Complaint Handling

Procedure
Grand Central Railway Company Ltd.

The train you’ve been waiting for.




We aim to ensure

that when you travel with us you receive
excellent customer service.




If you include your
telephone number,

we will call you within 3 days.




We will always
do our best to
resolve satisfactorily
all complaints.




* to reduce the costs of inter-industry disputes by
use of a pre-determined allocation regime for
small claims

* to ensure claimants are not prejudiced by disag
gregation of the industry

When we won’t respond to your complaint

All our staff are trained to remain polite at all
times and will actively try and handle your complaint as
best as they can. We would hope that our passengers
would equally treat our staff in a polite and courteous
manner.

If making your complaint by telephone and you use
abusive language or tone, our customer service staff will
let you know that they may put the receiver down if you
continue to be abusive.

When making your complaint in person and you
demonstrate abusive or aggressive behavior our staff
have been trained to seek assistance (this could be in the
form of the Police or another member of staff).

If your correspondence contains abusive language or
aggressive tone, we will reply by informing you that this
is unacceptable.

We adopt the SRAs guidance in dealing with
“frivolous and vexatious” complaints. The
definitions of such complaints are;

Frivolous — not serious or sensible in content,
attitude or behavior.

Vexatious — annoying, not having sufficient
grounds for action and seeking to annoy.

Under these circumstances, we will only terminate
correspondence when it is clear that despite our best
efforts, we are unlikely to satisfy you. This decision
to terminate a complaint will only be made by our

Operations Director or deputy after having referred o
that matter to Passenger Focus. ’cwrm -

The train you've been waiting for.




