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Coronavirus, transport and transport users

Since the response to combating the virus has ramped up in recent days, transport services
have been affected significantly. It is a fast-moving situation changing daily, if not hourly, as
new control measures are introduced. We welcome the Select Committee’s decision to
question the Secretary of State on the Department’s activities so far. We hope that our work
can help inform the Committee’s considerations on this topic.

We have been working to ensure that the transport user on rail, bus, coach and tram is not
forgotten in this fast-moving situation. It is important that those who have already bought tickets
are not left out of pocket. But now the transport system has to be focused on key workers and
others who have no alternative but to travel on public transport. They need clear information
about changes to their services and to be able to travel at safe distances. With an eye to the
future, we want to ensure that all services are able to run to full capacity again when the crisis is
over. Our work has focused on the following areas:

e Principles for amending transport timetables: This applies to rail, bus and tram
services to ensure the passenger’s needs are considered (attached).

e Refunds for passengers: We had called for a refund or open-ended ‘credit’ on Advance
tickets and also for enhanced refund arrangements for season ticket holders. We
published the results of our analysis on 19 March and provided a guide to the existing
rules on getting a season ticket refund (attached). Since then Government has
announced that people who had bought an Advance ticket before today will be able to
get a refund rather than having to rebook at a later date. On season tickets it seems as if
the current rules (and admin fees) will still apply. Our latest blog (23 March) sets out
some of our queries regarding season ticket refunds.

Various statements and blogs are attached.

e Future of rail services: we welcome the changes announced today to ensure services
for key workers continue and the railway can quickly resume full service again beyond
the virus period.

We will continue to keep the Committee informed of developments as they arise.

Anthony Smith
Chief executive
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