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Re: Customer Relations –Booking Ref: 1235617451
12th November 2011

On Thursday 27th October 2011 I booked 2 Adult & 1 Child tickets on line on the above booking number travelling from Ebbsfleet International to Manchester Piccadilly for Saturday 5th November with the return the same day. 
The outward journey was fine arriving in Manchester @ 11.05am. The return journey was possibly the worst train journey myself & my 2 sons have had to injure. I am aware and fully understand the problems earlier in the day with the signal problems within the Wembley area. Our return journey leaving @ 18.35pm into London Euston was cancelled, the next train was 18.55pm but this was showing a delayed arrival into Manchester at 19.25pm. I was now quite concerned as my youngest son is 15 so I went to the Virgin Customer Help Desk on the concourse and was told & I quote "all reservations will be void & it will be a free for all for available seats" the comments filled me with anxiety. The train arrived on Platform 5 @ 19.50pm but by now there had already been 3 trains cancelled, the transport police had to become involved to stop the platforms from being over crowded. 
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We got on the train to find no seats available & the train finally left Manchester @ 20.30pm. 
There were no seats available and we were left to sit in the carriage way corridor for the duration of the journey, to make matters worse there were no staff available in the shop area so we were unable to buy any refreshments, the train finally arrived into Euston @ 23.05pm over 2 hours late!

Under the Passenger's Charter - Section 5.2 as the return journey was delayed by over 2 hours I am asking for a full refund on the return journey as well as future refreshment vouchers, there was no attendant on board the train on the return journey. If you could arrange for the compensation to be returned as soon as possible with an e-mail to the above address it would be very much appreciated. 
Yours Sincerely, 
John McArthur            

