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Getting  
trains on the 
right track
Demanding trains that run for passengers,  
not just for the rail industry
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Campaigning for trains that run for 
passengers, not just for the rail industry

Our railways are plagued by delays, 
cancellations, constant overcrowding 
and hideous train conditions. We are 
being let down by unreliable trains 
that often fail to deliver the basics.

Passengers have had enough of empty 
promises and poor customer service. 
Persistent travel woes mean they are 
losing jobs, missing bedtimes and 
spending less time with loved ones. Their 
physical and mental health is suffering.
 
After dealing with a poor, delayed or 
overcrowded service, passengers should 
not have to fight to have their complaints 
heard or to receive the compensation 
they are owed.

Our goal is simple.  
We want trains that run 
for passengers, not just 
for the rail industry

Enough is enough
In September 2018, the government 
announced a major review of the rail 
industry. This review needs to bring about 
fundamental reform and show that the 
government is serious about protecting 
passengers. Passenger voices must be 
at the centre of the government’s rail 
review, and their experiences should 
set the direction for any reform. This 
review cannot be used as an excuse to 
delay real action to improve passengers’ 
experiences on the trains today.
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Which? makes a super-complaint 
to the Office of Rail and Road 
(ORR), calling for an investigation 
into rail delay refunds.

WIN! The Consumer Rights Act comes into 
force to also include the rail sector. This means 
passengers’ rights are now far stronger when 
it comes to claiming compensation for poor 
service and disruption.

WIN! The government announces a change 
to Delay Repay compensation. Passengers 
can now claim 25% of the cost of a single 
fare for delays between 15 and 29 minutes.

WIN! The rail regulator 
announces that it will require all 
train companies to participate 
in a free-to-use ombudsman to 
handle passenger complaints.

Campaign progress so far
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WIN! Rail companies update their terms and 
conditions to ensure passengers aren’t put 
off claiming compensation, including seeking 
reimbursement for consequential loss.

The government 
announces a major 
review of the rail industry.

The government announces plans to introduce 
one-click compensation. This is a step in the  
right direction, but we think it should go further 
and make compensation fully automatic.

WIN! Launch of the new 
independent rail ombudsman 
means train passengers now 
have somewhere to turn 
when things go wrong.
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Your train pain

‘I go to bed worried if a train will  
run in the morning to take me to  
work, I’m anxious all day about trains 
running to get home from work...  
on board it’s a struggle to get a seat.  
It’s very stressful – and I pay £5k a  
year for this?!’ 
Emma

‘[My train] was so full 
that the only place I 
could find to squeeze in 
was a toilet which had 
been jammed unlocked 
by the conductor, 
sharing with two other 
passengers.  When I 
got off I was soaked 
with perspiration and 
suffering from heat 
exhaustion. A journey 
that should have taken  
3 .5 hours took 7 hours.’ 
Diana

‘I now dread my journey to 
and from London and get quite 
stressed about it. I have two 
young children but often don’t 
see them for days as I have to 
leave earlier in case of delays,  
and am usually delayed on  
the way home so they are in  
bed by the time I make it home. 
It’s upsetting.’ 
Henry

‘It has a daily impact: 
the uncertainty of 
getting to work on time; 
uncertainty of getting 
home to see family.  
I am now looking at 
all other options of 
moving job, home  
and transport method 
to avoid the train.’ 
Ian



#TrainPain  ❘  5

● Lost time with friends, family and on hobbies.

● Fear of losing jobs due to consistent lateness.

● Having to pay late fees for childcare.

● Being forced to travel on alternative routes or by different means.

●  Lost sleep and poor mental health in the face of constant uncertainty.  

We’ve used these stories to show the industry, government and  
media what it’s really like for passengers using our railways.  
Share your train pain story at which.co.uk/train-pain.

The impact on your life

Thousands of passengers have reached out to us to share 
their train pain after experiencing disruption on the railways. 

The most common issues:

Wasted journeys and wasted time: Cancellations and delays 
mean that journeys take longer than planned, making passengers 
late so they miss connections and events.

Poor travel conditions: Overcrowding and carriages in poor 
repair mean that some passengers can’t access essential services  
– such as seats, toilets or food – and that some feel unsafe.

Poor treatment by rail representatives: Rude or absent staff 
mean some passengers feel they have to fend for themselves.
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Take action

 
Passengers are being let down by unreliable trains that  
often fail to deliver the basics. This isn’t good enough.  

Thousands of people have already signed up to support our  
Train Pain campaign. Join the campaign and take action now.

Spread the word  
about the Train Pain 
campaign
Ask your friends and  
family to sign our petition 
calling on the government 
to bring about real change  
for rail passengers at  
which.co.uk/demand-
better-trains. Tear off  
the slip below and give  
it to them to make it even 
easier. The more people 
we have supporting our 
campaign, the louder  
our voice will be.

Share your train pain and 
demand a better service
Go to which.co.uk/ 
train-pain and share  
your train nightmares.  
If you’re part of a commuter 
group or have friends  
who travel by train, they  
can vent their train pain  
too. If your train is delayed 
or cancelled, share your 
travel frustrations and tell  
us what you want from  
your train service using  
the #trainpain hashtag  
on social media.

Tell us what works well
Are you happy with the 
way your train company 
communicates with you? If 
it’s doing something well, we 
want to hear about it. Maybe 
it’s introduced a simple way 
to claim compensation, or 
made it easier for you to 
find out about timetable 
changes. Or perhaps it has 
a great app that makes 
updates easier? Go to 
which.co.uk/rail-working-
well and help us understand 
what good looks like.
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Our railways are plagued by delays, cancellations  
and constant overcrowding.

Enough is enough.

The government must make sure our trains run for passengers,  
not just the rail industry. Sign our petition at which.co.uk/
demand-better-trains to demand better rail services.
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Four steps to compensation:

Know your rail rights
 

Whether you’re travelling for leisure or work, you have the right  
to a refund or compensation if you’ve experienced a train delay or 

cancellation on your journey. You may also be able to claim compensation 
if your journey hasn’t been delivered with reasonable care and skill.

Check if you can claim under Delay Repay – you can search 
for the train company you experienced a delay with by using our 
free look-up tool. We’ll share the quickest and easiest way to claim 
compensation with you. To do this, and for more information on 
Delay Repay, visit which.co.uk/delay-repay.

Contact the train company if it doesn’t offer Delay Repay. Write 
to its customer services department, give details of your journey 
and include your tickets (make sure you keep a copy of these).

Take your complaint further – for journeys outside London,  
or if your complaint is about the National Rail Enquiries Service, 
contact Transport Focus. For journeys within London and 
surrounding areas, contact London TravelWatch. If you’re unhappy 
with the service you’ve received from the train company, you can  
go to the ombudsman to help you resolve your issue. We’ve got 
advice on how to take your complaint to the new ombudsman  
at which.co.uk/train-complaints.

Use your consumer rights – on 1 October 2016 the Consumer 
Rights Act was extended to cover train travel. If your journey  
wasn’t carried out with reasonable care and skill you can make  
a compensation claim. But you can only do this if you were 
travelling as a consumer, ie for leisure (so if you were travelling  
for business purposes – excluding commuting – you wouldn’t  
be regarded as a consumer). You can use our free advice guide  
to explore a potential claim at which.co.uk/rail-rights.
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About Which?

Which? exists to make individuals as powerful as the 
organisations they have to deal with in their daily lives.  

We campaign to make people’s lives fairer, simpler and safer.

Which? is the largest consumer organisation in the UK 
with more than 1.3 million members and supporters. We 
operate as an independent social enterprise working for 
all consumers. We are funded solely by our commercial 

ventures and receive no government money, public 
donations, or other fundraising income.
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