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WELCOME 
We are delighted to have been awarded a further 3-year contract to operate 
CrossCountry services by the Department for Transport. We are looking ahead and 
developing exciting plans so we can ensure we meet and exceed our customers’ 
expectations now and in the future. 

I would like to refect on the past few months and the continuing unprecedented 
times we fnd ourselves in. Coronavirus has changed so many elements of our 
lives, and like all businesses our railways have been signifcantly afected. We 
have had an important part to play, both in terms of helping key workers and 
other customers make essential journeys, but also creating a reassuring and safe 
environment on-board as some restrictions have eased and more people start to 
travel. 

Throughout this time our priority has been to keep customers and colleagues safe. 
We have done this through enhanced cleaning, implementing social distancing 
measures on-board, enforcing face covering rulings on-board and only running 
services where they are needed. I would like to thank everyone who has travelled 
with us, and those looking to use our services in the future, for following the 
guidelines to protect each other and help prevent the spread of the virus. 

The railway will play an important part in our nation’s social and 
economic recovery. Robust transport links are vital, and we will 
play our part in helping the nation return to normal by ofering 
safe and reliable services, linking our towns, cities and 
destinations across Britain. 

Everyone at CrossCountry is passionate about placing our 
customers at the heart of all we do. Whether it’s helping 
people travel to work or school for business or leisure over 
long distances on our services across the country, we are 
determined to do all we can to make our customers’ 
journeys a great experience. 

As always, please let us know if you have feedback about 
our services to help us make continuous improvements. 
Do remember our Social Media team is also available 
every hour of every day to help with your questions 
about our services. 

Thank you for choosing CrossCountry to take you 
on your train journey and we look forward to 
welcoming you back on-board again soon. 

Tom Joyner 

Managing Director, CrossCountry 



 
 

 
 

 
 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 
 
 

  

 
 
 

 
 

 
 

 
 

 
 
 

 
 

 
 

 
 

 
 

 
 

 
 
 
 

 
 

     
     

     

     

YOUR JOURNEY 
We know how important it is that our trains 
run as planned and on time. We continually 
work with Network Rail, who maintain and 
improve tracks, signals and stations, and 
other train operators to ensure that delays 
and cancellations to our services are kept to a 
minimum. Our full commitments to you when 
travelling with us is available in our Passenger’s 
Charter, available on our website and at stafed 
stations. 

As part of our Franchise Agreement with the 
Department for Transport, we have targets 
for our performance, and will make details of 
how we have performed against those targets 
available on our website. 

Where delays are unavoidable, we will do all we 
can to keep you informed, and we continually 
review and refne our approach to ensure we’re 
providing the right information at the right time. 

Our Customer Information team is on hand 24 
hours a day, 7 days a week, providing journey 
and disruption information in real-time through 
our website and social media feeds. We also 
have a JourneyCheck facility, allowing you to 
keep track of your trains and any issues in real 
time. 

A summary of cancellations is provided below: 

Average full cancellations XC 47 
Average part cancellations XC 85 
Average full cancellations NR/
  other Train operator 33 
Average part cancellations NR/
  other Train operator 133 

If you are delayed in reaching your destination 
by 30 minutes or more, you may be eligible for 
compensation under our Delay Repay scheme. 
Please see our website for details. 

The Public Performance Measure (PPM) 
shows how many of our trains arrived at their 
destination within 9 minutes 59 seconds of the 
advertised time. CrossCountry’s PPM Moving 
Annual Average at Period 7 was 95.5% against 
a target of 87.4%. At period 7 last year, our PPM 
Moving Annual Average was 85.7% 

During the COVI19 outbreak we have run on 
average 4,668 trains each 4-week period and 
record how many of those ran with fewer than 
the planned number of carriages. Over the 
periods this report covers (April 20 – September 
20), this was 1.8% of services that we operated. 
This was 2.4% in the same period last year, an 
improvement of 0.6%. 

Our Cancellations and Signifcant Lateness 
(CASL) score, measures how many trains were 
cancelled or were over 29 minutes late. The 
Moving Annual Average at Period 7 was 5.78%, 
against 5.63% for the same period last year. 

75.4 7.3 
97.2 8.9 

91.9 15.7 

209.64 61.7 

September - March 19 September - March 20 April 20 – September 20 

CrossCountry, Network Rail and those cancellations caused by other operators, were all worse 
than the corresponding period last year. The period covered by this report (September 2019 to 
September 2020) saw a number of specifc events which impacted our train service performance. 
These included: 

• Severe weather had a notable impact on punctuality and reliability with a number of major storms 
causing fooding and damage to infrastructure across many of the routes that we operate through 

• The May 2019 timetable change led to a number of operational issues being experienced 
by other train operators and contributed to an increase in the level of train service interactions, 
particularly in the critical West Midlands area of our services, which contributed to a material 
increase in reactionary delay 

• External incidents increased, primarily fatalities and trespassing which refects a frowning national 
trend 
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• CrossCountry has also sufered from a number of signifcant incidents at critical junctions and 
locations such as Water Orton, Abbotswood and Eckington where response times have been 
afected by the cross-route governance of the asset 

• CrossCountry experienced issues with third party component suppliers for the Voyager feet. 

Where delays are unavoidable, we will do all we can to keep you informed, and we continually 
review and refne our approach to ensure we re providing the right information at the right time. 
Our Customer Information Team is on hand 24 hours a day, 7 days a week, providing journey and 
disruption information in real-time through our website and social media feeds. We also have a 
JourneyCheck facility, allowing you to keep track of your trains and any issues in real time. 

YOUR EXPERIENCE 
At CrossCountry, our customers are our top priority. The coronavirus 
pandemic has brought unprecedented challenges to the UK and beyond, 
and we are doing all we can to help our customers feel as safe as possible 
when travelling on our services. 

We are pleased to have been awarded the 
‘We re Good to Go’ accreditation from 
Visit Britain. This accreditation means that 
we re adhering to Government and industry 
COVID-19 guidelines and have the processes in 
place to maintain cleanliness on-board and aid 
social distancing. 

We have made several signifcant changes to 
our business over recent months. We have 
invested heavily in our cleaning operations, 
expanding our team of specialist on-board 
cleaners, resulting in more frequent on-board 
cleaning on our trains. We have also adopted 
a reservation only model of travel which 
aims to limit capacity on our trains so that the 
government guidelines on social distancing 
can be met. We have adopted many other 
measures to help keep our customers safe 

including PPE being made available for all 
colleagues, increased volumes of hand sanitiser 
available in on-board toilets and enhanced 
customer guidance with increased signage, 
announcements and pre-travel information. 

The changes we have made have been 
underpinned by the fndings from our Covid-19 
customer survey. We contacted our customers 
to ask for their thoughts on travelling with us in 
a vastly changed world. We would like to take 
this opportunity to thank all 6,323 customers for 
completing this important survey. The feedback 
really has made a diference. 

We are currently looking to add more 
customers to our customer panel. If you’re 
interested in helping us shape the future 
of CrossCountry train travel, please visit                                                  
crosscountrytrains.co.uk/ 
customerservice/customer-panel. 

https://crosscountrytrains.co.uk


  
  
  
 
 

 
 
 
 

 
 
 

 
 
 
 
 

 
 
 

We welcome customers who need extra 
help when making their journeys, and we will 
continue to ofer our Assisted Travel service 
for this purpose. You can fnd out more about 
this service on our website or by calling our 
Customer Relations Team (see details in the 
back of this booklet). 

At CrossCountry we already provide training to 
all our employees, from their initial introduction 
to refreshers during their career, on how to 
recognise and support our customers who may 
need a little extra help. Sometimes, it can be as 
simple as how we explain something that can 
provide the reassurance a person needs to feel 
comfortable. We go to great lengths to ensure 
all our frontline staf are given the support they 
need to provide this assistance, and we will be 
enhancing the range of training provided. 

While CrossCountry doesn’t operate any 
stations, we are investing in increasing our 
dedicated team who work with other train 
operating companies and Network Rail to 
ensure they provide services for customers who 
require assistance, and that you receive the high 
standards of station facilities that you expect. 
CrossCountry works closely with the train 
operators who manage our stations to ensure 
that every opportunity to bring these facilities 
up to 21st century standards of accessibility are 
undertaken. 

But there is more to making our railway more 
inclusive than just being accessible to people 
with immediately recognisable reduced 
mobility. We welcome and will help those with 
hidden disabilities, such as autism, dementia, 
deafness and mutism, and will be rolling out a 
series of initiatives to make journeys easier. 

We’ll be delivering lots of improvements to your 
journey over the next three years, including: 

• A package of targeted initiatives to support 
customers needing extra help when they 
travel, including providing ‘Signly’ link on 
communications, and reserved spaces for 
Guide Dogs 

• Improvements to the toilets on our feet of 
regional trains operating between 
Birmingham, Cardif, Nottingham, Leicester, 
Cambridge and Stansted Airport 

• A new Service Quality regime to ensure we 
closely monitor our on-train environment and 
rectify issues as quickly as possible. 

• Customers using our inter-regional services 
between Birmingham, Cardif, Nottingham, 
Leicester, Cambridge and Stansted Airport 
will see six existing 2-carriage trains 
upgraded to 3-carriage trains 

• Improved signage and communications 
regarding the location of luggage space on 
board our Voyager trains’ 



YOUR TRAINS 
Continuing to capture the benefts 
of enhancements to Britain’s 
railways to ofer a better service to 
our customers will be a key focus. 
We will work alongside our industry 
partners to fnd new and better 
ways to deliver a railway timetable 
that makes the most of the available 
network while delivering the fast, 
frequent services our customers 
want and expect. 

With almost half our customers either starting or 
ending their journey on another train operators’ 
services, integration and connectivity have 
played a major role in our approach. 

In December 2019, we were able to take 
advantage of the improvements by Network 
Rail throughout Derbyshire to enable more 
trains to run quickly through the East Midlands. 

Replacing the 20th century infrastructure with 
modern tracks and signalling means customers 
can expect journey times of around only two 

hours from there to the North East, beneftting 
business and leisure travellers with fast and 
frequent alternatives to the congested road 
network. 

The pandemic has prevented us making further 
changes, however, we are now looking at 
when we can deliver more trains with additional 
carriages to further improve our inter-regional 
and long-distance services. One impact of the 
changes made during the pandemic has been 
the recognition of a more robust timetable 
ofering more seats on regular services instead 
of frequent services at every station hoping to 
meet every customers’ needs. We will work 
with our industry partners to ensure the positive 
changes made are not lost as we prepare the 
timetables of the future. 

Much was made during 2019 of the importance 
of an environmentally friendly and sustainable 
future. Rail transport will play a huge part in 
delivering this by ofering a high-quality mass 
transit service to tempt people away from more 
damaging modes of transport such as car, 
coach and air. CrossCountry’s long distance 
services intertwining England, Scotland and 
Wales will support this, and we are committed 
to promoting the benefts and advantages of rail 
travel as we work to deliver the transport service 
people expect. 



 
 

 
 

 
 

 
 

 
 
 

 

 
 

 
 
 
 

 
 

 
 

 
 
 

 
 

 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 

YOUR COMMUNITY 
CrossCountry supports work to make rail travel more inclusive and 
accessible to everyone who wants to travel. 

The challenges to make railway stations fully 
accessible are well known, with most built in 
Victorian times and many having ‘Listed Building’ 
status for their historical value. This means that 
modifying buildings, entrances and exits, as well 
as installing lifs and other mobility aids, can be 
difcult. CrossCountry works closely with the 
train operators who manage the stations we serve 
to ensure every opportunity is taken to bring 
these up to modern standards of accessibility, 
and we will be expanding this team in the next 
12 months. 

But, there is more to making our railway more 
inclusive than just being accessible to people 
with immediately recognisable reduced mobility. 
The railway looks to help those with non-visible 
disabilities, such as autism, dementia, deafness 
and mutism. Whilst not as obvious as someone 
in a wheelchair, each have their own barriers 
making public transport difcult to use. We 
support the Hidden Disabilities Sunfower 
scheme which has been adopted by many 
transport operators and can be obtained from 
any stafed station. This is seen in the form of a 
lanyard worn by an individual who may require 
additional support at some point during their 
journey, and is a discreet way to recognise, 

acknowledge or understand the challenges a 
customer may face on trains or at stations. 

CrossCountry are also part of the ‘Dementia 
Friendly Railway’ project run with Bentham Line 
Community Rail Partnership and fellow train 
operator Northern. This sees dedicated training 
for station and train staf on how to help and 
support customers with dementia and their 
carers, ofering station visits to build confdence 
in travelling by rail. This project also demonstrates 
how rail travel can be adapted to help others 
wanting to travel. 

At CrossCountry we already provide training to 
all our colleagues, from their frst day induction 
to refreshers throughout their career, helping our 
people to recognise and support our customers 
who may need a little extra help. Sometimes, it 
can be as simple as how we explain something to 
provide assurance and comfort. We go to great 
lengths to ensure all our frontline colleagues 
are given the support they need to provide this 
assistance. Our recently published Accessible 
Travel Policy sets out our plans to further improve 
the training of all our colleagues, along with 
details of all the commitments we have made to 
help make rail accessible to all. 

CrossCountry works closely with our community 
partners to beneft the local people and societies 
our trains serve. We support twenty Community 
Rail Partnerships across Britain – and will 
shortly be adding a further three – from scenic 
coastal branch lines to suburban and inner-city 
places, where the rail industry and its partners 
are seeking to make rail more attractive and 
accessible. Over the years we have supported 
projects providing rural transport services 
connecting communities to nearby stations, 
helping to promote travel and tourism, as well as 
supporting initiatives to help families and young 
people tackle living in difcult circumstances. 



      

      

      

        

 
 

 

 
 

 

 

 

 

YOUR FEEDBACK 
We always welcome your feedback, so we can understand 
what is working well and where we can do better. 

We regularly get in touch with the panel to We’ll continue to ofer a variety of channels 
gauge opinions and feedback on a wide range through which you can provide your feedback, 
of subjects. Please visit our website for details of as shown below. 
how to join the customer panel. 

Channel of Contact Acknowledgement Time Complaint Resolution Time 

E-mail Auto-acknowledgement with 
case reference sent within 24 
hours 

Within 10 days (or 20 
days for more complex 
matters requiring specialist 
investigation) 

Written correspondence (letter 
or via online form) 

Not applicable Within 15 days (or 20 
days for more complex 
matters requiring specialist 
investigation) 

Telephone We aim to answer 95% of 
incoming phone calls within 90 
seconds 

If we cannot resolve 
immediately on the call the 
same timescales apply as for 
written correspondence above 

Social Media We aim to provide a response 
within 30 minutes of contact 

If we cannot resolve 
immediately, customers are 
encouraged to submit a formal 
complaint via another channel. 

The National Rail Passenger Survey (NRPS) takes place in the spring and autumn of each year and is 
undertaken by Transport Focus, the independent transport user watchdog. The most recent survey 
was undertaken in Spring 2020. 

We have tough targets for our NRPS scores as part of our franchise agreement with the Department 
for Transport. Our results are shown below, together with our targets for the year. Our annual 
performance against our NRPS targets is measured as an average of our spring and autumn results. 

Year 3 (Apr 18-Mar 19) Target 74.5% 70.6% 70.0% 65.7% 

Year 3 (Apr 18-Mar 19) Score* 73.0% 69.6% 69.6% 61.4% 

Year 4 (Mar 19-Mar 20) Target 74.8% 71.0% 70.5% 66.0% 

Year 4 (Mar 19- Mar 20) Score** 75.4% 70.0% 70.5% 60.0% 

Group 1 Group 2 Group 1 Group 2 

TRAINS CUSTOMER SERVICE 

* Year 3 annual score is an average of the spring 2018 and autumn 2018 results 
** Year 4 annual score is an average of the spring 2019 and autumn 2019 results 

Group 1 covers our long-distance services, and Group 2 covers the Cardif – Nottingham and 
Birmingham – Leicester/Stansted Airport services. 



 
 

   

   

   

When you contact us, we aim to resolve any query or complaint as quickly as possible and have 
targets in place to efectively manage this in an efcient way. We’ve summarised key information 
regarding the number of complaints we received, and our time to respond to those complaints in the 
table below. 

In the most recent ORR report (2019/2020) which details complaints handling statistics for all Train 
Operators, CrossCountry fnished second out of 20 Train Operators in the following categories: 

• Passenger satisfaction with the overall complaints handling process 

• Passenger satisfaction with the outcome of the complaint. 

Number of complaints received 17,153 15,904 2246 

Average number of days to respond 4.8 6.1 3.74 

Sept 18 – Mar 19 Sept 19 – Mar 20 April 20 -September 20 

We intend to continue and build on our approach to complaints handling to support the aim of 
reducing response times to customer contact. We continually review our performance to identify 
areas for improvement and develop plans to address any specifc issues. 
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We continually review our performance to 
identify areas for improvement and develop 
plans to address any specifc issues. The period 
that this report covers has been particularly 
challenging, however, the team have worked 
hard to ensure that we have met our obligations 
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to respond to complaints within 10 working 
days and this has been achieved. Delay Repay 
claims continue to increase year on year and 
make up 91% of customer contact into the 
Customer Relations team. 



 

 
 

 
 

 

 

 

CONTACT US 
We welcome your comments or suggestions 
regarding any aspect of this Customer Report 
or your journey with CrossCountry. 

You can contact us by: 
E-mail: customer.relations@crosscountrytrains.co.uk 

Telephone: 0344 736 9123 

Textphone: 0121 200 6420 

Post: 
CrossCountry Customer Relations 
FREEPOST RRXU-HUEC-GLLY 
Cannon House 
18 The Priory Queensway 
Birmingham 
B4 6BS 

crosscountryuk 

CrossCountrytrains 

mailto:customer.relations@crosscountrytrains.co.uk


For further information visit: 

crosscountrytrains.co.uk 
or call us on 0344 736 9123 

https://crosscountrytrains.co.uk



