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Welcome to CrossCountry’s Spring 2022 Customer Report.

As we emerge from the pandemic, we are delighted to 
welcome customers back to our services. We are monitoring 
demand closely, matching service levels appropriately 
and remain committed to delivering a safe, reliable and 
comfortable travel experience. 

Safety has very much been in focus over recent months. 
We are proud at the way we have responded to numerous 
extreme weather events. Our decision to suspend services 
during Storm Dudley – along with other operators – shows 
how there has been a change in how the industry responds 
to extreme weather. Network Rail has also added measures 
including a dedicated team of weather experts in the Control 
Centre, to better assess the weather forecast and associated 
actions to take. I am committed to ensuring that whilst we 
all know that the weather can be difficult to forecast, we take 
the best decisions to protect our customers and colleagues. 

CrossCountry was delighted to receive a letter from  
Wendy Morton MP, Minister of State in the Department  
for Transport, thanking everyone in the CrossCountry  
team for our response and recovery from Storms Dudley, 
Eunice and Franklin.
 
Towards the end of 2021, we welcomed Colette Casey to the 
business as Customer Director. This new position will provide 
a strong focus on ensuring we not only meet our customers’ 
needs, but also how we will exceed them in the future. 
Colette will play a central role in shaping and delivering our 
customer proposition, leading the customer team to create a 
seamless experience for our customers.

I am excited about the future of CrossCountry and look 
forward to welcoming you on-board soon.

Tom Joyner,
Managing Director.
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The current performance year  
has seen a number of challenges, 
some within our direct control,  
but the majority outside of our 
control. A challenge outside of  
our control has been the ongoing 
impact of the Covid pandemic. 
Another was the emergence of  
a new variant which impacted 
different parts of the country  
and led to a notable rise in staff 
sickness. This exacerbated our 
Traincrew resource position  
at many of our smaller and  
localised depots.

During this customer reporting period, we have 
experienced storms which have led to localised flooding 
and debris on the line. During the most recent month of 
February, train service punctuality and reliability were 
affected by Storms Dudley, Eunice and Franklin, which 
impacted train service performance between Wednesday 
16th February and Monday 21st February. The three 
named storms affected the UK within the space of a 
week, the first time this has occurred since storm naming 
was introduced by the Met Office in 2015/2016. Storm 
Eunice was the worst of the three and saw two rare red 
warnings issued, the most severe and damaging storm to 
affect England and Wales since February 2014.

Through the Regional Director structure, we have 
continued to work collaboratively with Network Rail on 
improving infrastructure reliability, whereas internally 
we have been focussed on reducing anti-social behaviour 
on-board our services in the form of instances of disorder 
and ticket irregularities. This is in addition to the work 
carried out on improving availability and reliability of our 
rolling stock.

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

2020/21 Periods 7 to 12 
(September 2020 to March 2021) 

2021/22 Periods 7 to 12 
(September 2021 to March 2022)

Average full cancellations per 4-week period  
(Caused by CrossCountry) 7 50

Average part cancellations per 4-week period  
(Caused by CrossCountry) 20 38

Average full cancellations per 4-week period  
(caused by Network Rail or another train operator) 33 46

Average part cancellations per 4-week period  
(caused by Network Rail or another train operator) 103 108

Our punctuality metrics measure the number of services 
that arrive within 3 and 15 minutes at all of the planned 
station calls. At the end of rail period 2212, four weeks 
ending Saturday 5th March, the Time to 3 moving annual 
average was 80.1% against a target of 78.2%. The moving 
annual average for Time to 15 is currently 96.6% and is 
0.8% behind the required target of 97.4%, with the effects 
of severe weather contributing to the adverse variance. The 
moving annual average within both metrics is a reduction 
on the equivalent time period last year, 5.10% within Time 
to 3 and 1.2% within Time to 15, however, the comparison 
includes the Covid pandemic where far fewer services were 
operating on the network, combined with fewer passengers, 

which led to unprecedented punctuality levels. 

During the last 6 periods, we have operated on average 
5,397 trains each 4-week period, and we measure how 
many of those have run with fewer than the planned 
number of carriages. Over the 6 periods this report covers 
(from September 2021 to March 2022), this was 0.93% of 
the 32,382 services that ran. This is an increase of 0.63% 
compared with the equivalent time period last year, 
however, the impact was truncated last year due to an 
amended timetable being in place in response to the Covid 
pandemic, which saw many of our units operating as double 
sets in response to social distancing guidelines. 

HOW WE'RE

PERFORMING.
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CROSSCOUNTRY
WE GO

At CrossCountry, we are incredibly 
passionate about delivering great 
experiences for our customers.
Feedback from customers is vital in 
helping us to understand where we 
are strong and the areas in which 
there is room for improvement.

Service Quality Regime (SQR)

At the end of 2021, we launched our ‘Service Quality 
Regime’ (SQR) to provide ‘always on’, impartial and 
actionable inspections for key customer touchpoints 
on-board our services.  
 
Information is gathered from on-board inspections 
that are conducted by an independent third party. 
Inspections began in November 2021 and since 
then almost 3,000 individual inspections have been 
completed. The SQR is already proving to be a great 
opportunity for us to showcase the outstanding 

contributions made by colleagues to deliver excellent 
customer service. The information received from the 
inspections has also helped us to understand the areas 
in which we need to improve.
 
Many of our most consistently strong scores are  
in those areas where our people are critical to  
success (announcements, information during 
disruption, helpfulness of staff etc.). There have  
also been examples of areas where our performance 
was already good, but SQR allowed us to enhance  
it further, for example our provision of information 
during disruption.

There are also parts of our service provision where  
SQR has highlighted some opportunities to improve 
our customers’ experience, and where our scores were 
not yet at our target level. Using the insight from SQR, 
we have put in place initiatives to refresh our on-board 
signage and posters (including route maps), replaced 
poor condition carpets in Voyager first class carriages, 
replacing centre spotlights with LED bulbs, and many 
less visible enhancements (for example improvements 
to our social media service provision).

Since the publication of the last Customer Report in October 2021, the CrossCountry Customer 
Experience Survey (CES) programme has gone from strength to strength. The National Rail 
Passenger Survey (NRPS) programme is on hold in light of the pandemic, so feedback gathered 
through the CES acts as the main source of customer insight for CrossCountry.

Since mid-September 2021, approximately 900 survey responses have been collected.  
We’d like to take this opportunity to thank all customers that have responded to the survey; 
the time taken to provide feedback is very much appreciated!

Many pieces of insight have been delivered using data collected from the CES. Some of the 
highlights include:

•    A deep dive analysis of satisfaction with luggage facilities on-board

•    A detailed overview of on-board seat reservation satisfaction

•    A thorough assessment of on-board cleanliness

•    Key driver analysis to determine the key influencers of great on-board experiences

The work on luggage facilities and seat reservations has fed into our Customer Ambassador 
Forum (CAF). The CAF brings together CrossCountry colleagues to generate ideas and kickstart 
action with regard to improvements to the customer experience. The most recent event 
focussed on the on-board seat reservation experience and the session has paved the way  
for various exploratory workstreams to drive improvements in this area. These include:

•     Exploring options for improving the existing electronic on-board reservation system, sensors 
and LED indicators

•    Reviewing the process flow between ticket sale and train planning to ensure accuracy

•     Reviewing information provision with regard to train formation to customers and 
CrossCountry colleagues

CUSTOMER

EXPERIENCE

 SURVEY (CES).YOUR
FEEDBACK.
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NRPS Spring 2020
CES P10 2021 to P3 

2022

Overall trains satisfaction 82%

Personal security on-board 83%

Cleanliness of the inside of the train 77% 69%

Comfort of the seats 70% 67%

Toilet facilities 59% 54%

TRAINS AVERAGE 74% 63%

Channel of Contact Acnowledgement 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 10 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

No. Faults 
Reported by 
Passengers

Lines of  
Route Affected

Mean average time 
to rectify fault

13* Birmingham – Plymouth 
Birmingham – Stansted 
Reading – Bournemouth

3.3 days

NRPS Spring 2020
CES P10 2021 to P3 

2022

Provision of information during journey 82% 67%

Helpfulness and attitude of train staff 83% 65%

How well TOC dealt with delays 77% 45%

Availability of staff on the train 70% 51%

CUSTOMER SERVICE AVERAGE 74% 57%

Sep ‘18 – 
Mar ‘19

Sep ’19 – 
Mar ‘20

Apr ’20 – 
Sep ‘20

Sep ’20 – 
Mar ‘21

Apr ’21 – 
Sep ‘21

Sep ’21 – 
Mar – ‘22

Number of  
complaints received

17,153 15,904 2,246 2,163 3,811 8,345

Average number of  
days to respond

4.8 6.1 3.7 2.3 2.6 5.4

Customer service.

Trains.

The below tables indicate customer satisfaction across a selection of customer touchpoints, 
comparing the most recent NRPS performance against the CES, where possible. Note that the  
scores are not comparable owing to vastly different survey methodologies; a much-changed set 
of customer expectations stemming from the pandemic and key differences in service provision 
across the time period owing to the pandemic. Examples of the latter would include reduced 
timetabling and on-board catering provision.

Contacts received through our customer relations channel have increased as customers have 
slowly been returning to CrossCountry. Compared to the previous six months, inbound traffic  
into our customer relations team has increased by around 120%. Despite this increase,  
the customer relations department has managed to achieve an average of 5.4 days to close 
customer cases. This is well within the days to close target.

If a customer reports a specific fault with our service, we take 
immediate action to review and follow up with the relevant teams, 
ensuring swift action is taken. 

*36 issues were reported in the six-month period and 23 of those 
were found not to be faults

4%
7%

89%

Train Performance

Refund

Reservations

In terms of reasons for 
contact, the vast majority  
of inbound complaints  
over this time period 
concerned train 
performance. This includes 
punctuality, cancellations 
and disruption. In the 
previous customer report, 
around one in ten contacts 
were related to Covid-19, 
ticket/timetable availability 
and journey care. As 
passenger numbers have 
increased, the proportion 
of these types of enquiry 
has declined, with a greater 
emphasis placed on train 
performance, refunding  
and reservations.
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The Midlands didn’t manage to escape the 
numerous storms which hit the country  
earlier in the year. However, by working  
closely with Network Rail colleagues, we  
were able to act quickly and keep our railways 
open and customers moving safely. We are  
keen to continue working proactively with 
Network Rail to identify infrastructure issues 
before they arise. Plans are also in place to 
strengthen storm resilience and further  
control vegetation management.

We are also working much more closely  
with other train companies than ever before. 
This helps us prioritise the customer in a 
coordinated way. The Grand Rail Collaboration,  
a mix of rail and metro operators, local transport 
authorities from the West Midlands and 
Transport Focus continue to come together to 
promote seamless travel for customers across 
the region. Preparations are well underway in 
readiness for the Commonwealth Games in July.  
We are looking forward to welcoming the 
thousands of spectators who are planning to 
visit Birmingham by train to enjoy the games.

We’ve been monitoring passenger numbers 
closely, matching service levels with demand. 

We are therefore pleased to reintroduce  
a direct service between Manchester and  
Bristol from May, restoring connectivity 
between communities and strengthening 
economic growth. 

We remain committed to supporting the 
communities we serve. Soon, a community hub 
will open at Wolverhampton station, which has 
been part funded by CrossCountry. This will be a 
useful community space and also reinforce the 
role that rail plays in our lives. 

In our last regional customer report, we 
highlighted how the rail industry came to 
together to remember the tragic road and rail 
accident of 1968 at Hixon. I wanted to update 
you on how the region continues to recognise 
this event with the local community of Hixon. 
After the train naming ceremony last August, 
work continues in making a stained-glass 
window which will be installed in the village 
church. We’re also supporting the ongoing 
maintenance of a memorial garden in the 
church grounds. Initiatives like these highlight 
the positive impact we can have on society 
and we’re looking forward to plenty more 
opportunities like this in 2023.

Over the past six months, we’ve  
seen Covid restrictions ease and 
passengers return as our lives begin 
to return to normal. In the winter  
we saw customers travelling to  
the popular Christmas market in 
Birmingham which ran for three 
weeks’ longer than in previous years. 
We worked in partnership with 
Network Rail at Birmingham New 
Street to provide a visible presence 
for customers as they passed through 
the station, which was well received.

John Robson
Regional Director, 
West Midlands & 
North West.

WEST MIDLANDS 

AND NORTH WEST.
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Within the West Midlands & North West Region,  
we are active participants in the North West and Central 
Performance Board, with our Regional Director and 
Managing Director attending on behalf of the business. 
The purpose of this forum is to govern operational 
performance and project delivery over the two Network 
Rail routes, identifying opportunities for performance 
improvement schemes, reviewing the associated business 
cases and monitoring and controlling implementation to 
ensure the benefits are being realised.

CrossCountry has developed and begun delivering a 
Driver Advisory System Lineside Reporting project on 
a trial basis on behalf of the Performance Board. The 
project will deliver a Driver Advisory System (DAS) that 
enables GPS tagging of lineside issues for collation of 
hot spot locations and more granular levels of detail in 
performance impacting incidents.

The Performance Board has focussed on key performance 
trends over the course of the year, establishing vital 
initiatives like the Crime and Suicide Prevention Strategy 
and a review of weather management across the region. 

2020/21 Periods 7 to 
12 (September 2020 

to March 2021) 

2021/22 Periods 7 to 
12 (September 2021 

to March 2022)

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

1 2

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

2 3

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

5 3

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

18 17
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Improving performance and the on-time 
running of our trains for our customers has 
been improved through a joint CrossCountry 
and Network Rail initiative. Operation Re-Time 
focussed on the busy Dore South Junction to 
Leeds corridor and identified several areas of 
focus, including prioritising Time to 3 arrival 
times and a review of sectional running times. 
Initial results saw right time arrivals at  
Sheffield, Wakefield and Leeds improve by  
over 10% points.

The Transpennine Route Upgrade (TRU) is a 
multi-billion-pound railway programme and 
a key infrastructure project in the region, it 
will transform the line between York, Leeds, 
Huddersfield and Manchester into a high-
performing, reliable railway for passenger and 
freight customers. 

CrossCountry has worked successfully with 
Network Rail on the proactive Operation Re-Time 
initiative. A combination of regular time loss 
owing to East Midlands delays and the congested 
service arrangement out of Sheffield, added up 
to create a very problematic section of railway. 
Several joint initiatives have contributed to a 
positive step change in the on-time punctuality  
of services at Sheffield, Wakefield and Leeds.

Last, and by no means least, I am pleased to 
confirm that our hourly Edinburgh service will 
return from the next May timetable. 

The region has focussed on key performance 
trends over the course of the year, establishing 
vital initiatives like the Crime and Suicide 
Prevention Strategy and a review of weather 
management across the region.

It has been an exciting but  
challenging few months for the North 
East & Scotland region with events, 
operational performance and weather 
disruption all in focus. October saw  
the United Nations Climate Change 
Conference (COP26) take place in 
Glasgow. As a sustainable method of 
travel, I was pleased to see how the 
industry and CrossCountry came 
together to deliver additional services 
to bring customers to the event, whilst 
also providing volunteers to offer 
customers support at stations.

Ben Simkin 
Regional Director, 
North East and 
Scotland.

AND SCOTLAND.
NORTH EAST 
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2020/21 Periods 7 to 
12 (September 2020 

to March 2021) 

2021/22 Periods 7 to 
12 (September 2021 

to March 2022)

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

1 6

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

7 5

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

4 13

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

20 20
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Many weeks of meticulous planning for 
one of our biggest ever rail replacement 
operations saw our CrossCountry 
regional team working alongside 
colleagues from West Midlands Trains, 
Arriva Road Transport Services, Network 
Rail and HS2 Limited to assist our 
customers on rail replacement buses at 
Coleshill Parkway station between 
Saturday 19 and Sunday 27 February. 
CrossCountry colleagues were on hand 
to offer complimentary refreshments to 
customers and to assist them with their 
onward travel arrangements.  

Richard Morris
Regional Director, 
East Midlands  
& East Anglia.

The ‘Coleshill Parkway Interchange’ 
arrangements were put in place to ensure 
customers could still travel between East  
Anglia, the East Midlands and Birmingham 
whilst Network Rail closed the line at Water 
Orton to carry out essential enabling works 
for HS2 construction. A truly collaborative 
approach by the rail industry delivered a  
joined-up and seamless transfer between bus 
and train for our customers and it maintained 
important connectivity between East Anglia,  
the East Midlands and the West Midlands,  
whilst Network Rail and HS2 carry out 
their important work to upgrade railway 
infrastructure. A further nine-day closure  
of the railway at Water Orton in August will  
see the same arrangements at Coleshill  
Parkway put in place. This will mean less 
disruption to our customers in future as  
fewer line closures will be required to  
complete HS2 construction. 
 
Despite stormy weather conditions during  
the first weekend which resulted in some train 
delays due to fallen trees, the interchange 

arrangements went very smoothly and it  
was a pleasure to receive positive feedback  
at Coleshill Parkway station from lots of our 
customers who said their experience was  
better than they had expected it to be. 

We have recently approved funding  
applications from our Community Rail 
Partnerships in the region for schemes  
which will improve the experience of  
customers and members of the wider local 
community at a number of stations, including 
brand new CCTV at Willington, new electronic 
information for integrated public transport 
and wayfinding at Belper and Matlock, and 
new community space in disused buildings 
at Sleaford. In addition, our CrossCountry 
Customer & Community Investment Fund  
has attracted bids from local community  
groups for improvement schemes at  
Burton-on-Trent, Narborough and  
Nuneaton. We look forward to working  
closely with our community partners to  
deliver these fabulous station improvement 
schemes during 2022.  

EAST MIDLANDS 

AND EAST ANGLIA. 
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Arising from the West Anglia Performance Meeting, 
the ‘Eyes on Ely’ project was created as a collaborative 
working partnership between Tottenham delivery 
unit and the TOCs operating within the route needed 
enhanced confidence in the maintenance programme  
for the area due to consistent failures.

2020/21 Periods 7 to 
12 (September 2020 

to March 2021) 

2021/22 Periods 7 to 
12 (September 2021 

to March 2022)

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

3 36

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

3 21

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

16 21

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

34 36
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Last summer saw huge numbers of  
people flock to the region’s attractions 
and beaches as restrictions were relaxed, 
and the numbers of people returning to 
rail travel continued to increase up to  
the Christmas holidays. This was great 
news for the region’s economic recovery 
and demonstrated rail’s role in helping  
us ‘build back’ from the impact of the 
pandemic. Sadly, increased infection rates 
from the Omicron variant meant numbers 
fell at the start of the year, and our 
services were again disrupted. 

Thomas Birch
Regional Director, 
West & Wales.

Thankfully, passenger numbers are increasing 
again and the recent crowds travelling to the 
races at Cheltenham were testament to how 
important rail can be. We’re already preparing 
for the expected return of ‘staycationers’ for the 
high-summer season, and our next timetable 
change in May will deliver more services 
reconnecting more places. We know how vital 
visitors are to so many parts of the region, and 
with many choosing rail as their preferred 
means of travel, how important our services  
are for connecting it to the Midlands, North  
and Scotland.

There are several initiatives already in place 
across the region to address some of the areas 
of the network most impacted by weather 
events. Huge sums are being invested to  
prevent a repeat of the damage to the sea  
wall at Dawlish on the Devon coast that  
saw the line closed for many weeks in 2014. 
And this summer the line between Gloucester 

and Newport will be closed for several weeks to 
enable work to prevent landslips that have 
happened five times in recent years. We know that 
such works can be an inconvenience and do all we 
can to minimise any disruption. But a resilient 
railway is vital to maintain the connections for 
the towns and cities our customers and the 
communities we serve rely upon.

As well as providing journey opportunities for 
business, leisure and pleasure, we also work 
closely with many local communities and 
partners to ensure rail plays its part in 
supporting the neighbourhoods beyond the 
station boundary. We now have seven 
Community Rail Partnerships across this region, 
delivering local projects that help bring rail and 
the places we serve closer together. Many of our 
people based across the region are also active in 
their communities, supporting local schools, 
great causes that benefit people in their areas, 
and raising funds for important events. 

ANDWEST
WALES.
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CrossCountry has been instrumental in establishing a 
robust governance process for the Wales and Western 
Regional Performance Boards, ensuring our voice and 
Freight Operators’ voices are represented in strategic 
decision making. The establishment of this joint  
working relationship and unified voice enabled the  
group to challenge the approach of the Network 
Performance Board to the Build Back Better campaign, 
stressing the imperative for post Covid-19 timetables  
to deliver improvements to operational performance  
and customer outcomes.

We have supported a number of improvement 
initiatives which range from severe weather resilience, 
infrastructure enhancements and improved Voyager 
operational resilience through flood water at Dawlish.

2020/21 Periods 7 to 
12 (September 2020 

to March 2021) 

2021/22 Periods 7 to 
12 (September 2021 

to March 2022)

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

2 5

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

8 8

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

8 9

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

31 34
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CROSSCOUNTRY
WE GO

Harnessing a  
culture of innovation. 

Despite a challenging backdrop, we’ve still 
been able to foster a culture of innovation  
to benefit our customers. Our Turbostar  
trains have been fitted with remote 
monitoring software, which means that  
we can download important data about the 
train’s performance directly. This has huge 
benefits in how we maintain our trains,  
saving on time at maintenance depots and 
enabling us to better identify and address 
problems so that our trains run well.  
It’s been a great example of collaboration 
between CrossCountry colleagues,  
Porterbrook and Instrumental, the company 
who analyse the data.

Improving  
our performance.

Our focus on performance is now  
award-winning, following success at the 
Golden Whistle Awards.The ‘Golden Whistles’ 
celebrate the best of the railway and are 
handed out to those companies making  
the greatest strides in punctuality and other 
key indicators. 

CrossCountry picked up the award for the 
lowest number of ‘self inflicted’ delays across 
the industry over the last year – or “TOC/FOC 
on self MAA minutes”, as they are officially 
known. This is arguably the most important 
performance achievement, as it demonstrates 
a commitment throughout the business to 
reduce delays within our control.

It’s been another busy year as we’ve continued to grapple with the impact of the pandemic and attract 
passengers back to rail.

How our business has changed

At CrossCountry, we have seen a fundamental shift – before the pandemic, customer demand across the 
network was high and while leisure has always been a big part of our business, representing 55% of revenue 
in 2019, we also had a strong commuter market. Whilst leisure travel has returned to over 70% on the 
CrossCountry network, commuter journeys are still only half the levels seen during 2019. 

Recovery has been stop-start due to the change in Covid restrictions and latterly the Omicron variant. 
However, we are seeing positive signs and a strong leisure market; in some cases we have seen demand 
exceed 2019 levels. Recovery has been swifter than we expected and the middle-distance journeys are 
where we have seen the best performance; our Nottingham – Cardiff route has been a standout performer.

Nationally, the Let’s Get Back on Track campaign is live and on 19 April the national discount scheme 
launched aimed at further promoting rail travel and attracting customers back.

PROUD TO BE

      CROSSCOUNTRY. 
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Passenger Assistance bookings have continued to 
rise, showing that many disabled customers are 
feeling confident to travel. We hope to see this trend 
continue and will make sure our marketing and 
communications remain relevant for this audience. 

We are always striving to improve  
the experience of travelling with us. 
For the period 19 September 2021 
to 5 March 2022 our main focus 
areas have been accessibility and 
inclusion, including;

• A dedicated Accessibility and Inclusion team  
at CrossCountry to drive forward a programme  
of enhancements.

• Introducing an Insign video relay link for British Sign 
Language (BSL) users to talk to Customer Relations 
via an interpreter.

• The introduction of Signly BSL content on 
CrossCountry web pages to help deaf customers 
whose preferred language is BSL.

• Guide Dog reservation cards so customers travelling 
with an assistance dog can be confident a space will 
be available for their dog.

• An accessibility customer panel to gather more 
insight from our disabled customers (and potential 
future customers).

• A survey for customers who book Passenger 
Assistance to make sure we are continuing to 
improve the industry-wide system.

• Videos designed to show some of the challenges 
disabled customers can face and how we can better 
support, to be used in our training programme for 
customer-facing colleagues.

• Enhanced disability and inclusion training for  
all staff. 

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.

Amount of Bookings Type of Booking

6791 New Assistance Bookings

292 Incomplete – Cancelled

299 Incomplete – No Show
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Steven P in studio created these.

https://www.crosscountrytrains.co.uk/on-board-with-crosscountry/our-trains


Thank you for taking the time to read the Customer Report.  
We hope that you are as excited as we are about the future  
of CrossCountry. We welcome feedback from customers on  
the report, plus we’re always eager to listen to suggestions  
and ideas for improving our services.

There is an option to provide feedback via Twitter or Facebook: 
 
Twitter: @CrossCountryUK  
Facebook: CrossCountryTrains 
 
We also have a customer panel that we’d love you to join.  
Please visit: crosscountrytrains.co.uk/customerservice/
customer-panel to sign up. We contact members of the panel 
on a quarterly basis to ask for ideas and feedback.

We’re looking forward to welcoming you on-board soon.
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CROSSCOUNTRY
WE GO

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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