Agenda item
GNLRT ADVISORY COMMITTEE

18" March 2008

REPORT OF THE DIRECTOR, NET

LETTERS FROM MEMBERS OF THE PUBLIC

Four members of the public have written to the Committee since the last meeting. Copies of
the letters from three of these correspondents can be found in the Appendices to this report.

CORRESPOMDENT A (SEE APPENDIX A}

A lady has writlen complaining about the way that she has been treated by the Tram
Operator after her Easyrider travel card was not accepted by the conductor's ticket machine
and was then retained by the conductor. She claims that her card was valid and, despite
numerous telephone calls, she has not received a satisfactory response from the Operator.
She also claims that she has not been reimbursed for the additional costs that she has
incurred whilst travelling without her pass, despite claiming to have sent her tickets to the
Operator. This correspondent has sent two letters of complaint to the Committee, one on 21
January and one on 19" February.

The Tram Operator has responded to the complainant in two letters (copies also at Appendix
A) apologising and stating that they have been unable to establish why the ticket machine
did not accept the card. Although they were originally unable to locate the tickets she sent,
these have now been traced and she was sent a full refund on 25" February.

CORRESPONDENT B (SEE APPENDIX B}

A 76 year old lady who has recently undergone a major operation and also fractured her hip
and hand has written complaining about the treatment she recelved from tram staff when a
tram she was travelling on to Phoenix Park was held up by another vehicle which had
broken down at Cinderhill. All passengers were required to leave the fram at Basford
Tramstop without being asked whether they had any means of reaching their destination and
the complainant considers this to be unacceptable.

The Tram Operator has responded to the complainant (copy also at Appendix B) apologising
for the poor level of service that she received and informing her that Control Room staff have
been reminded fo consider passenger needs when making decisions during disruptions.
They admit that, in hindsight, the tram should have been allowed to confinue to David Lane
where other methods of public transport are available.

CORRESPONDENT C (SEE APPENDIX C)

A husband and wife who are both holders of County Concessionary Passes and are regular
users of the tram have written fo complain about the way they are made to feel by the
conductor on those occasions when they use the tram before 9.30am, the qualifying time
after which free travel is allowed. They consider that they are made to feel like second class
citizens as a result of the conductor either not accepting payment and not issuing a ticket or
alternatively having to issue a manual ticket which can be a long drawn out process at busy
times.

The Tram Operator has responded to the complainanis (copy also at Appendix C) by

apologising that their experience of fravelling on the tram has not always been a pleasant
one and stating that all of their staff have been reminded of the importance of customer care.
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The issue of not being able to issue an automated ticket has been raised with the ticket
machine software company and it is hoped that a remedy will be found shortly.

CORRESPOMDENT D

A gentleman has written to the Committee concerning an incident in which he was involved
on the tram which required him to attend court as a witness. He has requested that the
earnings he lost whilst appearing at court are reimbursed by the Tram Operator. The
Operator has written back, having contacted the police about this matter and the
correspondent has been asked to submit their claim to court. it is not considered
appropriate to include copies of the correspondence in this report due to the nature of this
matter.

The views of the Commitiee are sought on the views expressed by Correspondents A, B and
C.

Director, NET

Lawrence House
Talbot Street
Nottingham NG1 SNT

Contact Officer: Andy Holdstock
Telephone Number; 0115 9156520
E-mail: andrew.holdstock@nottinghamecity.gov.uk



APPENDIX A
LETTER 1 FROM CORRESPONDENT A
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APPENDIX A
LETTER 2 FROM CORRESPONDENT A
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APPENDIX A

LETTER 1 FROM NOTTINGHAM TRAM CONSORTIUM TO CORRESPONDENT A

HOTTINGHAWM EXPRESS TRANSIT

21" January 2008

Dear

I am writing with reference to your telephone call of 168" January 2008 regarding your easy
ngder ravel pass being laken off you during your journey on the tram on that day

I can confirm the Duty tanager on duly thal evening had spoken 1o the conductar and
checked the ticket machine involved The Conirol foom 2nd Operalions Manager have
nveeligaled why he machine came Up wilh the error message thal he card was hot-hsted
but are unable 1o find an explanalion as 1o why this happened The Cperations Manager had
ned 1o ring you bul had nol been able to contact you.

lunderstand you felt publicly humilialed and are angry al having 1o pay for another lickei, |
would like lo apologise lor the way you lelt during this journey and enclose your easy rider
Iravel pass with this letler. f you could send any tickets in that you had o pay for afler he
P&ss was laken from you o the address below, | will be happy o arrange a refund for you.

Yours Sincerely

Louise Sills
MNET Cuslomer Services



ik EXPRESS 1R

19 February 2008

Dear

Further to your telephone conversation with the Operations Manager he has explained to you
that no reason could be found for the problem you encountered in January.

You have informed us that following our leller of the 21" January you have sent in your
fickets unforiunately we have not been able to locate these but as a gesture of goodwill |
enclose 2 weekly tram pass vouchers for your use.

| am sorry this investigation as laken so long to try and resolve.

Yours Sincerely

S Holid,

Sue Hollick
Customer Services



APPENDIX B

LETTER FROM CORRESPONDENT B
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APPENDIX B
ETTER FROM NOTTINGHAM TRAM CONSORTIUM TO CORRESPONDENT B

19 February 2008

Dear

Thank you for your letier regarding your journey on the 22 January 2008 which has been
forwarded lo us.

I have looked into your eomplaind and can inform you of the following,

When the Iram in fronl of you lailed, some time was spent irying to ascerain if we cold
get the vehicle back in service, unfortunalely this exercise tock some time, When it was
realised that we could nol gel the Tram moving again, we had lo make a decision as to
what we did with other Trams on the same route.

A decision was made to hold your Tram at Basford until the failed Tram could be moved.

I think that with hindsight your Tram should have been allowed 1o continue to David Lane
because at David Lane there are other methods of public Transport available,

| apologise for the poor service you received on your journey and can inform you that aur
Contral room staffl have been reminded to consider passengers needs when making
decisions during disruptions.

Once again | am sorry that your journey was not a pleasurable one and hope that in the
future your journey matches your expectations,

Yours sincerely,

i /D

Ray Harris
Opearations Manager




APPENDIX C

:ETTER FROM CORRESPONDENTS C

GNLRT Advisory Committee Monday 4th February 20008
c/o NET Project Office,

Lawrence House,

Talbot Street,

Nottingham.

NG1 5NT

Dear Sirs,

My Wife and I are both holders of County Concessionary Passes. We are regular users
of the tram into Nottingham from Phoenix Park at all times of day and are grateful to
travel free of charge.

We do however, use the tram two mornings a week (sometimes more) before the
9.30am deadline is past and wish to complain at the way in which on these occasions we
are embarrassed and made to feel like second class citizens by the simple action of
attempting to pay the due half-price fare.

Very often the conductor will wave our money away and pass us by without issuing a
ticket. This then includes us within the large group of people who deliberately try, and
often succeed in non payment and we do not like this. On the occasions when the
conductor does go through the process of issuing a ticket, it results in such a long drawn
out and unwelcome process, that it makes ugs feel guilty at giving him/her the obvious
hassle at a time when the trams are full to bursting.

Why does it have to be like this? Surely it wouldn't take the brains of Einstein or be a
logistical problem the size of mounting a military operation, to have the ticket machines
programmed to issue a pre 9.30am F£1.15 ticket for concessionary pass holders. If this
were done NET would receive the proper revenue and passengers like us would be
treated the same as all the others and not made to feel a nuisance.

We await your comments with interest,



APPENDIX C
LETTER FROM NOTTINGHAM TRAM CONSORTIUM TO CORRESPONDENTS C

18 February 2007

Dear

Thank you for your letter regarding your experience of travelling on the Nottingham
Tram.

| am sorry that the experience has nol always been a pleasurable one.

All our stafi have been reminded of the importance of customer care and the effect
that poor customer care has on both the image of Mottingham Tram and also the
effect on passengers.

| understand you feel that the process of issuing a manual ticket makes leaves you
feeling guilly about taking up the conductors time, the issue of not being able 1o issue
an automated lickel has been raised with the software company and we hope to
have a remedy for this shortly.

Once again | am sorry that your journey is sometimes not to your liking and hope that
vour future travel experience lives up to your expectations.

Yours sincerely

Ray Harris

Operations Manager






APPENDIX B
LETTER FROM CORRESPONDENT B
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