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The Customer Community: 2025-26

Following the successful community insight programme which ran from February 2023 to April 2024, and again from July 2024 to June 2025, this is the third
community of rail users brought together by Transport Focus and the Customer & Revenue Growth Team to help inform the future of rail travel in Britain
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A unique vehicle for engagement 40 rail users Using flexible, engaging research methods

v' Hear users’ experiences and opinions of representing v" Online research platform for continuous
rail travel in Britain diverse needs & interaction
experiences
Identify strengths, weaknesses, and » Feedback on a given topic each month
improvements
» Via activities using video, text, images, polls

Involve customers in potential solutions
and new ideas to help shape the future » Participants work individually, interacting with a
of ralil moderator, and each other

Sep 2025 to v’ Face to face workshops to discuss topics further,
March 2026 generate ideas, and explore proposed concepts

o
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All names in this report have been changed for anonymity




In Nov-Dec 2025 the community...

Told us about their current understanding N - —— Outlined the information they would expect
and experiences of compensation and N during rail disruption and who they would
Delay Repay processes 5 expect to interact with for this

Responded to a straw-man proposal for
centralising contact-centre support across
the industry
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Discussed preferences for how Delay
Repay could be unified in future

Explained their perspective on the sharing of customer information to help
make these centralised services possible in practice o
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information during

disruption
Who holds responsibility?




Key areas of information and support that customers require when there is
disruption to their train journey

Implications & Where to go for
alternative

Length of Reason for Implications for J Alternative travel / provide me
. ) . arrangements for S
any delay the disruption the journey arrangements with (in person)

Passenger
Assistance ISP SR

Compensation
Broader Compensation for other out of
empathy and for the train pocket
support journey expenses and
wider costs

(are trains still Alternative routes  + other accessibility (e.g. a warm, safe Where do | go, (hotels, missed
running, will | get or transport modes  implications, e.g will place to wait, what do I do to shows / flights, etc.)
to my destination, . the re-routed service refreshments eftc.) access this, efc.

. Info. on ticket .
at what time, validity on other and interchanges be
should | travel at a services accessible, will
different time or wheelchair spaces
not at all, etc.) ...how do I get be available
there/home?

Participants in the community made few clear distinctions between information and support that should come from the train operator(s), compared
to a third party retailer (if relevant).

» There is a slight emphasis on information to the journey and the disruption coming from the operator, with information relating to compensation coming from both the
operator and the retailer (where they are different).

There is also a general expectation that if disruption is known about in advance of a journey, passengers should be informed and assisted by the organisation which
they had interacted with thus far — usually the retailer (which may be either the operator or a third party). When disruption is happening during a journey (planned or
unplanned), there is a strong expectation for the operator or staff at the station to keep people informed and supported.

However overall they wish to be able to contact any one of these organisations and be able to find the information or support that they need.

Customers were less sure on what information and support might be the responsibility of GBR.




For pro-active comms specifically, there is some expectation that different organisations might
have different responsibilities, with heaviest expectation on the train operating company (TOC)...

For this pro-active
communication:

Notification of
delay/disruption
in the first place

Notification of
your right to
compensation
via D/R

Instructions on
how to submit a
Delay Repay
claim

If you claim,
notification that
your details /
case is being
passed on...

Updates on the
status of your
claim if you
make one

Greatest responsibility

should lie with:

*
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Greatest expectation is for the TOC to provide initial
notification and continued updates, but rail users
want to know this information as quickly and
saliently as possible, and see the whole industry
as having a role in getting information to
customers.

TOC and retailer (if they are different) are expected
to play an equal role here; GBR less so.

TOC bears the greatest responsibility, followed
by the retailer (if different).

This may be influenced by existing experience of TOCs
giving announcements on where to find D/R forms, and/or
providing paper forms directly (which is felt to be appropriate
and useful).

Equal expectations on TOC and retailer.

Note that participants appeared to be less clear on what this
process might involve, and that it does/could happen, so
views on responsibility here are less well informed.

TOC bears the greatest responsibility, followed
by the retailer (if different). Lower expectation on
GBR than for other pro-active information.

-

-

There is a strong expectation —» Linked to this, the organisation which

that the TOC is responsible has had most interaction with the

for the disruption itself, so customer is expected to make pro-

bears greatest responsibility active contact. This can be the retailer,

for comms in general or the TOC (where different from the
retailer) given its direct, tangible

Ownership of the delay interaction during the journey itself

lies primarily with the
service provider, the ticket
seller has no influence on
the running of the service.

Regarding delays I will do it through the
app | bought it [from] but I do [also]
expect the operator to make me aware.

Liam Yasmin

Some see the retailer as
having a role around the
financial transaction, and
therefore for compensation

And GBR can be seen as having
oversight, with responsibility for the
structures to facilitate who does what

Great British Railways could provide
general guidance on passengers’ rights,
but individual claims should always go
through the train company or retailer.

Maulika

Eventually, | would expect
everything to come from GBR
as a matter of course. In the
meantime, | would expect the
train operator's primary focus
to be on the incident and its
like effects and the retailer's
on information on refunds
and compensation if relevant.

All of the options pertain to the retailer
and operator. However wide scale
disruptions and planned engineering
should also be available to view on GBR.

Elijah Alexander

J




....but ultimately customers want to hear a united voice from across the whole
industry

Often people say they want to be able to
expect repeated (consistent) messages
from several sources

This desire is partly a result of the existing landscape
which is felt to be inconsistent.

In the short to medium term, co-branded
communication looks to be a good

...And there is appetite, even before prompting with the solution that is sensible to customers

concept, for a single, centralised point of contact, with
the hope that this will improve consistency and reliability.

This is to minimise customer effort, and to

Co-branded comms were specifically prompted as
increase opportunity for customers to receive

a potential solution

the information

| believe all organisations should be
responsible for providing correct, up to
date information. It shouldn't be down to

the customer to guess who to contact.

Jenni

...l would expect this [information] to be consistent
in multiple locations for ease of access. Not
everyone would necessarily know exactly where to
look first time for this, and so if it is in multiple
common places, where different people are likely to
be looking for it, | think that would make this easier
for customers to not only understand their rights but
also have confidence in the process itself.

Luke

...hotification of the delay I think should be
covered by all bases, you would want to
ensure everyone is notified of the delay.

Grace

| feel that all parties should notify of delays [and other
information here] as that is the best way to get the
information reliably and fast. [However]... the system
is messy and ...A central party dealing with them all
would be better.

Dan

...right now it's confusing who is
responsible for what, and often it's like
the system is set up to make people give
up as [it’s] too confusing.

Chloe

If all the information came from one place and
was co-branded, that would probably feel
clearer and less confusing... One clear
update—signed by everyone involved—would
likely be easier to trust and keep track of.

Maulika

Rather than a co-branded option it would be
simplest if you issued the same message but
across all platforms. That way the message is
consistent, but by notifying people across all

platforms it ensures the message isn’t missed. Of
course if we are moving to a single [operator]
anyway this wouldn’t be relevant anyway.

Grace

| would be much happier if the whole thing came
back to me from one reliable source - the co-
branding idea you mentioned seems good to me.

Ava




Operators and GBR are expected to communicate during the journey; push
notifications are popular with this community, from all relevant organisations

The majority of participants felt that each of the organisations
Preferred contact method(s) for organisations to keep you updated when there is a delay or disruption shouldjuseymu?tiple Fc):ontact methods preferringgto receive

All community participants, Nov-Dec 25 (39) too much information than potentially missing it

| think it should be as I'm sure I'd get fed up with
many methods as notifications pinging all
possible, because it's the time from all parties

better to over inform, than but one party might be
lack of information at all. privy to information ahead
Chloe of others?
I J— Ava

Push notification Email Text On board Station Other

announcements announcements As many channels of information as practically

possible should be used so that passengers who do
not have access a particular form of communication
m Train operating company ® Third party retailer (e.g. Trainline)... (e.g. smartphones) are not overlooked.
Elijah

Customers should be able to opt in and out of all
Emails are easily missed. Or could go into junk available communication methods, with the default
folder. | would need it to be instant so WhatsApp or being all are opted in - it is better for a customer to
a normal text message or through the app but receive multiple notifications about the same

notifications would have to be turned on to get this. delay/cancellation issue than receive none.
Benjamin (@]
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The popularity of push notifications is likely
due to their relevance and ability to cut
through more effectively than email / SMS

Layla




Only around half of participants feel comfortable about opting in to having their
data shared between rail organisations, to assist with keeping them up to date

Likelihood of opting in / how comfortable opting in Types of information willing to have shared between railway organisations

All community participants, Nov-Dec "25 (39) All community participants, Nov-Dec '25 (39)

i — S :
Very likely Very Almost everyone : Approx.
comfortable (with one or two who don't | three quarters

wish to share any details)

v--v Q@W%ﬁ@

Ve Ve : ' '
unlikrgly Likelihood to Comfort with uncomf(?l/‘table Email _Journey & Phone Ban_k Home
share info sharing info ticket details number details address

However, there is an acceptance that data sharing is somewhat inevitable, and that it can have benefits providing it is handled appropriately and that customers
have ultimate control. Participants in this community* are switched on about the implications of sharing their data, for good and for bad, suggesting
that many will be willing to opt in, if they do receive good information about the purpose and benefit of doing so

I just don't trust I don't really trust it ...but [1] It depends on the level of information that is I'd be happy for them to share [my] If it helps me to stay
any company might come round if it is shared. For example, bank information or home email address, so | could be more informed, |
with data as particularly beneficial / easier address does not feel at all relevant for any of these contacted regarding any disruption. don’t mind. Also
leaks do happen for me /I know exactly what different options to retain for any period of time, never I wouldn't be 100% comfortable, most of these
they’re using it for, how long mind share with other organisations. | would also be but it's a case of what needs to already have this
they keep it and how they store it? interested to know how this is limited in use so be shared for those information so it’s
that it does not stray beyond its intended purpose organisations to contact me. nothing new
Luke Michael Grace

Dan

James

T*his community is managed largely online, and so although it represents a wide demographic range, and includes some people who are more and less comfortable with technology, for example, all do have at
least some level of engagement with online services (including online banking). There may be a higher level of awareness of data sharing implications here than in the general UK population.







Overall, the perception of existing contact centre customer service is
typically quite negative

(Recap): in March 2023, as part of general customer service feedback, participants in an e And when giving more specific feedback about interactions via
earlier community cohort indicated that contact centres are a smaller part of overall phone / email / webchat, in July 2023:

customer care than face-to-face interactions with staff, but that their perception of it is, L . . .
on balance, more negative Participants described dissatisfactory

service overall in about half of all
examples that they gave

Frontline staff The remainder of examples were equally split between
at stations more positive, and mixed or neutral experiences.

Frequency of encountering, and rating of, customer service delivered by...

(March 2023)
S

Frontline staff | have never had one situation with [train] customer services that
on board has been solved satisfactorily. | get that ...things can't be
automatically done ...But when you're waiting 30 to 60 days,
having to make multiple phone calls, being on the phone for an
hour at a time, it's ridiculous.

Phone / contact
centre / remote So I've not really had any positive dealings with customer

(with staff) - services...with train companies... | dread having to contact them
by phone or email because | know it's going to be a fight... It's
Jjust going to drag on ... And I to have to keep dealing with it

Customer service mixed at other when | shouldn’t have to.
Good customer service examples touchpoints

B Poor customer service examples (Passenger Assist, Delay Repay, other.)

If there's an issue, it should be solved. Simple as that..
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(Rob, leisure traveller)

Graphs give: %
a) a qualitative indication of how relatively often the community talked about different “touchpoints” for customer tran S portfoc us
service among c.70 examples of it that they described in earlier activities about customer service more generally

b) a qualitative indication of how often these examples were more positive or negative




The proposal for a centralised, online customer service “triage” platform was
popular overall, with perceived benefits being consistency and reduced

customer effort

. - Proposed structure of customer service or help area of a
Participants were shown a website, for Great British Railways

schematic structure of a ° o ° o
proposed, centralised - -
customer service platform ~ e

See Appendix for larger version

Overall response
All community participants, Nov-Dec '25 (39)

= Very positive

= Fairly positive
Neutral

= Fairly negative

= Very negative

Imagine you have a query
nesit

It would most certainly be
more convenient and
less time consuming.

Emily

This unified approach allows
the user to get on with their
lives rather than further
disruption which would only
cause more complaint.

Liam

I like the idea that you give
the information and the
right company contact
you instead of searching

for the contact details.

Aria

| like the idea in principle because it
removes the guesswork about who
to contact, which is one of the most
frustrating parts of dealing with rail
issues. My only concern is that it
needs to be done well. If the routing is
inaccurate or the questions are too
vague, people will end up going in
circles. As long as the website is kept
simple and the information stays up to
date, it could genuinely make the
whole process easier.

Arjun

I like the idea of a co-ordinated
customer service - an aligned
platform for peoples’ difficulties
and support as necessary would
surely lead to a more
streamlined railway service.

Ava

0
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Participants made some further suggestions for content on this centralised
customer care platform

The most common additional areas of support that customers in this community would like to see

: , , General feedback
Live status, planned engineering Passenger

& other disruption information Lost property especially opportunity to report Assistance
positive experience / praise an

employee, or to make suggestions

Other support and information types are different for different individuals, but taken together, indicate that customers are likely to expect a one-stop “customer care/service”
platform to include much of the information that is currently offered by National Rail Enquiries, for example. They do not see a difference between customer care &
support, and other types of rail information.

Expectations include, for example:

Expansion of By-laws /

D/R topic area Emergency passenger rights

Railcard _
facilities, maps, onward application to help people when they p::g'izﬁ)tl::ts broader information on
travel & local area (or a link to be passed & renewal need to cancel / refund o : when an ombudsman
information, etc. on this resource) tickets (when there has INTOrMation should get involved, etc.

not been disruption)

Station information: Journey planner &
booking

Other related feedback

* Some appreciate the simplicity of the proposed website structure, and caution against over-complicating it with too many options. A balance is to be struck here if the platform is to truly work as a
one-stop shop / triage for all possible customer enquires and information, without overwhelming people with options and pathways.

v' “Something else” options under each of the main topic headings is appreciated

v" Note there may be some confusion about the “appeals” section: currently under Complaints & Appeals, but for compensation appeals this might feel more intuitive to appear under the D/R section




...and some other broader feedback about ensuring the service works well
(for everyone)

é}”

Ensure
customers are
aware of this
customer service
resource

I think it’s a good idea,
but you would need a
lot of marketing to
make sure people
know about it. A lot of
the time lack of
awareness is the
cause of the issues .

Grace

Ensure site itself doesn’t
“loop you around”, or
prevent the customer from
following certain pathways
or making certain types of
complaint or query.

Participants describe
frustrating experiences with
other customer service
websites (including non-rail)
which appear to have no route
to make a complaint

This means the overall
reputation is further
damaged as not only is
the original issue not
resolved, but the
customer is further
annoyed by the lack of
positive action or
response.

Chloe

Minimise the
number of steps &
questions

...and a back-up
option to call and
speak to someone in
person is popular and
feels logical

I think keep it simple, the
more complicated it is
made the harder certain
demographics will find it
fo use. Easy to operate,
not too many options,
and a final step of where
to call/contact the
specific company to deal
with it.

Wyatt

Suggestions for how to facilitate interaction within
the website content, including:

* Multiple communication methods to aid access
* Visual & video content (e.g. “how to” videos)

« Al interaction within the website itself, to short
cut to the right contact point without needing to go
through the steps shown in the flow chart

(Suggested by a small number of participants only at
this point, but feedback elsewhere also indicates that
this type of expectation is growing.)

Easily accessible
online customer
service through live
chats, forms, text
messaging efc.

Dan Mia

...having multiple methods like
email, phone, chat would be
ideal... An Al powered agent

that can resolve without having

to navigate the website

I notice recently a current trend with website help sections
is that they generally tend to try and steer you away from
calling the company directly, pointing towards chatbots, live
help or web forms. For some people [calling] is the most
direct way to resolve an issue and | think it is something

that should always be retained if it is possible.
Luke

)
[

Multiple methods of onward
contact, i.e. after triaging via
the website, to maximise
accessibility and contact
opportunity, for everyone.

In particular, f2f customer
service is strongly called for, in
addition to online services

(Including chatbots and Al, as
previously outlined — but not at the
expense of human contact)

The best service has been
from the front line, every
single time. Those at end of
systems, hiding behind
phones or screens just don't
have the same connection.
I've had staff sort taxis, hunt
down food and challenge
delays. But phone calls have
said oh well. Because they
haven't seen or experience
the actual problem or its
impact.

Chloe




Participants also considered the scenario where they might have more than one
qguery or support need

Strong consensus that it would be frustrating for customers if they were expected to work through the customer care decision tree structure more than
once. This implies that the customer must fit with the industry’s structure, rather than putting the customer first, so should be avoided at all costs.

Participants were asked how they would expect a customer care platform like this to help them if they had multiple queries, potentially about multiple journeys.
These are given here in approximate order of popularity, as an indication of how intuitive these solutions feel, relative to one another >

™ Ability to identify more than one issue at Feature to check
3 é—;]; the outset, and be routed to the relevant @ whether the customer
k team / organisation to address each (if they would like to say / ask
are different) anything else

Chat function in the website, @ ...or simply have
facilitated by a human, or N one team that
potentially powered by Al can help with any

To help you get to the right end point without query

needing to navigate the website for a query This is expected in the

or combination of queries that doesn’t fit scenario where the customer
the website’s structured process

That is, the outcome from working through the customer care
path might be that you as the customer need to engage with
different teams, but this is recognised at the outset and you

(And making it clear up front that this will
be available. to avoid users wondering if
this will be available or not)

only need to work through the decision tree process once

For me there would be two potential solutions:

1. | work through my first query and then return to the
start to raise another one. ...[and] all relevant
information I've previously entered should have been
retained for subsequent questions (e.g. | don't need to
enter my contact details again)...

2. | can 'build' a multi-part query at the first stage and
each part is farmed out to the appropriate organisation
to deal with. The option I'd prefer personally is 2.

Benjamin

Maybe there should be a box [in the first layer]
saying more than one query?

Layla

The ideal process in my mind is that
the companies should be asking the
customer 'is there anything else we
can help you with?' on the end of
every interaction... Forthe
website... there should be options for
multiple selections or even a 'contact
me back' option so that further items
can be addressed. A simple enough
fix but requires people and time, both
of which come with a cost ... [but]
quality service comes at a cost

Liam

| would hate the idea of having to
contact different teams to deal with all
my queries- surely there should be just
one team that deals with all the queries-
it just needs to be simple and
straightforward. Or have a chatbot that
justs asks you the questions and it
directs you to the right team.

Anaya

...if they are using Al, and they might by
then, it might ask if you needed help
with anything else and go from there.

Tom

is connected with a person,
face to face or over the phone
(which many call for).

This person is expected to be
able to help in a truly
comprehensive way, and to
take ownership of the issue
even if they bring in support
from a dedicated separate
team or colleague.




Customer preferences are not clear cut, in terms of how the centralised platform
might direct them onwards to the best team or organisation

Participants were asked whether they would Those who like this idea expect that this transfer and consequential action will be direct, “successful’, and rapid. l.e. the customer will be

prefer to be signposted to an appropriate
organisation / team, or to be taken there.

-

&

Two thirds preferred
to be taken directly to the
right team, involving a
sharing of their information

~

But a substantial proportion

—around a third —
preferred to be signposted
to the right team, and to
contact that team for
themselves, independently

J
\

contacted quickly to resolve the issue or it will be resolved for them.
Providing this expectation can be met, this option is perceived to be:

v
v

Efficient

Lower customer effort, especially in context that the issue in question may have been caused by the rail industry — customers feel
aggrieved at having to address a problem they shouldn’t have had in the first place

o No need to search out the right team (which can be trial and error currently), or to be passed “from pillar to post”
o No need to keep repeating yourself to different people
More like genuine “customer service” — you get the help you need here, first time

(A minority preferred the lower need for repeated contact, due to difficulty articulating their needs or enquiry, or anxiety in interacting
with multiple people. Similarly, some who are less proficient in using websites find it arduous and error prone if they need to search and
investigate several online resources. As such in these cases, a more streamlined customer care process can aid inclusivity).

Even among those who are willing to have their information shared as part of this process, there is still a need to share only the minimal
amount of data to enable the query to be progressed — and to reassure customers that this is the case.

Distrust of the proposed hand-off process

x  Scepticism that the query will be both passed on, and acted upon, in practice. Some fear that they will need to chase their
case up — and that having had the query passed on, they might not know who to contact to chase it.

x ...or that the query will be passed on and acted upon quickly enough. Being signposted and allowing the customer to contact
the right team independently keeps the timing of the case within the customer’s control.

Preference to speak to someone, and so requiring a phone number at this signposting point, not just a website or contact form
Discomfort with the idea of sharing personal information

Dislike of the idea of completing a form — can be perceived as too rigid, not allowing the customer to express their enquiry or issue as
they wish to. This issue could be overcome with the right form-completion process, and the right presentation.




Delay Repay:

Unifying the process,
and implications for this




Current understanding of compensation & Delay Repay, and how customers
would or should go about claiming, is moderate but imprecise

=

Rail users unanimously
feel that they should
be refunded or
compensated in some
form, if their train is
delayed or cancelled

...although some are
unaware that this is
possible, and have not
heard of Delay Repay

And awareness and understanding of when
compensation applies, are quite varied:

Around two thirds register / assume that there is some kind of
time limitation to this — e.g. that you become eligible when the
delay is a certain length of time.

Knowledge varies on how long this time criteria is... some
think it's 15 mins, some 30, some an hour, some don’t know the
time criteria but know there is one.

About a third register or assume that the level of compensation
can vary depending on the length of the delay.

Some know or suspect that the rules for compensation vary by
operator

Other assumptions and expectations exist, e.g. that you should be
compensated for a missed connection, for other out of pocket
expenses (other transport), and for things like missed flights,
missed theatre performances, etc.

—

IS

Most feel that the train operator which ran the
journey is responsible for the delay, and therefore
for any compensation, but there is no strong
consensus on this, nor where passengers
should expect to go to begin a claim.

Some would approach either the train operator
(online, or staff at a station / on board) for initial
help with this, but many would default to whoever
they purchased the ticket from, as the most
recent point of interaction.

Lack of clarity on this is a source of
confusion and frustration, and does impact on
the outcome and how passengers feel about this.

transportfocusK
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Current experiences of Delay Repay are very mixed

Of those that have used Delay Repay, experiences have been very varied, with even those (in the majority) who felt “fairly positive” about it, seeing it as a useful and logical
concept in principle but with common issues around efficiency, consistency and customer effort.

Around a fifth of the community participants had never used it and so have little opinion.

Very positive Very negative

e N ( )
Reasons for feeling positive about Delay Repay: Reasons for feeling ambiguous Reasons for feeling negative:

v System has worked, compensation has been received (including *fairly positive”): x Unfair outcomes / insufficient compensation
v Benefitted from “one-click” A lot of information or “evidence” is
required, with onus on the customer to
prove they were delayed

x Previously unaware of the ability to claim

v Recognise that DR is available for all (or most) ticket % Accessibility issues

types, and regardless of the reason for the delay )
Knowing who to contact and how can

v" Perceive that the thresholds for 15/30min delays and be confusing | don't like that each company has different
linked % compensation are fair . [criteria] for how much you get back.... [My TOC]
v Operators (notably frontline staff) can be seen to pro- Inconsistency by operator delay ec{,me by 1hr 58m. and refused to compensate
actively tell passengers when they are eligible me 100% even though it was almost gt the two hour
\_ ) It works well but can be mark and | had to walk back 5 miles ...after
painful ...if you have midnight because ...l couldn't afford a taxi... It feels

On the occasions | think Delay Repay is a good idea Mostly good but ...needs etickets... or multiple like they’re doing the bare minimum reluctaJr;f)lq;;.S
that I've used it the  because it gives passengers away  streamlining. Confusion tickets. | think providing
form was fairly to be compensated when trains between Claim number and the ticket reference
straightforward are delayed, which feels fair and Booking reference. should be enough.
and the helps build trust. The process can Aurora Tom
compensation sometimes be a bit confusing or
arrived in my bank slow, especially finding the right ...the system kicks you out after a little while [so] you lose
account quickly. forms or knowing exactly what your place as well as having to start from scratch...
information is needed.... Clearer Having systems which makes sessions expire are not
guidance and faster processing great for anyone using assistive technology especially
would make the system better. when the current delay repay process is complicated.

Maulika Amelia

...I got the outward journey refunded but the
company I'd booked with told me after several
days that | had to claim the return half [from the

operator for that leg]. Eventually, that second

company refused because their train back had run
on time. So even though I could not get to my
destination, they insisted | could have travelled
back. By then, | was out of time ...[and] I didn't
have the energy to chase them all up...

Zoe

Ellen




A proposed, centralised account and handling service for Delay Repay

Participants were asked about their preference* between the existing Delay Repay process, with and without “one-click”, and a centralised Delay Repay scheme requiring the
customer to create an account and to opt in to link this with other retailers

4 h Key benefits recognised as: There are some small areas in which

. customers may need reassurance:
Almost all in the v' Easier / convenient

community All in one place rather than needing to go to different operators
preferred the (for different journeys, or even for the same journey) That appeals can be made / how to do

; so (given this can seem a little “black
centralised GBR Consistent box’-like)

scheme, over the (rather than having different processes and eligibility criteria for

existing model different operators) That transparency and accuracy are
reliable

Burden is on industry, not customer o _ _

This reflects similar feedback (And in summer 2024, some also felt that a centralised Delay That Idlosynqratlc scenarios are

about the idea in principle, when Repay service would mean greater accountability, with the addressed with common sense

tested at an early stage with the removal of operators’ ability to pass a claim on to another) (e.g. the scenario where the outward
Journey was delayed and so the passenger

Faster, more efficient did not reach the destination so could not
make the return journey — but was refused
compensation for the return ticket.)

previous community cohort in
summer 2024.

Pro-active

GBR will tell you if you are eligible, rather than needing to find
out (and potentially not realising, or not bothering)

It's a million times better and exactly what |
It removes a couple of barriers that currently stop people claiming want. My journey often involves three
Quick and easy, don't their fair compensation... Option A* puts the full load on the passenger, operators, split tickets etc. and it's awkward to
have to fill in forms with Option B still assumes the passenger will chase and organise, while C know who to contact. The form is so long and
different operators for recognises that the supplier of service should take on the responsibility of tedious currently [so] this would be an

each leg of your journey. the delays, and does the majority of the work on the passenger’s behalf. enormous improvement and how it should be.
Anaya Chloe Dan




Once the benefits of linked services are understood, most in this community are
willing to create and link a GBR Delay Repay account with retailers

Participants were shown an
outline of the proposed
relationship between rail
organisations that would
facilitate a centralised, one-
click Delay Repay process

See Appendix for larger version

e history ami status for all elzims, regard|oss of

Fraud detection (e.g. identifying duplicate claime)

How participants feel about creating an
account with the centralised service,
and linking it with retailer(s) to benefit
from centralised DR

All community participants, Nov-Dec ‘25 (39)

= Very positive
Fairly positive
Neutral
Fairly negative

= Very negative

V
St

v Most see

involved in creating and linking accounts

v And are

between relevant, pre-authorised
organisations (which they have or would need
separate accounts with anyway) —

Some register that their
easily accessed in one place

A minority are put off by the idea of creating
“another” account

o This often stems from misunderstanding of the
reason for linking, so further explanation will be
worthwhile when the service is launched, around
why an account is necessary, and its benefits

Some query whether this is a separate account
for DR, and that this would feel excessive in
addition to a more general GBR account. Again,
can this concern be put to rest if customers can
be reassured that this is not the case?

...or are concerned about the centralised service
being “down” / hacked, with a negative effect
on everything else

(A small cohort remain wary of sharing any data)

The linking | assume is fairly
automatic and with the retailer is
no issue. Train operators are
redundant, you don't get a choice
in who you use so what's the
point in having to engage with
them. I'm very excited about
this being the new normal and it

sounds so much easier.
Dan

I make accounts for almost
everything these days so it
isn’t too big a deal, [and] it
keeps me from having to
remember 5 different accounts
with train operators ... It also is a
service that will mostly likely
be used multiple times, unlike
these other websites or services
that require you to make an

account for a once off service.
Wyatt

Why should you have to
create a separate account just
for delay repay? Shouldn't
this service be a part of

your GBR rail account?
Alexander




(Indeed, when they see a tangible benefit to sharing their information, many
people feel more comfortable about doing so, than they are “in principle”)

In the context of

@ sharing data via a E In the context of enabling faster / automatic
form, to enable GBR Delay Repay regardless of operator
to triage a query

Although, | [said before that I] I’'m comfortable with the [l feel more comfortable Although | have | feel more comfortable with this, when thinking about

didn’t want to share my details, organisations sharing with this and] | assume stated I am wary of Delay Repay specifically. Sharing my information through a
this is the more suitable option in only the information that only information providing my details centralised handling service feels safer and more practical
this instance [and | prefer to have that’s needed ... If the relevant to the claim fo companies and [in this context] because it’s directly connected to

my query passed on, involving data sharing is limited, will be shared, thus retailers, 1 making a claim and getting compensation... | can see
some information about myself]. transparent, and secure, minimising the risks of understand the the benefit of having all the relevant organisations linked

[However] there shouldn't be I'm fine with it. If not, I'd unnecessary simplicity of [the ... It feels more controlled and transparent than sharing
spam or marketing. have concerns. information sharing centralised D/R information more broadly, and I still have the ability to

Omar Arjun Elijah proposal] approve the claim before any compensation is S/\(Aaﬂ}ka

Ava
<

After discussing some proposed joined-up services that will be enabled via GBR (a centralised customer care platform, and a Sharing my details again
unified Delay Repay service), approx. two thirds of this community felt more comfortable with sharing relevant and necessary with a centralised centre-
information about themselves to facilitate this, or equally positive if they had been relaxed about this already. just doesn't sit right with

This is reassuring that the services feel logical and that customers are likely to get on board with them, and cements how me! So many companies
are being targeted -

important it is to make the benefits — and the security — of any data-sharing activity very clear. : , ,
customer information being

There does also remain a third of customers in this community* who are unsure about sharing their data for these purposes, or who leaked, compromised etc.
are resistant to it. To be inclusive, the management of customer support and Delay Repay will need to be robust Anaya
and effective for those who are not comfortable (or able) to use online and / or linked-up digital services.

®)

*This research community is managed online, with a broad demographic mix of rail users, and with a range of people who are more and less frequent tran S portfoc us :i E:
travellers, and heavier and lighter users of technology. However, by nature of their involvement in this online research study, they are all reasonably proficient
with using online services. There may therefore be more resistance to using and linking online services among the general public than is represented here.




Some other key points were highlighted by the community in relation to
Delay Repay

Developments in technology

are raising expectations for

the speed and connectedness
of all services like this.

In addition to unifying
the contact point, the
process and evidence
gathering for DR
claims can be onerous
currently — a top area in
which users want to see

The speed of payment
will remain a priority
(and arguably
expectations may be
higher, given a more

Existing options
for receiving
compensation
should be

Offline options
for claiming
DR will remain

(In particular, if tickets can
increasingly be bought to cover multi-

...as will mode journeys, will this take

communication

improvements

streamlined service)

around the claim

A simpler format that
captures the travel
information in an
automated way, removing
the need to try and
remember or take a photo
of a travel ticket before it's

consumed by the barrier.
Samuel

With delay repay.
How long would it
take someone to
know they will
receive

compensation.
Omar

It would also be
helpful if
passengers could
get real-time
updates on the
status of claims and
any delays, so they
feel informed
throughout the

process.
Maulika

compensation claim expectations
beyond the rail leg alone?)

retained

critical for
some

Not sure if this process will
ever be fully automated but
that would be even better.
Imagine a train being
cancelled and by the time
you get to your destination
you have already been
refunded. Not sure if there
are any plans to add more
than the refund.... hotel
fees, taxi fees... | recently
heard similar news about
the apps used by car parks
being combined and that will

be so helpful too.
Tom

I like the option to

donate to charity.
Although | haven't
used it | think it's a
nice option to have.
Isaac

I really like the being able to
do delay repay in person and
online - makes it easier and
more accessible so 99% of
people shouldn't have an
issue claiming. Maybe make
sure there's a sign at stations
saying you can claim here.

James

Make sure there’s a
number you can call to
get through and talk to

a human being....
Anaya

®)
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(Reminder that when we tested the central handling service concept in principle in
2024, we heard that in-person contact for compensation claims can be necessary)

Preference for contact method, to claim . There are benefits to each of these, suiting different types of customer

compensation
Online via form / account Email / other direct contact Station / by phone
In person

c. 15% | v Convenience — especially v' On my terms: explain the v Intuitive, if you bought the ticket there —
: where it is possible to link back situation and attach photos just as you might go back to a shop to
directly to the original purchase, without needing “unnecessary” return an item in person
to avoid providing or hard to find details

c. 15% its wider implications), ask

questions, and understand process

“unnecessary’ details v (Some also assume that refund will be
Direct Online ; y v' Convenient given immediately, as in a shop)
0 H
electronic c. 60% v’ Creates perception of v Prefer to speak to someone:
contact ownership of the claim o Opportunity to explain scenario (and

o Creates perception of ownership of

= Online, via form the claim

= Online, via account (no need for form) + Necessary for those less tech-able or

= Email using assistive tech

Message app, e.g. Whatsapp
= Phone From customers’ perspective, compensation should be processed:
At a station + Automatically, by default, where this is possible and agreed with the individual
Other + By a centralised, dedicated, independent team...
' o ....accessed via a range of possible shop windows, which should include both online and offline interfaces
o And acknowledged as such regardless of interface used by the individual

Base: all community participants answering (39), Jul-Aug 2024







Summary:

The rail customer community has provided feedback to inform the development of centralised services for customer information and support, and for
processing Delay Repay claims, as the industry comes together as a unified GBR.

Customer care
» The perception of customer service via existing contact centres across the rail industry is typically quite negative.

While there are lots of good examples of customers getting help via online or phone support centres, they also often say it can be hard to get heard and
acknowledged in these contexts, and that when they do strike up an interaction that they can feel unimportant, or that the resolutions to queries and support
requests can lack practical application.

In contrast, the proposal for a centralised, online customer service “triage” platform was popular, with perceived benefits being consistency and
reduced customer effort

Rail users did have further expectations for a platform like this, notably that they might conflate it with a broader information and journey planning hub
(akin to NRE). It would be prudent to consider expanding it to cover this, to prevent unintentional confusion and frustration in future.

Customer preferences are not clear cut, in terms of how the centralised platform might direct them onwards to the best team or organisation that will
deal with their query.

While most would appreciate it if their query was pass on automatically and dealt with behind the scenes, a substantial minority preferred to keep control of

the conversation (and their data) and interact directly with the appropriate people that will help them. o

transportfocusK

It is likely that both options will need to be made available.




Summary:

Delay Repay

Current understanding and experience of Delay Repay is very mixed.
There is varied awareness and knowledge of when compensation can be claimed — and even if it can be claimed.

Some customers have had very smooth interactions with the process in practice, while others have found it to be confusing and hard work, and have the
perception that the rail industry deliberately makes this difficult so as to reduce the pay-outs it makes.

(Reflecting other previous feedback) the proposal for a centralised Delay Repay system was very well received, and seen as having the potential to
remove many of the existing frustrations that customers have with it.

Sharing customer information

As a general rule, only around half of the participants in this study are comfortable with the idea of having information about themselves shared
between railway organisations.

However, when they are clear on the benefits that this can bring, for more unified customer information and support, and more efficient and
consistent Delay Repay processes, most are more relaxed about this — providing the information is limited to that which is relevant and necessary, and
that it is handled appropriately.

Nevertheless, there does remain a fairly large proportion of customers that is unwilling to have their data shared — there is a lot of fear (and some experience
among the group) around scams, privacy leaks, spam marketing, and other negative outcomes from losing full control of their data.

Partly for this reason (but also for broader inclusiveness and accessibility needs) it is always likely to be necessary to make services available via any
given operator / retailer /| GBR individually, as well as via a central service. o

transportfocusK

As part of this, offline options will also be necessary for some.






Participants were shown a schematic structure of a centralised,
online customer service resource

Proposed structure of customer service or help area of a
website, for Great British Railways

o 9 ° Imagine you have a query about, or you

need help with something to do with

travelling by train.

Great British

Check Status of Existing Claim )
Delay Make a New Claim Additional Questions to determine Ra|[ways
Repay Query Claim relevant contact routing 1. You go to the website and click on the

Sometinggss broad area that relates to your query

Train

Operating ) .
Company . You then see a list of more detailed

Buying tickets . H
Enquiry or guory“i:srr-v:ticm Additional questions to determine typeS Of query: you C“Ck on the one that
1
Support P:,?hu:‘n‘.'y“““” relevant contact routing Third Party relates to you

Passenger Assist Retailer
Something else . The website asks you a series of

further questions to get more

Rail : .

Make laint/appeal . - - information about the help you need

Complaints C:Gc::::::of':ot:::;nuamal Additional questions to determine Ombudsman
& Appeals

relevant contact routing

Escelate y.complalniscpset . Based on this information, the website
Local directs you to the most appropriate

Transport . .
Authority organisation that can help you.

0
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Participants were shown a summary of existing Delay Repay
processes (A&B) and a proposed, centralised scheme (C)

A

(The current system, if you don’t
sign up to one-click Delay Repay)

You start a Delay Repay claim
L 2
You go direct to the train operator which ran the
delayed service (regardless of where you bought
the ticket). You do this at the station or online.

You fillin a form and provide evidence of the
delayed journey (your ticket)

If more than one train operator was involved, or
more than one leg of the journey was involved,
you do this for each.

4
The train operator(s) works out if you are entitled
to compensation, and how much.

4

If you wish to get an update on the status of your
claim, you contact the operator(s)

4

If you are entitled, the train operator(s) send you
your compensation

(The current system, available if you sign up to
one-click Delay Repay with your train operator)

You create an online account with your train
operator. and optin to their one-click Delay Repay
scheme.

(Do this once for that operator. and then use the
same online account to book and pay for any
subsequent journeys with the same operator).

(You need to do this once for each train operator
that you travel with).

. 2

If your journey is delayed and you booked it
through the operator for which you signed up to
one-click, the operator automatically works out if
you are entitled to compensation, and how much.

They send you an email to let you know, and you
click the link to accept.

B
The operator sends you your compensation using

your pre-chosen method (e.g. using bank details
you have given them when you signed up).

C

(Proposed future system)

You create an online account with
GBR Delay Repay.

You opt in to the one-click Delay Repay scheme
via any retailer (which can be a third partv
retailer, a train operator, or GBR themselves) by
linking your GBR Delay Repay account.

2

If your journey is delayed and you booked it
through a retailer for which you signed up to one-
click, the retailer automatically works out if you
are entitled to compensation, and how much.

They send you an email to let you know, and you
click the link to accept.

2 4

You are sent your compensation using your pre-
chosen method (e.g. using bank details you have
given them when you signed up).

transportfocus
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Participants were shown an outline of the proposed relationship between ralil
organisations that would facilitate a centralised, one-click Delay Repay
process

C

(Proposed future system)

You create an online account with
GBR Delay Repay.

You optin to the one-click Delay Repay scheme
via any retailer (which can be a third party
retailer, a train operator, or GBR themselves) by
linking your GBR Delay Repay account.

¥

If your journey is delayed and you booked it
through a retailer for which you signed up to one-
click, the retailer automatically works out if you
are entitled to compensation, and how much.

They send you an email to let you know, and you
click the link to accept.

A

If you are entitled, the central handling service
communicates this back to the organisation
where you started the claim and sends you your
compensation.

e

Online Retailer A

GBR Delay Repay

(Third Party) (Central Account)
E.g. Trainline

All Delay Repay-Cases

DR Cases submitted via
GBR DR Online Account

QOO ]

Online Retailer B

(E.g. Train
operator)

DR Cases submitted by :

Online Retailer B 1
1
|

Consistent eligibility criteria for all claims, regardless of operator or retailer

Multi-leg journeys can be dealt with in a single claim, regardless of operator

or retailer

Ability for customer to view history and status for all claims, regardless of

operator or retailer

Fraud detection (e.g. identifying duplicate claims)

0
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About Transport Focus

Transport Focus is the independent consumer organisation
representing the interests of:

unl) N o

Bus, coach and tram Rail passengers in All users of England’s

users across England Great Britain. motorways and major ‘A

outside London. roads (the Strategic Road
Network).

We work to make a difference for all transport users.

Any enquiries about this report should be
addressed to:

Louise Coward — Head of Insights
Louise.coward@transportfocus.org.uk

Transport Focus
10th Floor, 25 Cabot Sq, London, E14 4QZ

www.transportfocus.org.uk

Transport Focus is the operating name of
the Passengers’ Council
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