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Introduction 
This is a report on the quality of statistics for the following passenger experience statistical 

releases/factsheets and associated data: 

1. Passenger rail service complaints statistical release   

2. Rail delay compensation claims factsheet 

3. Passenger satisfaction with complaints handling factsheet  

This report helps users to understand the quality of our statistics, and also ensures ORR is 

compliant with the three quality principles in the Code of Practice for Official Statistics:  

Q1: Suitable data sources 

Q2: Sound methods 

Q3: Assured quality  

This report also provides information on the methodology and data sources used to 

produce the statistics. 

This report covers the following areas:   

● Data sources, methodology and definitions – detail on the various data sources, 

methodology used to compile the statistics and definitions. 

● Historic background – a background to complaints statistics and details of any 

changes throughout the time series; 

● Relevance to users – the users of the statistics, and our engagement; 

● Accuracy and reliability – the accuracy, data coverage and quality assurance of the 

statistics;   

● Timeliness and punctuality – our timescales for the production, quality assurance and 

publication of the statistics; 

● Accessibility and clarity – the format of our statistics and where they can be found; 

● Coherence and comparability – similar statistics published elsewhere and the degree 

in which the statistics can be compared over time. 

https://code.statisticsauthority.gov.uk/
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Data sources, methodology and 
definitions 

1. Passenger rail service complaints 

Data sources 

The complaints data contained within the passenger rail service complaints statistical 

release and data tables are sourced from administrative data submitted by train operators. 

Appeals data is sourced from passenger watchdogs - Transport Focus and London 

TravelWatch. National Rail Enquiries data is sourced from the Rail Delivery Group (RDG). 

Train operators record information on complaints they receive within their own internal 

complaints management systems. ORR collects this aggregated data every rail period (i.e. 

every 4 weeks). In order to ensure consistency between train operators ORR issue 

technical guidance and a standard data collection template.  

Data governance 

Train operators are obliged to provide certain information to ORR as part of their licence 

agreements known as Complaints Handling Procedures (CHPs). This information in 

relation to their passenger-facing activities is termed ‘Core Data’. The provision of this data 

provides a way for train operators to demonstrate they are complying with their obligations 

to passengers and allows the ORR to monitor operators' progress in these areas over 

time, which in turn improves transparency and accountability for rail passengers. 

Train operators are required to officially sign-off that their data returns will follow ORR 

guidance, as published in the ‘ORR core data compliance reporting’ section, whilst also 

highlighting any data quality issues which may impact on this.  

Methodology and definitions 

 

The definition of a complaint: 

The complaints handling procedure guidance (section 2.7 to 2.11) defines a complaint as:  

“Any expression of dissatisfaction by a 

complainant or potential complainant about service 

delivery or company or industry policy” 

https://www.orr.gov.uk/sites/default/files/om/reference-guide-orr-core-data-compliance-monitoring.pdf
https://www.orr.gov.uk/sites/default/files/om/orr-core-data-template.xlsx
https://orr.gov.uk/rail/licensing/licensing-the-railway/complaints-handling-procedures
https://orr.gov.uk/rail/consumers/core-data
https://www.orr.gov.uk/sites/default/files/om/complaints-handling-procedure-guidance-2015.pdf
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The table below lists following methods for train operators receiving complaints and if they 

are in-scope for submission of data to ORR: 

Complaints In scope? 

Letter (including comment cards) 
Yes 

Email/Webform 
Yes 

Telephone Call 
Yes 

Meet the Manager 
Yes 

Online Forums (including live chat) 
Yes 

Another TOC’s complaints 
No 

Delay compensation claims (Note below) 
No 

Feedback 
No 

National Rail Enquiries (NRE) 
No 

Praise (excluded from section B) 
No 

Social media (note below) 
No 

Transport Focus/London TravelWatch 
No 

 

Social media comments are excluded from these statistics. However, there may be 

circumstances in which the feedback on social media lends itself to further investigation.  

The train operator will then assist the complainant in making a formal complaint which will 

then be dealt with in accordance with the licence holder’s Complaints Handling Procedures 

(CHP).  For example, this may involve signposting the complainant to a webform or 

providing an email address at which they can log a formal complaint. This complaint will 

then be in scope to be included within these statistics.  

For further information on what is in and out of scope as a complaint, please see the 

technical guidance ORR issues to train operators.  

 

 

 

https://www.orr.gov.uk/sites/default/files/om/reference-guide-orr-core-data-compliance-monitoring.pdf
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Conversion from periodic to quarterly data  

The rail industry reports data on a periodic basis rather than the more recognised reporting 

cycles such as monthly or quarterly. A period is normally a 28‐day, or four-weekly, period 

for business reporting purposes (Sunday to Saturday) and there are 13 periods in a 

financial year. The length of a period may differ at the end of the financial year, 31 March, 

and the beginning of the financial year, 1 April, to ensure that a break is made on 31 

March.  

The standard method for apportionment is based on the number of days within the period 

that fall into the relevant quarter. For example, the dates in period 4 cover both April to 

June and July to September. When the quarterly data was calculated for April 2019 to 

March 2020, 8 out of 28 days of the data were assigned to April to June (covering 23 June 

to 30 June) and 20 out of 28 days of the data were assigned to July to September 

(covering 1 July to 21 July). The breakdown of the calculations used for April 2019 to 

March 2020 are as follows: 

Quarter Calculation 

April to June 2019 Period 1 + Period 2 + Period 3 + 8/28 of Period 4 

July to September 

2019 

20/28 of Period 4 + Period 5 + Period 6 + 16/28 of Period 7 

October to 

December 2019 

12/28 of Period 7 + Period 8 + Period 9 + 24/28 of Period 10 

January to March 

2020 

4/28 of Period 10 + Period 11 + Period 12 + Period 13 

 

 

 
 

Complaints rates 

The overall complaints rate is calculated from the volume of complaint correspondences 

closed by all operators, normalised by the number of passenger journeys. The complaints 

rate is then presented as the number of complaints per 100,000 journeys as calculated 

below: 

The complaint rate is used as it enables fair comparisons between train operators and 

comparisons over time to be made. This is because comparing train operator complaint 
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volumes may be misleading due to the differences in passenger journeys each train 

operator carries out. 

The number of passenger journeys used in this calculation are extracted from the 

LENNON (Latest Earnings Network Nationally Over Night) ticketing and revenue 

database, supplemented with data that is provided by train operators on journeys that 

have been sold outside the LENNON system. More information on how passenger 

journeys are calculated can be found in the quality and methodology report for the 

‘Passenger rail usage’ statistical release. 

The complaints rate was not published for April 2020 to March 2021 due to the impact of 

the pandemic on rail passenger usage, which meant that passenger journeys were not a 

suitable normaliser to calculate a reliable complaint rate for each operator. Please see the 

complaint volumes section below for further information. 

Complaints by category 

 

Each operator assigns categories to each complaint correspondence they receive. The 

complaint categories are based on 14 distinct high-level categories as follows: 

● Accessibility issues, 

● Company policy, 

● Complaints handling, 

● Delay compensation schemes, 

● Environmental, 

● Fares and retailing, 

● Provision of information, 

● Quality on train, 

● Safety and security, 

● Staff conduct and availability, 

● Station quality, 

● Timetabling and connection issues, 

https://dataportal.orr.gov.uk/statistics/usage/passenger-rail-usage/
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● Train service performance, and 

● Other – miscellaneous. 

The ORR provides a template to train operators which consists of these 14 high-level 

categories broken down into 71 separate complaint categories to be reported on. Many of 

these categories are based on the National Rail Passenger Survey (NRPS) categories 

used to measure passenger satisfaction.  

When there are multiple causes for a complaint covered in a single complaint 

correspondence, each of these topics is recorded against the different categories. 

Therefore, the total number of complaint categories will be greater than or equal to the 

number of complaint correspondences. This is also the reason why the percentage of 

complaint categories are reported on in this statistical release rather than volumes of 

different complaint categories. 

The full list of complaint categories can be viewed within the following tables: complaint 

categories  (table 4133).  (table 4130) and complaint categories by operator

Response times to complaints 

For each rail period train operators provide the ORR with the percentage of complaint 

correspondences they have closed within 20 working days. The CHP licence requirement 

is for train operators to close 95% of complaints within 20 working days. From April to June 

2015, ORR have also collected data on the percentage of complaints responded to within 

10 working days, as well as the percentage responded to within the operators’ internal 

target.  

The response times reported on are for first full substantive responses only. The definition 

of first full substantive response is as follows: 

 

The rail company’s first substantive response 

which in its view, reasonably provides a full 

response to the consumer’s complaint. This does 

not include an acknowledgement or holding 

response.  

 

https://d3cez36w5wymxj.cloudfront.net/wp-content/uploads/2020/07/30160445/NRPS-an-introduction.pdf
https://dataportal.orr.gov.uk/statistics/passenger-experience/passenger-rail-service-complaints/complaints-responded-to-within-10-and-20-working-days-by-toc-table-142/
https://dataportal.orr.gov.uk/statistics/passenger-experience/passenger-rail-service-complaints/complaints-responded-to-within-10-and-20-working-days-by-toc-table-142/
https://dataportal.orr.gov.uk/statistics/passenger-experience/passenger-rail-service-complaints/complaints-responded-to-within-10-and-20-working-days-by-toc-table-142/
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Further correspondence with the complainant following the first full substantive response is 

not counted as part of the response time. To classify as a full response, each complaint 

category within the correspondence needs to have been addressed. The number of days 

to answer a complaint is to be reported in working days only and therefore excludes 

weekends and bank holidays. 

The operators can put the complaint on hold while waiting for the complainant to reply to 

them with further information to enable the complaint to be investigated, a process also 

known as ‘stop the clock’. This information asked for by the complainant could be proof of 

purchase, ticket information, or other information specific to the complaint. In these cases, 

the clock is re-started when the information has been received and stops when the first full 

substantive response is issued. If the complainant does not respond then the complaint 

can be closed at the date when the operator replied asking for more information, but 

operators are asked to make it clear to the complainant the timeframe within which they 

would expect the complainant to respond. 

Complaints correspondence by contact method 

The complaint correspondence data are supplied to the ORR split by contact method type 

for each complaint closed. The contact methods include e-mail/webform, telephone, letter, 

online forums, and ‘meet the manager’ sessions.  

These figures show the relative frequency with which complaints are received by the 

different contact methods and does not consider the number of complaint topics covered 

within each correspondence. Note this is a change in methodology for the April 2016 to 

March 2017 statistical releases where previous publications had used the complaint 

category data to calculate this metric rather than overall complaint correspondences.  

This metric is only reported on an annual basis with the January to March statistical 

releases but is still disaggregated on a quarterly basis. 

Appeals to Transport Focus and London TravelWatch 

London TravelWatch and Transport Focus play vital roles in championing passenger rights 

within the rail industry in Great Britain. Transport Focus is the independent transport user 

watchdog, which includes representing Britain’s rail passengers (outside London). 

Transport Focus use their knowledge to influence decisions on behalf of passengers, 

working with the industry, passenger groups and national and local governments to secure 

journey improvements. London TravelWatch is the independent, statutory watchdog for 

transport users in and around London. 
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Transport Focus and London TravelWatch provide the ORR with the number of appeals 

they have closed on behalf of passengers, and the complaint categories to which the 

appeals relate.  

Appeals data are presented in the statistical release by train operators and complaint 

category. The number of appeals closed and appeal complaint comments for Transport 

Focus and London TravelWatch can provide a key indicator of the quality of response 

passengers received from train operators when making their initial complaint, as well as 

the types of complaint that do not receive adequate initial responses. 

National Rail Enquiries Service data 

National Rail Enquiries, part of the Rail Delivery Group, provides information for all 

passenger rail services on the National Rail network in England, Wales and Scotland. 

Enquiries to National Rail Enquiries can be made through numerous different channels 

including telephone and self-service channels such as the National Rail Enquiries website. 

The National Rail Enquiry Service (NRES) is a telephone enquiry service that provides 

information primarily on train times and fares. The data presented in the passenger rail 

service complaints statistical release relates to enquiries made through the NRES only. 

NRES is regulated by DfT and its minimum performance standards are set out in the 

NRES Agreement. The agreement is for 93% of all calls in a financial year to be answered, 

and for no less than 90% of all calls in any four-week railway period to be answered. It also 

introduces a formal quality regime, which includes monitoring through mystery shopping 

surveys. NRES is always susceptible to volatile demand such as time of day, sporting 

events, or say weather. 

The data are collected at a daily level and provided to ORR after the end of each railway 

period by RDG. The quarterly data are calculated by summing the data for the relevant 

dates for each quarter, though apportionment is not required here as the data is provided 

at a daily level. NRES data are presented as the volume of calls received and the 

response rate.  

This metric is only reported on an annual basis with the January to March statistical 

releases but is still disaggregated on a quarterly basis. 
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2. Rail delay compensation claims 

Data sources 

The data contained within the rail delay compensation claims factsheet and data tables are 

sourced from administrative data submitted by the train operators.   

Methodology 

As part of train operators’ Core Data requirements, train operators provide information on delay 

compensation claims on a periodic (four-weekly) basis.  Core Data is the term ORR uses to 

describe the primary compliance monitoring framework it uses to assess its licensee’s compliance 

with their regulatory obligations in relation to passenger-facing activities. 

The ORR collects number of delay compensation claims closed, received and approved. ORR 

also ask for the percentage of claims responded to within 20 working days as train operators have 

a target to process all delay compensation claims within one month of receipt, as given in 

condition 30.3 of the National Rail Conditions of Travel.  

Definitions 

Volume of claims received 

The volume of delay compensation claims that have been received in the period. At the time of 

publication this data is provisional and subject to change. This is because at the time of reporting 

if there were cases which were yet to be categorised as delay compensation claims, the train 

operator will revise the previous period’s data to reflect the correct volumes received. 

Volume of claims closed 

The volume of delay compensation claims closed within a period. This may include claims closed 

within the period even if they were received in the previous period. If a delay compensation claim 

form contains several claims from a passenger, then each claim should be counted separately. 

For example, if a delay compensation claim contains two claims for delayed trips, then this should 

be counted twice within these statistics. 

Volume of claims approved 

The volume of delay compensation claims which have been approved within the period (i.e. the 

passenger’s claim was successful). This is based on those claims closed within the period. 

Percentage of claims closed within 20 working days 

This is based on those claims closed within a period. For example, if 100 claims were closed in a 

period, the response time would be for those 100 claims closed. 

https://orr.gov.uk/rail/consumers/core-data
https://www.nationalrail.co.uk/National%20Rail%20Conditions%20of%20Travel.pdf
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The percentage of claims closed within 20 working days is calculated on when the claim was 

received by the operator to when the payment was issued for a successful claim, or when the 

claim was rejected for an unsuccessful claim. 

Delay compensation data was first collected from train operators in April 2018 to March 2019. 

ORR’s technical guidance to operators can be seen on the ORR Core Data page (within the 

related documents section).  Delay compensation claims are not considered as complaints, 

though there may be formal complaints made about delay compensation schemes which are then 

included as complaints. Unlike complaints handling, train operators cannot ‘stop the clock’ while 

the operator is waiting for the complainant to provide information to them. 

Type of schemes  

The most popular delay compensation scheme is Delay Repay. Delay Repay is a national scheme 

train operators use to compensate passengers for delays. For those operators using the Delay 

Repay scheme, all ticket types are covered and passengers can make a claim for delay 

compensation whatever the cause of disruption. There are two types of Delay Repay schemes 

available. 

Delay Repay 30 (DR 30): Passengers can claim compensation if the train is delayed by 30 

minutes or more. Passengers delayed between 30 and 59 minutes are entitled to 50% of the cost 

of a single ticket, and if the passenger is delayed by 60 minutes or more, the passenger is entitled 

to a 100% refund of a single ticket. If delayed 120 minutes or more the passenger can claim the 

cost of a return journey if they have a return ticket. 

Delay Repay 15 (DR 15): Passengers can additionally claim compensation if the train is delayed 

by 15 minutes or more. DR 15 allows a passenger to claim 25% of the cost of a single ticket if they 

are delayed between 15 and 29 minutes.  

Other schemes (traditional schemes): A small number of operators run other schemes which 

are different to Delay Repay. Often these schemes have different timeframes to be eligible and 

compensation can vary between each scheme. Compensation may not be available if the delay is 

caused by an event outside the operator’s control. 

Some other train operators offer traditional charter schemes that are specific to that operator, with 

some operators’ offering automated or automatic delay compensation.  

Due to changes in delay compensation schemes and the number of passenger journeys, caution 

is to be taken when comparing between train operators and/or previous years in table 4410. 

For the latest delay compensation schemes each train operators uses, please see the background 

information within the delay compensation factsheet. 

https://orr.gov.uk/rail/consumers/core-data
https://dataportal.orr.gov.uk/statistics/passenger-experience/delay-compensation-claims/
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3. Passenger satisfaction with complaints handling 

Data sources 

ORR survey of passengers' satisfaction with complaints handling. 

Methodology 

After a passenger makes a complaint to a train operator, they are invited to participate in a 

follow up survey by an independent research company, commissioned by ORR, about 

their experience of how the complaint was handled. 

The survey asks questions relating to the complaints process and resulting outcome. The 

complainant is asked to rank their satisfaction with each on a five-point scale or, in some 

instances, to provide a qualitative response via an open text box. This survey allows ORR 

to monitor industry performance over time and improve the transparency of passengers’ 

experiences. 

The responses to the survey vary by each train operator and do not necessarily reflect the 

volume of complaints closed by each train operator. Therefore, the national results have 

been weighted by complaint volumes: weighting helps to ensure the results from the 

survey are representative of complaints received by train operators. The weights are 

produced by calculating an operators’ percentage of overall responses to the passenger 

satisfaction survey and dividing by the percentage of all complaints that an operator is 

responsible for. Weighting is done every railway period and the periodic weight values are 

then apportioned into quarters/annual. 
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Historical background 

Prior to 2010:  

The Department for Transport (DfT) were responsible for enforcement of the Complaints 

Handling Procedure Licence.  As part of this DfT were responsible for the collection and 

quality assurance of complaints data from train operators, and ORR were responsible for 

publishing the data. 

During 2012:  

ORR took over responsibility from the DfT for the collection and quality assurance of 

complaints data from train operators. 

April 2012 to March 2013:  

ORR took over the responsibility for the Complaints Handling Procedures licence from DfT 

April 2013 to March 2014: 

Complaint categories were expanded to mostly align with the National Rail Passenger 

Survey.  

April 2015 to March 2016: 

Complaint categories on complaints handling and accessibility were expanded. 

April 2016 to March 2017:  

Complaint categories on delay compensation was introduced. 

ORR issued new data collection guidance to train operators. 

Passenger satisfaction with complaints handling survey published for the first time. 

ORR published its first annual consumer report. 

April 2018 to March 2019: 

Complaint categories on accessibility was expanded. 

The Rail Ombudsman started during November 2018. 

April 2018 to March 2019:  

Delay compensation statistics published for the first time. 

April 2020 to March 2021:  

The impact of the coronavirus (COVID-19) pandemic on rail usage meant that passenger 

journeys were no longer a suitable normaliser to calculate complaint rates for each 

operator. Therefore, we did not publish complaint rates per 100,000 passenger journeys 

https://www.orr.gov.uk/sites/default/files/om/reference-guide-orr-core-data-compliance-monitoring.pdf
https://www.orr.gov.uk/monitoring-regulation/rail/passengers/annual-rail-consumer-report
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between April 2020 and March 2021 and instead published complaint volumes for 

individual operators. 

April 2021 to March 2022:  

As rail usage began to increase from April 2021 we resumed publication of complaint rates 

per 100,000 passenger journeys. However, the rate of recovery varied between individual 

operators so we continued to publish volumes of complaints to provide greater context. 

 

Prior to 2010, the Department for Transport (DfT) was responsible for collecting complaints 

data from each of the franchised train operators before supplying the information to ORR 

for publication in National Rail Trends. Following an agreement with DfT, ORR took 

responsibility for collecting the complaints data directly from the train operators. For further 

information on the transfer of responsibility, please see the project initiation document.  

 

Since the transfer of responsibility for data collection and licences, ORR worked with the 

train operators to improve quality and the breadth of data collected on complaints 

handling. This included the collection of new complaint categories and further discussions 

on definitions and quality assurance on the data provided by operators.  

 

In 2011, ORR was asked to publish more disaggregated complaints data by the Prime 

Minister in his letter on transparency and open data. As part of this process, from 2013, 

the list of complaint categories was extended to align with the Transport Focus National 

Rail Passenger Survey (NRPS) categories, helping to create a consistent industry wide set 

of complaints categories which will allow users of the statistics to directly track complaints 

data with NRPS satisfaction scores. 

During 2013 ORR took over the responsibility for the Complaints Handling Procedures 

(CHPs) and Disabled People’s Protection Polices (DPPPs) (in 2019 updated to Accessible 

Travel Policies (ATPs)) from DfT. To monitor these licences, ORR agreed with the train 

operators a set of data to monitor compliance known as the submission of ‘Core Data’.   

In April 2015 to March 2016, the complaint categories for accessibility issues and 

complaints handling were further disaggregated into several more detailed categories so 

that complaints regarding specific issues such as the speed of response time to 

complaints and the lack of facilities for disabled people could be monitored. This was part 

of wider work being undertaken by ORR to monitor the compliance by train operators with 

Complaints Handling Procedures (CHPs) and Accessible Travel Policies (ATPs). For April 

2016 to March 2017, further categories were added to monitor the volume of complaints 

received regarding delay compensation schemes. For April 2017 to March 2018, further 

https://orr.gov.uk/rail/consumers/core-data/background
https://www.gov.uk/government/news/letter-to-cabinet-ministers-on-transparency-and-open-data
https://orr.gov.uk/rail/licensing/licensing-the-railway/complaints-handling-procedures
https://orr.gov.uk/rail/licensing/licensing-the-railway/accessible-travel-policy
https://orr.gov.uk/rail/licensing/licensing-the-railway/accessible-travel-policy
https://orr.gov.uk/rail/licensing/licensing-the-railway/complaints-handling-procedures
https://orr.gov.uk/rail/licensing/licensing-the-railway/accessible-travel-policy
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accessibility complaint categories were added following consultation with the train 

operators. 

Since June 2016, ORR has published an annual rail consumer report.  The report  focuses 

on the performance of train companies and Network Rail in the consumer areas ORR 

regulates. Also highlighting the work that ORR has undertaken throughout the year to 

protect the interests of rail passengers. 

Introduction of the Rail Ombudsman 

Passengers are able to appeal any decision made by an operator in respect to their 

complaint. From 26 November 2018, the Rail Ombudsman was started to provide a 

passenger service for unresolved customer complaints within the rail industry. As a result 

of this new process from November 2018, many appeals are now being dealt with by the 

Rail Ombudsman instead of Transport Focus or London TravelWatch.   

Prior to the introduction of the Rail Ombudsman train operators were required to sign-post 

complainants on their second substantive response to either Transport Focus or London 

TravelWatch.   

Since the introduction of the Rail Ombudsman, complainants are now required to receive a 

deadlock letter from the train operator.  The train operator will issue a deadlock letter when 

the complaint cannot be resolved, or the complaint has not been resolved from 8 weeks 

since the train operator first received the complaint.   

The Rail Ombudsman will review the complaint to see whether the complaint is in or out of 

scope. If the complaint falls out of scope for the Rail Ombudsman, the complaint is then 

forwarded to London TravelWatch or Transport Focus. The type of complaints which are 

out of scope for the Rail Ombudsman are mainly to do with the train operator’s policy or a 

penalty fare appeal, or if the appeal was received prior to the launch of the Rail 

Ombudsman. 

https://www.orr.gov.uk/monitoring-regulation/rail/passengers/annual-rail-consumer-report
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Relevance to users 

The degree to which the statistical product meets the user needs in both coverage and 

content. 

Some of the users and uses of our complaints statistics are as follows: 

User Description of how the data may be used 

Train 

operators 

Train operators use their customer relations management systems to 

manage the handling and response to customer claims and delay 

compensation claims. Train operators use these systems to submit their 

complaints data to ORR.   

Train operators use the published data to make comparisons to other 

train operators and to provide transparency to their customers. 

Office of Rail 

and Road 

(ORR) 

These data are used internally at ORR to monitor train operators’ 

obligations to passengers in relation to their CHP and ATP licenses. 

This includes the escalation of issues if train operators, for example, are 

not responding to complaints within regulated targets. It is also used to 

inform policy decisions on operators’ consumer-facing activities. 

Department 

for Transport 

(DfT) 

The data informs policy at DfT regarding the handling of complaints in 

the industry at train operator level and for the industry as a whole, as 

well as for planning and monitoring purposes. 

Rail 

passengers 

Complaints and appeals data are key measures of rail service 

satisfaction. Users interested in rail satisfaction can also compare other 

datasets available such as the National Rail Passenger Survey (NRPS). 

The published statistics provides transparency and accountability to rail 

passengers about their handling of complaints. Unlike other system-

based measures, the number of complaints reflects direct feedback 

from passengers. 

“Inquiring 

citizen” 

This group of users may want to access the data for unbiased facts on 

rail complaints and satisfaction. These users may want to use our 

interactive tools, infographics and clear high-level summaries to help 

make informed decisions. 

https://www.transportfocus.org.uk/research-publications/research/national-passenger-survey-introduction/
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User Description of how the data may be used 

Technical 

users 

Technical users will often want to use the data published within our data 

tables. Data tables for all releases are available free of charge on the 

data portal. 

“Information 

foragers” 

These users will often want local data about their rail journey. They 

often want official data from reliable sources with a clear methodology 

they can trust. The data portal is presented by theme in order to see 

data organised in a structured way and therefore make it easily 

accessible. 

 

User satisfaction 

ORR’s last user survey took place from mid-January to mid-April 2020.  The aim of the 

survey was to gather feedback on ORR’s new data portal; this incudes statistical releases, 

data tables and other supplementary material.  There were 42 responses to the survey.  

ORR created an implementation plan following the 2020 user survey.  

More detailed information on users of ORR statistics and meeting the needs of users is 

available on our user engagement webpage. 

Pausing the complaint while waiting for a response 

For April 2020 to March 2021, we asked train operators how they currently use ‘stop the 

clock’. Most of the responses we received stated that the main reason for putting the 

complaint on hold was related to complaints regarding specific journeys, where the 

customer did not include information about their journey which was needed to provide a 

full substantive response (e.g. when they travelled, what service they used). Other reasons 

included operators awaiting confirmation of the customers preferred compensation method 

(e.g. via paypal, card or cheque) or evidence of tickets/receipts in order to pay out 

compensation.  

We also asked the average time complaints were put on hold by operators. Of the 

operators who were able to provide an average, 80% provided an average of less than 5 

working days (some of which also mentioned that some customers take much longer than 

this to reply - e.g. 28 working days in some instances). The highest average given was 

15.9 working days. 

Based on the responses we received, operators’ use of ‘stop the clock’ ranged from as low 

as 0% to as high as 42% of all complaints. 

https://dataportal.orr.gov.uk/media/1750/user-engagement-survey-results-2020.pdf
https://dataportal.orr.gov.uk/media/1834/implementation-plan.pdf
https://dataportal.orr.gov.uk/user-engagement/
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Accuracy and reliability 

The proximity between an estimate and the unknown true value. 

Rail passenger complaints and delay compensation claims 

An independent audit of this data was carried out in April 2018. The audit reviewed the 

ORR processes and controls over the quality and robustness of data. The following were 

recommended as important improvements: 

Recommendation ORR action 

Based on a cost/benefit analysis, ORR should 

consider whether train operators should be 

asked to provide source information to support 

the data provided during the data collection 

process or develop an audit programme to 

review the data collation and validation 

processes within the train operators. 

This recommendation will be 

incorporated into the programme to 

improve ORR’s quality assurance 

practices: specifically data assurance 

where deemed appropriate and 

proportionate. 

As planned, ORR should ensure that the data 

provided by the train operators is formally 

signed off by an appropriate individual within the 

train operators. 

Complete: Data sign-offs can be 

viewed here (under ORR core data 

compliance reporting): 

https://orr.gov.uk/rail/consumers/core-

data 

 

A number of good practices were highlighted: 

● Clearly defined roles and responsibilities within ORR teams for data collation, 

validation, and reporting; 

● Ongoing communication with train operators (workshops and email correspondence); 

● Guidance provided to train operators outlining the type of data required, reporting 

timeframes and format; 

● Use of a standardised data collection template; 

● Use of data validation software to identify instances of data incompleteness and 

movements against trend. 

https://orr.gov.uk/rail/consumers/core-data
https://orr.gov.uk/rail/consumers/core-data
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Passenger satisfaction with complaints handling 

The following table shows the margin of error (95% confidence interval) for the April 2021 

to March 2022 passenger satisfaction with complaints handling data. As the passenger 

satisfaction with complaints handling is based on a survey, the margin of error tells you 

how many percentage points the results will differ from the real population value.  

TOC Passenger 
satisfaction 
responses, 
April 2021 to 
March 2022 

Complaint 
volumes, 
April 2021 to 
March 2022 

Net 
satisfaction 
for outcome 
of complaint 
(%) 

Margin of 
error 

Avanti West Coast  7,588   35,291  25.3% +/- 1.0% 

c2c  777   6,565  36.4% +/- 3.3% 

Caledonian Sleeper  278   996  38.5% +/- 5.0% 

Chiltern Railways  359   2,292  16.2% +/- 4.8% 

CrossCountry  946   9,394  43.8% +/- 3.0% 

East Midlands Railway  1,824   11,080  22.2% +/- 2.1% 

Govia Thameslink 
Railway 

 2,385   29,392  18.8% +/- 1.9% 

Grand Central  193   1,122  47.2% +/- 6.4% 

Great Western Railway  6,428   26,815  20.1% +/- 1.1% 

Greater Anglia  3,587   18,116  36.9% +/- 1.5% 

Heathrow Express  65   376  21.5% +/- 11.1% 

Hull Trains  302   1,264  28.1% +/- 4.9% 

London North Eastern 
Railway 

 4,138   19,810  41.3% +/- 1.4% 

Lumo  272   1,219  21.3% +/- 5.2% 

Merseyrail  290   1,415  15.9% +/- 5.1% 

Northern Trains  2,155   14,379  25.9% +/- 1.9% 

ScotRail  2,456   14,850  21.4% +/- 1.8% 

South Western 
Railway 

 4,806   28,124  38.0% +/- 1.3% 

Southeastern  2,290   18,247  33.4% +/- 1.9% 

TfW Rail  1,209   13,808  18.4% +/- 2.7% 

TransPennine Express  2,371   9,651  15.5% +/- 1.7% 

West Midlands Trains  428   17,034  36.4% +/- 4.7% 

Great Britain/All TOCs 45,147 281,240  28.9% +/- 0.4% 

 

London Overground and TfL Rail did not take part in the latest year’s survey. Therefore, 

the total number of complaints shown in the table above (281,240) differs from the total 

number of complaints in Great Britain during April 2021 to March 2022 (282,537).  
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Response rate 

The table below shows the response rate to the survey for all operators. 

 

Financial year 
Passenger satisfaction 
with complaints 
handling responses 

Complaints 
closed 

Response 
rate 

April 2016 to March 2017 29,606 540,374 5.5% 

April 2017 to March 2018 41,789 506,748 8.2% 

April 2018 to March 2019 3,896 536,272 0.7% 

April 2019 to March 2020 54,573 534,882 10.2% 

April 2020 to March 2021 17,476 133,003 13.1% 

April 2021 to March 2022 45,147 282,537 16.0% 

 

Data coverage 

The data presented in this release are for mainline operators in Great Britain, excluding 

London Overground and TfL Rail, who did not take part in the latest survey.  The data do 

not include Eurostar, London Underground, light rail, heritage and charter services.   

Network Rail complaints data is available within ORR’s Annual Rail Consumer report. 

Quality assurance 

The data supplied are subject to extensive quality assurance processes by ORR, including 

a suite of validation checks to ensure the data meets the required specification and is in 

line with previous trends. ORR publish a list of quality assurance checks done within its 

ORR Core Data guidance (see Annex B of the Core Data guidance). 

ORR carry out periodic (four-weekly) quality assurance checks on all Core Data submitted 

by train operators. Any arising issues are raised with the data suppliers who must explain 

or correct the data, and then re-submit. Explanations from the data suppliers regarding 

data anomalies can be included within our commentary to explain the data and trends. 

ORR keep a comprehensive log of data issues and corrections that have arose throughout 

the year. 

ORR have built a good working relationship with the train operators to assist with this 

communication on data supply and they are encouraged to raise concerns or anomalies at 

an early stage. A consultation with data suppliers is held every January where the 

operators can raise issues and give feedback on proposals for the next year’s data 

collection. Following this consultation, feedback from operators is considered and 

guidance for the collection of data is then published. The operators are required to officially 

https://www.orr.gov.uk/monitoring-regulation/rail/passengers/annual-rail-consumer-report
https://orr.gov.uk/statistics/published-stats/core-data
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sign-off that their data returns will follow ORR guidance, as published in the ‘ORR core 

data compliance reporting’ section, whilst also highlighting any data quality issues which 

may impact on this.  

These data are then prepared for publication. The process includes quality assuring the 

tables and charts produced and providing supporting commentary regarding the key 

trends, methodology and quality measures. These reports are subject to peer review. The 

final stage of the quality assurance process is a sign off by the statistics Head of 

Profession confirming the data meets the quality standards and are fit for publication.  

Revisions policy 

ORR’s statement on orderly release and revisions policy outlines ORR’s revision policy. 

Details of any revisions are available in the revisions log. Further information on revisions 

and data series breaks can also be found in the data tables. 

 

https://www.orr.gov.uk/monitoring-regulation/rail/passengers/complaints-compensation/core-complaints-data
https://www.orr.gov.uk/monitoring-regulation/rail/passengers/complaints-compensation/core-complaints-data
https://dataportal.orr.gov.uk/media/1410/statement-orderly-release-and-revisions-policy-2019.pdf
https://dataportal.orr.gov.uk/footer/revisions-log/
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Timeliness and punctuality 

Timeliness refers to the time gap between publication and the reference period. 

Punctuality refers to the gap between planned and actual publication dates. 

At the end of each rail period, train operators are given 15 working days to provide their 

submission of Core Data to the ORR. 

Once train operators submit their Core Data, ORR plan two weeks to quality assure it. Any 

issues are raised with the data suppliers who must provide valid reasons or correct the 

data and re-submit.  

As dates in rail periods do not directly correspond to dates in quarters, some 

apportionment is made to convert periodic data into quarterly data, as detailed in the 

methodology section above. This may mean in some cases the quarterly data cannot be 

calculated until 6-7 weeks after the end of the quarter. Generally, these statistics are 

published two to three months after the end of the quarter. 

The publication schedule available on the data portal outlines the publication dates for 

National Statistics quarterly and annual statistical releases and other official statistics up to 

12 months in advance. 

ORR is committed to releasing its statistics in an open and transparent manner that 

promotes confidence. 

https://dataportal.orr.gov.uk/publication-dates-for-statistics/
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Accessibility and clarity 

Accessibility is the ease with which users are able to access the data, also reflecting the 

format in which the data are available and the availability of supporting information. Clarity 

refers to the quality and sufficiency of the metadata, illustrations and accompanying 

advice. 

Statistics need to be presented in a clear and understandable form. All our rail statistics 

data tables can be accessed free of charge on our data portal. Commentary about the 

statistics and trends are provided in the statistical releases. Interactive dashboards 

(PowerBI) are also available. 

Our data portal and its content meet the accessibility standards of the Public Sector 

Bodies Website Accessibility Regulations. We support our users by providing the 

information they need in a way that is clear and accessible. Our statistical releases use 

plain language, and any technical terms, acronyms and definitions are clearly defined and 

explained when this is appropriate, to ensure that the statistics can be used effectively. 

Our data tables are available at the highest level of detail that is practical and in accessible 

formats. All data tables are available in OpenDocument Spreadsheet (.ods) format. We 

can also provide data in csv format on request.  

Please see our accessibility statement for further details, including any non-accessible 

content. 

Data tables 

All tables associated with these releases can be found under the Data tables heading at 

the bottom of the Passenger rail service complaints, Passenger satisfaction with 

complaints handling and Delay compensation claims pages. 

Passenger rail service complaints 

● Complaints per 100,000 journeys  – Table 4110 

● Complaints per 100,000 journeys by operator –Table 4113 

● Complaints categories – Table 4130 

● Complaints categories by operator – Table 4133 

● Complaints responded to within 10 and 20 working days by operator – Table 4153 

● Praise rate per 100,000 journeys by operator – Table 4123 

● Complaints by contact method and operator – Table 4143 

● National Rail Enquiries telephone service – Table 4180 

https://dataportal.orr.gov.uk/
https://www.legislation.gov.uk/uksi/2018/852/contents/made
https://www.legislation.gov.uk/uksi/2018/852/contents/made
https://dataportal.orr.gov.uk/footer/accessibility-terms-conditions/
https://dataportal.orr.gov.uk/statistics/passenger-experience/passenger-rail-service-complaints/
https://dataportal.orr.gov.uk/statistics/passenger-experience/passenger-satisfaction-complaints-handling/
https://dataportal.orr.gov.uk/statistics/passenger-experience/passenger-satisfaction-complaints-handling/
https://dataportal.orr.gov.uk/statistics/passenger-experience/delay-compensation-claims/
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● Appeals closed by Transport Focus and London TravelWatch – Table 4160 

● Appeals closed by Transport Focus and London TravelWatch by operator – Table 4163 

 

Passenger satisfaction with complaints handling 

● Passenger satisfaction with complaints handling by operator – Table 4170 

● Passenger satisfaction with complaints handling by operator – Table 4174 

 

Delay compensation claims 

● Delay compensation claims – Table 4410 

 



 

 
 
 
 
 

25 

Coherence and comparability 

Coherence is the degree to which data that are derived from different sources or methods, 

but refer to the same topic, are similar. Comparability is the degree to which data can be 

compared over time and domain. 

Rail Ombudsman: 
 

The Rail Ombudsman provide a service to help sort out unresolved customer complaints 

about service providers within the rail industry. The Rail Ombudsman publish quarterly 

statistical reports which show how many complainants have escalated their complaint to 

the Ombudsman. 

  

Department for Transport: 
 

The Department for Transport (DfT) have published compensation amounts paid by train 

operators to passengers since April 2009 to March 2010. The DfT figures are not directly 

comparable to statistics published by ORR as the DfT compensation figures also include 

discretionary compensation payments made following complaints of poor service.  DfT 

have previously published research on rail delays and compensation. 

 

National Rail Passenger Survey: 

Transport Focus’ National Rail Passenger Survey provides a network-wide picture of 

passengers’ satisfaction with rail travel. Passenger opinions of train services are collected 

twice a year from a representative sample of journeys. The latest survey available is the 

spring 2020 report which was published on 2 July 2020. Due to the impact of the pandemic 

and reduced passengers using the railway the survey was paused. Since May 2020 

Transport Focus have undertaken a weekly survey exploring people’s recent travel 

behaviour. 

https://www.railombudsman.org/about-us/documents/
https://www.railombudsman.org/about-us/documents/
https://www.railombudsman.org/about-us/documents/
https://www.gov.uk/government/publications/train-operating-companies-passengers-charter-compensation
https://www.gov.uk/government/publications/train-operating-companies-passengers-charter-compensation
https://www.gov.uk/government/publications/rail-delays-and-compensation-2018
https://www.transportfocus.org.uk/insight/national-rail-passenger-survey/
https://www.transportfocus.org.uk/home/coronavirus-latest/coronavirus-insight/
https://www.transportfocus.org.uk/home/coronavirus-latest/coronavirus-insight/
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Length of comparable time series 

Passenger rail service complaints 

Measures Start of time series Any break in time series 

Complaints closed by 

operator (table 4100) 

April to March 2016 From October to December 

2016 (Caledonian Sleeper 

only) 

Complaints per 100,000 

journeys (table 4110) 

April 1998 to March 1999 From April 2015 to March 

2016 

From April 2016 to March 

2017 (non-franchised only) 

Complaints per 100,000 

journeys by operator (table 

4113) 

January to March 2008 From April 2015 to March 

2016 

From April 2016 to March 

2017 (Heathrow Express 

only) 

Complaint categories (table 

4130) 

January to March 2008 Between January to March 

2013 to January to March 

2016 

From January to March 

2016 

Complaint categories by 

operator (table 4133) 

April to June 2010 Between January to March 

2013 to January to March 

2016 

From January to March 

2016 

Complaints responded to 

within 10 and 20 working 

days by operator (table 

4153) 

January to March 2008 From January to March 

2016 
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Measures Start of time series Any break in time series 

Complaints by contact 

method and operator (table 

4143) 

April to June 2010 From January to March 

2016 

National Rail Enquiries 

telephone service (table 

4180) 

July to September 1997 - 

 

Delay compensation claims 

Measures Start of time series Any break in time series 

Delay compensation claims 

(table 4410) 

April 2018 to March 2019 - 

 

Passenger satisfaction with complaints handling 

Measures Start of time series Any break in time series 

Passenger satisfaction with 

complaints handling (table 

4170) 

April 2016 to March 2017 - 

Passenger satisfaction with 

complaints handling by 

operator (table 4174) 

April 2016 to March 2017 - 
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