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Executive summary 

1. The primary way in which passengers claim for compensation is through the
Delay Repay (DR) scheme. Under Delay Repay the proportion of a
passenger’s ticket they are eligible to reclaim increases the longer the
passenger is delayed (see page 8). The majority of Train Operating
Companies (TOCs) on Department for Transport franchises currently offer DR
which provides compensation for delays to journeys from 30 minutes,
whatever the cause of the delay or cancellation. In addition, at the time of
carrying out the research, 4 Train Operating Companies (TOCs) offered
compensation for delays of 15 to 29 minutes1.

2. In March 2018, the Department for Transport (DfT) commissioned Transport
Focus to carry out research to update the findings of a 2016 study that
assessed the propensity of passengers to claim compensation when they are
delayed. In addition, the research explored: passengers’ awareness of their
eligibility to claim compensation; the experiences of rail passengers when
claiming for compensation; and the reasons why passengers choose not to
claim for compensation when they are delayed. Where relevant, comparisons
between this year’s findings and the 2016 study have been made.

Key findings 

3. The number of passengers eligible for compensation has increased.
Compared to 2016, the number of passengers experiencing a delay of 30
minutes or longer has increased. The 2018 study found that 41% of
passengers had experienced a delay that was eligible for DR30 compensation
in the past six months. This is an increase of 4% on the 2016 total.

4. The number of passengers claiming compensation for their last eligible
journey that was delayed for 30 minutes or more has increased to 39%.
When we compare on a like-for-like basis (customers claiming compensation
for a delay of 30 minutes or longer), the number of passengers claiming
compensation has increased in the past two years (by 4%). However, the
2018 findings show that passengers are less likely to claim for a delay that is
eligible for compensation under Delay Repay 15 (DR15) than they are for
Delay Repay 30 (DR30). Only 18% of passengers claimed for their most
recent delay that was eligible for compensation under DR15.

5. Ticket price and length of delay have the biggest impact on the decision
of passengers to claim for compensation.
Passengers who were aware they were eligible, but failed to claim
compensation for their most recent journey, primarily did not claim because it

1 Whilst the majority of passengers are eligible to compensation under DR, the minority of franchises that have 
not yet introduced DR set out their compensation arrangements in their Passenger’s Charter. Passengers 
travelling on these TOCs are eligible to compensation of no less than 50% of the ticket price for delays of 60 
minutes or more. Some of these TOCs also offer compensation for delays of 30-59 minutes (see page 8). 
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was not worth the effort for the amount they would get back (31% of 
passengers). In addition, 46% of passengers failed to claim when travelling on 
a ticket that cost less than £5 because it was not worth the effort they would 
get back. This figure nearly halves for passengers paying £5 or more for their 
journey. In addition, passengers who experience fewer delays are less likely 
to claim for compensation. 42% of non-claimants who were eligible for a 30 
minute or longer delay, had only experienced one eligible delay in the past six 
months.     

6. Claimant satisfaction with the process for applying for compensation 
has improved dramatically. 
The 2018 research demonstrates large increases in the overall satisfaction 
among claimants with all aspects of the claims process. This includes: the 
form in which claimants received their compensation (30% increase since 
2016); the value of the compensation they received (a 15% increase); the 
method for applying for compensation (8% increase); the ease of completing 
the compensation claim form (7% increase); and the amount of information 
provided about how to claim compensation (9% increase).  

7. The time taken to respond to compensation claims has decreased.  
88% of passengers report that they received a decision on their compensation 
claim within the Office for Rail and Road (ORR) deadline of four weeks (20 
working days). This is a 6% increase on the findings from two years ago. More 
passengers reported that they received a decision on their claim within two 
weeks (67% of passengers, compared to 48% in 2016). Furthermore, 20% 
more passengers were satisfied with the speed with which they received a 
response to their claim when compared to 2016. 

8. Lack of awareness about eligibility to claim is higher for those 
experiencing shorter delays.  
Passengers are more likely to be aware that they are eligible to claim for a 30 
minute delay than a 15 minute delay: 26% of passengers reported that they 
were unaware they were eligible for a DR30 claim, while 39% of DR15 eligible 
passengers weren’t aware they were able to claim for compensation. 
Passengers’ awareness of their eligibility to claim remained broadly consistent 
with 2016.  
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Key statistics from the research

Non-claimants

28%
of eligible passengers were unaware they could claim for 
their delay 

of non-claimants said they never claim compensation 30%

42% of non-claimants only experienced one eligible DR30 delay 
in the past six months 

of eligible passengers claimed for 
a 30 minute or longer delay 

of eligible passengers claimed for DR15 
delays 

of passengers were 
eligible for compensation 
for their most recent delay 

DR30
Compensation claims

DR15

39%

18%

Satisfaction levels

84%
of claimants were satisfied with payment 
method 

of claimants were satisfied with the value of 
compensation 

of claimants were satisfied with the speed of 
payment 

72%

69%

?

4%

on 2016

45%*

30% 
on 2016

15% 
on 2016

18% 
on 2016

*Figure has been corrected from original publication (originally 41%)
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1. Introduction 
 

1.1. Research by Transport Focus suggests that one of passengers’ main 
priorities is for their train to run on time and it causes them great frustration 
when disruption occurs2. Furthermore, when their journeys are delayed, 
passengers can be unhappy if they are not clear about how to claim 
compensation. 

1.2. In 2016, the Department for Transport (DfT), in collaboration with the Office 
of Rail and Road (ORR – the rail regulator) and Transport Focus, conducted 
research to understand the propensity of rail passengers to claim for 
compensation when they are delayed. The study also examined the 
experience of rail passengers who do claim for their delays.  

1.3. In the 2016 review of Rail Delays and Compensation3 it was clear that 
progress had been made by the rail industry to increase the number of 
passengers claiming for compensation when their journey is delayed. 
However, it was noted that there were still areas that required improvement. 

1.4. Since 2016 the DfT, ORR and Train Operating Companies (TOCs) have 
implemented a range of initiatives designed to increase passengers’ 
awareness of their right to claim. These initiatives include: awareness 
campaigns run by the Rail Delivery Group (RDG); regular reviews of 
progress; TOC initiatives to make the process for claiming easier and 
simpler; and increased media coverage about compensation claims. 

1.5. In March 2018, the DfT commissioned Transport Focus and independent 
research agency Breaking Blue, to repeat the study to assess the impact of 
interventions to increase the awareness of passengers claiming 
compensation when they are delayed. This research provides a robust review 
of the current situation and offers a comparison to the situation in 2016, 
highlighting areas of change. 

1.6. In particular it explores: passengers’ awareness of their eligibility to claim 
compensation; the numbers of passengers claiming compensation; the 
experiences of rail passengers when claiming for compensation; and the 
reasons why passengers choose not to claim for compensation when they 
are delayed. Where relevant, comparisons between this year’s findings and 
the 2016 study have been made. 

1.7. The 2018 research shows that there has been a significant increase in the 
satisfaction of claimants with the claims process, with more passengers 
receiving their compensation in a shorter time. Furthermore, the numbers of 

                                                           
2 Transport Focus (2017) Rail passengers’ priorities for improvement, 
http://d3cez36w5wymxj.cloudfront.net/wp-content/uploads/2017/11/23150043/Rail-passenger-priorities-for-
improvement-Nov-2017.pdf 
 
3 Transport Focus (2016) Rail delays and compensation: What passengers want, 
http://d3cez36w5wymxj.cloudfront.net/wp-content/uploads/2016/06/16155045/Rail-delays-and-
compensation-what-passengers-want-November-2016.pdf 

http://d3cez36w5wymxj.cloudfront.net/wp-content/uploads/2017/11/23150043/Rail-passenger-priorities-for-improvement-Nov-2017.pdf
http://d3cez36w5wymxj.cloudfront.net/wp-content/uploads/2017/11/23150043/Rail-passenger-priorities-for-improvement-Nov-2017.pdf
http://d3cez36w5wymxj.cloudfront.net/wp-content/uploads/2016/06/16155045/Rail-delays-and-compensation-what-passengers-want-November-2016.pdf
http://d3cez36w5wymxj.cloudfront.net/wp-content/uploads/2016/06/16155045/Rail-delays-and-compensation-what-passengers-want-November-2016.pdf
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passengers claiming compensation for their most recent 30 minute or longer 
delay has increased. 

Compensation Schemes 
1.8. The National Rail Conditions of Travel4 forms the basis of an agreement 

between rail operators and the passenger when using the rail network. The 
Conditions set out passengers’ rights when travelling by train in Britain. This 
includes a right to compensation when experiencing qualifying delays.  

1.9. The compensation schemes available include: 

               

                                                           
4 National Rail (2018) National rail conditions of travel, 
http://www.nationalrail.co.uk/National%20Rail%20Conditions%20of%20Travel.pdf 

http://www.nationalrail.co.uk/National%20Rail%20Conditions%20of%20Travel.pdf


Rail Delays and Compensation Report 2018 

 

Page 9 
 

Methodology 
Eligibility for compensation 

1.10. Since the previous 2016 study, a small number of TOCs have implemented 
DR15 on their network. DR15 is currently available on the following routes: 
c2c, Gatwick Express, Great Northern, London Northwestern Railway, South 
Western Railway, Southern, Thameslink, and West Midlands Railway. 

1.11. As a result of the introduction of DR15, the threshold for eligibility for the 
research was reduced to 15 minutes on these TOCs to reflect the eligibility of 
their passengers to claim for delays of between 15 and 29 minutes. Where 
‘delayed’ or ‘eligible’ passengers are referred to in this report it means the 
passenger was delayed for 15 to 29 minutes on one of the TOCs listed 
above, or for 30 minutes or more on all other TOCs.  

1.12. Interviewees were screened on the basis of their last eligible delay. 

The survey 

1.13. The primary element of this year’s research was an online quantitative survey 
that was sent to over 10,000 rail users across Great Britain. Respondents 
were recruited from an independent consumer web panel, with all fieldwork 
being conducted in March 2018 to offer comparability to the 2016 study. 

1.14. The first phase of research consisted of a stratified random sample survey 
with targets set by age, gender and region to represent the total population of 
rail passengers in Great Britain. Nearly 4,000 passengers from our sample of 
over 10,000 had experienced an eligible delay in the past six months. The 
sample size for each of the TOCs is outlined in Table 1.1. 

 

 

 

 

 

 

 

 

 

 

1.15. Subsequently, 500 of the non-delayed rail passengers were interviewed 
about their preferences for compensation schemes.  

                                                           

Table 1.1 Unweighted sample sizes for each TOC5 
Abellio Greater Anglia 237  

 

 

 

 

 

 

London Northwestern Railway 55 
Arriva Trains Wales 151 London Overground 103 
c2c 104 Merseyrail 36 
Caledonian Sleeper 7 Northern 207 
Chiltern Railways 40 ScotRail 157 
CrossCountry 151 South Western Railway 292 
East Midlands Trains 178 Southeastern 234 
Gatwick Express 49 Southern  321 
Grand Central 29 TfL Rail  57 
Great Northern 174 Thameslink  139 
Great Western Railway 275 TransPennine Express 138 
Heathrow Connect 4 Virgin Trains East Coast  339 
Heathrow Express  13 Virgin Trains West Coast 293 
Hull Trains 26 West Midlands Railway  163 

 TOTAL 3,972 

5 Breakdowns for TOCS with a low sample size (less than 100 interviews) are not shown in the report. 
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1.16. As with the 2016 study, the research was conducted by independent 
research agency Breaking Blue, with the questionnaire remaining similar to 
the 2016 study. 

Social Media Review 

1.17. This year a social media review was also conducted. This involved identifying 
and assessing online conversations between TOCs and rail passengers. 
Conversations were found by using relevant hashtags and keywords. 
Breaking Blue employed specialist software to examine what passengers 
were saying about Delay Repay across multiple platforms including Twitter, 
Facebook, Instagram, blogs, forums and other networking sites. This 
research enabled us to look at how proactive TOCs are with regards to 
making passengers aware of their rights. Online conversations that were 
posted during April 2017, July 2017, October 2017, and January – March 
2018 were analysed. The public posts of over 27,000 individual users were 
analysed as part of the research. 
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2.  Experiences of delays 
 

2.1. As shown in Figure 2.1, similar numbers of passengers experienced a delay 
lasting between 15 and 29 minutes, and a delay over 30 minutes     

41%

43%

55%

50%

4%

7%

DR30

DR15 Delayed

Not delayed

Don't know

Figure 2.1 Proportion of passengers experiencing a delay in past six months 

Base = 10,379 (all respondents)                

2.2. 78% of passengers reported a one hour delay or less. 17% of passengers 
said their most recent eligible delay for compensation lasted between 15 and 
29 minutes. Nearly 1 in every 5 passengers (19%) experienced a delay 
lasting more than one hour.  

2.3. 72% of passengers reported that their most recent delay took place on a 
weekday. This compares to 20% of passengers reporting their most recent 
delay occurring at a weekend. 7% of passengers couldn’t recall on which day 
their last delay occurred. 

2.4. Passengers are most likely to experience a delay during the daytime (10am – 
4pm). However, the spread of delays is consistent throughout the day with 
27% of delays experienced in the evening (after 4pm) and 31% of 
passengers experiencing delays before 10am (see Figure 2.2).   

72% 20% 7%

Monday to Friday Weekend Don't know

Figure 2.2 Dynamics of eligible delays (day and time)

Day

31% 40% 27% 2%

Morning (before 10am) Daytime (10am – 4pm) Evening (after 4pm) Don't know

Time

Base = 4,093 (passengers who experienced an eligible 15 or 30 minute delay in the past 6 months)

                

                     

2.5. 48% of passengers said they were making a journey for leisure purposes 
when they were delayed. This compares with 34% making a commuter 
journey and 15% travelling for company or personal business. 

2.6. 51% of passengers reported that their train arrived late, and 22% said their 
train was delayed leaving the station. As such, 73% of passengers’ most 
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recent delays were caused by late departures or arrivals. Nearly a quarter of 
passengers (27%) said the train they wanted to catch was cancelled.  
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3. Claiming Compensation 
 

                
                                                                                                                     

3.1. Overall, nearly 4 in 10 passengers 
claimed compensation under the 
DR30 scheme (39% of passengers). 

3.2. As shown in Figure 3.1, the claim 
rate for DR15 is much lower than for 
DR30. Only 18% of passengers 
claimed for an eligible D15 delay, 
compared to 39% of passengers 
who claimed for a delay of 30 
minutes or longer. This is likely due to the lower amount of compensation 
available for a 15 minute delay, and a shorter delay causing slightly less 
inconvenience when compared to DR30. 

3.3. The table below shows that the spread of passengers experiencing a delay of 
30 minutes or longer and claiming compensation has increased slightly since 
2016. The numbers of passengers receiving compensation automatically has 
increased slightly, whilst the number of passengers not thinking about 
claiming has decreased. 

1%
5%

39%
38%

3%
3%

10%
1%

0%
7%

26%
28%

7%
5%

22%
5%

No – expected discount/extra day(s)*

No – knew I could but chose not to claim

No – didn’t think I could claim

No – didn’t even think about it

Yes – but claim is still pending

Yes – but claim was unsuccessful

Yes – and claim was successful

Yes – automatically DR30
DR15

Figure 3.1 Passengers claiming for compensation for their most recent delay

Base = DR30: 3,377; DR15: 716 (passengers who experienced an eligible 15 or 
30 minute delay in the past 6 months)

* On a small number of TOCs season ticket holders receive a discount if
overall performance falls below a threshold

39% of eligible DR30 
passengers claimed  

30 

30 
£ 

18% of eligible DR15 
passengers claimed  

15 

15 
£ 



Rail Delays and Compensation Report 2018 

 

Page 14 
 

 

 

 

 

 

 

3.4. The proportion of passengers claiming compensation is strongly correlated to 
the price of their ticket. 52% of passengers who paid over £40 for their ticket 
claimed compensation. This drops to just 25% of passengers who claimed 
compensation when the value of their ticket was £5 or less (see Figure 3.2). 

Table 3.1: Passengers claiming for compensation 
 2016 2018 +/- 
Yes – automatically received compensation 2% 5% +3 
Yes – and claim was successful 23% 22% -1 
Yes – but claim was unsuccessful 4% 5% +1 
Yes – but claim is still pending 6% 7% +1 
No – didn’t even think about it 34% 28% -6 
No – didn’t even think I could claim 23% 26% +3 
No – knew I could but chose not to claim 7% 7% = 
No – expected discount/extra(s) 1% 0% -1 

Base: 2018 = 3,377, 2016 = 3,526  (delayed by 30 minutes in last 6 months) 

             

3.5. The tipping point for it being worthwhile to claim compensation is reached 
when the value of the ticket is over £5. 25% of passengers claimed 
compensation when the value of their ticket was less than £5. However, 43% 
of passengers claimed compensation when the value of their ticket was over 
£5. 

22% 25% 25%

38%
43% 43%

52%

Unknown £2 or less £2.01 - £5 £5.01 - £10 £10.01 -
£20

£20.01 -
£40

£40+

%
 o

f p
as

se
ng

er
s 

cl
ai

m
in

g

Figure 3.2 Ticket value of passengers who claimed compensation

Base = 4,093 (passengers who experienced an elig ble 15 or 30 minute delay in the past 6 months)
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3.6. Figure 3.3 highlights that the longer the delay a passenger experiences, the 
more likely they are to claim for compensation. The only exception to this, is 
that the claim rate drops slightly for those passengers delayed by 2 hours or 
more. This is the result of a small sample size for passengers delayed by 90 
and 120 minutes. When the delay a passenger experiences is longer than 45 
minutes, the claim rate increases significantly.    

3.7. Male passengers are more likely to claim compensation than females. 39% of 
male passengers claimed compensation for their most recent eligible delay. 
Only 31% of females claimed compensation for their last eligible delay. 

3.8. Older passengers are more likely to claim for compensation when they are 
delayed. 40% of passengers aged 65 or over claimed for compensation when 
they were delayed. This compares to just 28% of 16-24 year olds who 
claimed compensation. Between the ages of 25 and 64, the claim rate is 
consistent, remaining between 35% and 39% for these age groups. 

3.9. Business passengers (43%) are more likely to claim under Delay Repay than 
commuters or leisure passengers. Only 32% of leisure passengers claimed 
compensation for their most recent eligible delay, while 38% of commuters 
claimed. 

18%
28%

47%
56%

65% 62%

43%

15 - 29 30 - 45 46 - 60 60 - 90 90 - 120 120+ Didn't travel%
 o

f p
as

se
ng

er
s 

cl
ai

m
in

g

Length of delay (mins)

Figure 3.3 Length of delay of passengers who claimed compensation

Base = 4,093 (passengers who experienced an eligible 15 or 30 minute delay in the past 6 months)
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20%
23%
24%

29%
29%
29%
30%

32%
33%
34%
34%
35%
36%

39%
44%

46%
51%

54%

South Western Railway**
Northern Rail**

London Midland**
Arriva Trains Wales*
London Overground*

Southern**
ScotRail*

Great Western Railway**
Thameslink*

Great Northern**
East Midlands Trains**

Southeastern**
CrossCountry*

First TransPennine Express*
c2c*

Abellio Greater Anglia**
Virgin Trains East Coast**

Virgin Trains (West Coast)**
% of passengers claiming

Figure 3.4 Claim rate for all TOCs based on passengers' most recent delay

Base = 4,093 (passengers who experienced an eligible 15 or 30 minute delay in the past 6 months)

*100 to 200 
interviews

** 200+ interviews
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4. Why passengers don’t claim for compensation 
 

              

4.1. 26% of eligible passengers were unaware they could claim compensation 
under the DR30 scheme.  

4.2. 35% of passengers chose not to claim for their most recent DR30 eligible 
journey. 28% of passengers didn’t even think about claiming, and 7% chose 
not to claim even though they knew they were eligible to do so. Those eligible 
to claim under DR15 are more likely to not even think about claiming (38% of 
passengers), or be unaware that they could claim (39%). 

4.3. The decision to claim for compensation is highly correlated to the value of the 
ticket and the length of delay. Passengers experiencing shorter delays or 
paying less for their ticket are less likely to claim for compensation. Overall, 
31% of passengers decided not to claim because of the amount they would 
get back (Figure 4.1). 

4.4. If the value of a ticket was less than £5, 46% of passengers believed it was 
not worth the effort to claim compensation for the amount they would get 
back. However, only 26% of passengers said it was not worth the effort for 
the amount they would get back when the ticket value was £5 or more. 

 

 

 

13%
3%
4%

6%
7%

9%
12%

15%
31%

Other

Thought for certain it wasn’t eligible

Didn’t know how to make the claim

Ticket was paid for by somebody else

Uncertain if it was eligible

I forgot

The process was too complicated

It would take too much time

Not worth bothering for the amount I’d get back

Figure 4.1 Reasons passengers who were aware they could claim, failed to 
claim compensation during their last eligible journey 

Base = 270 (passengers who experienced an eligible 15 or 30 minute delay 
in the past 6 months and chose not to claim)
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4.5. Figure 4.2 demonstrates that passengers eligible to claim for a 30 minute or 
longer delay, are more likely to claim if they have experienced multiple 
delays. 42% of passengers who didn’t claim stated that the delay was the 
only one they could recall experiencing in the past six months. This compares 
to 33% of passengers who claimed. Conversely, 20% of passengers who 
claimed compensation for their most recent eligible delay had experienced 
four or more delays in the past six months. This compares with 14% of 
passengers who failed to claim. 

 

 

 

42%

33%

29%

29%

13%

17%

14%

20%

2%

1%

Not
claimed

Claimed

1 delay 2 delays 3 delays 4+ delays Don't know / can't remember

Figure 4.2 Numbers of delays experienced by DR30 claimants and non-
claimants in the past six months

Base = Claimed: 1,413; Not claimed: 2,319 (passengers who experienced an eligible 
30 minute delay in the past 6 months)
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5. Satisfaction with the current process 
 

5.1. As highlighted in Figure 5.1, claimant satisfaction is 
high across most aspects of the compensation 
claim. 84% of claimants are satisfied with the form 
in which they received their compensation (e.g. 
cash, voucher). In addition, 72% of claimants are 
satisfied with the speed with which they received a 
response from the TOC, or the value of the 
compensation they received. 

5.2. However, satisfaction with the train company alerting passengers to their 
right to claim compensation is lower. Only 44% of claimants were satisfied 
with this aspect of the claims process. 

5.3. However, most train companies have improved their 
performance since 2016 with improvements seen 
across most TOCs for: the amount of information 
provided to passengers about how to claim 
compensation; the ease of completing the 
compensation or refund claim form; and the TOCs 
alerting passengers to their right to claim 
compensation.  

5.4. Business and leisure passengers are slightly more likely than commuters to 
be satisfied with the process of claiming compensation.  

                

 

 

 

84%
72%
72%

70%
69%
68%

65%
60%

44%

Form of payment

Speed of response

Value of the compensation

Method(s) for claiming

Speed of receiving compensation

Ease of claiming

Ease of finding how to claim

Amount of information provided

TOC alerting me to my right to claim

% of passengers satisfied

Figure 5.1 Passenger satisfaction with the compensation claiming process 

Base = variable (passengers who experienced an eligible 15 or 30 minute delay in the past 6 months and 
made a claim)

30% more 
satisfied claimants 
with their form of 

compensation 
since 2016 

15% more 
satisfied claimants 
with the value of 
compensation 

since 2106  
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Table 5.1: Passengers’ satisfaction with claims process 
 2016 2018 +/- 
Form of payment 54% 84% +30 
Speed of response 52% 72% +20 
Value of the compensation 57% 72% +15 
Method(s) for claiming 62% 70% +8 
Speed of receiving compensation 51% 69% +18 
Ease of claiming 61% 68% +7 
Ease of finding out how to claim 52% 65% +13 
Amount of information provided 51% 60% +9 
TOC alerting me to my right to claim  38% 44% +6 
Base = variable (passengers who experienced an eligible 15 or 30 minute delay in 

the past 6 months and made a claim) 

 
5.5. Table 5.1 outlines that claimants’ satisfaction with the claims process has 

improved greatly since 2016. All aspects have seen increases in satisfaction. 
Since 2016 there has been an increase in the proportion of passengers who 
are satisfied with various different aspects of the claims process. These 
include: the form of payment; the speed of response; the value of 
compensation; the method for claiming; the speed of receiving compensation; 
the ease of claiming compensation; the ease of finding out how to claim; the 
amount of information provided; and the TOC alerting passengers to their 
right to claim compensation. 

5.6. The smallest increases in satisfaction among claimants are in the areas of 
the TOC alerting passengers to their right to claim, and the methods for 
claiming compensation. 

 

 

 

 

 

5.7. In 2018 75% of passengers received an acknowledgement when their claim 
was being processed. All TOCs have seen large increases in the number of 
claimants receiving an acknowledgment of their claims. Since 2016, Great 
Western Railway and Southeastern have increased the numbers of 
passengers receiving an acknowledgement by 42%. Even the smallest 
improvement (Virgin Trains East Coast) sees 25% more passengers 
receiving an acknowledgment of their claim compared to 2 years ago. 

5.8. Just under a third of claimants have to prompt the train 
company for a response on their claim. The need to do 
this varies greatly by TOC with some companies (such 
as Southern) only being prompted by 10% of 
claimants. Other TOCs are prompted by up to 42% of 
claimants (such as CrossCountry). 

Table 5.2: Passengers receiving an acknowledgement 
 2016 2018 +/- 
Great Western Railway 26% 68% +42 
Southeastern 44% 86% +42 
Southern 38% 79% +41 
CrossCountry 33% 72% +39 
Abellio Greater Anglia 40% 73% +33 
Virgin Trains West Coast 52% 81% +29 
Virgin Trains East Coast 58% 83% +25 

Operators only shown where a base size is over 50 in 2016 and 2018 

32% increase in 
claims being 

acknowledged 
since 2016 
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5.9. 88% of passengers reported a resolution of their claim within four weeks 
(Figure 5.2). This is within the ORR recommendation of 20 working days for 
TOCs to resolve compensation claims.           

 

 

 

 

 

5.10. As shown in table 5.3, the percentage of claimants 
receiving a resolution of their claim within four 
weeks has increased on most TOCs since 2016. 
22% more claimants on Virgin Trains East Coast 
reported that they received an acknowledgement 
from their TOC. There were also large increases in 
claimants receiving an acknowledgement when 
travelling on Southern (18% increase), and 
Southeastern (17% increase). 

 

 

 

 

 
 

 

26%

67%

88% 93% 100%

Less than 1
week

1-2 weeks 3-4 weeks 5-6 weeks Over 6 weeks
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Figure 5.2 Length of time taken for resolution of compensation claim

Base = 939 (passengers who experienced an eligible 15 or 30 minute 
delay in the past 6 months and have received a decision on their claim)

ORR Target

Table 5.3: Passengers receiving a resolution within four weeks 
 2016 2018 +/- 
Virgin Trains East Coast 61% 83% +22 
Southern 69% 87% +18 
Southeastern 75% 92% +17 
Abellio Greater Anglia 93% 96% +3 
Virgin Trains West Coast 84% 80% -4 
Great Western Railway 92% 87% -5 

Operators only shown where a base size is over 50 in 2016 and 2018 

19% increase in 
claims being 

processed within 
2 weeks since 

2016 
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6. Awareness of information about how to claim 
 

2%
1%
2%
3%

5%
6%

9%
10%
11%

13%
19%

52%

Other
When renewing my season ticket

From the news/television/ press
Notified by train company I could claim

Claim form on the train/at station
I asked a member of rail staff

Friend/relative/colleague told me
Posters on train or at the station

Fellow passenger told me
I looked on the web

Informed by train/station staff
Knew the rules already

Figure 6.1 How passengers became aware of their right to claim compensation 
for their most recent delay

Base = 207 (passengers who experienced an elig ble 15 or 30 minute delay
in the past 6 months and aware they could claim)              

6.1. Over half of all passengers who claimed for compensation already knew the 
rules when they submitted their claim (Figure 6.1). Announcements or 
information from train/station staff were the main way in which passengers 
first found out they were eligible to claim for compensation (19% of 
passengers). This is followed by looking on the internet (13%), and being told 
by fellow passengers (11%). 

6.2. 79% of passengers who found they were able to claim by looking online, did 
so by visiting the train company’s website (Figure 6.2).   

                

79%

20%

21%

14%
6%

1%

Train company’s own website

Ticket seller website

National Rail Enquiries

Consumer website

Social media

Other

Figure 6.2 Online sources passengers used to find out about their eligibility to 
claim compensation for their most recent delay

Base = 207 (passengers who experienced an eligible 15 or 30 minute 
delay in the past 6 months and aware they could claim). Multi-response question.
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7. Methods for claiming compensation 
 

              

7.1. Figure 7.1 shows that over half (53%) of all passengers now claim 
compensation online. This is through a combination of using the train 
company’s website (51% of passengers) or through the TOCs’ App (2% of 
passengers). 20% of passengers posted their claim form to the train 
company, while 15% wrote an email or letter to the train company. A further 
10% of passengers claimed by handing a form in at a rail station.  

7.2. Just over a third of passengers who decided not to 
claim online did so because they believed it was 
easier to claim another way (35% of passengers). A 
further 17% of passengers weren’t aware they could 
claim online, and 14% of passengers found it 
difficult to claim online.  

7.3. Passengers claiming for compensation under DR15 are more likely to use 
online forms (60% of passengers) when compared to those claiming under 
DR30 (52% of passengers). 

7.4. Older passengers are much more likely than younger passengers to submit 
their claim either in person, by post or on the phone.  

7.5. The majority of passengers prefer a monetary payment rather than vouchers. 
69% of passengers said their preferred form of compensation was a refund to 
their bank card/account. A further 15% of passengers said they would want 
cash at a station (including exchanging a voucher for cash). Only 3% of 
passengers wanted a complimentary ticket, or a rail voucher. 

7.6. 67% of passengers said their preferred way of claiming compensation is 
through online sources (such as TOC websites and Apps). However, nearly a 
third of passengers said they still preferred to submit a paper claim form at 
the station (29%).   

1%
2%

10%
15%

20%
51%

Other

Through facility on their App

Handed claim form in at station

Wrote email/letter/phoned the TOC

Posted claim form to the TOC

Used the train company’s website

Figure 7.1 Method of claiming for compensation

Base = 1,260 (passengers who experienced an eligible 15 or 30 minute delay in the past 6 months and made 
a claim)

22% increase in 
passengers 

claiming online 
since 2016 
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1%
3%
3%
4%
4%

15%
69%

Discount/extra day(s) on your season ticket

Rail Voucher(s)
Complimentary ticket(s)

Refund to a smartcard
Cheque

Cash refund at a station
Refund to my card/bank account

Figure 7.2 Passengers' preferred form for receiving compensation

Base = 4,093 (all delayed and non delayed passengers)
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8. Social media review 
 

8.1. Social media activity about Delay Repay and compensation peaks around 
9am-10am and 6pm-7pm. This broadly follows the periods when passengers 
are most likely to experience a delay that qualifies for compensation. 

8.2. Twitter and other micro-blogging sites are the most popular way for 
passengers to comment on their experience and reach-out to TOCs. Figure 
8.1 shows tweets symptomatic of those analysed. 

                  
 

8.3. Those talking about rail delays or compensation on social media are 
significantly more likely to be male. The main demographic of passengers 
talking about their delay online are males from London. 

8.4. The proportion of tweets received by TOCs is broadly consistent with the 
proportion of most recent delays found in our survey. For example, Virgin 
accounted for 15% of passengers’ most recent delays and received 11% of 
all tweets during the research period. 

8.5. Conversations on social media in relation to rail delays and compensation are 
predominantly negative. Only 5% of all conversations were about a positive 
passenger experience. 60% of conversations were about a negative 
experience (see Figure 8.2). 

Figure 8.1 Passengers’ tweets about delays and compensation 
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8.6. When passengers do use social media to discuss a positive experience it is 
usually to express thanks for a good claiming experience. 

8.7. Abellio Greater Anglia is the most proactive TOC on Twitter accounting for 
72% of all outgoing tweets from all TOCs.  

1%

3%

3%

3%

4%

4%

4%

5%

5%

5%

5%

7%

7%

7%

8%

5%

60%

43%

32%

26%

33%

22%

27%

50%

40%

38%

36%

29%

31%

39%

28%

35%

39%

54%

65%

71%

63%

74%

69%

45%

55%

57%

59%

65%

62%

54%

64%

60%

Merseyrail
South West Railway

Southeastern
TFL

Abellio
Northern

Scotrail
Thameslink

TransPennine…
Southern

National Rail
Virgin

East Midlands Trains
Cross Country

Trainline
Total

Positive

Neutral

Negative

Figure 8.2 Overall sentiment of social media posts

Figure 8.3 Proactivity of TOCs on Twitter (number of tweets) 

TOC Incoming  Outgoing  
% of TOC’s tweets 
that are outgoing 

Abellio 2,697 1,860 41% 
Arriva Trains Wales 876  0  0% 
c2c 731  0  0% 
Chiltern 419  0 0% 
Cross Country 1,202 0 0% 
East Midlands 788 24  3% 
Great Northern 19 30 61% 
Great Western 3,503  0  0% 
Heathrow Express 112 28 20% 
London Midland 741 0  0% 
London Northwestern 280  0  0% 
Northern 3,503 103  3% 
ScotRail 2,946 84  3% 
Southeastern 2,506  0  0% 
Southern 5,774 62  1% 
South Western 1,600  0  0% 
Thameslink 832 0 0% 
TransPennine Express 698  1 0% 
Virgin 4,417 150  3% 
West Midlands 253  0  0% 
Total 33,897 2,342  
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9. Next Steps 
 

1. The 2018 research shows that more passengers are aware of, and are 
claiming compensation under DR30. Moreover, satisfaction with the process 
for claiming compensation has improved dramatically, and more passengers 
are waiting less time for a decision on their claim. 

2. However, passengers’ awareness of DR15 and their propensity to claim 
compensation for a delay of 15-29 minutes is significantly lower than that of a 
30 minute or longer delay. In part, this is due to passengers being less likely 
to claim due to the lower value of a DR15 claim, and the shorter delay to their 
journey.    

3. However, the Department continues to require and encourage TOCs to do 
more to further boost these figures, and will work with them to make claiming 
as easy, simple and swift as possible for passengers.   

4. As such, as it did in 2018 and 2016, the DfT intends to undertake another 
iteration of this study in due course to continue to monitor the progress made 
by the industry in ensuring that passengers are aware of their right to claim 
compensation when they experience an eligible delay.  
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10. Appendix: Questionnaire 
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