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Contact us
Visit: eastmidlandsrailway.co.uk

Twitter:  Tweet a message to @eastmidrailway

Email: contact@eastmidlandsrailway.co.uk

Telephone: 03457 125 678

TextDirect: Text 18001 followed by 03457 125 678

Address:  Freepost EMR CUSTOMER SERVICE CENTRE

National Rail Enquiries
Telephone:  03457 48 49 50 for train times, 

fares and rail information

Textphone:  0345 60 50 600

TrainTracker:  Call 0871 200 49 50 or text a station 
name to 84950 for up to the minute 
departure and arrival times

Rail Ombudsman
Visit: railombudsman.org

Twitter:  Tweet a message to @RailOmbudsman

Email: info@railombudsman.org

Telephone: 0330 094 0362

Textphone: 0330 094 0363

Address: Freepost RAIL OMBUDSMAN
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Your details
Personal details (PLEASE COMPLETE IN BLOCK CAPITALS)
Mr Mrs Miss Ms Mx Other

     
First name

              
Surname

              
Address

              

               

               
Town

              
County

              
Postcode

      
Telephone (mobile/office/home)

              
Email address

Your journey details (If relevant)
Journey between

              
and

              
Date of journey   Train time

D  D  M  M  Y  Y      

Ticket type
E.g. Cheap Day Return, Saver, 7 Day Season, Annual Season

              
Cost of ticket

              
Season Ticket Photocard No.

              
Where did you buy your ticket?

              
Your details: We only keep these details if we need to get in touch with you 
regarding your comments.
To view our privacy policy and how we use your data,  
visit eastmidlandsrailway.co.uk/privacy

Your comments/complaints

Sometimes things can and do go wrong.  
If you are not happy in any way we will take your 
complaint seriously and do everything we can 
to put things right for you.
We’d also love to hear from you if there are 
improvements we could make to our services.  
We always want to hear if staff have gone out 
of their way to help you so we can feedback 
your thanks. 

This form can be handed in at any of our station ticket 
offices or can be posted to the Customer Service Centre at 
the Freepost address overleaf.  

If you want to claim compensation for a delayed service you 
will need to fill in a Delay Repay claim.

The quickest way to do this is on the app or online: 
eastmidlandsrailway.co.uk/delay  
Forms are also available at manned stations.

Please give us the opportunity to try to resolve your 
complaint. If you are unhappy with the response you 
receive, you have the right to appeal to the Rail 
Ombudsman. 

The Rail Ombudsman is there to help resolve ongoing 
complaints/disputes between us and our customers. It’s 
free to use their services and they are independent of the 
rail industry. They don’t take sides, but just look at the 
evidence available. They will help us both to try to reach an 
agreement, but if this doesn’t happen, they will make a 
decision based on the evidence they’ve received. If you 
agree with their decision, then we have to act on what  
they say.

You can appeal to the Rail Ombudsman if:
•  You’re unhappy with our final response to your complaint 

which will be contained in a letter or email (sometimes 
called a ‘deadlock letter’); or

•  We haven’t resolved your complaint within 40 working 
days of receiving it; and

•  No more than 12 months have passed since we sent you 
our final response.

There are some complaints that the Rail Ombudsman 
won’t be able to look into, for example if it’s about  
the way one of our services has been designed or  
industry policy. 


