1 – Standard Tickets​
For this topic, please refer to Article 4 of the General Conditions of Carriage available on the POSITANO 
JET S.R.L. website. 

5.2.2 – Special Fare Tickets​
For this topic, please see Article 4 of the General Conditions of Carriage available on the POSITANO JET 
S.R.L. website. 

5.3 – Delays 

For this topic, please consult Article 11 of the General Conditions of Carriage available on the POSITANO 
JET S.R.L. website and Regulation (EU) 1177/2010. 

5.4 – Full Cancellation of Ticket and Refunds 

For this topic, please refer to Article 12 of the General Conditions of Carriage available on the POSITANO 
JET S.R.L. website. 

5.5 – Complaints and Suggestions 

For this topic, please refer to Article 13 of the General Conditions of Carriage available on the POSITANO 
JET S.R.L. website and to Regulation (EU) 1177/2010. 
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