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Background 

On 11 July Northern and TransPennine Express (TPE) announced details about 

additional compensation available to passengers with season tickets who had been 

impacted by disruption caused by changes made to the timetables in May. 

 

Throughout the disruption Transport Focus has monitored the impact on these 

passengers, including asking members of the Transport User Panel about their 

experiences. In mid-August we re-engaged with these passengers to ask them about 

their awareness of this additional compensation and their experience of making a 

claim. The results of this survey are provided below. 

 

Key findings 

 

Awareness of compensation 

Awareness of the availability of the compensation amongst our panellists who use 

Northern or TPE trains at least a few times a month is good. 80 percent of these 

passengers say that they have at least heard about the compensation, with 16 

percent saying that they know a lot about it. 20 percent say that they know nothing. 

 

Results indicate that amongst passengers using season tickets and making journeys 

on routes where compensation is available, the level of awareness increases. 87 

percent of these passengers say that they have heard about the compensation with 

33 percent saying that they know a lot. 13 percent of these passengers say that they 

know nothing about it.  
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While it is encouraging that most eligible passengers are aware of the additional 

compensation we know from other studies that our panel tend to be more engaged 

than the wider population of transport users. Therefore, the level of awareness of the 

compensation is likely to be lower amongst those who are eligible more generally. A 

small number of panellists who appear to be eligible for the compensation still say 

that they know nothing about it. We therefore encourage Northern and TPE to 

continue efforts to increase awareness among these passengers before the scheme 

closes. 

 

Panellists using Northern and TPE indicate that a range of sources of information 

have made passengers aware of the availability of compensation. The local news or 

press appears to have been particularly influential, with 45 percent citing this as a 

source of information. Posters at the station, word-of-mouth, and social media 

information sources have also had an important role. 

 

It is noteworthy that an email from the train company is rarely cited as a source of 

information. Given that this information is held for many season ticket holders, we 

might expect this communication method to be used more effectively. 
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Awareness of entitlement 

The majority of those who are using a season ticket and travelling on an appropriate 

route recognise that they are eligible for additional compensation. However, a small 

proportion indicate that they don’t believe themselves to be entitled or are unsure 

about this. 

 

Passengers confused about their eligibility tend either to mention that the trains 

which they were using were not overly disrupted, or that they believe (incorrectly) 

that the multi-modal season ticket that they hold makes them ineligible. For some the 

experience of being ineligible for Delay Repay compensation means they mistakenly 

believe that their ticket is not valid in this case. Others note issues to do with proving 

their eligibility for the compensation. 
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Intention to claim 

The majority of those who believe themselves to be entitled to the compensation say 

that they have already made a claim. However, there are some who still intend to 

make one. Reading the panellists’ comments, it would appear some still need to 

check their eligibility before they attempt to go through the claims process. Again, 

therefore, we would encourage Northern and TPE to continue to communicate about 

the compensation and aim to raise awareness, understanding and prompt 

passengers to claim. 

 

Other panellists are adamant however that they will not be making a claim for 

compensation. Comments from these panellists, such as the one below, suggest that 

they have a perception, related to previous experience, that the financial rewards will 

not be worth the effort involved in making a claim. 

 

“It is more trouble than it is worth. It is so complicated to claim I can’t be bothered.” 

Northern passenger, travelling from Redcar East to Middlesbrough 

 

Other panellists indicate that whereas previously they might have taken this attitude 

toward claiming compensation generally, the level of the recent disruption has led 

them to re-evaluate this position. 

 

“A week's worth of refund for numerous delays, cancellations and a much worse 

timetable with longer journeys? It's not a fair offer and should have been at least a 
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month, even then it would barely have covered the additional tickets and taxis I have 

had to pay for. Rest assured I will now be claiming EVERYTHING under delay/repay 

when previously I may have let things slide.” 

TPE passenger, travelling from Leeds to Manchester 

 

Experience of making a claim 

It is pleasing to see that contrary to the statements of some panellists, the majority of 

those who have made a claim for compensation say that they found the process of 

doing so easy. 

 

However, some comments from panellists suggest that for some passengers the 

communication during the process of claiming compensation has been a little 

haphazard. Some report not having received an acknowledgement confirming 

receipt of the application or a confirmation of the award of compensation. Others 

indicate confusion over the submission of appropriate evidence.  

 

 
 

General views on the compensation offered 

Panellists provide a range of opinions on the additional compensation which has 

been offered by Northern and TPE. Some are pleased to have received it, while 

others feel it is inadequate considering the impact and continuing delays and 

disruption they are experiencing. 
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Other panellists who are unable to claim because they do not use season tickets are 
generally unhappy. Some who purposely bought tickets on the day of travel to 
counter the fact that the service was unpredictable feel particularly aggrieved. 
Transport Focus has been calling for the industry to compensate these regular 
passengers too. 
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Survey methodology 

1,160 panellists who had told us previously that they use Northern or TransPennine 

Express trains most often were invited to complete the survey on Monday 13 August. 

Panellists who accessed the survey, but who had not used either Northern or 

TransPennine Express trains in the month before were screened out of the survey. 

 

This report concentrates particularly on those panellists responding to the survey 

who use these trains at least a few times a month, and then on those who indicate 

they use a season ticket and that the journeys that they are making entitle them to 

claim the compensation that has been offered. 

 

The fieldwork for the survey closed on 20 August with 458 panellists using Northern 

or TransPennine Express trains at least a few times a month completing the 

questionnaire. Of these more than three quarters used Northern trains most often in 

the last month, while 22 percent used TransPennine Express trains most often. 

 

When making their most common journey 32 percent held a season ticket, while 7 

percent used an advance ticket, and 61 percent an anytime off-peak ticket. 
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