14 May 2007

Dear Sir/Madam

I am writing in relation to an unacceptable and extremely poor level of customer service that I had the displeasure of experiencing on Sunday last, 13 May.

I have been a customer of Irish Rail for the last 9 years, commuting daily from Portarlington to Dublin, and I have never in all my dealings with companies experienced customer service of the base level that I had to endure last Sunday. 

To put the situation in context, I buy weekly tickets and usually buy them on a Sunday to avoid queuing up on a Monday morning. I arrived to the station on Sunday afternoon at about 3.30pm to find an elderly lady standing waiting at the ticket desk. She told me that she had been waiting there for half an hour and had not seen anybody at all. This surprised me, so I wondered if maybe the Irish Rail staff member on duty was in another part of the station and I rang the station phone number. When I did so I got an engaged tone – even though I could see the phone through the window and there was nobody there. I went out to the platform to see if there was any staff out there and there was none to be seen. I rang 11850 to get a contact number in Heuston and they found one which was listed under Sunday Customer Service, but it rang out. I tried 3 other numbers and eventually got through to someone in Connolly Station. I enquired about where the staff in Portarlington might be and I was put on hold.

I should point out that at this stage 3 people had arrived looking to buy tickets and subsequently left when they realised there was no-one there.  The elderly woman was beginning to worry about what she would do if she got on the train without a ticket as there are clear signs warning us that under no circumstances should you board a train without a ticket.  This amused me slightly as I have been made aware recently via the Platform 11 website about some cases where people who couldn’t get a ticket before travelling being fined €50 after honestly approaching staff in Connolly Station after the journey in order to buy a ticket so as not to be accused of evading train fares. By now the train had come and gone and I’m not sure if the lady got on the train or not as I was busy trying to get someone from Irish Rail to talk to.  (This was not an easy task, I might point out.)

Anyway, 10 minutes later (at approx 4pm) while still on hold, a car arrived at the station at speed and out jumped a member of Irish Rail staff, so I hung up the phone. Below is the conversation that took place:

Me: “Just wondering, were you gone on a break? We’ve been waiting for around half an hour, a few people were here longer and left.”

Irish Rail Employee: “You’ll need to take this up with someone else, I don’t start until 4”. 

Me:  “Oh right, was there supposed to be someone here before that?”

Him:  “Look, I just told you, I don’t start until 4, take it up with someone else”

Me:  “Well could you not have put a notice up on the window?”

Him:  “Are you f**king deaf? I get paid from 4 so that’s when I start.”

At this point I was highly offended at being spoken to in this manner.  Under no circumstances should a customer in any situation have to tolerate the blatantly offensive and insulting manner in which I was treated.  I would suggest that this “helpful” employee re-reads his customer service manual as I’m sure you’ll agree this was absolutely an unacceptable way to speak to a customer. The fact that nobody was there at all is bad enough but to have this pathetic individual representing your company is an absolute joke and is a poor reflection on the management.

I will expect at the very least an apology from somebody about this and I would like to know who this person was. I would also expect an explanation as to why it took me numerous attempts to be just put on hold by someone in Heuston and why the phones were not being answered.

I am copying the following from your website which advertise the staff hours for Portarlington station:

Staffed: Yes 
Staff Hours: 
06.30-22.20 Mon-Sat; 
09.00-22.30 Sundays and Bank Holidays 

Booking Office: Yes 
Booking Office Hours: 
06.30-22.20 Mon-Sat; 
09.00-22.30 Sundays and Bank Holidays

This was clearly not the case, and I would question why the station was not manned as advertised.  I would think that for health and safety purposes there should be an employee on site at all times when the station is open.  Never mind the issue that you strongly insist that all passengers purchase tickets before boarding any train.  

I also refer to your Customer Charter which is available on your website. I note points 1, 2, 4, 6, 8, 9 and 14 were not met.

I would also be interested to know why the ticket machines, or at least the one in Portarlington, do not dispense weekly tickets?

This is only one example of the extremely poor levels of customer service I have experienced. I will not accept any replies from you about future plans for staff training in Customer Service as you should not need training to understand basic manners. I am absolutely disgusted at the way I was spoken to and will expect a good explanation as to why this happened in the first place.

I look forward to your reply.

Regards

