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Background 
 

T is fa ts eet    tai s 

i f rmati      delay 

  mpe sati    laims made by 

passe gers    rail servi es i  

Great Britai . T ese statisti s 

   tai : 

 Delay   mpe sati    laim 

v lumes (re eived a d 

 l sed per rail peri d); 

 T e resp  se rate  f t  se 

 laims  l sed; 

 T e v lume  f t  se  laims 

 l sed w i   were appr ved. 

 

All tables ass  iated wit  t is 

release  a  be f u d u der data 

tables    t e delay 

  mpe sati   page 

There were   3 million delay compensation claims closed by 

train operators in 20 9-20   This is an increase of       

compared to 20 8- 9     

At t e e d  f   1 -1 , a d t r ug  ut   1 -  , a  umber  f trai  

 perat rs m ved t  t e Delay Repay 15 (DR15)   mpe sati   

s  eme.  T e swit   t  DR15 mea s t e t res  ld t   laim 

  mpe sati   is l wer (15 mi utes), w ereas previ usly it was 3  

mi utes i  m st  ases, t eref re m re passe gers were eligible t  

 laim delay   mpe sati  .   

Figure    Delay compensation claims closed, Great Britain, 

20 8- 9 and 20 9-20 

      

  1 -     a ge    

  1 -1  
5,334,580 6,272,112 

2018-19 2019-20

Overall, 98     f delay   mpe sati    laims were  l sed wit i  

   w rki g days i    1 -  .  T is is 3.  per e tage p i ts (pp) 

 ig er t a    1 -1 . 

Figure 2  Delay compensation claims response within 20 

working days, Great Britain, 20 8- 9 and 20 9-20 

Of t  se  laims  l sed, 84 2   f  laims were appr ved by trai  

 perat rs i    1 -  .  T is is  .6 pp  ig er t a    1 -1 . 

Delay   mpe sati    laims made i    1 -   P13 may  ave bee  affe ted 

by t e   r  avirus (C vid-1 ) pa demi . T e impa t    statisti s 

prese ted i  t is fa ts eet is small give  t e  umber  f days affe ted up t  

t e e d  f Mar       . We expe t t  see a m re   ti eable impa t i  t e 

 ext statisti al release   veri g     - 1 P1-4 (1 April-  5 July     ).  

Responsible Statistician: C rist p er Casa  vas  

Public Enquiries: E-mail: rail.stats@ rr.g v.uk      Media Enquiries: Tel:    7        4  

Website:  ttps://datap rtal. rr.g v.uk/ 

Definitions  

Volume of claims closed: 

T e  laim is  l sed w e  t e 

trai   perat r issues payme t 

f r a su  essful  laim  r w e  

t e passe ger was i f rmed 

t at t eir  laim was reje ted.  
 

Claims closed within 20 

working days (percentage): 

ORR use    w rki g days as a 

pr xy f r t e   e m  t  target 

referred t  i  t e Nati  al Rail 

C  diti  s  f Carriage. 
 

Volume of claims approved: 

T e v lume  f delay 

  mpe sati    laims  l sed 

w ere t e passe gers  laim  as 

bee  su  essful a d appr ved. 
 

Rail delay compensation claims 
20 9-20 factsheet 

Publication date: 25 June 2020 

Next publi ati   date:    O t ber      

https://dataportal.orr.gov.uk/statistics/passenger-experience/delay-compensation-claims/
https://dataportal.orr.gov.uk/statistics/passenger-experience/delay-compensation-claims/
https://dataportal.orr.gov.uk/statistics/passenger-experience/delay-compensation-claims/
https://dataportal.orr.gov.uk/statistics/passenger-experience/delay-compensation-claims/
mailto:Rail.Stats@orr.gov.uk
https://dataportal.orr.gov.uk/
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Delay compensation claim volumes and response times 

 T ere were 6.3 milli   delay   mpe sati    laims  l sed by trai   perat rs i   1 -  . 

T is is 17.6%  ig er t a    1 -1 , w ere 5.3 milli    laims were  l sed. 

 Nati  ally   .6%  f  laims were  l sed wit i     w rki g days i    1 -  .  T is is 3.  

per e tage p i ts  ig er t a    1 -1 , w ere t e resp  se rate was  5.4%. 

Figure 3  Volume of delay compensation claims closed and response rate within 20 

working days by rail period, Great Britain, 20 8- 9 P  to 20 9-20 P 3 
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Volume of claims closed Response rate within 20 working days

A number of 
train operators 

moved to
DR15

May 2018 timetable change 
caused a spike in claims

Note: A ‘rail period’ is normally 28 days, or four weeks, for business reporting purposes and there are 13 rail periods in a 

financial year starting on 1 April.  

Delay   mpe sati   data was first   lle ted fr m trai   perat rs at t e start  f   1 -1 .  T e 

v lume  f delay   mpe sati    laims remai ed fairly stable duri g   1 -1 , apart fr m a  

i  rease betwee  rail peri ds 3 a d 5. T is i  rease was due t  t e timetable   a ge       May 

  1  (e d  f rail peri d  ) w ere 46%  f trai  times were   a ged fr m t e previ us timetable. 

T is resulted i  disrupti   f r several weeks after t e timetable was impleme ted.  

At t e e d  f   1 -1 , a d t r ug  ut   1 -  , a  umber  f trai   perat rs swit  ed t  t e 

Delay Repay 15 (DR15)   mpe sati   s  eme. T e swit   t  DR15 mea s t e t res  ld t 

 laim   mpe sati   is l wer (15 mi utes), w ereas previ usly it was 3  mi utes i  m st  ases, 

t eref re m re passe gers were eligible t   laim delay   mpe sati  .   

ORR trai  pu  tuality statisti s s  w t at  ati  ally   .4%  f re  rded stati   st ps were arrived 

at early  r wit i  15 mi utes after t e s  eduled arrival time i    1 -  .  T is is similar t  t e 

  .3%  f st ps arrived at wit i  15 mi utes f r   1 -1 . 

Train operators who Northern TfW Rail Great Western East Midlands Avanti West Coast 
have changed to Railway and Railway and (P10 2019-20) 

(P10 (P11 
DR15  within the Greater Anglia Southeastern 

2018-19) 2018-19) TransPennine time series 

https://orr.gov.uk/rail/consumers/inquiry-into-may-2018-network-disruption
https://dataportal.orr.gov.uk/statistics/performance/passenger-rail-performance/
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Delay compensation claim volumes by train operator 

Comparisons between train operators should be treated with caution   T is is be ause t e  umber  f trai  

j ur eys  perated by ea   trai   perat r varies a d due t  t e differe t s  emes ea   trai   perat r ru s.  
 

A  umber  f train operators have changed delay compensation scheme since last year.  T eref re t e per e tage 

  a ge   mpared t  last year s  uld be treated wit   auti  . 

 Ma y trai   perat rs w   m ved t  DR15 i  t e past year  ave experie  ed a large 

per e tage i  rease i  delay   mpe sati    laims i    1 -     mpared t    1 -1 .  T e 

swit   t  DR15 mea s t e t res  ld t   laim   mpe sati   is l wer (15 mi utes) t a  it 

was previ usly, s  t eref re m re passe gers were wit i  t e t res  ld t   laim 

  mpe sati  .   

Figure 4  Volume of delay compensation claims closed, Great Britain, 20 9-20 

73,421

175,939

535,162

381,130

19,704

10,166

247,507

9,713

364,689

593,721

584,426

559,883

166,553

24,561

10,365

11,732

453,020

755,515

17,493

117,004

1,139,323

988

20,097

221

156

140

135

98

81

57

50

48

39

35

24

20

17

12

10

9

-1

-6

-18

-27

-27

-55

-1000 -500 0

0 200 ,000 400 ,000 600 ,000 800 ,000 1,0 00,000 1,2 00,000 1,4 00,000 1,6 00,000 1,8 00,000 2,0 00,000

TfW Rail*

East Midlands Railway *

West Midlands Trains

Great Western Railway *

London Overground

Caledonian Sleeper

TransPennine Express *

TfL Rail

Northern Trains*

Greater Anglia*

Avanti West Coast *

Southeastern *

CrossCountry

Chiltern Railways

Heathrow Express

Grand Central

London North Eastern Railway

South Western Railway

Hull Trains

ScotRail

Govia Thameslink Railway

Merseyrail

c2c

% change on 
2018-19

Delay compensation claims volumes,  
2019-20

Notes:  

* i di ates t e trai   perat r  as swit  ed t  DR15 s  eme at s me p i t si  e t e time series bega  i    1 -1 . 

1).  Ava ti West C ast   a ged fr m DR3  s  eme t  DR15 fr m   1 -   P1 . 

 ).  East Midla ds Railway   a ged fr m DR3  t  DR15 fr m   1 -   P6. 

3).  Greater A glia   a ged fr m DR3  t  DR15 fr m   1 -   P1. 

4).  Great Wester  Railway   a ged fr m a traditi  al delay   mpe sati   s  eme t  DR15 fr m   1 -   P1. 

5).  N rt er  Trai s   a ged fr m DR3  t  DR15 fr m   1 -1  P1 . 

6).  S ut easter    a ged fr m DR3  s  eme t  DR15 fr m   1 -   P6. 
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Delay compensation claims closed per  00,000 journeys 

 Nati  ally t ere were 35  delay   mpe sati    laims  l sed per 1  ,    j ur eys i    

  1 -  , t is represe ts a  1 .5% i  rease   mpared t    1 -1  (3    laims per 

1  ,    j ur eys i    1 -1 ). 

Figure 5: Volume of delay compensation claims closed per  00,000 journeys by train 

operator, Great Britain, 20 9-20 
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Source: Trai   perat rs a d rail j ur eys data s ur ed fr m ORR’s Passe ger Rail Usage statisti al release.  

Notes:  * i di ates t e trai   perat r  as swit  ed t  DR15 s  eme at s me p i t si  e t e time series bega  i    1 -
 1 .  See t e previ us page f r furt er i f rmati  . 

Factors which influence whether passengers claimed compensation  

Price of ticket: T e  ig er t e pri e  f a ti ket, t e m re likely a passe ger  laimed delay 

  mpe sati  .  T e resear   f u d t at 5 %  f passe gers w   paid  ver £4   laimed   mpe sati  , 

  mpared t   5% w e  t e ti ket was £5  r less.  
 

Multiple delays:  Passe gers w   experie  ed multiple delays were m re likely t   laim.  Overall , 

4 %  f passe gers w   did   t  laim stated t at t e delay was t e   ly   e t ey   uld re all 

experie  i g i  t e past six m  t s   mpared t  33%  f passe gers w    laimed.  
 

Journey delay:  T e l  ger t e delay, t e m re likely t e passe ger was t   laim   mpe sati  .    

Overall 1 %  f t  se surveyed  laimed   mpe sati   f r delays betwee  15 t     mi utes.  T e  laim 

rate i  reased substa tially w e  t e passe ger was delayed l  ger t a  45 mi utes (47%  f passe gers 

 laimed w e  delayed betwee  46 a d 6  mi utes). 
 

Business users:  Passe gers travelli g    busi ess were m re likely t   laim   mpe sati   

  mpared t    mmuters  r leisure users.  T e resear   s  wed 43%  f busi ess users  laimed delay 

  mpe sati     mpared t  3 %  f   mmuters a d 3 %  f leisure passe gers.  

 

T e Departme t f r Tra sp rt (DfT) publis ed resear      rail delays a d   mpe sati   i  O t ber 

  1 .  T e resear   s  wed fa t rs w i   i flue  ed passe gers de isi   t   laim   mpe sati   f r 

t eir m st re e t eligible delay .  Key areas  ave bee  summarised bel w: 

https://www.gov.uk/government/publications/rail-delays-and-compensation-2018
https://dataportal.orr.gov.uk/statistics/usage/passenger-rail-usage/
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Delay compensation claim response rate by train operator 

Figure    Delay compensation claims response rate within 20 working days, Great Britain,   

20 9-20 

Overall,   .6%  f delay 

  mpe sati    laims were 

 l sed wit i     w rki g days 
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T ere were     ut  f  3 trai  
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i  reased  r mai tai ed t eir 

resp  se rate wit i     

w rki g days i    1 -   

  mpared t  last year, wit  3 

 perat rs  avi g a l wer 

resp  se rate   mpared t  

last year.  
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Delay compensation claim approval rate by train operator 

Overall,  4. %  f delay 

  mpe sati    laims were 

appr ved by trai   perat rs i  

  1 -  . 

T ere were 13  ut  f  3 trai  

 perat rs w i   eit er 

i  reased  r mai tai ed t eir 

appr val rate wit i     

w rki g days i    1 -   

  mpared t  last year, wit  1  

 perat rs  avi g a l wer 

appr val rate   mpared last 

year.  

Figure    Delay compensation claims approval rate, Great Britain,  20 9-20  
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Trai   perat rs  ave a target t  

pr  ess delay   mpe sati   

 laims wit i    e m  t   f re eipt. 

T is is spe ified i     diti   33.  

 f t e Nati  al Rail C  diti  s  f 

Travel (NRC T). 

 

https://www.nationalrail.co.uk/times_fares/46427.aspx
https://www.nationalrail.co.uk/times_fares/46427.aspx
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Background information 

Type of schemes: T e m st p pular delay 

  mpe sati   s  eme is Delay Repay. Delay Repay 

is a  ati  al s  eme trai   perat rs use t  

  mpe sate passe gers f r delays. F r t  se 

 perat rs usi g t e Delay Repay s  eme, all ti ket 

types are   vered a d passe gers  a  make a 

 laim f r delay   mpe sati   w atever t e  ause  f 

disrupti  . T ere are tw  types  f Delay Repay 

s  emes available: 

 

Delay Repay 30 (DR30): Passe gers  a   laim 

  mpe sati   if t e trai  is delayed by 3  mi utes  r 

m re. Passe gers delayed betwee  3  a d 5  

mi utes are e titled t  5 %  f t e   st  f a si gle 

ti ket, a d if t e passe ger is delayed by 6  mi utes 

 r m re, t e passe ger is e titled t  a 1  % refu d 

 f a si gle ti ket. If delayed 1   mi utes  r m re t e 

passe ger  a   laim t e   st  f a retur  j ur ey if 

t ey  ave a retur  ti ket. 

Delay Repay  5 (DR 5): Passe gers  a  

additi  ally  laim   mpe sati   if t e trai  is 

delayed by 15 mi utes  r m re. DR15 all ws a 

passe ger t   laim  5%  f t e   st  f a si gle ti ket 

if t ey are delayed betwee  15 a d    mi utes. 

Eig t trai    mpa ies  perated t is s  eme fr m 

t e begi  i g  f   1 -  , wit  East Midla ds 

Railway, S ut easter  a d Ava ti West C ast 

m vi g t  t is s  eme duri g   1 -  . 

 

Other schemes (traditional schemes): A small 

 umber  f  perat rs ru   t er s  emes w i   are 

differe t t  Delay Repay. Ofte  t ese s  emes  ave 

differe t timeframes t  be eligible, a d 

  mpe sati    a  vary betwee  ea   s  emes. 

C mpe sati   may   t be available if t e delay is 

 aused by a  eve t  utside t e  perat rs    tr l. 

Delay compensation scheme by train operator 
F r up-t -date i f rmati      delay   mpe sati   s  emes, please see t e trai   perat r’s website  r t e Nati  al 

Rail E quiries website. T e f ll wi g i f rmati   is a  urate as far as ORR k  w at t e time  f publi ati  .  

Train operator 
Delay scheme at end 

of 20 9-20 
Notes 

Ava ti West C ast DR15 
Aut mated ‘  e- li k’   mpe sati      Adva  e ti kets si  e   

De ember   1  

    DR15 Aut mati  DR f r  + mi s at 3p per mi  w e  registered wit  smart ard  

Caled  ia  Sleeper DR3    

C ilter  Railways Traditi  al 
3 + mi utes,  laim  eeds t  be wit i  railway i dustry's    tr l t  get 

  mpe sati   

Cr ssC u try DR3    

East Midla ds Railway DR15 Aut mated ‘  e- li k’   mpe sati      Adva  e si  e 1  August   1  

G via T amesli k Railway DR15 Aut mated ‘  e- li k’   mpe sati      Smart ards si  e July   17 

Gra d Ce tral Traditi  al 
6 + mi utes,  laim  eeds t  be wit i  railway i dustry's    tr l t  get 

  mpe sati   

Great Wester  Railway DR15 Traditi  al C arter    sele ted seas   Ti kets. DR15     t er ti kets 

Greater A glia DR15   

Heat r w Express Delays  f 15+ mi s   

Hull Trai s Traditi  al 3 + mi utes 

L  d   N rt  Easter  Railway DR3    

L  d   Overgr u d Traditi  al 
3 + mi utes,  laim  eeds t  be wit i  Tra sp rt f r L  d  's (TfL) 

   tr l t  get   mpe sati   

Merseyrail Traditi  al 3 + mi utes; spe ial seas   ti ket   lders   mpe sati   

N rt er  Trai s DR15 
Aut mati  DR f r Adva  e ti kets pur  ased fr m  perat r’s website, 

wit  registered details 

S  tRail DR3    

S ut  Wester  Railway DR15 
Aut mated ‘  e- li k’   mpe sati      Smart ards & Adva  e: 31 

Mar     1  

S ut easter  DR15   

TfL Rail Traditi  al 3 + mi utes,  laim  eeds t  be wit i  TfL's    tr l t  get   mpe sati   

TfW Rail DR15   

Tra sPe  i e Express DR15  Aut mated ‘  e- li k’   mpe sati      Adva  e: 1 July   1  

West Midla ds Trai s DR15   

For information on the methodology and quality of these statistics, please see the methodology and quality report.  

https://dataportal.orr.gov.uk/media/1402/passenger-rail-service-complaints-quality-report.pdf
https://www.nationalrail.co.uk/default.aspx
https://www.nationalrail.co.uk/default.aspx
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Frequently asked questions:  

How are several claims on one form recorded? 

If a passe ger submitted several j ur eys      e delay   mpe sati   f rm, t e  ea   j ur ey is   u ted as a 

 laim. 

 

Are discretionary compensation payments or enhanced compensation claims included? 

T ese statisti s i  lude  laims f r delays   ly, a d ex lude dis reti  ary   mpe sati   payme ts made f ll wi g 

  mplai ts  f p  r servi e (f r example,   mpe sati   due t  wi-fi   t w rki g). S me  perat rs may als  

pr vide e  a  ed  r additi  al   mpe sati   duri g peri ds  f exte ded disrupti  , but t ese  laims are   t 

i  luded wit i  t ese statisti s. 

 

Are Automated Delay Repay claims included? A  umber  f  perat rs   w pr vide aut mated Delay 

Repay w ere t ey aut mati ally advise passe gers w   use smart ards a d/ r buy adva  e ti kets t at t ey 

may be eligible f r   mpe sati   by ge erati g a delay repay  laim f r t em. T e passe ger  as t  t e  l gi  t  

t e system a d    firm t at t e  laim is   rre t. O ly  laims w i   are    firmed by t e passe ger are i  luded 

wit i  t ese statisti s. 

 

Are Automatic Delay Repay claims included? Aut mati  Delay Repay is w e  a passe ger is 

aut mati ally   mpe sated w e  t eir j ur ey is delayed wit i  t e times ales t  be eligible f r   mpe sati  . If 

t e  laim meets t e  riteria f r DR15/3 , t e  t ese  laims are i  luded wit i  t ese statisti s.  

Related data 
ORR Rail Passenger Complaints Statistics: 

ORR publis  statisti s ab ut rail passe ger   mplai ts. T e latest   1 -   statisti s (see figure  ) s  w t at  t e 

m st   mm   reas   t    mplai  ab ut delay   mpe sati   s  emes were related t  t e delay  laim bei g reje ted 

by t e trai   perat r ( .7%  f all   mplai ts).  T is was  l sely f ll wed by   mplai ts ab ut t e pr  ess t e 

passe ger  ad t  g  t r ug  t  make a delay   mpe sati    laim ( .1%  f all   mplai ts). 

 

T ere are six   mplai t  ateg ries    delay   mpe sati  , w i   t get er a   u ted f r 7.5%  f all   mplai ts 

made i    1 -  .  T is represe ts a  .  pp de li e   mpared t    1 -1 , w ere  .3%  f all   mplai ts made were 

related t  delay   mpe sati   s  emes (see figure  ).  

Figure 8  Percentage of complaints made 

about delay compensation schemes, Great 

Britain, 20 9-20 
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Rail Ombudsman Statistics: 

T e Rail Ombudsma  pr vide a servi e t   elp s rt  ut u res lved  ust mer   mplai ts ab ut servi e pr viders 

wit i  t e rail i dustry. T e   1 -   statisti s s  w t at  f t  se  ases assessed by t e Rail Ombudsma , delay 

  mpe sati   is t e m st appealed ab ut issue. Overall, 4 %  f all  ases dealt wit  i    1 -   Q4 by t e rail 

 mbudsma  were related t  delay   mpe sati  . 

Department for Transport: 

T e Departme t f r Tra sp rt (DfT)  ave publis ed   mpe sati   am u ts paid by trai   perat rs t  passe gers 

si  e     -1 . T e DfT figures are   t dire tly   mparable t  statisti s give   ere be ause t e DfT   mpe sati   

figures als  i  lude dis reti  ary   mpe sati   payme ts made f ll wi g   mplai ts  f p  r servi e. 

 

DfT  ave previ usly publis ed resear      rail delays a d   mpe sati  , please see page 4  f t is fa ts eet f r a 

summary. 

Figure 9  Percentage of all delay 

compensation complaints, Great Britain, 

20  -   to 20 9-20 
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https://dataportal.orr.gov.uk/statistics/passenger-experience/passenger-rail-service-complaints/
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.railombudsman.org/about-us/documents/



