Passenger’s Charter - April 2007

We at c2c are constantly listening to our customers, as your comments and views 

help to shape and improve the service we offer.  We do not claim to be perfect, which is why it is important we hear from you. If you get in touch with us we will do our best to take your comments on board. 

We have tried to make our Passenger’s Charter easy to read, but it is an official document and we are sorry if the language seems a little formal. 

We have tried to make it clear, easy and free of jargon but if you have any trouble with it, please email, phone or write to our Customer Relations  Department (see how to contact us, below). 

You may also be asked for your opinions in one of our Customer Satisfaction Surveys, which are carried out at least twice a year. Please do takepart if you can as the surveys help us to understand what you, our customers, feel about c2c. We publish and use the results to continually improve our service. 

Introduction:

Since our last Passenger Charter we have:

· completed the introduction of our new sliding-door Class 357 trains 

· introduced further customer information and public address systems at stations 

· created a new website with improved customer information 

· introduced a Job Start scheme for unemployed people and school/college and     university leavers 

· introduced a CCTV control centre covering London Underground stations served by c2c 

· introduced new station help points 

· repainted and refurbished stations 

· introduced new waiting shelters/waiting rooms 

· introduced more cycle storage 

· obtained funding from the Department for Transport under the Access for All schemes to make stations more accessible.

We will continue to use all reasonable endeavours to maintain the Secure Stations status of our stations, a scheme devised to reduce crime at stations and reassure our customers and staff. 

c2c's Standards 

At the station 

 - Stations should be easy to use: 

Every station will have at least one information display showing
· The name, address and telephone number of its manager
· Useful telephone contact numbers
· Ticket office opening hours together with how to buy a ticket outside these hours
· Details of other transport services such as buses and taxi ranks
· The location of the nearest public telephone as well as the telephone number for National Rail Enquiry Service (08457 48 49 50) and our own information service (08457 44 44 22)

· Details of local ticket sales outlets
· Arrangements for purchasing tickets by telephone 

· Directional information
· Timetables and guidance for customers with impaired mobility or other disabilities 

. 

Please make sure that you arrive at the station in time to buy a ticket as you will not be able to enter the platform without one. c2c works closely with the other national railway train companies to ensure that your journey is as efficient as possible. If you travel on services provided by other operators, and you wish to have a copy of their Passenger’s Charter, please contact our Customer Relations Manager for details. 

 - Stations should be clean: 

All staffed stations will have daily inspections to check the cleanliness and general condition of public areas and car parks. All public areas will be cleaned at least once a day. Action will be taken wherever necessary to clean up any public areas that do not meet our standards. 

 - Stations should be safe: 

We aim to provide a safe and welcoming environment at all our stations. At the time of preparation of this charter, all but two of our stations hold accreditation under the Secure Stations award scheme.  All car parks are regularly patrolled.  Where appropriate, additional security will be provided, including the installation of CCTV. 

Security will be regularly reviewed at all our stations and car parks, in partnership with the British Transport Police and other agencies. 

Train services 

We continually strive to improve the punctuality and reliability of our trains.  As such, we publish charts showing performance over the last year. These figures are independently audited and are published on posters at all c2c stations and on our website. 

 - Our train service performance is measured against two targets: 

· Punctuality:
Our standard is that at least 90.5% of Monday to Friday (excluding bank 

holidays) peak train services will reach their final destination within five minutes of the advertised arrival time. Peak trains are those arriving in London Fenchurch Street between 0700 and 1000 and those departing London Fenchurch Street between 1600 and 1900.
· Reliability:
Our standard is that at least 99% of all train services will operate Monday to Friday (excluding bank holidays).  

Delays and cancellations caused by matters outside the control of the railway industry, such as severe weather, vandalism, terrorism, passenger sickness or line closures at the request of the emergency services are excluded from our performance statistics. Any such exclusion is clearly shown on the performance charts. 

 - Seat Reservations
Because of the high frequency of our train services, we do not operate a seat reservation service and therefore it is not possible to guarantee seats for all passengers. 

 - Planning our Train Services
We will continue to plan our services so that, in normal circumstances, no passenger stands for longer than 20 minutes. In the peak periods, our target is that there will be no more than 35 customers standing for every 100 sitting. 

Keeping you informed 

 - Planning your journey
You can be sure that you will receive impartial advice and the most appropriate ticket for your needs when you visit one of our ticket offices.
We are delighted to assist you with tickets and reservations for longer journeys beyond the c2c network, to any railway station in Great Britain
. 

You may wish to use the telephone to enquire about services. The National Rail Enquiry Service (08457 48 49 50) is there to answer all of your enquiries. It is open 24 hours, seven days each week.  Information is also available from c2c by telephone on 08457 44 44 22 (0800 to 2000 Monday to Friday and 0800 to 1400 on Saturday).   Timetable information is also available on the internet at: www.nationalrail.co.uk or www.networkrail.co.uk 

· Buying your ticket
Ticket office opening times are clearly displayed at each station together with the information on how to buy a ticket outside those hours. Our aim is to ensure that customers are served within five minutes at ticket offices at peak times and three minutes at other times.
Our ticket offices accept payment in cash, by cheque (supported by a valid cheque guarantee card), by MasterCard, Visa, American Express, Diners Club International, Maestro (formerly Switch) or Delta cards and by Rail Travel Vouchers. 

Self-service ticket machines offer tickets to the most popular destinations. They accept 5p, 10p, 20p, 50p, £1 and £2 coins as well as £5 and £10 notes. Some machines will also accept £20 notes and credit/debit cards.
You can buy or renew season or other tickets for travel on c2c or elsewhere on the National Rail network by telephone using a cheque or one of the cards mentioned above. Simply dial 08457 44 44 22. Your ticket will be sent to you by first class post, but please allow five working days from the date of ordering for delivery. 

You can buy Travelcards from selected newsagents as well as almost all National Rail and London Underground stations. 

You must always have a valid ticket for your journey before you board a train. You can purchase a ticket at the ticket office or by using the self-service ticket machines located at stations. 

If you cannot present a valid ticket when requested, you will be liable to pay a penalty fare of £20 or twice the standard single fare to the next station at which the train stops, whichever is the greater.  These penalty fares are charged by c2c in order to deter the small minority who seek to avoid paying their fare. 

Fare-dodging is theft. It is unfair to fare-paying customers as well as to the train company. We at c2c are determined to stamp out this crime to ensure your safety and security and to generate funds for some of our investment schemes. 

Group travel and reservations 

As stated earlier. we do not operate seat reservations on c2c trains but, where this facility is available elsewhere on the National Rail network, we can reserve your seats. Also if you are travelling in a group of 10 or more people please contact our Group Travel Office (08457 44 44 22).   Not only will our staff be able to direct you to trains with sufficient seats for you, but you may qualify for a discount on your tickets as well. 

Timetables 

Timetable information for all of our services will be displayed at all of our stations
. 

c2c timetable booklets and credit card-sized timetables will be available free of charge. When new timetables are introduced, copies of booklets or credit card-sized timetables will be available at all of our staffed stations at least 28 days before they come into effect.
We will produce our timetable in other formats (such as large print) to assist customers who have visual impairments.  These will be available from our Customer Relations Manager.
c2c runs about 340 trains every weekday. Because of this it is not always possible to hold trains for late-running connections. However we will do our best to keep any disruption to your journey to a minimum and to hold – or replace by bus or taxi – any last train connection. 

Engineering works 

c2c is one of the most intensely used commuter railways in the country, and requires a rolling programme of maintenance and renewal of its infrastructure. Sometimes this means that we have to amend train times or substitute trains with buses, in order that engineers can carry out essential maintenance work or install improved facilities. We will try to keep disruption to your journey to a minimum, but please bear with us when this happens. Please note that when buses replace trains, bulky items such as bikes cannot be carried. 

When engineering work is planned, details will be made available to our customers 12 weeks beforehand through the National Rail Enquiry Service on 08457 48 49 50 or via its website at www.nationalrail.co.uk.  A summary of forthcoming service alterations due to engineering work will be available 14 days beforehand from station staff.
We will also display posters to inform you about alterations to services. These will be displayed in prominent positions at the stations where train services are affected at least seven days in advance, and will include a summary of forthcoming engineering work. 

This information is also available on the  internet at www.networkrail.co.uk, where timetable information is updated to take account of the engineering work.
If emergency engineering work is required, we may not be able to give very much notice, but information will be displayed as soon as possible. 

Catering 

Currently there is no on-train catering on c2c trains. However, some of our stations do have shops and kiosks selling papers, magazines, drinks and snacks. 

Meeting the needs of disabled customers
We and other train operators welcome customers with restricted mobility or other special needs we have a Disabled People’s Protection Policy (DPPP) detailing the services that disabled customers can expect when travelling with c2c. A summary of the policy is available at all staffed stations or from the Customer Relations Manager, who can also supply an audio tape edition. Full and summary versions of the DPPP are also available on our website: www.c2c-online.co.uk 

Our commitment to customers with special needs includes a telephone helpline (01702 357 640, staffed 0530 to 2200 Monday to Friday, and 0800 to 1600 on Saturdays and Sundays) which ensures that, where possible, customers are met and assisted throughout their journey, both on c2c’s and other companies’ trains too. The helpline will also advise passengers 

on the access arrangements at our stations. In order to provide the best possible service we would appreciate 24 hours’ notice, but if this is not possible, we will still do our best to provide assistance. 

All c2c ticket offices have induction loops to aid customers with hearing difficulties. 

What happens if things go wrong
 - Looking after you when services are delayed 

If services are disrupted, we will supply as much information about the delay as possible to passengers at stations and on trains. If services are severely disrupted, we will update our recorded Current Train Service Information telephone line (08457 44 44 22) and, where possible, issue information through the National Rail Enquiry Service, travel bulletins on local radio and television (including Ceefax) and via messages at stations and on trains. 

We have introduced Journey Check on our website, which provides up-to-the minute information about our trains and those of London Underground. You can also receive Journey Check through any WAP-enabled mobile telephone or PDA (subject to phone service provider limitations) normal network charges apply. Please visit our website for more details. 

If the delay occurs after your train has started its journey, we will do our best to get you to your destination station by train or to arrange alternative  transport.  If this is not possible, we will get you back to an appropriate station. 

Compensation 

 - Customers with season tickets 

Compensation is offered through discounts at the time of season ticket renewal. The compensation trigger levels for these discounts are based on performance over the previous 12 months. 

Discounts are given if:

· Timetables and punctuality is 3% below the standard, i.e. 87.5% over the previous 12 months

. 

· Reliability is 1% below the standard, i.e. 98% over the previous 12 months. 

If the average performance during the year to the end of the most recent four-week monitoring period (before the expiry date of your ticket) is below the compensation trigger level for punctuality or reliability, a discount will be offered when your season ticket is renewed.  Details of how the discount is calculated are given below. 

There is no need to make a formal claim as the price of your ticket will be automatically adjusted. To qualify for a discount, you must renew your ticket within four weeks of the expiry of the old one, and it must be for the same journey and be for the same or a shorter period.  We do not pay compensation to these season ticket holders in respect of specific delays. 

If you purchase a Travelcard season ticket from a non-c2c outlet we will consider compensation claims providing you can reasonably demonstrate that you use c2c for all or part of your journey. 

Customers with a season ticket valid for one month or longer, but less 

than one year 

You will receive a discount of 5% in respect of each category of annual performance that falls below the compensation trigger level at the time of season ticket renewal. There is a maximum 10% discount if both punctuality and reliability annual performance are below the compensation trigger levels at the time of season ticket renewal. 

Customers with annual season tickets 

A discount will be awarded against the renewal price of your next annual ticket, up to a maximum of 7%, if during the 12 months before your ticket expires the average punctuality result was below the compensation trigger level. The discount rates that will be applied are:
· a 2% discount for each of the first three 4-week monitoring periods (during the 12 months before ticket expiry) during which the average punctuality result was below the compensation trigger level; and 

· a 1% discount thereafter for any subsequent four-week monitoring period (during the 12 months before ticket expiry) during which the average punctuality result was below the compensation trigger level. 

A maximum of up to 7% discount will be awarded if, during the 12 months before ticket expiry, the average reliability result was below the compensation trigger. The discount rates that will be applied are: 

· a 1% discount for each four-week monitoring period (during the 12 months before ticket expiry) during which the average reliability result was below the compensation trigger level.
If both punctuality and reliability annual performance fall below the compensation trigger levels, a combined discount of up to 14% will be allowed against the renewal price. This comprises up to 7% in respect of punctuality and up to 7% in respect of reliability. 

Void days 

If there are days when no effective service can be run we may decide to declare these days ‘void’. When this happens we will either extend your season ticket or give an equivalent refund for each ‘void’ day. Payment may be as cash or rail vouchers. We will display details of these days on posters at all c2c operated stations and on our website.  These days will be excluded 

from our performance statistics. 
· Customers with single, return or other tickets valid for less than one month
If your journey on c2c is delayed by more than one hour, on receipt of a formal claim we will issue vouchers worth 50% of the cost of that journey (based upon the price of the ticket used for the journey). These can be used at any National Rail station to buy any ticket. To make a claim, either complete a customer comment form (available at staffed stations) or write 

to our Customer Relations Manager.

We do not normally accept claims for a refund if trains are delayed or cancelled and you were advised of this before you purchased your ticket. However, we treat each claim on its merit and will never automatically rule out compensation. 

If the train you planned to catch is delayed, or is cancelled and you decide not to travel, a full refund will be issued straightaway, provided you return the 

ticket at that time to any National Rail ticket office. 

Refunds 
During times of disruption, customers who decide not to travel are entitled to a full refund straightaway providing they can return the ticket at that time to any 

National Rail ticket office.
Even if the train service is running normally and you decide not to use a ticket for your own reasons, you can apply for a refund. Refunds are available on most tickets which have been purchased but not used, as well as unused validity on season tickets in most cases.   Tickets can be returned to any National Rail ticket office, except for season tickets, which must be returned to the office from which they were bought, and tickets purchased from a travel 

agent, which must be returned to that agent. An administration fee (£10 at the 

time of going to press) may be charged for refunds. You should note that certain discounted tickets are sold on the understanding that you are committed to travel and that refunds are not available. 

For refunds on tickets other than season tickets, applications must be received no later than 28 days after the ticket’s expiry date. The amount refunded will be based on the cost of the ticket when purchased, minus the cost of any travel that has been used. 

For season tickets that are no longer required, the amount refunded is based 

on the difference between the cost of the season ticket originally purchased and the cost of a season ticket for the period of validity up to the date the ticket is surrendered to c2c.
Because season tickets offer significant savings for the daily traveller, you will find that if there is only a small proportion of the validity remaining, your refund will be little or nothing. Please note that an annual season ticket has no refund value after 40 weeks.  

Season ticket holders who for reason of sickness are unable to travel may 

apply for a discretionary partial refund of the unused portion. We may ask 

for supporting documentation, such as a medical certificate. 

How to Contact Us

Our Customer Relations Manager wants to hear your comments and suggestions so we can keep improving your train service. Comment forms are available from all our staffed stations
Completed comment forms can be handed in at any staffed c2c station or sent to our Customer Relations Manager. You may also send in your comments via our website: www.c2c-online.co.uk 

You can contact our Customer Relations Manager by email, phone, fax or by letter: 

· by email  - custrel@c2crail.co.uk 

· by phone – 0845 601 4873
·  by fax - 01603 675 243
· by letter – write to:
Customer Relations Manager 

C2c Rail Limited

FREEPOST ADM3968 

Southend 

SS1 1ZS 

All emails, faxes and letters sent to our Customer Relations Manager will be acknowledged within five working days and answered within 15 working days. 

No matter how you contact us, all of your comments and suggestions will be recorded and used to shape the future of c2c. 

If your comments involve another train company we will pass them on and let 

you know what we have done. The other company will then reply to you directly. 

How to contact your local Rail Passengers Committee 

We will always try to address your comments and concerns in a fair and reasonable way. However, if you are unhappy with our response you can contact either London TravelWatch or Passenger Focus (details below) who may be able to help. These organisations are independent consumer watchdogs, established to protect and promote passengers’ interests: 

For Upminster, Purfleet and stations between these and London contact: 

London TravelWatch 

6 Middle Street 

London EC1A 7JA 

Phone: (020) 7505 9000 

Fax:      (020) 7505 9003 

e.mail;   enquiries@londontravelwatch.org.uk 

For West Horndon, Chafford Hundred, Ockenden, Grays and stations between these and Shoeburyness contact:
Passenger Focus 

FREEPOST (RRRC-ETTC-LEET) 

PO Box 4257

Manchester

M60 3AR 

: 

Phone: 0300 123 2350 

Fax:      0845 8501392 

e.mail:   hello@passengerfocus.org.uk 

The National Rail Conditions of Carriage 

The National Rail Conditions of Carriage set out the legal contract that you have with us when you purchase a ticket and travel with c2c. If you wish to have a copy they are available free of charge at all our staffed stations or from our Customer Relations Manager. They are also available online at www.nationalrail.co.uk 

Additional information 

 - Bicycles 

We welcome passengers with bicycles on services where they can be safely accommodated. However, it is not possible to carry bicycles on some trains. 
Restrictions on the carriage of bicycles are published in our timetable booklets 

and posters. Stations with cycle parking facilities are shown in our timetable. 

 - Smoking 

Smoking is not allowed anywhere on our trains, including doorways and toilets and From 1st July 2007 smoking will not be allowed at any c2c or LUL station, except on station forecourts and car parks. 

 - Staff conduct
We recruit and train our staff in order to try and ensure that you will always be served by our staff in a friendly, courteous manner and will be given the most appropriate information for your journey. All our customer service staff can be recognised by their company name badges
· Lost property 

This can be reclaimed from Westcliff station, where our Lost Property Office is open from 0800 to 1600 Monday to Friday, or by phoning 01702 357 699 (answer phone available). 

Other ways of obtaining this charter 
Further copies of this charter are available from all staffed c2c stations, on our website at www.c2c-online.co.uk, or by contacting our Customer Relations Manager.  Copies of other train operators’ passenger’s charters are also available from our Customer Relations Manager. 

Improvements to our Passenger’s Charter 

If you have any suggestions about how we might improve our Charter, please contact our Customer Relations Manager. 
c2c Rail Ltd 

(part of National Express Group PLC) 

Published April 2007

