Customer Charter
Metro’s Customer Charter contains all you need to know
about Metro Trains Melbourne’s service and how we are
connecting people and places for a growing Melbourne.
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INTRODUCTION
We are privileged to operate Melbourne’s metropolitan
train network, and our employees work hard to deliver
a more personalised, engaging and integrated network
for Melbourne’s future.

Metro’s commitments to passengers are:
• Frequent and reliable services
• Comfortable and clean facilities
• Feeling safe in our stations and trains
• A
 ccurate, consistent and timely
information which is easily accessible
• A
 lternate transport should things
go wrong
• A
 ccessible facilities which supports
easy travel for all
• Consistent public transport experience

We monitor our service in a number of ways, including
incentives and penalties set by the Department
Of Economics, Development, Jobs, Transport and
Resources (DEDJTR) and Public Transport Victoria
(PTV). Results are published monthly on our website
www.metrotrains.com.au, displayed at all stations,
or you can call the PTV Customer Service team on
1800 800 007 to request. The Victorian Government
also produces monthly and quarterly reports called
Track Record. These reports provide information
about each public transport operator’s performance.
You can access this report at www.ptv.vic.gov.au.
Metro also utilises PTV’s passenger satisfaction
survey results, reviews complaint feedback and
conducts its own research to keep improving
passengers experience.
An example of responding to passengers needs,
the Victorian Government commissioned the addition
of permanent all night train services on Friday and
Saturday nights.
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PLANNING YOUR JOURNEY
Journey information

Accessibility

InfoCentral is our main customer service centre
and is found on the Flinders Street Station concourse.
Metro has 219 stations which our customer service
employees work across. We have 82 Premium Stations
which are staffed from first to last train, and 25 Host
Stations staffed limited hours in the morning peak.

All our stations are accessible via ramp or lifts with
the exception of Heyington Station. Some ramps may
be steeper than others. If you have a mobility device
and require assistance, when ready to board, go to the
boarding point at the platform end in the direction of
travel. When entering most platforms you will find a
directional decal which points to the boarding point.
The boarding point can be identified on most platforms
by an International Symbol of Access decal. If the
platform does not have this decal, go to the forward
end of the platform in your direction of travel, and
wait at the white platform marker.

Please visit www.metrotrains.com.au or call the
PTV Customer Service team on 1800 800 007 from
6am to midnight daily (all night Friday and Saturday)
to access the following information:
•

Nearest station and its staffed hours

•

Timetables

•

Journey planning

•

myki Ticketing & Fares

•

Network maps

•

Live travel updates

•

 acility information at each station
F
(lifts, hours staffed etc.)

For personalised live travel updates, download the
metroNotify app. For Victorian public transport
journey planning, download the PTV app.
If you are on the station platform, pressing the green
button (on the right) on the Customer Information
Console provides automated timetable information.
Pressing the red button (on the left) connects you
to a staff member who can assist if you need help.

Passengers with vision or hearing
impairments
You can find specific advice on www.metrotrains.com.au
explaining how to access train information while
travelling. If you use a screen reader there are
accessible versions of journey planner, next five
departures and timetables on www.ptv.vic.gov.au.

Metro’s train drivers assist passengers who require
assistance boarding and disembarking the train. For
assistance passengers must wait at the accessible
boarding point, ready to board the first door of the first
carriage. If possible, please write down your destination
on a note to provide to the driver; notes can be
requested from the train driver if needed.
Passengers with prams or strollers are recommended
to travel in the front carriages where the driver is
nearby. For more pram safety tips, visit
www.metrotrains.com.au
Every train carriage is fitted with an emergency help
button. For urgent assistance, press the button to
speak to the driver.
Passengers are alerted to the approaching and
arriving station by the electronic display and on-board
announcement. Download the Stop Here app to
receive visual, audio and vibration alerts of an
approaching station direct to your smart device.
For further accessibility information, visit
www.metrotrains.com.au and www.ptv.vic.gov.au
or call the PTV Customer Service team on
1800 800 007 from 6am to midnight daily
(all night Friday and Saturday).
You can also download the metroNotify app which
allows you to personalise Metro’s live service updates
to receive the information you want at the times
you need it.
We provide a text messaging service for passengers
with customer service queries. The number is
+61 4 2878 9329 and is available weekdays
between 7am–7pm, and 9am–5pm weekends &
public holidays.

3

Support while travelling
For travel related support, there are two Travellers
Aid centres. One can be found at Southern Cross
Station on the main concourse opposite the luggage
hall. The second is at Flinders Street Station on the
main concourse, between platforms 9 and 10. For
more information about the Travelers Aid please
visit www.travellersaid.org.au.

Changes to your journey
We regularly review our services to ensure we meet
passenger needs. If timetable changes are required,
we will tell you in advance of the change. To maintain
a safe and reliable railway, essential maintenance
works will sometimes occur and may disrupt our
services. When this happens we will communicate
any journey changes and provide alternative bus
transport. Passengers can find network updates
the following ways:
•

Station posters

•

Announcements

•

www.metrotrains.com.au

•

metroNotify app

•

www.ptv.vic.gov.au

•

PTV app

•

Twitter @metrotrains

•

Twitter @ptv_official

•

 all the PTV Customer Service team on
C
1800 800 007 from 6am to midnight daily
(all night Friday and Saturday)

If something goes wrong, bus replacements will be
provided for those services that are unable to resume
in a timely manner.
In accordance with the Victorian Fares and Ticketing
Manual 2017, bicycles, surfboards and dogs are not
permitted to travel on replacement buses. Only the
following animals are permitted on these services:
Guide or Seeing Eye dogs, Guide or Seeing Eye dogs
in training, hearing dogs, animals identified by an
Assistance Animal Pass, or small animals if carried
in a suitable container.
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TICKETING
myki is a reusable travel card to pay for travel on
trains, trams and buses in Melbourne and regional
Victorian centres. Before travelling, passengers either
top up their myki with money, or purchase a pass for
more frequent travel. When commencing their journey,
passengers simply touch on, and then touch off at
the end of their journey to ensure the correct fare
is deducted.
We recommend registering your myki to protect
its balance in the event the card is lost or stolen.
Registration is free, and has the option to set up an
Auto Top Up for added convenience. To register
your myki, visit www.ptv.vic.gov.au or call the PTV
Customer Service team on 1800 800 007 from
6am to midnight daily (all night Friday and Saturday).
When using myki remember to:
Top up

> So you’re always ready to go

Touch on

> To have a valid ticket

Touch off

> To pay the lowest fare

Where to buy and top up myki
To use immediately:
•

PTV Hubs

•

 t over 800 myki retail outlets including
A
all 7-Eleven stores, for information visit
www.ptv.vic.gov.au

•

 remium Station ticket offices (myki full fare
P
and concessions; as well as V/Line tickets)

•

 yki machines at train stations and premium
m
tram and bus stops (full fare card sales only)

•

On-board the bus ($20 maximum)

If planning ahead:
•

Visit www.ptv.vic.gov.au or call the PTV Customer
Service team on 1800 800 007 from 6am to
midnight daily (all night Friday and Saturday),
allow up to 7 days to request a new myki card
and 90 minutes for online and phone top ups.

Fare prices
Fares are set by the Victorian State Government.
If any changes occur, you will be notified at least
10 days in advance via:
•

Station posters

•

www.metrotrains.com.au

•

Twitter @metrotrains

•

Twitter @ptv_official

•

 all the PTV Customer Service team on
C
1800 800 007 from 6am to midnight daily
(all night Friday and Saturday)

You can find out more about fares in the
Victorian Fares & Ticketing Manual (General) at
www.ptv.vic.gov.au or call PTV Customer Service
team on 1800 800 007 from 6am to midnight
daily (all night Friday and Saturday).

Concessions
Concession travel is available for children 18 years
and under and for individuals holding approved
concession cards. This includes pensioners, senior
citizens, people with disabilities, and students.
Passengers aged 17 and 18 must carry government
issued proof of age ID, or proof of another concession
entitlement.
Free travel is available for children 4 years and under
with a parent or guardian. Travel is also free for a
companion or carer holding a Companion Card when
travelling with an authorised cardholder. Seniors
carrying a myki card are eligible for free travel on
weekends.
For further information on concession eligibility visit
www.ptv.vic.gov.au or call the PTV Customer Service
team on 1800 800 007 from 6am to midnight daily
(all night Friday and Saturday).
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Fare compliance
Our Authorised Officers are accredited by the
Secretary to the Department of Economic Development,
Jobs, Transport and Resources (DEDJTR). Authorised
Officers can request to see your myki card and
concession entitlement (if applicable) even if you
have left a train or station area. If these aren’t valid,
the Authorised Officers may send a report to the
DEDJTR which is reviewed. It may result in a fine,
warning, court summons or DEDJTR may deem no
further action required. If you disagree with their
outcome you can apply for an internal review. For
further information on the internal review, please
visit www.fines.vic.gov.au.

If requested by an Authorised Officer, passengers will
need to give their name and address, and show proof
of identity. Authorised Officers have the authority to
detain or arrest if this information is not provided.
For further information regarding Authorised
Officers, please visit www.economicdevelopment.vic.
gov.au/transport/legislation/authorised-officers

To register your myki,
visit www.ptv.vic.gov.au
or call the PTV customer
service team on
1800 800 007 from
6am to midnight daily
(all night Friday
and Saturday).
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YOUR JOURNEY
Staffing and facilities
We operate 219 stations across the metropolitan
network, 82 of them Premium Stations (staffed first
to last train 7 days a week) and 25 are Host Stations
(staffed limited hours in the morning peak).
Metro’s station facilities can vary dependent on
locations. Station facilities can include:
•

Car parking

•

Waiting rooms

•

Seating

•

Toilets

•

Bike lockers

•

Staffed ticketing and information counters

•

Lifts

You can view your nearest station’s facilities at
www.metrotrains.com.au, and for staffed hours visit
www.ptv.vic.gov.au or call the PTV Customer Service
team on 1800 800 007 from 6am to midnight daily
(all night Friday and Saturday).

Safety and security
At Metro, safety includes the personal safety of our
passengers and staff on trains, at stations, station
car parks and between other public transport
operators connections.
At our stations there are safety zones on most
platforms (excluding the Stony Point line) located
close to platform entries. These are recognisable
by a yellow striped pattern. The zones are monitored
by CCTV, well-lit and house Customer Information
Consoles. You can press the red button on the left of
the console to speak to Metro’s control room officer.
The green button on the right provides automated
timetable information.
Please note: safety zones are not a dedicated
boarding point.

Drivers play an important role in communicating any
major on-board issues to the train control centre.
Each train features CCTV and emergency help
buttons which connect you directly to the driver.
Metro has a ‘no tolerance’ policy to criminal activity.
We work closely with the Victorian Police Transit
Safety Division who provides Protective Services
Officers (PSOs) at most stations from 6pm until
the last train. The PSOs role includes being a visible
presence to ensure stations (including carparks
and between intermodal connections) are safe
environments. The Transit Safety Division also has
a number of uniformed officers travelling on the
network throughout the day and evening. If you need
help Metro employees are at Premium Stations from
first until last train, and Authorised Officers patrol
stations and trains to support safety and security.
Any unattended bags, luggage or suspicious
activities should be reported to a Metro employee.
If at an unstaffed station, passengers are
encouraged to press the red button on the Customer
Information Console to alert our staff. If you are on
the train press the red button in the carriage to
report it to the driver.
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Carrying items and pets
Bicycles and surfboards can be carried free on trains.
We request passengers avoid carrying these items
during the peak which is weekdays between 7am
and 9am or between 4pm and 6pm. To keep the area
accessible for wheelchairs, passengers traveling with
bicycles must not board at the first door of the
first carriage.
Guide or Seeing Eye dogs, Guide or Seeing Eye dogs
in training, hearing dogs or animals identified by an
Assistance Animal Pass are permitted on all trains
at all times. Other animals may travel on the trains,
though it is strongly advised to avoid travelling during
peak times. These animals will need to be on a lead
or in a suitable container, and large dogs must be
muzzled. Any passenger who travels with an
animal must clean up any mess it creates.

In the event of bus replacement services, buses
are unable to accommodate passengers with bikes
(excluding folding bikes), surfboards or animals. The
exception to this are Guide or Seeing Eye dogs, Guide
or Seeing Eye dogs in training, hearing dogs, animals
identified by an Assistance Animal Pass, or small
animals if carried in a suitable container.
Passengers may take hand luggage and small articles
on trains; however any article which is offensive or
causes discomfort or inconvenience to other
passengers is not permitted.
Explosives and flammable liquids are not permitted
in any rail premises or vehicles. Petrol driven devices
such as powered skateboards and scooters are also
prohibited. Please call the PTV Customer Service
team on 1800 800 007 from 6am to midnight daily
(all night Friday and Saturday) for more information.
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CONTACT US
Feedback and complaints
We will acknowledge priority safety and security
issues within 1 business day, and respond in a further
2 business days. We respond to all other feedback
within 7 business days.

Alternately you can lodge your case with the
Public Transport Ombudsman:
•

 all 1800 466 865 between 9am to 5pm
C
Monday to Friday

•

Online visit www.ptovic.com.au

•

Email to enquiries@ptovic.com.au

 all the PTV Customer Service team on
C
1800 800 007 between 6am to midnight daily
(all night Friday and Saturday)

•

 TY phone 1800 555 677 then ask
T
for 1800 466 865

•

Interpreter service on 131 450

•

Online visit www.metrotrains.com.au

•

•

Online visit www.ptv.vic.gov.au

•

TTY on (03) 9619 2727

 ail to Public Transport Ombudsman,
M
PO Box 538 Collins Street West,
Melbourne VIC 8007

•

In person at the Metro infoCentral
on the Flinders Street concourse

•

Fax on (03) 8623 2100

•

 ail to Passenger Feedback,
M
Metro Trains Melbourne,
GPO Box 1880,
Melbourne VIC 3001

Get in touch
•

If you feel your feedback has received an
unsatisfactory response, can request it to be reviewed
by the Head of Passenger Relations at Metro.
If this review doesn’t meet your expectations, you
can escalate your feedback to the PTV Customer
Advocate via:
•

 all the PTV Customer Service team on
C
1800 800 007 between 6am to midnight daily
(all night Friday and Saturday)

•

Online visit www.ptv.vic.gov.au, submit a
feedback form and tick the box marked
‘escalate my feedback’

•

TTY on (03) 9619 2727

•

 ail to PTV Customer Advocate,
M
PO Box 4724, Melbourne 3001

•

In person at the PTV Hubs in Southern
Cross Station or at 750 Collins Street

myki refunds
For any refund or reimbursement (excluding service
delivery compensation) you can apply in-person at a
PTV Hub, on-line at www.ptv.vic.gov.au or call the
PTV Customer Service team on 1800 800 007 from
6am to midnight daily (all night Friday and Saturday).
To replace a damaged or defective myki card,
complete the on-line form at www.ptv.vic.gov.au or
visit any PTV Hub or Premium Station to receive a
replacement card immediately. Please note it can take
up to 7 business days for existing balances to
transfer over, so you will need to top up with myki
money or a myki pass to travel straight away.
In the case of a lost or stolen registered myki,
complete a myki replacement form available on-line at
www.ptv.vic.gov.au, or call the PTV Customer Service
team on 1800 800 007 from 6am to midnight daily
(all night Friday and Saturday) for assistance.
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Service delivery compensation
Metro seeks to not only meet but exceed its
performance targets. If this does not occur,
eligible passengers can request compensation
if performance dips to either or both of the
following thresholds.
Metro’s compensation thresholds are:
•

 0% of trains run within 4 minutes 59 seconds
9
of their published time schedule; or

•

98% of the timetable is delivered.

We publish these monthly results at all stations,
on our website and you can call the PTV Customer
Service team on 1800 800 007 to request them.
Additionally the Victorian Government produces
both a monthly and quarterly report called Track
Record; this provides information about each public
transport operator’s performance. You can access
this report at www.ptv.vic.gov.au.
In the event monthly compensation is payable you
will be able to submit an online compensation form
from metrotrains.com.au; or see a staff member in
any Metro premium station to request the Customer
Compensation Code brochure to be printed. Complete
the form in the back and return by mail.
For further information please visit
www.metrotrains.com.au or www.ptv.vic.gov.au

Graffiti and cleaning
We work hard to maintain high standards of
cleanliness. If an area or facility requires attention,
for example, due to graffiti, damage or dumped
rubbish, please let us know. You can tell a Metro
employee, send us a tweet @metrotrains or report it
to the PTV Customer Service team on1800 800 007
between 6am and midnight daily (all night Friday
and Saturday).

Lost property
Our lost property office is located at Flinders Street
Station on Flinders Street, opposite Degraves Street;
you can also call us on (03) 9610 7512 with your
enquiry. The lost property office is open weekdays
from 8am to 5pm, excluding public holidays.
If you find lost items on a train or at a station, they
can be handed in to a station staff member or
Authorised Officer.
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OTHER CONTACT INFORMATION
METRO TRAINS MELBOURNE

PUBLIC TRANSPORT VICTORIA

For metropolitan train information

For metropolitan train, tram, bus and
ticketing information

•

In person at infoCentral our centralised customer
service centre found on the Flinders Street Station
concourse; or at any Premium Station or within the
staffed hours at our Host Stations

•

In person at the PTV Hub at Southern Cross Station

•

 all the PTV Customer Service team on
C
1800 800 007 between 6am to midnight daily
(all night on Fridays & Saturdays)

•

Online www.metrotrains.com.au

•

 ail to Metro Trains Melbourne,
M
Customer Feedback,
GPO Box 1880,
Melbourne VIC 3001

•

In person at the PTV Hubs in Southern Cross
Station, 750 Collins Street, Bendigo Marketplace
or Geelong’s Westfield Shopping Centre

•

 all the PTV Customer Service team on
C
1800 800 007 between 6am to midnight daily
(all night Friday and Saturday)

•

Online www.ptv.vic.gov.au

•

TTY (03) 9619 2727

•

Overseas call +61 3 9662 2505

•

 ail to Public Transport Victoria,
M
PO Box 4724,
Melbourne VIC 3001

MYKI

PTV CUSTOMER ADVOCATE

myki is a reusable travel card for trains,
trams, and buses in Melbourne and regional
Victorian centres.

You can either escalate your feedback
to the PTV Customer Advocate or the
Public Transport Ombudsman

•

 all the PTV Customer Service team on
C
1800 800 007 between 6am to midnight daily
(all night Friday and Saturday)

•

In person at the PTV Hub at Southern
Cross Station

•

Online visit www.mymyki.com.au

•

TTY (03) 9619 2727

•

Overseas call +61 3 9662 2505

•

 ail to myki,
M
GPO Box 4318,
Melbourne VIC 3001

INTERPRETER SERVICE
General public transport information
•

Call (03) 9321 5450

•

In person at the PTV Hubs in Southern Cross
Station or at 750 Collins Street

•

 all the PTV Customer Service team on
C
1800 800 007 between 6am to midnight daily
(all night Friday and Saturday)

•

Online www.ptv.vic.gov.au, submit a feedback form
and tick the box marked ‘escalate my feedback’

•

TTY (03) 9619 2727

•

 ail to PTV Customer Advocate,
M
PO Box 4724,
Melbourne VIC 3001
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PUBLIC TRANSPORT OMBUDSMAN

V/LINE

You can escalate your feedback to the
Public Transport Ombudsman

Regional public transport operator
•

 all the PTV Customer Service team on
C
1800 800 007 between 6am to midnight daily
(all night Friday and Saturday)

Online www.ptovic.com.au

•

Online visit www.vline.com.au

•

Email enquiries@ptovic.com.au

•

Overseas call +61 3 8363 4427

•

 TY phone 1800 555 677 then ask for
T
1800 466 865

•

TTY call (03) 9619 2727

•

•

Call the interpreter service on 131 450

•

Fax (03) 8623 2100

 ail to Customer Relations,
M
Reply Paid 5343,
Melbourne VIC 8060

•

 ail to Public Transport Ombudsman,
M
PO Box 538 Collins Street West,
Melbourne VIC 8007

•

 all 1800 466 865 between 9am to 5pm
C
Monday to Friday

•

TRAVELLERS AID

YARRA TRAMS

Support travellers by providing simple, practical
travel-related support and aid that helps them
travel independently and confidently

Melbourne’s tram public transport operator
•

 all the PTV Customer Service team on
C
1800 800 007 between 6am to midnight daily
(all night Friday and Saturday)

Flinders Street Station location
•

Opening hours 8am to 8pm Monday to Sunday

•

Online www.yarratrams.com.au

•

In person main concourse between platforms
9 & 10

•

•

Call (03) 9610 2030

•

Fax (03) 9614 1249

 ail to Customer Feedback,
M
Yarra Trams,
GPO Box 5231,
Melbourne VIC 3001

•

Email fss@travellersaid.org.au

Southern Cross Station location
•

 pening hours 6:30am to 9:30pm
O
Monday to Sunday

•

In person opposite the luggage hall

•

Call (03) 9670 2072

•

Fax (03) 9600 1174

•

Email scs@travellersaid.org.au
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