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From:

To:

Cc:

Subject:

M-Card Delay Repay

Date:

13 February 2019 13:55:40

Hi 
 
I attempted to call you on Friday 25th January and left a voice mail.  I have been out of the office
quite regularly over the last two weeks so please accept my apologies that I have not followed
up.
 
In December we updated or customer promise and our delay repay policy to specifically state
customers using multi modal products are not eligible to claim compensation via our delay repay
process but maybe eligible for compensation under the consumer rights act.  In early January my
customer relations team were briefed and our response templates amended to reflect that our
own policy excludes customers from delay repay compensation and no longer specifically
pointed the customer to the Metro T & C’s.
 
At no stage have my staff been advised that customers with M-Cards requesting compensation
should contact yourselves however our letter templates did refer the customer to your T & C’s
and this probably drove contact into your teams. If you receive any more examples where the
customer is claiming we advised them to contact you then please send these across and I will
investigate it further from my side and take the appropriate action with the agent.
 
If you receive a contact from a customer requesting compensation then please direct them to
xxxxxxxxxx@xxxxxxxxxxxxxxx.xx.xx  if they specifically state they wish to make a claim under the
consumer rights act then their case will be considered and were we are at fault compensation
will be paid. If you need anything else please feel free to give me a call on the mobile number
below.
 
Kind Regards

 

CEC Operations Manager
 
Telephone: 
Mobile: 
 
Customer Experience Centre
Sheffield Interchange
Pond Square
S1 2BD
 
 

northernrailway.co.uk
 
Arriva Rail North
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Legal Disclaimer - Arriva Rail North Limited 
The contents of this e-mail are confidential and may be privileged and
protected by law and are intended solely for the use of the person to whom
they are addressed.
If you are not the intended recipient of this message please notify the
sender immediately, disclosure of its content to any other person is
prohibited and may be unlawful.
Please note that any views expressed in this e-mail may be those of the
originator and do not necessarily reflect those of this organisation.
Copyright in this e-mail and attachment(s) belongs to Arriva Rail North
Limited. 
Internet e-mail is not a secure communications medium.
Please note this lack of security when responding by e-mail. Accordingly,
we give no warranties or assurances about the safety and content of this
e-mail and its attachments.
Neither Arriva Rail North Limited nor the sender accepts any
responsibility for viruses and it is your responsibility to scan the e-
mail and attachments.
Any liability arising from any third party acting on any information
contained in this e-mail is hereby excluded.

Arriva Rail North Ltd. 
Address: 1 Admiral Way, Doxford International Business Park, Sunderland.
Tyne & Wear SR3 3XP 
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Information Services Department.




    

  

  
