
 

GNLRT ADVISORY COMMITTEE 

10 September 2013 
LETTERS FROM MEMBERS OF THE PUBLIC 
 
1. SUMMARY OF ISSUES 
 
1.1. Two letters have been received from members of the public since the last 

meeting of the Committee. The first of these relates to the behaviour of 
passengers on the tram who refuse to give up their seats for the elderly and 
criticises the response that has been provided by conductors. The second 
correspondent praises the behaviour of conductors when dealing with 
confrontational incidents and expresses concern about their proposed withdrawal 
from the system. 
 

2. RECOMMENDATION 
 
2.1. The views of the Committee are sought. 
 
3. CORRESPONDENT A 
 
3.1. Correspondent A, who is 59 years old and regularly travels between the city centre 

and Hucknall, describes her experiences on two particular occasions when she was 
unable to find a seat on the tram (see Appendix A). On the first occasion, a boy of 
under 5 years refused to vacate his seat when requested both by the 
correspondent and by the conductor. The parent who was with the child took no 
action to assist. On the second occasion, children and middle-aged people were 
occupying the disabled seats whilst elderly people were required to stand. The 
correspondent claims that such incidents occur on most days when she travels. 

 
3.2. The correspondent believes that the conductors should be more forceful in 

requesting that passengers give up their seats in such circumstances and that 
parents should be asked to sit young children on their knees when no alternative 
seats are available. She is unhappy with the response that she received when she 
telephoned the NET customer helpline to complain. 

 
3.3. Tramlink Nottingham have clarified that the issues raised by the correspondent with 

respect to the behaviour of passengers on the tram are regulated by both the NET 
Byelaws and Conditions of Carriage. Nottingham Trams, who operate NET on behalf 
of Tramlink Nottingham, are reviewing their staff training to ensure that front line staff 
on trams and in customer services are aware of these regulations and customer 
services teams have now been briefed accordingly. Tramlink state however that it is a 
matter for the staff on the spot to manage situations as they deem appropriate with 
regards to the interests and safety of all of the passengers. 
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4. CORRESPONDENT B 

4.1. Correspondent B, who is also a regular tram user, is supportive of NET and the 
plans for expansion of the system (see Appendix B). He describes an incident 
when a passenger was racially abusive to another passenger and praises the way 
in which the conductor dealt with the incident by diffusing the situation and 
ensuring that the abusive passenger left the tram. 

4.2. The correspondent states however that he is disheartened to learn that on-board 
conductors will be withdrawn later this year. He considers that conductors provide a 
friendly, convenient and familiar experience which will be lost when they are 
replaced by ticket inspectors and he hopes that the decision will be reconsidered 
and reversed. 

4.3. Nottingham Trams has responded to the correspondent (also at Appendix B) by 
explaining that the convenience, safety and security of passengers was given full 
consideration when the decision to move to off-tram ticketing was taken and that the 
lessons learned from other tram systems across Europe and in the UK which operate 
on a driver-only basis have been observed and learned from. The drivers, who can be 
contacted by passengers via the emergency help points, will be trained in responding 
to incidents, and, in the case of personal safety issues, can communicate with the 
control centre which has a direct link to the police. Nottingham Trams has assured the 
correspondent that safety is their principle concern and that they will do all they can to 
make customers feel safe and secure under the new ticketing arrangements. 

Contact Officer: Andy Holdstock 
Telephone Number: 0115 876 4199 

E-mail: andrew.holdstock@nottinghamcity.gov.uk 





 



 
 


