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Welcome to CrossCountry’s Spring 2021 Customer Report. 

Covid-19 has undoubtedly changed many aspects of society 
including our sector. However, it also presents opportunities 
for making much-needed improvements and supporting the 
wider industry’s desire to build back better. CrossCountry 
is unique in that it operates across Great Britain, serving 
hundreds of towns and cities along the way. We touch many 
communities and recognise the important contribution we 
can make in rebuilding regional economies as we emerge from 
the pandemic. 

Last year, we introduced four Regional Directors, who are 
helping us to engage with stakeholders more closely so that  
we can respond more effectively. In this report, you’ll find 
out more about the great work we’re doing despite the 
challenging times we live in. This will continue to play 
a crucial role in the year ahead as we look to work in 
partnership with local communities and businesses to build  
a robust service on which people can rely.

We’ve also done a great deal of work to ensure you can travel 
with confidence, enhancing our cleaning regimes and putting 
in place a recommended reservation policy to keep us all at a 
safe distance from each other on-board. We will continue to 
make sure we have all the measures in place so that you can 
travel safely and have an enjoyable experience on our services. 

As always, your feedback is incredibly important to us as it 
helps us remain focused on the things that matter most to 
you. We are proud of what we have achieved to date and are 
looking forward to the future and continuing to evolve our 
business. 

Thank you for your ongoing support. I remain committed to 
ensuring you have a great experience travelling with us and I 
look forward to welcoming you back on-board again soon.

Tom Joyner
Managing Director, CrossCountry
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This year, CrossCountry and the rail industry have faced 
a very different, challenging year following the Covid-19 
outbreak. A reduction in train services and passenger numbers 
has been seen. However despite this, we have played an 
important role in the movement of key workers across many 
parts of the network. In the coming months, we will continue 
to work with Network Rail and industry partners to ensure 
that we continue to build back better and in doing so, deliver 
a safe, reliable and punctual service to our passengers.

As part of our Franchise Agreement with the Department for 
Transport, we have set targets for our performance. These are 
outlined below, together with our latest performance against 
these targets. 

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 13 was 92.9%, against a target of 
85.0%. At Period 13 last year, our PPM Moving Annual Average 
was 83.1%.

Since the Covid-19 pandemic we have operated on average 
4,763 trains each 4-week period and record how many of 
those ran with fewer than the planned number of carriages. 
Over the 7 periods this report covers (from September 2020 
to March 2021), this was 0.30% of the 32,682 services that 
ran. In the equivalent time period last year, this was 2.99%  
of services.

Our Cancellations and Significant Lateness (CASL) score 
measures how many trains were cancelled or were over 29 
minutes late at destination. The Moving Annual Average at 
Period 13 was 3.44%, compared with 7.27% for the same 

period last year. A summary of cancellations is provided below.

Other key punctuality measures that we measure are time  
to 3 and 15 arrivals at all stations. These measures are 
important in helping us understand the true impact of 
punctuality for those customers who are travelling between 
intermediate stations.

We have seen an improvement within our most recent 
performance year which ended on the 31 March 2021. Within 
Time to 3, the moving annual average seen a +17.3% step 
change across the performance year. Time to 15 has equally 
delivered a positive step change with a 3.3% improvement 
in comparison to March 2020. CrossCountry caused delay 
minutes only accounted for circa 9% of total passenger 
lateness during the last performance year.

2018/19 Periods 7-13
(Sept 18 – Mar 19)

2019/20 Periods 7-13
(Sept 19 – Mar 20)

2020/21 Periods 7-13
(Sept 20 – Mar 21)

Average full cancellations per 4-week period  
(caused by CrossCountry)

47 75 8

Average part cancellations per 4-week period  
(caused by CrossCountry)

85 97 20

Average full cancellations per 4-week period  
(caused by Network Rail or another train operator)

34 91 32

Average part cancellations per 4-week period  
(caused by Network Rail or another train operator)

133 204 97

CrossCountry, Network Rail and those cancellations caused by other operators, were all better than the corresponding period last year. The period covered by this report (September 2020 to 
March 2021) has fallen in what has been an unprecedented year for the railway industry due to the impact of Covid-19. The impact of the pandemic has resulted in the railway running fewer 
trains on the network as well as transporting fewer passengers due to the lockdown restrictions. When delays and cancellations have occurred, it has been primarily due to external events and the 
impact of severe weather, which in some locations has led to flooding on the Network Rail infrastructure and led to track access being denied.

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. 

HOW WE'RE

PERFORMING.
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As customers return, our emphasis 
and focus is on providing a high-
quality customer service. Over the 
course of the pandemic, we have 
invested in various areas to enhance 
the service we provide. 
 
We have launched a post journey customer survey 
providing us with granular and timely insights to 
understand our strengths and where we should make 
improvements. The survey allows customers to opt in to 
be contacted by us in the future so that there’s an open 
two-way dialogue. We also invite customers to provide 
details of any CrossCountry colleague that has gone 
above and beyond to deliver a great customer experience 
so that we can recognise such individuals internally.

Our XChange Views customer panel is ongoing, and 
we have been thrilled with the level of information 
and support that has been afforded to us. Concerns 
around travelling during the pandemic, combined with 
predictions concerning the return to rail have been 
invaluable as we build our recovery plans. If you’re  
interested in joining the panel to help shape our future, 
please visit crosscountrytrains.co.uk/customerservice/ 
customer-panel

The industry-wide insight programme that we have 
previously relied upon to benchmark success against 
other train companies has been paused during the 
pandemic so there is little customer data available. 
However, we expect to see a return in 2022 and work is 
underway to review how to gain additional value. 

Inter-city*  
Results (North-South)

2020 Target %
Spring 2020  

Performance %

Overall satisfaction N/A 85.5

Customer Service 70.5 70.5

Train 74.8 75.4

Inter-Regional**  
Results (East-West)

2020 Target %
Spring 2020  

Performance %

Overall satisfaction N/A 82

Customer Service 66 60

Train 71 70

Despite having dramatically fewer customers over the last 12 months, we have continued to 
ensure our contact teams are available at convenient times and that we offer help through the 
full range of channels. Customer feedback has been predominantly focused on refunds where 
national and local lockdowns have prevented travel plans, and what measures we have in place 
around social distancing measures and cleaning, much of which has been positive. 

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

Our latest National Rail Passenger Survey in Spring 2020 was only part completed because of 
the national lockdown but there was enough feedback collated prior to the pandemic to deliver 
robust insight. Our performance is shown below. 

NATIONAL RAIL  

PASSENGER SURVEY.

YOUR
FEEDBACK.
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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.

We’ll continue to offer a variety of channels through which you can provide your 
feedback as shown below.

Sept 18 – 
Mar 19

Sept 19 – 
Mar 20

Apr 20 – 
Sept 20

Sept 20 – 
Mar 21

Number of  
complaints received

17,153 15,904 2246 2163

Average number of 
days to respond

4.8 6.1 3.74 2.30

In the last ORR report (2019/2020) which details 
complaints handling statistics for all train 
operators, CrossCountry finished 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. 

The below two graphs show the number of complaints that we have received in 2021 
against 2020 in relation to a variety of different areas. We have also been able to section 
the number of complaints regarding staff on a regional basis which is shown below. 

As you would probably expect, Covid-19 has had a big impact on the number of customers 
travelling by rail and in turn the number of complaints has reflected this. However, we still 
continue to build on our approach to complaints handling to support the aim of reducing 
response times and providing a first-time resolution. 

We continually review our performance to identify areas for improvement and develop 
plans to address any specific issues that arise. During the period that this report covers, 
the UK has been impacted by the pandemic and customer contact volumes decreased, 
affecting the amount of complaints that we have received, but we continue to work 
hard to ensure that our response times are quick and our replies comprehensive. 79% of 
customer contact was regarding Delay Repay claims, and this continues to be the driver of 
the majority of customer contact enquiries.
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Details of the number of Notified Faults by 
passengers, further disaggregated by  
Station / Train and then Service Group and 
relevant sub-categories

Mean average time for Franchisee to resolve 
Notified Faults

1 fault reported, Birmingham to Peterborough, 
Turbostar Fleet, customer unable to alight at 
Peterborough as states doors did not open

Fully investigated and no fault found
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As a result of our regional structure, we engage 
with local transport executives and wider 
stakeholders on a regular basis through the 
Grand Rail Collaboration, West Midlands Rail 
Executive and Transport for Greater Manchester. 
These spaces mean the industry can work 
together, are aligned and pro-active. We support 
regional transport plans and rail strategies, 
alongside transport authorities and industry 
colleagues so that we offer great connectivity 
within the region and across the UK. 

We’ve also had greater representation at 
several forums within the region. Engagement 
through the Grand Rail Collaboration during 
the pandemic has allowed consistency across 
not just rail but the transport sector in the 
Midlands. We’ve also introduced #LookCloser 
training, initially delivered by the British 
Transport Police and The Children’s Society, to 
our frontline colleagues. This means vulnerable 
children and adults can be spotted and given 
help where needed as part of the wider British 
Transport Police County Lines Taskforce. This 
work has been recognised as best practice in the 
Midlands with other operators looking to run 
similar programmes. 

We want to ensure we build back better as 
we emerge from the pandemic. We support 
the levelling up agenda, backing infrastructure 
investment projects within the West Midlands 
and North West. A key priority for the Midlands 
is better connectivity between the East and 
West parts of the region. We are exploring how 
we can improve the connections we have as 
well as creating new ones where possible. 

We support a number of Community Rail 
Partners and community projects making sure 
local people are a part of the railway. The small 
Staffordshire village of Hixon has benefited 
from the rail industry coming together for their 
memorial garden. It commemorates the tragic 
rail disaster of 1968. As an industry, we have 
rallied around and got Network Rail to remove 
damaged trees in the areas, and upcycle the 
bark chippings, the ASLEF union has provided 
historical material for a local historian to add 
to his talks and when we are able, we’re looking 
at a train naming ceremony to carry on the 
memory of those that lost their lives. We will 
continue to provide funding and support, where 
we can, to build community strategies which 
encourage leisure and tourism along the route, 
help young people in education and address the 
needs of the environment. 

The West Midlands and North West 
region primarily covers Birmingham 
to Manchester, but also our route out 
to Coventry and Leamington Spa. We 
interact with three Network Rail 
areas (Central, North West and West 
Coast Mainline South), allowing 
closer collaboration on performance 
and planning aspects. We have train 
crew depots at Birmingham and 
Manchester with our HQ offices  
in Birmingham. 

John Robson
Regional Director, 
West Midlands & 
North West.

WEST MIDLANDS 

AND NORTH WEST.
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2019/20 Periods 7-13
(Sept 19 – Mar 20)

2020/21 Periods 7-13
(Sept 20 – Mar 21)

West Midlands & North West Region

Average Delay Minutes per 4-week period  
(caused by CrossCountry)

771 207

Average Delay Minutes per 4-week period  
(caused by Network Rail)

11,861 7,257

Average full cancellations per 4-week period  
(caused by CrossCountry)

13 1

Average part cancellations per 4-week period  
(caused by CrossCountry)

12 1

Average full cancellations per 4-week period  
(caused by Network Rail)

26 11

Average part cancellations per 4-week period  
(caused by Network Rail)

63 35

During September 2020 - March 2021, CrossCountry 
caused delay minutes and cancellations improved across 
this region when compared to 2019/20. The reduction 
in cancellations and the associated delay as a result 
of no available traincrew has been achieved through 
an increased level of training schools for on-board 
colleagues, improvements in sickness and  
recruitment processes.  

Most delays have been a result of antisocial behaviour 
on-board our services. In several cases this has led to 
British Transport Police (BTP) attendance, causing delays 
to our services. 

Average Network Rail delay minutes and cancellations 
per period have reduced across this region.  Delays 
have been due to track related faults and speed 
restrictions, trespassers on the line, incidents of landslips 
and extreme weather leading to severe disruption. 
Key Network Rail incidents within this region are 
summarised below:

• Infrastructure asset failure at Kingsbury on Saturday  
2 January – 1,259 delay minutes, 11 full and  
19-part cancellations

• Flooding at Trentham on Wednesday 20 January –  
319 delay minutes and 26-part cancellations

• Landslip at Eckington on Tuesday 23 February –  
735 delay minutes, 13 full and 6-part cancellations

1312
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We are focussed on continuing support for 
Community Rail Partnerships (CRPs) in the 
North, but additionally we have extended our 
support to three Scottish CRPs. We engage 
with Transport Scotland, the North East Rail 
Management Unit, West Yorkshire Combined 
Authority and Transport for the North. We’re 
keen to support regional transport plans 
through these forums to improve connectivity 
within the North and Scotland.

The regional structure has allowed us to have 
stronger representation at several forums within 
the region. Engagement with Transport for 
the North through the pandemic has allowed 
consistency in approach across operators. 
We also have a more visible role in Scotland’s 
Railway. Additionally, our Regional Performance 
Business Partners mean that we have greater 
insight and input into industry performance 
forums, with real success at several locations in 
the North and Scotland, following collaborative 
work with Network Rail.

We’re supportive of the levelling up agenda 
and the need to strengthen the unions. Rail 
can have an important part to play, supporting 
infrastructure investment projects within 
the North. Greater connectivity between 
England and Scotland is a key priority and 
we look forward to further improving current 
connections and developing new ones.

We’ve supported several community projects 
over the last few months that address key 
issues within rail and wider communities. Our 
priority has been mental wellbeing, education 
and rail safety and supporting award-winning 
projects including BackTrack and Dwell Time. 
Going forward we’ll continue to provide funding 
and resources to build community strategies 
that cover topical issues, as well as encourage 
leisure travel to destinations along our route.

The North East and Scotland region 
covers an operating area from South 
of Sheffield all the way to Aberdeen. 
We interact with three Network Rail 
Route areas (East Coast,  
North and Scotland), allowing closer 
collaboration on performance and 
planning aspects. We have train crew 
depots in Leeds, Newcastle and 
Edinburgh, with over 350 drivers and 
on-board colleagues.

Anna Weeks
Regional Director, 
North East & 
Scotland.

AND SCOTLAND.
NORTH EAST 
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2019/20 Periods 7-13
(Sept 19 – Mar 20)

2020/21 Periods 7-13
(Sept 20 – Mar 21)

North East & Scotland Region 

Average Delay Minutes per 4-week period  
(caused by CrossCountry)

404 75

Average Delay Minutes per 4-week period  
(caused by Network Rail)

10,962 3,114

Average full cancellations per 4-week period  
(caused by CrossCountry)

3 0

Average part cancellations per 4-week period  
(caused by CrossCountry)

10 0

Average full cancellations per 4-week period  
(caused by Network Rail)

22 3

Average part cancellations per 4-week period  
(caused by Network Rail)

38 9

We have continued to see a positive improvement in 
relation to both caused delay minutes and cancellations 
within this region across our last performance year. 
The increased level of training schools for on-board 
colleagues, improvements in sickness and recruitment 
processes and several in-house driver training schools 
has impacted the reduction of cancellations and the 
associated delay. 

Average Network Rail delay minutes and cancellations 
per period have reduced across this region compared 
to the equivalent time period during 2019/20. When 
delays have occurred to our services, it has been caused 
by a number of external relating incidents which range 
from external power failures, trespass and fatalities and 
incidents of extreme weather. In some cases, this has 
led to line closures and severe disruption to our services. 
Key Network Rail incidents within this region are 
summarised below:

• External power supply failure at Reston on  
Tuesday 13 October – 84 delay minutes, 2 full and  
13-part cancellations

• Severe flooding in the Darlington area on  
Wednesday 20 January – 88 delay minutes, 2 full and 
7-part cancellations

• Canal Buoy struck in Skelton Junction area on Friday 8 
January – 436 delay minutes and 2-part cancellations
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We’re keen to actively engage and support 
transport plans and rail strategies in 
collaboration with transport authorities and our 
rail industry partners. 

The regional structure means we have 
stronger representation at several strategic 
forums within the region, particularly those 
overseen by Transport for the East Midlands. At 
CrossCountry’s suggestion, the Cambridgeshire & 
Peterborough Combined Authority set up a new 
Cambridgeshire & Peterborough Rail Strategy 
Working Group. This brings together, for the first 
time, Transport Officers from the Combined 
Authority and representatives from Network Rail 
and the train operators serving Cambridgeshire, 
who now collaboratively discuss current issues 
and train service development opportunities on a 
regular basis. Through our participation in these 
forums, we’re more visible in the East Midlands 
and East Anglia. 

We’re supportive of the levelling up agenda 
and believe in the role rail can have in this, 
supporting infrastructure investment projects 
within the East and West Midlands proposed 
by Midlands Connect, and pushing the agenda 
for other essential interventions within this 
region to allow more trains to operate on a 
modernised, upgraded railway. 

We’re delighted to announce that from our May 
2021 timetable change we will offer more seats 
on our Turbostar fleet that links Birmingham 
with Derby, Nottingham, Leicester, Cambridge, 
Peterborough and Stansted Airport. We will 
run more three-car trains, so that many more 
passengers will be able to travel in comfort for 
their whole journey. 

We’ve supported several community projects 
that have made improvements for rail users 
and wider local communities. Some of these 
were through our CRPs, including website 
improvements at Derwent Valley CRP, exciting 
community artwork with Poacher Line CRP and 
the development of a Marketing and Tourism 
strategy with Hereward CRP to welcome 
back people to public transport once travel 
restrictions are eased. 

We also support the aims and passion for rail 
travel-growth expressed by other community 
groups such as RailFuture, Peterborough-Ely-
Norwich Rail Users and Friends of Narborough 
Station. We will continue to provide funding and 
resources, where available, to build community 
strategies and support projects that address 
topical issues.

Our East Midlands and East Anglia 
region covers an operating area from 
Birmingham to Derby, Chesterfield and 
Nottingham and from Birmingham to 
Leicester, Peterborough, Cambridge 
and Stansted Airport. Our new 
regional structure allows us to increase 
local management presence, we 
closely engage with Transport for the 
East Midlands and the Cambridgeshire 
& Peterborough Combined Authority 
along with all the shire County 
Councils and the strategic transport 
body Midlands Connect. 

Richard Morris
Regional Director, 
East Midlands  
& East Anglia.

EAST MIDLANDS 

AND EAST ANGLIA. 
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2019/20 Periods 7-13
(Sept 19 – Mar 20)

2020/21 Periods 7-13
(Sept 20 – Mar 21)

East Midlands & East Anglia Region 

Average Delay Minutes per 4-week period  
(caused by CrossCountry)

610 169

Average Delay Minutes per 4-week period  
(caused by Network Rail)

2,461 3,670

Average full cancellations per 4-week period  
(caused by CrossCountry)

25 0

Average part cancellations per 4-week period  
(caused by CrossCountry)

10 0

Average full cancellations per 4-week period  
(caused by Network Rail)

2 4

Average part cancellations per 4-week period  
(caused by Network Rail)

3 12

Throughout the period between September - March 
2021, CrossCountry caused delay minutes and 
cancellations has seen a positive improvement across 
this region when compared to 2019/2020.

Many delays within this region has been a result of  
anti-social behaviour on-board our trains. To mitigate 
this, over the last few years we have deployed a number 
of body worn badge cameras to our on-board colleagues 
and formed relationships with the British  
Transport Police.
 
Average Network Rail delay minutes and cancellations 
per period have reduced across this region. Delays 
have been caused by track related faults and speed 
restrictions, infrastructure asset reliability and 
trespassers on the line. Key Network Rail incidents 
within this region are summarised below:

• Infrastructure asset failure in the Derby area on 
Monday 25 January – 721 delay minutes, 6 full and 
4-part cancellations

• Trespasser on the line at Knighton Junction on  
Tuesday 29 December – 532 delay minutes, 2 full and  
13-part cancellations

• Infrastructure asset failure at Syston Junction on 
Monday 25 January – 354 delay minutes and  
4-part cancellations
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We are a significant local employer and 
economic contributor with offices at 
Bournemouth, Reading, Bristol and Plymouth. 
This local connectivity has grown through our 
new structure, enabling us to provide a stronger 
local focus on how our services and our people 
can sustain the region’s communities and 
support their recovery. Working alongside our 
industry partners, local authorities, business 
representatives and politicians we are seeking 
to ensure that rail aids the region’s emergence 
from these challenging times.

We have developed strong relationships with 
many organisations, joining and attending 
regional forums, business organisations and 
key stakeholder groups to ensure we fully 
understand the region and its priorities. The 
ongoing pandemic has brought into sharp 
focus the importance of a safe and reliable rail 
service, and groups both within the rail industry 
and amongst external stakeholders have been 
actively looking at how rail can grow to play a 
bigger part in the region’s future. 

Over the coming years the region will benefit 
from proposals to ensure investment priorities 
are equally shared. An effective and sustainable 
transport network is widely recognised for its 
importance in building stronger ties across 
Great Britain, and our services connecting 
England, Wales and Scotland will help 
strengthen the bond of our national union. We 
support proposals to build new stations and 
reopen railway lines to build back a better and 
stronger railway.

Alongside our role as a transport operator,  
we’re also keen to ensure our business and  
our people give back to the communities we 
serve. We’re an active supporter of the five  
CRPs across the region, working with them 
to bring rail and the local communities closer 
together. The pandemic has caused us to  
refocus our work with CRPs, but we have still 
been able to undertake projects across our 
region with an emphasis on supporting those 
who may be struggling by funding initiatives 
such as local food banks and distributing 
supplies to wider communities.

West and Wales is the largest of 
CrossCountry’s four regions, 
stretching from the Midlands to the 
South Coast, Wales and the South 
West. Our frequent high-speed 
services are integral to supporting 
the region’s social and economic 
foundations by providing local  
travel and journeys for business and 
leisure to towns and cities across 
Great Britain. 

Sarah Kelley
Regional Director, 
West & Wales.

ANDWEST
WALES.
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2019/20 Periods 7-13
(Sept 19 – Mar 20)

2020/21 Periods 7-13
(Sept 20 – Mar 21)

West & Wales Region

Average Delay Minutes per 4-week period  
(caused by CrossCountry)

333 150

Average Delay Minutes per 4-week period  
(caused by Network Rail)

11,940 3,698

Average full cancellations per 4-week period  
(caused by CrossCountry)

5 0

Average part cancellations per 4-week period  
(caused by CrossCountry)

12 0

Average full cancellations per 4-week period  
(caused by Network Rail)

22 9

Average part cancellations per 4-week period  
(caused by Network Rail)

57 31

There has been a positive improvement to caused 
delay minutes and cancellations within this region 
throughout our most recent performance year. Through 
our increased level of training schools for on-board 
colleagues, we have been able to reduce the number of 
cancellations and the associated delay.

Average Network Rail delay minutes and cancellations 
per period have reduced across this region compared 
to the equivalent time period during 2019/20. Aside 
from this improvement, when delay has occurred to 
our services it has been caused by incidents of landslips 
and extreme weather, which in both instances have led 
to line closures and severe disruption to our services. 
Key Network Rail incidents within this region are 
summarised below:

• Severe flooding in the vicinity of Cowley Bridge on 
Thursday 24 December – 83 delay minutes, 19 full and 
59-part cancellations

• A land slip between Lydney and Awre on  
Wednesday 20 January – 85 delay minutes, 6 full and 
19-part cancellations

• Extreme weather along the Dawlish sea wall on  
Friday 12 February – 169 delay minutes, 2 full and  
12-part cancellations
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We’ve been showcasing some of our fantastic colleagues 
who have been making a difference at this challenging 
time. When the pandemic hit, the Procurement team 
quickly got up to speed on all things PPE so we could 
protect colleagues and keep them safe. 

Hand sanitiser and anti-bacterial wipes became hot 
property and the team worked tirelessly to ensure that  
we had adequate stock and that a robust supply chain  
was in place for the months ahead. Face masks came next 
and working with Arriva colleagues, we secured enough 
supplies for CrossCountry and Arriva Trains colleagues.

Colleagues in Bristol raise money  
for local care home. 

Colleagues in Bristol have raised over £200 for The 
Leonard’s Elms in Bristol. Colleagues donated prizes 
and bought raffle tickets to support Lara Thomas 
(Bristol Team Organiser) in her fundraising efforts. 

Lara said: “I would like to personally thank all the 
colleagues that so kindly donated their time and 
money to this worthwhile cause. My father worked 
on-board in Bristol for Virgin and helped shape my 
journey in the rail industry. He now resides in The 
Leonard’s Elms as he unfortunately suffers from 
Alzheimer’s. It has been difficult not seeing him as 
much as we would like due to the pandemic, so I’m 
really pleased to have helped them raise money to 
improve their communal area.” 

The money raised by Bristol colleagues will go 
towards an aquarium for the communal area for  
all residents to enjoy. 

Supporting youth charities during Covid-19. 

We’re delighted to have recently teamed up with Severnside 
Community Rail Partnership (CRP) to support three West County youth 
charities, who have adapted their support services to reach those most 
in need during the pandemic. Young Somerset, Young Bristol and Young 
Gloucestershire would usually be facilitating community youth groups, 
physical and creative activities, alongside providing mental health and 
wellbeing support. 

The charities quickly re-designed their programmes to reach out to the 
most vulnerable people within the local communities. This has included 
delivery of care parcels, sports and creative activity packs, virtual youth 
clubs and boredom buster challenges. Some families have also received 
broadband packages to enable them to stay connected with friends 
and families, and to access digital activities and schoolwork. 

For those in need of extra support, online counselling, mental health 
and hidden victim support has been readily available. Youth workers 
have also been out and about supporting local police forces to 
encourage those struggling with compliance during lockdown to return 
home and stay safe. 

Colleagues in Bournemouth support local charity.

One of our Train Managers, Danielle, recently organised a charity 
coffee, cake and Christmas raffle event to raise money for GAIN, an 
organisation close to the Bournemouth teams’ heart after Danielle’s 
own experience with Guillain-Barré syndrome last year. Danielle 
worked tirelessly selling raffle tickets for colleagues to win festive 
hampers and organised a successful socially distanced coffee and 
cake morning, with many colleagues contributing with 
homemade bakes! The Bournemouth 
team raised almost £700 for GAIN 
through this fantastic event. Well done 
to Danielle, Jane and to colleagues 
who supported the event! 

PROUD TO BE

      CROSSCOUNTRY. 
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Improvements such as the ‘train walkthrough’ videos 
are now available via our website showing the 
layout and facilities of our different types of train, 
and improved labelling on our trains for luggage 
spaces are just a couple of examples of how we’re 
continually improving. 

Another focus for us this year has been improving 
our Class 170 Turbostar fleet for rail passengers in 
the East Midlands and East Anglia, with more seats 
on its route. This project will be completed by May 
to help reduce crowding at peak travel times.
The improvement work includes new seat covers, 
new carpets, upgraded Wi-Fi and a full external 
repaint. The project will convert six existing two-
carriage Turbostars into three-carriages, providing an 
additional 74 seats per train. 

During the pandemic, we’ve worked with colleagues 
to re-define our customer proposition. These are 
the promises we make about the experience we 
strive to deliver from when a customer thinks about 
making a journey through to the post journey 
stage. We are ensuring that across the business we 
understand what kind of service our customers 
expect and how we can meet those standards. From 
here, we can review any outstanding areas and 
begin to implement change. As the post-Covid world 
materialises, we continue to keep the customer 
promises live so we can respond quickly to the 
changing customer needs and continue to learn  
and improve. 

We want travelling with us to be easy for all our 
customers, from when you plan your journey 
to when you arrive at your destination. If you 
require any extra assistance to help you make your 
journey, we offer our Passenger Assistance service. 

Our Passenger Assistance team helps you plan your 
journey, go through your ticket options, and pre-
arrange the assistance you need when you travel.

The below table shows the number of bookings we 
have had that require Passenger Assistance which 
have either been new bookings or incomplete due 
to cancellations or no shows.

For the period September 2020 to March 2021:

Amount of Bookings Type of Booking

771 New Bookings

163 Incomplete – Cancelled

109 Incomplete – No Shows

No delay in providing assistance at any points of 
the journey have been recorded.

We believe that consistent, high 
standards of service, providing the 
right information relevant to each 
individual and really 
understanding our customers  
are the right focus areas.

Voyager
• First Class – Coach A
• Bike storage – Coach D
• Large Luggage storage – Coach D
• Wheelchair space (First Class) – Coach A
• Wheelchair space (Standard) – Coach F
• Toilets – Coaches A, C, F and B (on five-coach trains only)
• Wi-Fi – Free 
• Unreserved Coach – Coach B 
(on five-coach trains only, see seating plans for four-coach trains)

High Speed Train
• First Class – Coaches A and B
• Quiet Coach – Coach G
• Bike storage – Coach G (not accessible from seating areas)
• Large Luggage storage – Coach G (not accessible from seating areas)
• Wheelchair space (First Class) – Coach A
• Wheelchair space (Standard) – Coach F
• Toilets – Coaches B, C, D, E and F
• Wi-Fi – Free

Turbostar
• First Class – Coach A
• Bike storage – Coach C
• Wheelchair space (Standard) – Coach C
• Toilets – Coach A (accessible toilet in Coach C)
• Wi-Fi – Free
• Catering – information on Turbostar services with catering on board.

Click Here for our virtual tours

      HELPING YOU. HOW WE’RE 

          ASSISTANCE. PASSENGER
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Thank you for your continued support as we continue to  
work hard to provide a service on which customers can rely 
and the national effort to rebuild our economy. Your positive 
feedback and notes of thanks have been heart-warming, and we 
are proud of how we’ve adapted to meet the challenges of the 
past 12 months. 
 
While the pandemic has certainly absorbed everyone’s attention, 
our focus is very much on the future as we look to build back 
better and deliver our commitments to improve our service over 
the years ahead. This includes looking at innovative ways you 
can tailor your journeys and have more control and confidence 
when travelling with us. As always, we’d love to hear your ideas 
about how we can re-imagine our business to better meet your 
needs so please get in touch via: 
Twitter: @CrossCountryUK  
Facebook: CrossCountryTrains  
Or join our Customer Panel at crosscountrytrains.co.uk/
customerservice/customer-panel
 
We’re looking forward to a future of reconnecting with loved 
ones and destinations we have missed – CrossCountry will be 
here to welcome you back when you’re ready. In the meantime, 
the best way to keep up to date with all of our news is to 
register for updates via crosscountrytrains.co.uk. We can’t wait 
to see you on-board again. 

 SUMMARY. 
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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

 CONTACT 
 US.
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