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Title! Miss

Firstname:

sSurname: ¢

Email:

Phone

Addressi:
Address2:
Town!
County:
Postcode.

Country:

Nature of Feedback: Antisocial Behaviour
Statfon where you hoarded:

Scheduled departure time;

Type of Ticket:

Online Booking Reference:

Where your ticket was puirchased:

Comments:
To Whoever this may concern,

Im a college student and take the train frequently to Dublin on the Westport train. On countless
occasions,however, I've been meat with drunken Stag dos, Hen das and foothall fans. Due to the the
fact they are allowed to consume alcohol onboard,shouting and anti-social behaviour generally
ensues,

This kind of behaviour affects everyone onboard and makes it impossible to refax and puts everyone
on edge, I realise its completely unrealistic to police all anti-social behaviour onboard buk T think
making the carriages alcohol free would go a long way.All other transport services such as Dublin Bus
have implemented these kind of rules so people can travel safely without feeling uneasy or
threatened, I recently boarded the train and had to endure Dublin foothal fans drunkenly shouting
and bothering the people around them. They also did not get up even when they were aware they
were occupying a pre-booked seat. They also left their seats covered in rubbish and countless empty
beer bottles,I feel that implementing an alcohol ban an all routes would prevent this kind of
behaviour from happening on a regular basis.it would discourage groups stuch as Stag dos from
starting their celebrations on the train and perhaps wait till they ariived at thelr destination. Becatise
I travel by train so frequently, I and those around me want to enjoy our commute,







Dear Miss
Thank you, for your @-mail of 8 February in retation o a journeys from Westport te Dublin with
larnrod Elreann Irish Rall.

larnréd Eireann Irish Rail, does not, under any circumstances whatsoever accept or condone
disruptive, abusive or offensive behaviolyr of any sort to elther passengers or sfaff either on board our
services of in one of ourstations. Staff members on duty in a station have the authority to refuse
admisslon to persons who may be deemed to be unfit for travel or indeed may be acting in an
undesirable or anti-sociai manner, while staff members on board a rail service ajso have the authority
to remove a passenger (o passengers) from that service for acting in an anki-social or undesirable
manner and causing distress to fellow passengers,

When an incident of this nature is reported (o on board personnal, they are advised te investigate the
compfaint thotoughty and act accordingly. If necessary, the staff member in question can contaci the
driver and request Gardal agsistance at the nexi avalilable station.

Regretiably, at present, we are not in a position to guarantee that there wili e a member of staff other
than the driver on board. When there is no other staff member present, larnrad Eireann lrish Rail,
wouild advise passengers to comtact the driver using the direct intercom located in the vesiibule area
of each carrfage and oulline the sitlation. Again the driver can then seek assistance at the nex

station and request the Gardal if necessary.

farnréd Eireann lrish Rail, does at present have external securily staff at some stations, which can at
times operate on board certain selected rall services. The feasibility of extending these secunity

services to all rail services is being addressed at present.

Please accept my apology on behalf of larnréd Eireann / Irish Rail, for any upset and discomfort
catised to you.
Thank you, for taking the tirme to contact us and for bringing this incident to our attention.

Yours st

Customer Care, larnréd Eireann lrish Rail, Connolly Station, Dublin 1 D01 V6V6
larnrod Eireann lrish Rail, Stalsitin Ui Chonghaile, Baite Atha Cliath 1, D01 V6V6
T +3563 18366222 1850 366222 * W www.irsiwaille E:cmmali@irishrailie
Book in advance to avail of our lowest web fares— www.irishrail ie/webfares
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Deal
Thanlk you for your emall, please accept my apologies for any distress or inconvenlence caused io you on our

Westporl service. lamrdd Eireann does not, tnder any circumstances whatsoever, accept or condone distuptive,
abusive or offensive behaviour of any soit to either passengers or staff either onboard our services or in one of our
stations. Staff members on duiy in a station have the authotity to refuse admission fo persons who may be deemed
o be unfit for travel or indeed may be acling In an undesirable or anti-social manner, while siaff members onboard a
rall service also have the authority to remove a passenger {or passengers) from that service for acting in an anth-
social or undesirable manner and causing distress to fellow passengers.

When an incident ¢of this nature is reporled to onboard personnel, they are advised to investigate the complaint
thoroughly and act accordingly. If necessary, the staff member in question can contact the driver and request Gardal

assistance at the next available siatlon,

Kind Regards,

Customer Care, larmréd Eireann lrish Rail, Connolly Station, Dublin 1.

B +353 1 8366222 1850 366222 B4 B www.irishrail.ie F grin
Book in advance to avall of our lowest web fares - wwwisheail je

Save up fo 52% on the cost of your commute - www.taxsaverie

Need a hotel? www.irishrailhotels,ie
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To: Web Site Emails
Subjech: Customner Service Section

Title: Miss

Firstname:

Stirhame:!

Addressi:

Address2:

Town:

County:

Postcode:

Cotintry:

Nature of Feedback: Antisocial Behaviour
Station where you boarded:

Scheduled depariure time:

Type of Ticket:
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From
Sapd: 04 March 2016 19:49
To: IE Info IrishRail
Subject:

To whom it may concern,
I travelled from claremoriis to dublin Heuston recently.
Whilst in the train there was a loud gang of young men screaming, shouting, singing and

causing bother,
Many complaints were made and nothing was done about this,
This i8 not acceptable,

Roselved / Feadback

Customer did not provide enovgh information eqg. date and time of travel,

Completed by

08/03/2016 1.1:01




FROM: Castlebar
TO: Dublin Heuston

Paula is ringing to complain regarding an issue that happened on the train on 06™ March at
18.00pm. Her 2 daughters were traveliing on the train, ohe which was autistic, one of them was
aged 16 and the other 14. They said there was a man on the train that was screaming and roaring at
people and kept roaring at every station that he wantied to get off. There was no Itish rail staff on
the train that could atiend to him, a member of the public iried to talk to him to calm him

down. They said when ihey got to Dublin Heuston he got off the irain and just lay on the

platierm. These 2 girls are regular travellers and had never seen anything tike this. Paula said they

were scared and anxious when they got off the train.

She would like a callback regarding it as she wants to know if this issue happens again, what will
happen If a member of the public acts out of contiol and there are no Irish rail staff on the train,

Kind Regards,

Custorner Information Centre, Iarnréd Biteann lrish Rail,

Tel: 1850 366222 +353 1 8366222 info@ijristrailie  www.irishrail.le
Baok in advance to avail of our jowest web fares — www.irishrail. le/webfares
Save up to 52% on the cost of your commute — www. raxsaver.ie

Need a Hotel? www.irishhotels.ie




4/281201 7 Case: Paula Galely

Called Custamer

Completed b

08/03/2016 11:15
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Recalvad:
To: Web Site Emalls
Subject: Customer Service Section

Title: Mr

Firstname:
Surname
Email: {
Phone:
Adlcfressl:

Address2:

Town:

County:

Postcodle:

Country:

Nature of Feedback: Antisocial Behaviour
Station where you hoarded:

Scheduted departure time:

Type of Ticket:

Online Booking Reference:

Where your ticket was purchased:

Commenis;
Hi I was on the 6.35 Castiebar to Dublin train today in carringe A - front of train. { withessed &

serious violent incident where a passenger atiteimpted to hreak into the driver's compartment and also
attacked the person who was operating the tea trolly service. The passenger appeared drunk ot on
drugs and reacted violently when he realised as the train left Roscommon Station that he had no got
off on time. He tried to force the doors open by kicking them and then shouting tried to kick in the
door of the driver compariment. He also lashed out physically repeatedly at the staff member on the
trolly service, kicking the trolly and attempting to punch the staff imember. You should be able o see
thls en CCTV. Despite this incident the gardai were not called to the train at the next station
(Athlone) and no action was talen {o protect passengers, The staff member on the trolly acted with
great calmness but was in danger as were passengers in the vicinity. There was no ticket check on
the train, This Is the second time I have witnessed drunk peaple seemingly without tickets on this
train in the evening. Disappointing that this is not heing handled by frish Rail in a much betier way. I
am a regular customer but would not be able to encourage people to go by traiy in view of the
danger of such conduct. The driver and rail staff knew about this incident and the train stopped for
some ime for drivers to swop from one train to another but ne aclion was taken, I just ask you to







Thank you, for your recent correspondence.

Ouwr InterCity Railcars (ICR) are designed to operaie as a Driver only operation ane comply with alf

Health and Safety requirements.
There are is a direct intercom in the vestibule area of each carriage, available o passengers to

contact the Driver. The Driver was not confacted by any passenger in refation to this incident.
The passenger who caused the disturbance only became disruptive when he realised he had missed

his stop.
There was a scheduled change of Driver at IKnockeroghery between Athlone and Roscommon, which

5 the grossing point for trains on this route.
Once again, | apologise for any inconvenience.
Thank you, for taking the time to contact us.
|

Yours sl

Customer Care, lamrsd Isireann lish Rail, Connolly Station, Dublin 1 D01 VEV6
larnrad Fireann Irish Rail, Staision Ui Chonghaite, Baile Atha Cliath 1, D01 VBVE
T:-353 1 8366222 1850 366222 * W : www.irishrailic E :crmmail@irishrail.ie
Bool In advance to avall of our lowest web fares— www.irishrail jefwebfares

——————————————————— Original Message =--sssn-rmwmenn
Fron Michael Kelly

ubjecc: Re: Customer Service Section CRM:0009436

Thanlks for your email and apology. I think it is appropriate that you are taking this seriousty. I lock forward to
hearing the result of your investigation. I would question whether your poficy of having no stafi member on the
train except the tea trolly person Is prudent or in line with health and safety regufations. Since this passenger
who was violerit got on the train, it appears that ticketing or access procedures failed. T feel you need ta revisl
your procedures, In particular the option of a passenger having the fadility to text the driver or emergency
number is ane you should consider, Your obligations to ensure the safety of your passengers at afl times, as well
as thelr comfort are set down in legislation, T feel after this occurrence has been hrought to your attention
formally by me, If something happens in the future where a passenger is huri In the same circumstances then

Irish Rail would corme under serious criticism.,

Can I have further detait on why the driver transferred ta another train in the middie of the raffway line
please? Was that linked to the incldent as it happened shortly after?

On 1 April 2016 at 12:04 y<customercare@irishrall.le> wrote;

Further fo my cotrespondence on 30" March in relatiot to your journey on 26" March, from Castiebar
to Dublin,







Thank you, for taking the time to contact us and for bringing this incident to our attention,

P.S. | attemptad to make contact by telephona on the number provided at 12.08hrs today but call
was unanswered.

Customer Care, larnrod Eireann irish Rafl, Connolly Station, Dublin 1 D01 VEVE
larnréd Eireann Irish Rail, Staisitin Ul Chonghaile, Baile Atha Cliath 1, D01 VBVS
T:+353 18366222 1850 366222 W: www.irishrallic £ : crmmail@irishrailie
Book in advance o avail of ol lowest web fares— www. jrishrall. iefwebfares













Thank you, for your e-mail in relation to a recent journey with larnréd Eireann lrish Rail.

Please advise this offlce of the date and time of the train upon which you ravellad and the station
where you boarded. This information is crucial in identifying the train,
Please accept my apology on behalf of lainréd Eireann lrish Rail for the discomfort suffered.

Thanlc you, for taking the titne to contact us and for bringing this incident to our attention.

Yours sincerely,

Customer Care, larnrod Eireann Irish Rail, Connolly Station, Dubiin 1 D01 VEVS
lamréd Eireann frish Rall Staisitn Ul Chonghaile, Baite Atha Cliath 1, D81 VEVS
T:+353 18366222 1850366222 W :www.irishrailie E: gnmail@irishrailie

Book in advance to avail of our lowest web fares— www.irishiall.iefwebfares




Fromi@E s
Sent: 04 May 2016 14,32
To: 1E Info IrishRail <info@irishrail.ie>
Subject: Complaint

To whom ot may concern

| booked a return ticket (with pre-hooked seats) from Dublin to Ballina departing Friday 29" April
returning Sunday 1°' May 2016

My journey to Ballina on the Friday (12.45pm) was a pleasant one and | was highly impressed with

the service provide

However my reiurn journey was horrific to say the least. leg 1 on my return journey Ballina to

Manula junction was fine, leg 2 Munula lunction to Athlone was disgracefull with farge number of
extremely drunlken stags and hens parties who where continually served alcohol even though they
where clearly Intoxicaied and using vial foul language to allthose around them, Secandly my pre
hook seat was not imarked and when | asked person to leave my seat | was told to fuck off with no to
little assistance form irishrail staff to then make matiers worse we had 25min wait in Athlone to get
the next train to Portarlington {rail works which I totally understand}

However the same drunken unruly gangs where on the train and yet again alcohol continued to be
served by irishrail staff, the train was over crowed and my pre-booked seat was yet again taken by
another passengers.. Just when | think it cannot get any worse we have to change train again except
this time was forced to stand for the remainder of the journey to Heuston station as there were not
seats evadibie even thought as advised by irishrail ! pre-booked my seat, The explanation given by
the driver for lack of seats was he had made some additional stops and picked up extra passengers

. lam a type one Insulin dependent diabetic and lower limb (foot) amputee so this was extiemely

painful not to mention stress full journey.

fam requesting a full refund on my ticket as service proved on jouiney was total unacceptable and
failed to meet what is shoufd have provided

Regards

An Ghodoyohaiveacht na Leanai apgns au Teaghlach
Child and Family Agency










A202017 Email: Behaviour of customers Dublin to Wasiport

See how the iirteraciive servize lub can rake vou mare produetive, Experience it now

REPLY REPLY ALL FORWARD SAVE SAVE & CLOSE CONVERTTO &

FrAAll A LIndK FORRE ses
EMAIL © INFORMATION

Behaviour of customers Dublin to Westgort «=

[rom

To Carve; Cusiomer Careg;

Cc =
Bee . e

Emnail Reviewed? ™ Ves

Subject

Regarding

The email kelow inight coniain scrpt of condent that is petentially harmful and has been Ifecled,
' See the full content,

Hi,

Is there any such thing as a train host on the 12,45pm Dublin to Wastport wain??? What people on cartfage i

D are having to put up with for the past hour fs completely unacceptable for any paying 'customer* to have .
to put up with. It is like been stuck in a nightclub and hot a single Itish rail staff member to be seen, -y

I have an annual train ticket which I have pakd a small foitune for over the past few years only to have to “
deal with this kind of unacceptable behaviour on Fridays from these disgusting inconsiderate people. fish '
rall are letting the maloiity of customers down by tolerating this kind of behaviour, Drinking, loud music,

roaring,

Activity Status Reoslyed Read only

hitps Marnradeireannirishrail crmd.dynamics, cominain.asox#B 1 3035950




Thanlc yau so much for your prompt response. As I mentioned I am a very regular train user and have noted
that this problem does seem much worse on Fridays and on Sundays, As well as having a staff member on the
train the outright banning of alcohol on most of these weekend services is something that needs to be seriously
considered, I don't want to seem like a killjoy but there is a time and place and when a carriage is full of young
children and regular commuters trying to gat their work done this is not the place.

I was not aware of the intercom in the vestibule but that is good to note, thanks.

I hope that this issue on these services is successfully dealt with moving forward. I do enjoy using the train as
my main form of transport and it's a shame that these Incidents can have such a hegative impact on the service.

Regards

S <customercare@irlshrail.je> wrote:

On 27 May 2016 3;21 p.m
Dear

Thank you for your e maik,
I would like fo sincerely apologise for any tinruly behaviour of other passengers on-board the 12,45

service to Westport today. larnréd Eireann do not tolerate unruly or disruptive behaviour at any time
and there are procedures currently in place whereby passengers can contactthe driver directly by
using the intercom In the vastibule area of the carriage, oulline the situation and he will request

assistance at the next available stafion if necessary.
Anti soclal behaviour is an issue currently of serious concern to lamrod Eireann and | would like to

assure you sehior management are considering the possibility of having a staff member present on

most Inter-City setvices later this year subject to available finances.
Fwould like to assure you a copy of your e mall wiil be forward fo the relevant managers and | would

fike to thanl you for taking the time to report this issue to Us.

Kind Regards,

Gustomer Care, tarnréd Eireann Irish Rail, Connolly Station, Dublin 1.

i -+353 1 8366222 1850 366222 K & www.irishrail.fe E commmzil@ivishrall.le
Boolk in advance to avail of our lowest web fares - www.irishrailje

Save up to 52% on the cost of your commute - www.{axsaver.e

Need a hotel? www. frishrailhotels.ig




Title: Mr

Adclressl:
Address2:

Towr:

County:

Postcodea:

Countty:

Nature of Feedback: Antisodial Behaviour
Station where you boarded:
Scheduled departure time:

‘fype of Ticket:

Online Booking Reference:

Where your ticket was purchased:

Cormments:
Dear Sits,

I am sitting on the 13,15 from Westport. There is no guard anywhere on the train (or at least none to
be found}. There are two groups of young men consuiming large amaunts of alcohol, Over the course
of the journey their behaviour becomes more abjectionable. Their language is obscene. They are
shouting obscenlties at the tops of their veices, Much to thelr amusement. They begin to play music
on & portable stereo system, Other passengers begin to move away. I notice one couple sitting
clivectly behind a group of these now incoherent, inconsiderate young men.

Their behaviour to other older passengers is shocking, The older couple are crying. 1 ask the woman
why is she crying. She explains she is going to 5t Patrick's hospital with her elderly partner, They rely
on public transport to get them from Mayo to Dublin, 1 ask the young men to pales turn the music
down and please stop cursing. They do neither. The old woman Is ctying bitterly.

Why Is alcohol aliowed on your trains? Surely you must see the large amounts of cans and hottles left
over {the young men in guestion left their cans behind for you to tidy up). Yeu have a major
disconnect with the reality of your service if you think this Is acceptahie.







Thank you, for yotu e-mail of 20" May in relation fo & journey from Wesipert to Dublin with larnrod
Eireann Irish Rai,

larnréd Eireann rish Rail, does not, under any circumstances whatsoever accept or condone
disruptive, abusive or offensive behaviour of any sort fo either passengers or staff either on board our
setvices or in one of our stations. Staff members on duty in a station have the authority to refuse
admission to persons who may be deemed to be unfit for travel or indeed may be acting in an
undesirable or anti-social manner, white staff members on board a rail service also have the authority
to remove a passenger (or passengers) from that service for acting In an anti-social or undesirable

manner and causing distress to fellow passengers.
When an incident of this nattre Is raported to on board personnel, they are advised (o investigate the

complaint thoroughly and act accordingly, If necessary, the staff member in guestion can contact the
driver and request Gardal assistance at the next available station,

Regrettably, af present, we are not in a position to guarantees that there will be a member of staff other
than the driver on board. When there is no other staff member present, larnrod Eireann Irish Rail,
would advise passengers to contact the driver usmg the direct Intercom located in the vestibule area
of each carriage and outline the situation. Again the driver can then seek assistance at the nex£

station and reguest the Gardal If hecessary.

Jarnrad Eireann frish Rail, does at present have external security staff at some stations, which can at
times operate on board certain selected rail services. The feaslhility of exiending these security

services to all rall services s heing addressed at present.

Please accept my apology on behalf of larnrdd Eireann / frish Rail, for any upset and discomfort
calised to you.

Thank you, for taking the titne to conlact us and for bringing this incident to our attention.

Yours sihcerel

Customer Care, lamrod Eireann lrish Rail, Connolly Station, Dublin 1 D1 VBV6
Jarnrad Eireann Irish Rail, Staisitin Ui Chonghaile, Baile Atha Chiath 1, D01 VBVE
T:+363 18366222 1850366222 * W, www.irishrallie E: crmmail@irishrail.ie
Book in advance (o avail of our lowest web fares— www.irishrail.ie/webfare







Thanik you for your emait and apologies for any distress caused to you. lamrdd Eireann does not,
under any circumstances whatsoever, accept or condone disruptive, abusive or offensive behaviour of
any sort to elther passengers or staif either on-board our services or In one of our stations. Staff
membars on duty in a station have the authority o refuse admission to persons who may be deemed
to be unfit for travel or indeed may be acting in an undesirable or anti-social manner, while staff
members on-board a rail service also have the authority to remove a passaenger {(or passengers) from
that service for acting in an andi-social or undesirable manner and causing distress o fellaw

passengers.

When an incident of this nature is reported te on-hoard personnel, they are advised to investigate the
complaint thoroughly and act accordingly. If necessary, the staff member in question can contact the
driver and request Gardai assistance at the next available station.

Regrettably, af present, we are not in a position to guarantee that there will be a member of staff other
than the driver on-board. When there is no other staff member present, larnrdd Elreann would advise
passengers to contact the driver using the direct infercom located in the vestibule

Thank you for taking the time fo contact us with your feedback,

Kind Regards,

Customer Cate, lamrod Eireann Irish Rail, Connolly Station, Bublin 1.

(- +353 1 8366222 1850 366222 * (. www.irishrail.ie E crmmail@irishrail.io
Boolk In advance to avail of our lowest web fares - www.irfshrall.ie

Save up to 52% on the cost of your commute - www.taxsaver.ia

Need a hotel? www.irishrailhotels.ie




Please see email below for your information,

Kind Regards,

Customer Care, larnréd Eireann Irish Rail, Connolly Station, Dublin 1.

@ +353 1 8366222 1850 366222 84: & www.irishrail.le E gemmsil@ivisheailis
Book in advance to avail of our lowest web fares - www.lrishrail.je

Save up to 2% on the cost of your commute - www taxsaver.ie

MNeed a hotel? www.irishrailhotels.ie







Dear Ms J
Thank you, for your e-mail of 319 Oclober in relation o & journey frorm Dublin to Westport with larnrod
Eireann Irish Rail,

larnréd Eireann Itish Rail, does not, under any circumstances whatsoever accept of condone
disruptive, abusive or offensive behaviour of any sort {o either passengers or staff either on bhoard our
services or in one of our staiions. Staff members on duty in a statfon have the authority to refuse
admisslon to persons who may be desmed to be unfit for travel or Indeed may be acting in an
undeslrable or anti-soclat mannet, while staff members on board a rall service also have the authority
to remove a passenger {or passengets) from that setvice for acting In an anti-social or undesirable
manner and causing disiress to fellow passengers,

When an incident of this nature is repotted to on board personnel, they are advised to investigate the
complaint thoroughly and act accordingly. If necessary, the staif member in question can contact the
driver and request Gardal assistance at the next avallable station.

Regrettably, at present, we are not in a position to guarantee that there will he a member of staff other

than the driver on hoard. When there Is tio other staff member present, lamréd Eireann lrish Rall,
would advise passengers to contact the diiver using the direct intercom located in the vestibule area
of each carriage and autiine the situation. Again the driver can then seek assistance at the next

station and request the Gardal If necessary,

Plaase advise this office of the date and time of your journey fram Dublin to Westport, to enable a full
investigation to take place.

Please accept my apology on behalf of farnrad Eireann Irish Rail, for any upset and discomfort
caused fo you.
Thank you, for taking the time to ¢ontact us and for bringing this incldent to our attention,

Yours sinceret

Customer Care, larnrod Eireann lrish Rail, Connolly Station, Dublin 1 D01 V6V6
larnréd Eireann lrish Rail, Staision Uf Chonghaile, Baile Atha Cliath 1, D01 V6V6
T:+363 18366222 18560 366222 W www,iishiaille C:crmmail@irishraille
Book in advance to avail of our lowest web fares— www.irishrall. is/webfares










Thank you, for your e-mall of 7 November in relation to a journey from Ballina to Dublin with farnrod
Eireann trish Rail on Sunday 6% November,

larnrad Eireann lrish Rail, does not, under any circumstances whatsoever accept or condone
disruptive, abusive or offensive behaviour of any sort to either passengers or stafi either on board our
services or in one of our stations. Staff members on duty in a stafion have the authority {o refuse
admission fo persons who may be deemed to be unfit for kravel or indeed may be acting in an
undesirable or anti-social manner, white staff members on hoard a rail service also have the authorily
to remove a passenger {or passengers) from that service for acting in an anti-social or undesirable
mannet and causing distress to fellow passengers,

When an incident of this nature is reported to on board personnel, they are advised to investigate the
complaint thoroughly and act accordingly. If necessary, the staff member in question can contact the
driver and request Gardal assistance at the hext available station,

Regrettably, at present, we are not in a position to guarantee that there will be a member of staff other
than the driver on board. Catering staff work for Rail Gourmet, and are responsible for catering issues
only. When there is no other staff member present, larmrod Elreann Irish Rall, would advise
passengers te contact the driver using the direct infercom located in the vestibule area of each
carriage and outline the situation. Again the driver can then seek assistance at the next station and

request the Gardal If necessary,

Please accept my apology on behalf of larnrod Eireann lrish Rall, for any upset and discomfort
caused fo you.

{ would like to thank you for taking the time to report this incident to us.

Yolirs sincerely

Gustomer Care, larnrod Eireann Irish Rall, Connolly Station, Dublin 1 D01 V6VS
larnrad Eireann Irish Rall,Staisian Ui Chonghaile, Baile Atha Cliath 1, DO1 V66
T:+353 18366222 1850366222 * W www.irishrailie E:crmmail@irishrail.ie
Book in advance to avall of our lowest web fares— www.irishrail.lefwebfares




Frer
Seni: 02 December 2016 15;38

To: IE Refunds <IERefunds@irishrail.ie>

Subject: Refund required due to extremely unacceptalie service

Hi irishrail

T am currently at this moment fravelling on a train from heuston to Wesport and I am in a
carriage the contains about 20-30 men on a stag,and the noise they have made is absolutely
appalling, it so loud that my ears have even begun to huit, a member of your staff walked
through with the food cart and done nothing to stop the noise,as a result of this terrible
service I have received I expect a full refund for the heuston to Wesport pact of my journey. |
then suggest to you to malke a change to your reservation service so as this won't happen to
anyone else, and the change I suggest is that when one is selecting what seat to reseive they
should be aware of if someone has reserved 20+ seats on this carriage so they will know to
avoid the possibility of having a tetrible journey as aresult of having to endure unacceptable
travel circumstances from an unbelievable loud group of people.

Regards




Thank you Yor your & mail.

| would lile to apologise on behaif of lamrod Eireann for the disappointing journey you experienced
recently fraveliing to Westport. larnrod Eireann does not condone anti social behaviour on-hoard our
services, in an incident such as this passengers ate advised te contact the driver using the direct
phone line in the vestibule area of the train and alert him to any anti-social behaviour, he will then
investigate the complaint and request additionat support at the next available station. If necessary the
Gardal are alse aleried, Due to the current financial constraints of the campany it is not possible te
have a staff member on-board all our services but this is currently under review by senior
managemant. | regret | cannot accede fo your request for a refund on this aceasion and | hope this

isolated incident does not deter you from traveliing on our setvices in the fuiure,

Kind Regards,

Customer Care, lamrad Eireann lrish Rail, Connolly Station, Dublin 1.

@ 353 1 8366222 1850 366222 b4: & www.lrishrallle F ernanail@irishirailie

Book in advance fo avail of our owest web fares - www.irishrail.ie
Save up to0 52% an the cost of your commute - www.taxsaver.ie

Need a hotel? www.itishraithotels.ie




Sir, | was a passenger on the 18:15 Dublin tHeuston to Claremortis train on the 2™ February
where | withessed an incident that left me stunned and shocked at the lack of concern for

health and safety on Irish Rail,

| saw a ticket inspector stand over a passenger who had fallen to the floor of the irain
ouiside the toilet and demand to see his ticket. Once his tickei had been seen, The
inspector asked the gentleman who was still on the floor. Did he need a hand? No reply
came from the man as he was obviously intoxicated and incapable of speech. The inspecior

that stepped over the man and entered the next carriage,

{ had heen directly hehind the inspector waiting to use ihe toilet and during the incident a:
no time did he turn around.

I would presume that ticket inspectors have a duiy of care to ensure the healih and safeiy
of all passengeis on the train, To leave the intoxicated passenger lying on the carriage flooy
and proceed 1o the nexi carriage to me would he a clear breach of health and safeiy.

The intoxicated passenger was incapable of caring for himself, thus posing a danger io
himself and oiher passengers. Why did the inspecior leave the passenger on the floor of the
carriage without ensuring that he was not a safety risk?

[ would expect io receive an appropriate response to this complaint. If I do not | will forward
this complaint emaii to the press.

Yours sincerely







Thank you, for your e-mail of 39 February in relation to a journey from Rublin Heuston to Claremorris
with larnrad Eireann Irish Rail.

Please accept my apology on behalf of larnrdd Eireann liish Rail, for any upset caused when you
withessed an incident, as described in your correspondence.

A copy of your e-mail will now be forwarded to Management, for ihvestigation. | will ba in further
contact when the requested information comes to hand.

Thank you, for taking the time fo contact us and for bringing this incident {o our atténtion.

Customer Care, larmrod Eireann Irish Rail, Gonnolly Station, Dublin 1 B01 VBV6
larnrod Eirsann Irish Rail, Staisitn Ul Chonghaile, Raile Atha Chiath 1, D01 VGVE
T:+353 18366222 1850366222 % W :www.irshrailie E:crmmail@irishiail.ie
Book in advance fo avail of our lowest weh fares— www.irishrail iefwebfares







Thanks for your reply and your email. If Imight take the opportunity to make a couple of points -

1. Your response outlines procedures of how to deal with a problem. My proposal was looking at something
which would avoid the problem In the first place. English tralns have quiet carriages, Why not have the opposite
on trains destined for hen and stag locations such as westport or Carriclk on Shannan, Just call them ‘aroup’

carilages.
2. To follow your proposed solution to the problem, a passenger has to alert the driver who may then stop the

train at a station and wait for the guards to come. Overall probably an hour delay, Even the quilet passengers
would be losing the will to live to be delayed by an hour. For people anxlous to get home it's simply not going to

happeh and is wishful thinking on Irish rails part,
3, The fact that there are no staff members on the train apart from the driver speaks volumes but especially on

particular trains on Fridays afternoons which are destined to be filfled with stag or hen groups defies logic. The
obvious health and safety risks to passengers not to mentlon the lack of service is Incredible,

As I said 've been an stag weekencls and I'm not laoking to ban them but thete has to be a sofution to the
{ssife,

Yours Sincerely

<customercare@irishrail.ie> wrote:

On 28 Feb 2017 12:23 PM,

Thanl you, for your e-mail of 24% February in relation to a journey from Dublin to Westport with
tarmiGd Eireann Irish Rail.

larnréd Eireann trish Rail, does not, under any circumstances whatsoever accept or condene
disruptive, abusive or offensive behaviour of any sort to either passengers or staff elther on board our
services or in one of our stations. Staff members on duty in a station have the authority to refuse
admission o persons who may be deemed to be unfit for travel or indeed may be acting in an
undesirabie or anti-social manner, while staff members on board a rail service also have the authority
to remove a passenger (or passengers) from that service for acting in an anti-saclal or undesirable

manner and causing disiress fo feflow passengers.
When an incident of this nature is reported to on board personnel, they are advised to investigate the

complaint thoroughly and act accordingly. If necessary, the staff member in question can conlact the
driver and request Gardaf assistance at the next avaitable stafion.

Regrettably, at present, we are not in a position to guarantee that there will be a member of staff other
than the driver on board. When there is no other staff member present, farnréd Eireann Ivish Rail,
would advise passengers to contact the driver using the direct intercom located in the vestibule area
of each carriage and outline the situation. Again the driver can then seek assistance at the next

station and request the Gardal if necessary.

A copy of your correspondence will be forwarded to our Galway District Office, for their attention.

Please accept my apology on behalf of larrod Eireann / Irish Rail, for any upset and discomfort
caused to you,

Thank you, for taking the time to contact us.

erel

Gustomer Care, larnrad Eireann Irish Rail, Connolly Station, Dublin 1 DOT VBVE




larrad £ireann Irish Rail, Staisitn Ui Chonghaile, Baile Atha Cliath 1, DOT V66
T:-+353 18366222 18580366222 W :www.irishraille E;ormmail@irishrail.ie
Book in advance to avail of our lowest web Tares- www.itishrall.ie/webfares




Hi guys
I expetrience a semi-regular problem on the 5prm & 7om Dublin to Sligo train of disruptive passengers

who get on the train (usually without a train ticket) and malke a negative impact an other passengers
by doing a mixture of the following:

1. Being under the influence of alcohol or other drugs

2. Begging
3. Pacing the carrfage
4, Talking, arguing or shouting loudly on the phone

I find It Is very difficult to report the behaviour, There is no phone number that I am aware of. The
security alert buttons make lots of noise and cannot he used subtly, The driver is of course driving
the train so that's similarly quite difficult. The only staff on the train are often the person running the

service trofley and the driver.

As I'm writing this emall there is a young man on the train who is doliyg a mixture of the above. The
unpreclictability of who may be on the traln can take away from my likelihood to use the service.

If you could please advise that would be great.

Kind regarcls

Sent from my IPhone




Antiseclal behaviour on Dublin to Sligo train.

Regartls,

Sulject: RE: Disruptive passengers CRM: 0009839

Dear Msg
Thank you, for your e-maif of 24" February in relation to a jotrney from Dublin to Sligo with larnrod
Eireann lrish Rail.

larnréd Eireann Irish Rall, does not, under any circumstances whatsoever accept of condone
disruptive, abusive or offensive behaviour of any sort to either passengers or staff either on board our
setvices or in one of our stations. Staff members on duty in a station have the authority to refuse
admission to persons who may be deemed fo be uniit for travel or indeed may be acting in an
undesirable or anti-social manner, while staff members on board a rail service also have the authority
{o remove a passenger {or passengers) from that service for acting in an anti-social or Undesirable
manner and causing distress {o fellow passengers.

When an incident of this nature is reported to on board personnel, they are advised to investigate the
camplaint thoroughly and act accordingly. If necessary, the staff member in question can contast the
driver and request Gardal assislance at the next available station.

Regrettably, at present, we are not in a position to guarantes that there will be a member of staff other
than the driver on board, When there Is no other staff member preserx, larnrad Eirsann Irish Rall,
would advise passengers to contact the drfver using the direct intercom located in the vestibule area
of each carriage and outline the situation. Again the driver can then seek assistance at the next

station and request the Gardal if necessary.

A copy of your correspondence will be forwarded (o our Notthern Distriet Office, for thefr attention.

Please accept my apology on behalf of larnrad Elreann / lrish Rall, for any upset ancd discomfort
caused o you,

Thank you, for taking the time fo centact us.

. I',

Y

Customer Care, larnrod Eireann hish Rail, Connolly Station, Dublin 1 D01 VEVS
larnrdd Eireann Irish Rail, Stalsitn Ul Chonghaile, Baile Atha Cliath 1, D01 VBVE
T:+353 18366222 1850 366222 % W www.irishrailie & :crmmali@irishiaille
Baok in advance to avail of our lowest web fares— www.lrishrail.iefwebfares









