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Dear Dave 

Approval of The Chiltern Railway Company Limited (Trading as Chiltern Railways) 
Complaints Handling Procedure (Condition 6 of the Station Licence and GB 
Statement of National Regulatory Conditions: Passenger) 

Thank you for submitting your draft Complaints Handling Procedure (CHP) for approval. A 
copy of your revised CHP is attached to this letter, and will be published on our website 
along with a copy of this letter. 

I confirm that we have reviewed your CHP against the 2015 “Guidance on complaints 
handling procedures for licence holders” (the guidance), and can confirm that your revised 
CHP meets the requirements of Condition 6 of your station licence and GB Statement of 
National Regulatory Conditions: Passenger (SNRP). We also sought views on your draft 
CHP from Transport Focus and London TravelWatch. 

We welcome the following, which we believe is likely to be positive for passengers: 

 Your commitment to respond to 90% of complaints within 10 working days; and 

 Your commitment to publish the telephone number for your Customer Relations 
Department in local telephone directories. 

You have confirmed that where a complaint has not been resolved and your internal 
procedures have been exhausted, you will provide information on Alternative Dispute 
Resolution (ADR) to the complainant, in accordance with the Alternative Dispute 
Resolution for Consumer Disputes (Competent Authorities and Information) Regulations 
2015. This information will usually be highlighted to complainants in the second 
substantive response, when details of Transport Focus and London TravelWatch are also 
given. We understand that you will identify an approved ADR provider (in this case 
Ombudsman Services, trading as the Consumer Ombudsman) but that you do not plan to 
make use of this provider and instead complainants will be advised to contact the existing 
passenger bodies. Where a complainant does contact Ombudsman Services you have an 
arrangement in place whereby they will be referred to the relevant passenger body.  

This approach appears to discharge the information requirements in the Regulations, 
however, we will be engaging with ATOC and the Department for Transport as to the 

Annette Egginton 
Head of Competition and Consumer Policy 
Directorate of Railway Markets & Economics 
 

Email:  annette.egginton@orr.gsi.gov.uk  
 

29 September 2016 
 

Dave Penney 
Managing Director 
Chiltern Railways 
 

 

http://www.orr.gov.uk/
mailto:annette.egginton@orr.gsi.gov.uk


 

 

 

 

Page 2 of 2 

    1772246 

 

Head Office: One Kemble Street, London WC2B 4AN    T: 020 7282 2000 F: 020 7282 2040 www.orr.gov.uk 

application of the ADR regulations more generally and this may result in the need to revisit 
policies in due course. You will continue to be engaged with developing thinking through 
your representation at ATOC. 

You have informed us that you will be making substantial changes to your website in 
December 2016. In the meantime you have made changes to the ‘Contact Us’ page of 
your website to ensure that passengers have a clear route to complain and that your 
complaints handling service standards are easily accessible. Please keep us up to date 
with the progress of your new website and provide an update, no later than three months 
after the date of this letter, detailing the changes you will be making and, where possible, 
containing mock-ups of your new site  

In the case of Chiltern Railways the relevant passenger bodies are Transport Focus and 
London TravelWatch. In line with the requirements of the guidance, licence holders must 
establish an appeals handling protocol where the passenger bodies require this. These 
protocols have now been finalised and we expect licence holders to abide by them in their 
handling of appeals. 

Yours sincerely, 

 

Annette Egginton 
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Chiltern Railways Complaints Handling 
Procedure Section 1 - 3.2 

l . Introduction 
The purpose of these guidelines is to define the process for handling customer comments/ complaints related 
to Chiltern Railways Ltd and the agreed standards relating to cases where compensation is claimed. 

2. Principles and objectives 
The overriding principle is that all complaints will be answered, fully investigated and used to drive 
improvement, where required. 

The definition of "complaint" for the purpose of these guidelines is: 

"Any expression of dissatisfaction by a customer or potential customer about service delivery or company or 
industry policy." 

Source: Office of Rail and Road (ORR} Guidance on Complaints Handling Procedure. 

The objective of these guidelines is to ensure that the customer receives a prompt and reasonable response 
and where appropriate compensation which is fair and reasonable to all parties involved. 

This document also recognises the importance of complaints as a valuable source of information and gives us 
the opportunity to identify areas of improvement, formulate appropriate courses of corrective action and 
arrange implementation and monitoring. 

3. Contacting Chi ltern Railways 

3.1 Customers can contact Customer Services via the routes detailed below: 

Method of contact 

On line 

Email 

Post 

Telephone 

Social Media 

Details 

www.chilternrailways.co.uk/ contact-us 

Customer.service@chilternrailways.co.uk 

Customer Relations, Chiltern Railways, Banbury ICC, Merton Street, 
Banbury, OX16 4RN 

03456 005165 (Number accessible from mobiles at no additional cost) 
Customer Relations opening hours 08.30- 17.30 Monday- Friday 
(Answer machine available outside of these hours) 

Twitter - @chilternrailway 
Facebook- Chiltern Railways 

Via a member of staff Any Chiltern Railways employee will be able to assist should you need to 
complain or pass on comments. They will be able to use their discretion to 
solve the issue or direct you to Customer Relations for further assistance. 
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http://www.consumer-ombudsman.org/


http://www.chilternrailways.co.uk/about-us/passenger-charter
https://www.chilternrailways.co.uk/disabled-traveller-information
http://www.chilternrailways.co.uk/
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mailto:enquiries@londontravelwatch.org.uk
http://www.chilternrailways.co.uk/


•

•

http://www.nationalrail.co.uk/static/documents/content/NRCOC.pdf


 














