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What is the ORR?

Consumer and 
competition 

authority – powers 
concurrent with the CMA

Economic 
regulation of 

railway infrastructure -
Network Rail, HS1 & 
Ch Tunnel (+HS2)

Health & safety 
authority for the whole 

rail industry

Set and enforce UK 
technical

standards & 
licencing in rail

Track access 
regulation &

appeals  (including for 
Open Access)

Development of 
European rail 

markets & regulation

Lead producer of 
Official Statistics 

for Rail

Crown Prosecutor
to enforce health & safety 

law

Highways England 
monitor role



3

What don’t we do?

Fares Franchises
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Agenda
■ Abby Sneade – ORR Head of Profession for Statistics

■ Scott Hamilton – ORR Consumer Insight and Compliance

■ Tom Rutherford – Social & General Statistics, House of Commons 
Library

■ Q&A



ORR protects the interests of rail and road users, improving the safety, 
value and performance of railways and roads today and in the future

Rail Statistics

Information & Analysis

Abby Sneade

Head of Profession for Statistics

Abby.Sneade@orr.gov.uk

mailto:Abby.Sneade@orr.gov.uk
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Leading producer of Official Statistics for rail

■ http://orr.gov.uk/statistics
– Statistical releases

– Factsheets

– Data Portal

– Tables that support Statistical Releases in csv/excel download

– Archived data

■ Various levels of disaggregation:
– ‘localised’ data: containing information about specific geographic sites

– Regional

– Train/Freight Operating Companies

– Routes

http://orr.gov.uk/statistics
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Station Usage

■ Most popular ORR publication with 
20,000+ visits each year

■ Time series from late 1990s

■ Entries, exits and interchanges at all 
GB stations (c.2,500)

■ Also Origin-Destination matrix for 
journeys between every pair of GB 
stations

■ Used by transport consultancies, 
central & local government bodies & 
industry for pricing & fare strategies/ 
transport programs & planning

■ New interactive Power BI tool

https://app.powerbi.com/view?r=eyJrIjoiYzcyYTlhOWMtNzUwZS00NThmLTg0ZmItMzAyYWQ1YzkxYTY1IiwidCI6IjIzMjM3OTk2LTdmM2EtNDM5NC04MGY1LTQ2MGNiYzA3NjEzYiJ9
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value and performance of railways and roads today and in the future

Regional data
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Regional Rail Statistics 
http://orr.gov.uk/__data/assets/pdf_file/0003/23952/regional-rail-usage-profiles-2015-16.pdf

http://orr.gov.uk/__data/assets/pdf_file/0003/23952/regional-rail-usage-profiles-2015-16.pdf
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Country and regional government spending 
on railways 2015-16 (HM Treasury)

■ https://www.gov.uk/government/statistics/country-and-regional-
analysis-2016

■ <extract and insert example chart/ trends series?>

https://www.gov.uk/government/statistics/country-and-regional-analysis-2016

https://www.gov.uk/government/statistics/country-and-regional-analysis-2016
https://www.gov.uk/government/statistics/country-and-regional-analysis-2016


ORR protects the interests of rail and road users, improving the safety, 
value and performance of railways and roads today and in the future

Train Operating 
Company (TOC) 
data
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Performance & reliability by TOC

■ CaSL failures caused by London Midland were down 
14% year-on-year

■ A cable fire near Euston resulted in 9,500 delay 
minutes to all operators, while a trespass incident 
near Rugby caused 14,300 delay minutes to all 
operators

In the year ending Q1 2017-18, 
84.5% of train were ‘on time’.

During the same period 3.8% 
of trains were Cancelled or 
Significantly Late

The Public Performance 
Measure (PPM) is the 

proportion of trains that arrive 
at their final destination within 

5 minutes of the planned 
timetable (10 minutes for 
Long Distance operators)

Source: ORR Passenger and Freight Rail Performance 2017-18 Q1 Statistical Release
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Performance & reliability by sector

Source: ORR Passenger and Freight Rail Performance 2017-18 Q1 Statistical Release
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■ TOCs received 5.1p in subsidies for 
every passenger kilometer travelled 
in Great Britain in in 2016-17.1

■ Southwest Trains (2.1p ppkm) and 
Virgin Trains East Coast (0.4p ppkm) 
were net contributors to government

■ Arriva Trains Wales (26.3p) received 
the largest subsidy per passenger 
km

Gov subsidy per 
passenger km by
TOC

(1) Including direct support for Network Rail
Source: Rail Finance 2016-17 Annual 
Statistical Release
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GB rail passenger journeys fell by 2.7% in Q1 
2017-18 compared to the previous year

■ Driven by a 4.5% fall in journeys in the London and South East 
sector

■ Of the four largest passenger operators – all operating within the 
London and South East sector – only London Overground saw an 
increase in journeys.

Together 
these 
accounted 
for just over 
50% of all 
GB rail 
journeys Million journeys (Q1 2017-18)

Source: ORR Passenger Rail Usage 2017-18 Q1 Statistical Release
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Growth in passenger revenue has slowed in 
the London and the South East sector

Journeys made using season 
tickets also fell to their lowest 
level since Q2 2012-13: 

Use of other tickets increased: 
suggesting users are moving 
towards more flexible options
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Key statistics by TOC (Factsheets)



ORR protects the interests of rail and road users, improving the safety, 
value and performance of railways and roads today and in the future

National
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Rail infrastructure, assets 
and environmental
■ Route length, electrified route, 

number of stations, new stations

■ Average age of rolling stock

■ Who owns rolling stock (‘ROSCOs’)

■ Emissions (passenger/freight)

http://orr.gov.uk/__data/assets/pdf_file/0
008/25838/rail-infrastructure-assets-
environmental-2016-17.pdf

http://orr.gov.uk/__data/assets/pdf_file/0008/25838/rail-infrastructure-assets-environmental-2016-17.pdf
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Government support to the GB rail industry
(real prices) Rail Finance 2016-17 Annual Statistical Release
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Rail Safety Statistics
2016-17 Annual Statistical Release

■ The number of 
passenger fatalities 
increased for the second 
year in a row

■ 7 were a result of the 
Croydon tram derailment 
in November 2016

■ This was the first time 
there have been 
fatalities from an 
accident in 10 years

■ There was one 
workforce fatality in 
2016-17 and public 
fatalities decreased for 
the second year in a 
row.



ORR protects the interests of rail and road users, improving the safety, 
value and performance of railways and roads today and in the future

Rail ‘issues’
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ORR, Rail Fares Index

Rail Fares Index: fares are 10% higher than 
they were a decade ago

Just over half of rail 
passengers are not 
satisfied with value for 
money for the price of 
their ticket.

ONS Living and Food Costs Survey

Rail & tube fares - small 
share of average weekly 
household spending -
increased by nearly a 
third over the last 
decade.

Transport Focus National 
Passenger Survey, Spring 2017
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Hatfield 
derailment,

October 
2000

91.6%
2016-
17
87.7%

85.2%

Peak national 
PPM in 2011-12

1997-98
89.5%

Performance has been declining in recent 
years & is now as low as in the mid 2000s

The proportion of trains arriving ‘on time’ within 5 
(10) minutes (Long Distance) of scheduled time is 
known as the Public Performance Measure (PPM)

National 

were responsible for the 
majority of 
decline in the last year 
(74%)

The fall in PPM in 2016-17 
was driven by TOCs 
operating in London & the 
South East

London 
& South 
East 

ORR: Passenger and freight rail performance

The proportion of trains 
cancelled or significantly late 
in 2016-17 was the highest in 
13 years

LSE CaSL reached a record 
high
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Long term trends for complaints are positive 
news for the rail industry

Complaints per 100,000 journeys have fallen 
by c.3/4 since records began

120.0

29.4

1998-99 2016-17

ORR: Passenger rail service complaints

Around 4 in 5 
passengers were 
satisfied with their 
journey in 2016-17

This level has been 
fairly constant for the 
last 5-10 years.

We speculate that 
dissatisfied passengers 
now tend to vent ‘small’ 
dissatisfactions through 
social media.

Transport Focus: National Rail 
Passenger Survey, Spring 
2017

2016-17 increase (7.5%) driven by TOCs in 
London and the South East sector receiving 
increased number of complaints
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GB rail passenger journeys reached a 
record 1.7 billion in 2016-17: almost + 1 
billion compared to the mid-90s.
AM and PM peak crowding (2016)

4 in every 100 passengers on peak 
services in major cities exceeded the 
train’s standard class capacity (PIXC).

Although the annual rate of growth for passenger 
journeys is now less than 1%.
Years of sustained growth have resulted in busier 
trains

However… Nearly 3/4 of 
passengers are satisfied 
with levels of crowding

Transport Focus: National Rail 
Passenger Survey, Spring 2017

Morning peak crowding (PiXC*) 
was highest in London, followed 
by Manchester & Leeds

Although…
commuters 
are less 
satisfied

55% 73% 77%

DfT Rail passenger numbers & crowding on weekdays in major cities (Eng. & Wales, 2016)

(England & Wales)
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Number ‘killed or seriously injured’ (KSI)

Killed casualties, total casualties and traffic 
compared with the 2010-14 average, GB, 

years ending June 2009 to 2017

Reported road casualties (GB): Department 
for Transport
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Transport Focus: National Road Users 
Satisfaction Survey



Overview of ORR’s 
consumer work  
Dr Scott Hamilton

Senior Manager – Insight & 
Compliance
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Our consumer work is focused on four main areas

• Passenger Information 
including During 
Disruption (PIDD)

• Complaint Handling 
Procedures (CHP)

• Compensation

• Disabled People’s 
Protection Policies 
(DPPP) 

• Code of Practice on 
Retail Information

• Ticket Vending 
Machines (TVM) RETAIL ACCESS

INFORMATIONREDRESS

Blue – denotes requirements originating in the TOC Passenger Licence & Station Licence
Red – denotes requirements originating from Consumer Law e.g. Consumer Protection from Unfair Trading Regulations 2008
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Most of our consumer work is summarised in 
an annual Consumer Report - ‘Measuring Up’

1. Sets out industry progress 
on key issues on the four 
main passenger areas

2. Looks ahead to the 
challenges and areas for 
improvement in following 
regulatory year and beyond

3. Detailed performance data 
on 23 individual train 
operating companies (TOCs) 
& Network Rail

4. Case studies on best 
practice from that year. 
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Measuring Up published in July each year and reports on the previous regulatory 
year – so July 2017 report covered 1 April 2016 – 31 March 2017.

It contains a mix of industry benchmarking data and individual compliance 
reports on each train operator. 
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Detailed compliance / performance reports on each train operator

The reports contain 
hyperlinks to the ORR Data 
Portal which contains all 
the data that sits behind 
each report. 
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Range of performance data on each train operating company
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Passenger research is also a core area of activity for our team

Our research serves three primary purposes: 

1. Monitor individual companies’ compliance with existing regulation;

2. Evaluate the adequacy of existing regulation (policy evaluation); and

3. Identify new areas that require consumer protection measures.

All of our research is published on our website: www.orr.gov.uk

http://www.orr.gov.uk/
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Thank you

Questions?
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