
 
Eur
 
Con
 

 
 

rostar Ser

ntents 

1) Travel
2) Punctu
3) Cleanl
4) Custom
5) Compl
6) Assist
7) Details

availab

rvice Qual

 informati
uality and
iness 
mer satisf
laints and
tance 
s of ticket 
bility 

ity Perfor

ion and tic
 cancellat

faction 
d compens

office ope

 

mance Re

cket sales
tions 

sation 

ening hou

eport 2015

s 

urs and Eu

5-16 

uropean contact cenntre 

 



 
1) T

Bef

Cus
Car

Our

Info
and
whi

Info
for 
all E

Info
from

Info
than
and
 
Wh
trav
Twi
mes
dep
com
to c

Info
ava
eur

To f
eur
the 

Dur

All o
coa
the 
tea

Travel info

fore travel 

stomers ca
re Team or

r train time

ormation on
d can also 
ch can be 

ormation on
disabled p
Eurostar tic

ormation on
m all Euros

ormation ab
n 60 minut
d on euros

en service
vel bulletins
itter. Custo
ssages info

parture stat
mpensation
contact to r

ormation ab
ailable from
rostar.com

find out ab
rostar.com
train depa

ring the jou

our trains h
ach, giving 

bar coach
m for this i

ormation a

an request 
r find them

etables are

n ticket pri
be obtaine
found at th

n accessib
people and 
cket offices

n accessib
star ticket o

bout incide
tes to more

star.com. 

es are seve
s on local 

omers can 
orming the
tion. In the
n, this syst
receive this

bout our tr
m all Eurost
m. 

bout proced
m or contac
arted.  

urney  

have clear
informatio

hes. Custom
nformation

and ticket 

a copy of 
m on euros

 always av

ces and co
ed from ou
he bottom 

bility, acces
people wi

s, our cont

bility and ac
offices, our

ents which 
e than one

erely disrup
radio and t
also opt in

em about p
e event of a
em is also
s.  

avel classe
tar ticket o

dures for re
ct the statio

r signage a
on about th
mers can a
n. 

sales 

our Condit
star.com. 

vailable on

onditions a
r ticket offi
of this doc

ss conditio
th reduced
tact centre

ccess cond
r contact c

cause sig
e service) is

pted, we w
television, 

n (at the tim
possible de
a delay in w
 used to in

es and ava
offices, our 

eclaiming 
on where t

above the i
e location 
also ask an

tions of Ca

line, at eur

are always 
ces and co

cument. 

ns and ava
d mobility is
s and on e

ditions for 
centres and

nificant dis
s available

will aim to is
and also t

me of book
elays, prior
which cust

nform custo

ailability of 
contact ce

lost luggag
the item wa

nternal do
and availa

ny membe

arriage from

rostar.com

available v
ontact cent

ailability of
s available

eurostar.c

bicycles is
d on euros

sruption (i.e
e from our c

ssue inform
through so
king) to rec
r to their ar
tomers are
omers abo

onboard s
entres and

ge custome
as last see

ors at the e
ability of on
r of the Eu

m the Trav

m. 

via eurost
tres, detail

f onboard f
e on reques
om. 

s also avail
star.com. 

e. delays o
contact ce

mation thro
cial media

ceive text 
rrival at the
e eligible fo
ut who the

services is 
 via 

ers can vis
en or from w

end of eac
nboard toile
urostar onb

veller 

tar.com, 
ls of 

facilities 
st from 

able 

of more 
ntres 

ough 
 such as 

e 
or 
ey need 

sit 
which 

ch 
ets and 
board 

 



Info
man

In th
inte

The
serv

Saf
ma
Fur
also

Tick
 
Buy

Cus
eur
offic

Tick

Ref
tick
eur

If th
refu
mad
with

If, b
than
refu
the 
deta

 

ormation re
nagers. 

he case of
ervals. 

e train man
vices. 

fety guideli
ke announ
rther annou
o be conta

kets 

ying tickets

stomers ca
rostar.com,
ces in pers

ket refunds

funds of un
ket purchas
rostar.com 

he custome
und as a re
de either o
hin one mo

before depa
n 60 minut
und or to p
booking c
ails of the 

egarding th

f delays the

nager will a

ne leaflets
ncements s
uncements
cted at all 

s 

an buy tick
, by calling
son.  

s 

nused ticke
sed is refun
and it is re

er has alre
esult of a d
online or vi
onth. 

arture, it is
tes on the 
ostpone th

customers s
original tic

he next sta

e train man

also make 

s can be fo
shortly befo
s are made
times via t

ets for trav
g one of ou

ets are ma
ndable. Th
efundable, 

ady taken 
delay for wh
a our Trav

s reasonab
Eurostar s

heir journey
simply nee

cket.  

 

ation will be

nager will a

announce

ound onboa
ore departi
e shortly af
the team a

vel in adva
ur contact c

de through
herefore if t

it may be 

part of a ti
hich compe

veller Care 

bly expecte
service, cus
y to a later
ed to claim

e announce

announce 

ments abo

ard and the
ing from P
fter departu

at the bar c

nce or on 
centres, or 

h the origin
the custom
refunded v

icketed jou
ensation is
Team. Su

ed that ther
stomers w
r date. To c
 online or c

ed onboard

informatio

out main co

e train man
aris, Bruss
ure . Train 

coaches. 

the day of 
r by visiting

nal point of
mer bought
via eurosta

urney and i
s payable, 
ch refunds

re will be a
ill be entitle
claim the re
contact ou

d by our tra

n at appro

onnecting 

nager will a
sels and Lo
managers

travel by v
g one of ou

f sale, prov
t the ticket 
ar.com. 

is requesti
the refund

s will be ma

a delay of m
ed to eithe
efund or ch
r call centr

ain 

priate 

also 
ondon. 
s can 

visiting 
ur ticket 

vided the 
on 

ng a 
d is 
ade 

more 
er a full 
hange 
re with 

 



 
2. P

At E
effo

82%
91%

The
or d

Del

Upd
 
Upd
inte
min
 
Info
man

Del

Upd
 
Upd
inte
min
 
Info
from
 
The
the 
 
Reg
affe

We
circ
 
Wh
 
Wh
late
 
Sub

Punctualit

Eurostar w
ort to get pa

% of trains 
% of trains 

ere are occ
disrupted. W

ays of 30 –

dated anno

dated anno
ervals (usu
nutes there

ormation ab
nager. 

ays in exc

dated anno

dated anno
ervals (usu
nutes there

ormation an
m the train 

e train man
effect on a

gular anno
ected trains

 will make 
cumstances

ere possib

ere possib
e at night a

bject to ava

y and can

we set ours
assengers

arrive with
arrive with

casions, us
When this 

– 60 minut

ouncement

ouncement
ally every 

eafter). 

bout conne

ess of 60 m

ouncement

ouncement
ally every 

eafter). 

nd help reg
manager. 

nager will m
arrival time

ouncement
s. 

every effo
s, location 

ble, passen

ble, taxis w
and public t

ailability we

ncellations

elves high 
s to their de

hin 5 minut
hin 15 minu

sually outs
is the case

tes affectin

ts will be m

ts will be m
10 minutes

ections and

minutes af

ts will be m

ts will be m
10 minutes

garding co

make an an
es and whe

s about de

ort to give c
and durat

ngers will b

will be made
transport is

e will book

s 

standards
estination o

tes of their
utes of the

ide of our c
e, this is ho

ng more tha

made within

made onbo
s for the fir

d onward t

ffecting mo

made within

made onbo
s for the fir

onnections 

nnouncem
ether comp

elay compe

customers 
ion of the d

be assisted

e available
s unavailab

k hotels for

s of train pu
on time. O

r scheduled
ir schedule

control, wh
ow we will 

an one ser

n the statio

oard the aff
rst 30 minu

travel will b

ore than on

n the statio

oard the aff
rst 30 minu

and onwa

ment regard
pensation i

ensation w

refreshme
delay. 

d with rebo

e to custom
ble.  

r customers

unctuality a
ur 2016 ta

d arrival tim
ed arrival t

here trains
help custo

rvice: 

on every 10

fected train
utes and at

be availabl

ne service

on every 10

fected train
utes and at

rd travel w

ding the rea
is applicab

ill be made

ents approp

ooking onw

mers when 

s who can

and make 
rget is to e

me 
ime 

 may be de
omers: 

0 minutes.

ns at appro
t least eve

e from the

0 minutes.

ns at appro
t least eve

will be avail

ason for th
ble. 

e onboard 

priate to th

ward conne

the delay 

not reach t

every 
ensure: 

elayed 

 

opriate 
ry 15 

 train 

 

opriate 
ry 15 

able 

he delay, 

the 

he 

ections.  

occurs 

their 

 



onw
thei

Del

Wh
onw
com
pre
con

Del

For
to c
  
Del
25%
affe

Del
alte
jour

Del
Alte

* W
affe
divi

If cu
to b

Per
or r
of th
tick

To 

 

 

 

 

ward conne
ir own arra

ays in exc

en major d
ward conne
mmunicatio
ss and eur

ntinue their

ay Compe

r delays to 
customers:

ays of 60-
% of the aff
ected leg o

ays of 120
ernatively, c
rney.* 

ays of ove
ernatively, 

Where custo
ected leg b
ding by tw

ustomers c
book the ne

rcentage re
refund to th
he delay b

ket.  

apply for a

ection or fin
angements

ess of 60 m

disruptions
ections, ref
on channel
rostar.com
r journey a

ensation Po

Eurostar s
 

119 minute
fected leg.

of the journ

0-179 minu
customers

er 180 minu
customers

omers have
by adding to
wo.  

choose an 
ew journey

efunds will 
he original 
by contactin

a refund, cu

nal destina
s. 

minutes af

s occur we 
freshments
ls we will a

m so custom
s booked.

olicy 

services we

es - We off
.. Alternativ
ey.* 

utes - We o
s  may claim

utes - We o
s may claim

e taken a r
ogether the

e-voucher
y.  

be provide
credit card

ng our Trav

ustomers s

ation on the

ffecting the

will do our
s, hotels a
also provide
mers can d

e will make

fer a Euros
vely, custo

offer an e-v
m a 50% re

offer an e-v
m a 50% re

return jour
e prices of

r, they hav

ed by way 
d used,  an
veller Care

should con

e same da

e majority o

r best to he
nd taxis. A
e further in
ecide whe

e the follow

star  e-vou
omers may 

voucher wo
efund of th

voucher w
efund of th

ney we ca
f the outwa

ve one yea

of a Euros
nd must be
e Team wit

ntact our Tr

ay and are 

of services

elp our trav
As well as t
nformation 
ether they s

wing compe

ucher (“e-vo
claim a 25

orth 50% o
he affected

worth 75% o
e affected 

lculate the
ard and ret

r from the 

star e-vouc
e claimed w
th details o

raveller Ca

unable to 

 

vellers with
the usual 
through th

still wish to

ensation a

oucher”) w
5% refund 

of the affec
 leg of the 

of the affec
leg of the 

e price of th
turn journe

date of the

cher, bank 
within two m
of the origin

are Team. 

make 

h 

he local 
o 

available 

worth 
of the 

cted leg; 

cted leg.  
journey. 

he 
ys and 

e delay 

transfer 
months 
nal 

 



Pun

 
T-5
tim

T-1
tim

 
 
Rig

 

nctuality p

5 (% of trai
e) 

5 (% of tra
e) 

ght time de

performan

ins that ar

ains that a

eparture, P

nce, 2013-2

rrived with

arrived wit

Paris 

2015 

hin five mi

 

thin fiftee

inutes of t

 

n minutes

 

 

their sche

s of their s

eduled arri

scheduled

ival 

d arrival 

 



Rig

Rig

Pun
sign

Can

Wh
cus

If a 
to a

If a 
enti

If a 
train
enti
men

 

ght time de

ght time de

nctuality in
nificant inc

ncellation

en trains a
stomers aff

train is ca
a full refund

train is ca
itled to a fr

train is ca
n, arriving 
itled to the
ntioned ea

eparture, L

eparture, B

 2015 was
crease in in

 of trains 

are cancell
fected by d

ncelled an
d (including

ncelled an
ree exchan

ncelled an
more than

e choice of 
arlier in this

London 

Brussels

s impacted 
nstances o

ed we prov
delays, and

nd as a res
g any unus

nd the custo
nge of ticke

nd the custo
n 60 minute
e-voucher

s report. 

 

by a numb
f trespasse

vide the sa
d the same

ult the cus
sed return 

omer decid
et. 

omer decid
es later tha
r compensa

 

 

ber of exte
ers  on Eur

ame inform
e compens

stomer doe
leg). 

des to trav

des to trav
an originall
ation or pa

ernal factor
rotunnel in

mation and 
ation polic

es not trave

vel at a late

vel on the n
y schedule

artial cash 

rs including
nfrastructur

help we g
cy applies. 

el, they are

er date, the

next availa
ed, they ar
refund as 

g a 
re. 

ive to 

e entitled 

ey are 

ble 
re 

 



3. C

We
carr
mon

Sta
dur
clea
stat
sup

The
aga
sati
any
are 
ave

Air 

All o
man
coa

Per

In 2
Ver
is th

 

Cleanlines

 clean our 
ry out deep
nth. 

tions are a
ring our ho
ar of litter a
tions. All o
pplier. 

e basic prin
ainst agree
isfactory o
y score bel

in place fo
erage score

conditionin

our trains a
nager will d

ach.  

rformance

2015 79% o
ry Good or
he GFK Cu

ss 

trains at th
p cleans. W

also deep c
urs of oper
as possible
f these aud

nciple behi
ed criteria o
r unaccept
ow 90% w
or periods 
e across a

ng 

are fully eq
do everyth

e: cleaning

of our cust
r Outstandi
ustomer Sa

heir destin
We conduc

cleaned re
ration to ke
e. Each mo
dits are ac

ind the trai
of 'What go
table. Appr

would be co
of major d
ll train clea

quipped wi
hing he or s

g 

tomers rate
ing. This e
atisfaction 

 

ation statio
ct a minimu

gularly and
eep the sta
onth we co
ccompanied

n cleaning
ood looks l
ropriate we
onsidered u
isruption. T

aning audit

th air cond
she can to 

ed the clea
xceeded o
Survey. 

on after ev
um of 132

d there are
ation enviro
onduct a m
d by a repr

g audits is t
ike' and al
eighting is 
unaccepta
The month
ts. 

ditioning. S
move cus

anliness of
our internal

very journe
train clean

e always cl
onment as
inimum of 
resentative

that an are
located a s
applied to 
ble. Slightl

hly KPI targ

Should this 
tomers to 

f carriage i
l target of 7

y and regu
ning audits 

eaners pre
s clean, saf

eight audi
e from the 

ea is asses
score of go
the scorin

ly modified
get is 95% 

fail our tra
an alternat

nteriors as
78%. The s

ularly 
each 

esent 
fe and 
ts of our 
cleaning 

ssed 
ood, 

ng and 
d criteria 

ain 
tive 

s Good, 
source 

 



 

4. C
 
A. G

We
of th
age
mon

This
cus
che
que
aga

The
stra
serv

B. F

Thr
to u
an o
suc
nec

We
and
con
sati

In th
resp

 
 
 
 
 
 
 

Customer 

GFK Custo

 continuou
hese is an
ency GFK. 
nth; the qu

s data is th
stomers thi
eck-in, term
estions abo
ain, and va

e results of
ategy, and 
vice. We re

Fizzback 

rough Fizzb
understand
online das

ccesses) an
cessary. 

 use both “
d trains and
nversation 
isfaction. 

he last twe
ponded to 

satisfacti

omer Sati

usly monito
 online sur
In this sur

uestionnair

hen carefu
nk about k

minal, loung
out things l
alue for mo

f this surve
tactically b
eceive res

back, we u
d their opin
hboard; th
nd also giv

“pull” (whe
d wait for c
with the cu

elve month
c.2500 of 

on 

sfaction S

or custome
rvey, cond
rvey we sp
re takes an

lly weighte
key aspects
ges, on bo
like how lik
ney. 

ey are used
by custome
ults every 

use text me
nion of our 
is allows u

ves us the 

ere we leav
customers 
ustomer) to

hs we have
these cust

 

Survey 

er satisfacti
ucted by th
eak to app

n average o

ed to give u
s of their E

oard and ca
kely they a

d both by s
er-facing te
month. 

essaging to
service. Th

us to quickl
facility to c

ve the Fizz
to contact 

o both mea

e received c
tomers. 

ion through
he indepen
proximately
of eight mi

us a good 
Eurostar ex
atering. Th
re to recom

senior man
eams to he

o and from
heir respon
ly identify s
contact the

zback numb
us) and “p

asure and 

c. 60k mes

h two main
ndent mark
y 10k custo
nutes to co

picture of w
xperience, 
e survey a
mmend an

nagement t
elp improve

m customer
nses come
service fail

e customer

ber on pos
push” (whe
improve cu

ssages, an

n sources. 
ket researc
omers eve
omplete. 

what our 
such as bo

also include
d use Euro

to direct lo
e custome

rs’ mobile p
e through li
lures (or 
r again if 

sters in sta
ere we star
ustomer 

nd we have

The first 
ch 
ry 

ooking, 
es key 
ostar 

ng term 
r 

phones 
ive on 

tions 
rt the 

e 

 



 
5. C

Our
with
a ca

We
com

Info
eur

The
Car
serv
com

 

Complaint

r Traveller 
h their expe
ase by cas

 will use th
mplaint. 

ormation on
rostar.com.

e table belo
re team in 
vice and a

mplaints an

ts and com

Care Team
erience of 
se basis. 

he custome

n how to s
.    

ow shows 
2015. This
lso passes

nd requests

mpensatio

m is here t
Eurostar. A

er’s preferr

ubmit a co

a breakdo
s team also
s on sugge
s for comp

on 

to correspo
Appropriat

red contac

omplaint re

wn of all co
o responds
estions for 
pensation d

 

ond with cu
te compen

ct method w

garding ou

omplaints
s in cases 
changes to

due to dela

ustomers w
sation will 

when respo

ur services

dealt with 
where cus
o services 

ays. 

who are un
be consid

onding to a

s is availab

by our Tra
stomers pra
as well as

 
 

nhappy 
ered on 

a 

le via 

aveller 
aise our 
s 

 



6. A

Cus
ava

A re
are 
we 

Com
exp

 
 

Assistance

stomers wh
ailable to th

 Assista
 Wheelc

in to th
 Assista
 Help bo
 Help d
 Assista

equest for 
below.  In
will do our

mprehensi
pect when t

e 

ho are disa
hem: 

ance welco
chair provi
e train 

ance throu
oarding the
isembarkin
ance to the

these serv
 cases wh
r best to as

ve informa
travelling w

abled or ha

ome point a
sion (if req

gh check-i
e train 
ng from the
e next stag

vices can b
ere custom
ssist on a t

ation about
with us can

 

ave reduce

at check-in
quired) to ta

n, security

e train 
e of the jo

be made vi
mers do no
turn-up-and

t the assist
n be found 

 

ed mobility 

n at each s
ake the cu

y and immi

urney, if m

a our cont
ot pre-notify
d-go basis

tance serv
on Eurost

have the f

station 
ustomer thr

gration aut

making a co

tact centre
y us of the

s. 

ices we pr
tar.com he

following s

rough from

thorities  

onnection 

, details of
eir requirem

rovide and 
re.  

 

services 

m check-

f which 
ments, 

what to 

 



7. D
ava

Con

Eur

Mon

Sat

034

+44

 
Eur

Mon

08 9

 
Eur

Mon

Sat

02 5

 

Tic

Par

Mon

Sat

Sun

Lon

Mon

Sat

Details of t
ailability 

ntact Cent

rostar Cont

nday to Fr

turday and

448 224 77

4 1233 617

rostar Cont

nday to Su

92 35 35 3

rostar Cont

nday to Fr

turday and

528 28 28 

ket Office

ris Ticket O

nday to Fr

turday, 6:1

nday and B

ndon Ticke

nday to Fr

turday, 05:

ticket offic

tre openin

tact Centre

iday, 08:00

 Sunday, 0

77  

7 575  

tact Centre

unday, 07:0

39  

tact Centre

iday, 09:00

 Sunday, 9

 

e opening 

Office 

iday, 06:05

0 to 20:05 

Bank Holid

et Office 

iday, 04:30

30 to 21:0

ce openin

ng times 

e - UK 

0 to 19:00

09:00 to 17

e – France

00 to 22:00

e - Belgium

0 to 17:30

9:00 to 16:

times 

5 to 21:05

ays, 07:15

0 to 21:00

0 

 
ng hours a

7:00 

e 

0 

m 

30 

5 to 21:05 

and European contaact centre 

 



Sun

Ash

Mon

Ebb

Mon

Bru

Mon

Cal

Mon

Sat

Sun

Lille

Mon

Sun

Mar

Mon

Lyo

Mon

Thu

Sun

nday, 06:30

hford Ticke

nday to Su

bsfleet Tick

nday to Su

ussels Tick

nday to Su

ais Ticket 

nday to Fr

turday, 06:

nday and B

e Ticket Of

nday to Sa

nday and B

rne-la-Vall

nday to Su

on Part-Die

nday to We

ursday to S

nday 06:45

0 to 21:00 

et Office 

unday, 11:0

ket Office 

unday, 11.0

ket Office (S

unday, 06:0

Office (SN

iday, 06:50

20 to 19:4

Bank Holid

ffice 

aturday, 05

Bank Holid

ée Ticket O

unday, 06:3

eu (SNCF) 

ednesday 

Saturday 0

5 - 21:45. 

 

00 to 16:00

00 to 16.00

SNCB) 

00 to 22:00

NCF) 

0 to 22:00

0 

ays, 08:45

5:45 to 22:0

ays, 07:30

Office (SN

30 to 22:00

from 05:10

5:10 - 21:4

0 

0 

0  

5 to 20:15 

00 

0 to 22:00 

CF) 

0  

0 - 20:45.

45. 

 


