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348,929

passenger complaints were
responded to by operators,
up 1% on last year '

More than
32,000

passengers told us about
their experiences of making
complaints to train operators?

94%

of complaints were
responded to by train
operators within

20 working days, and 74%
within ten working days?

99%

of delay compensation claims
were processed by train
operators within 20 working
days, up 2pp on last year®

@ [FH <

November 2023

ORR assumed sponsorship
of the Rail Ombudsman

43

rail organisations including
train and station operators
joined the new Rail
Ombudsman scheme

D P

354,521

passenger bookings were
made for assistance, up
22% on last year*

More than 9,000

passengers told us about their
experiences of using booked
assistance®

76%
of booked assistance users

received all assistance booked,
down 5pp on last year®

94%

of passengers who received
assistance at a station were
satisfied with the assistance
provided by staff, down 1pp
on last year®

87%

of booked assistance users
were satisfied with the overall
experience, down 3pp on last
years®

1.6 billion

journeys made. This is
around 93% of pre-pandemic
levels®

195,258

Disabled Persons Railcards
were issued, up 10% on last
year, saving passengers a third
on fares’
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https://dataportal.orr.gov.uk/statistics/passenger-experience/passenger-rail-service-complaints
https://dataportal.orr.gov.uk/statistics/passenger-experience/delay-compensation-claims/
https://dataportal.orr.gov.uk/statistics/passenger-experience/passenger-assistance/
https://www.orr.gov.uk/monitoring-regulation/rail/passengers/passenger-assistance/research
https://dataportal.orr.gov.uk/statistics/usage/passenger-rail-usage/
https://dataportal.orr.gov.uk/statistics/passenger-experience/disabled-persons-railcards
https://www.orr.gov.uk/annual-rail-consumer-report-2023-2024/our-consumer-role#block-orr-axisbookpagetitle
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https://www.orr.gov.uk/annual-rail-consumer-report-2023-2024/ticket-retailing-and-passenger-rights
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https://www.orr.gov.uk/sites/default/files/om/economic-enforcement-statement.pdf
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https://www.orr.gov.uk/about/how-we-work/expert-advisors/consumer-expert-panel
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https://www.gov.uk/government/organisations/department-for-transport
https://www.transport.gov.scot/
https://www.legislation.gov.uk/ukpga/2010/15/contents
https://www.legislation.gov.uk/ukpga/2010/15/contents
https://www.equalityhumanrights.com/
https://www.orr.gov.uk/annual-rail-consumer-report-2023-2024#block-orr-axisbookpagetitle
https://www.orr.gov.uk/annual-rail-consumer-report-2023-2024/ticket-retailing-and-passenger-rights#block-orr-axisbookpagetitle
https://www.orr.gov.uk/annual-rail-consumer-report-2023-2024/ticket-retailing-and-passenger-rights

8-</+=381 >2/ ><8=:+48-C 90 0/ = ®< 9888/ <+B
>3-B> 1?7<-2+=/ =

*[+=5.>23<: +<€ £+B/<=9T7+5/-2+81/ =9 >2/3< A=3> = +8. +::= >9 38-£+=/>2/
><48=:+48-C 90 >2/ 0/ =>2/C -2+4/.?<381 >2/,995381 :9-/ ==

* [ <+3£ - 98-/<8=A3>2 H@B </>+B/<=+,97> >2/3< 280 K3: :<3-38KA23-2 3= A2/898=77/<=
+4 =29A8 +8 383>3+6/€8< + :9.?7-> 9< < @3-/0 94 +..3>398+6/0 = +£</ @*+6/. 6+3< 38 >2/
?<-24=/ < 9-/ ==

‘2] C/81+1/. A3>2 7= 98=><?->K@ &7/ 2+ @+6%+.C 7+./-2+81/ =29 >2/3<A=3> =+8. +::=
+8. A/l B:/->>2/</7+38381 -2+81/=9 ,/37:6/7/8> [., C>2//8.90


https://www.orr.gov.uk/monitoring-regulation/rail/passengers/consumer-law-investigation-and-enforcement/online-ticket-fees
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https://www.orr.gov.uk/search-news/rail-regulators-review-leads-50-reduction-maximum-fees-ticket-refunds
https://www.nationalrail.co.uk/travel-information/your-rights-and-obligations-as-a-passenger/
https://www.gov.uk/government/organisations/competition-and-markets-authority
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https://www.orr.gov.uk/sites/default/files/om/passenger-information-during-disruption-letter-to-industry-2019-11-15.pdf
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