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Date issued:  06 March 2025

Freedom of Information Request 36/25

You asked us…

In relation to your rail services, in your Accessible Travel Policy section A8 you specify that for a failure to provide booked passenger assistance you may compensate disabled passengers up to the value of their travel ticket.

That seems like a common limit. Of the 16 TOCs that give a limit for redress for assistance failures, 15 cite up to the price of the ticket, and 1 says up to twice the ticket price.

Yet there's nothing in the NRCOT or in the ATP guidance specifying that limit. I can't find anywhere else that states this limit or any other guidance on values for redress of assistance.

Please can you advise where your company got this limit from in order to specify it in their ATP?

RESPONSE

The limit used is based to align with the fundamentals set out in the NRCoT which states that:
If you have a disability, we will provide assistance upon request to help ensure that you enjoy your journey on the National Rail Network at no additional cost.
If things go wrong, we will, in the circumstances set out in this document below, refund your Ticket, pay you compensation, make sure you get home by another means of transport or provide you with overnight accommodation.
27.4 sets out the situation in relation to delays and compensation and section 32 the limitation on what a claim can amount to.

We hope this information is of use to you.

Yours sincerely,  
 
Transport for Wales

Appeal Rights
If you are unhappy with the way your request has been handled and wish to make a complaint or request a review of our decision, please write to the Head of Freedom of Information at either Transport for Wales, 3 Llys Cadwyn, Pontypridd, CF37 4TH or freedomofinformation@tfw.wales. Your request must be submitted within 40 working days of receipt of this letter. If you are not content with the outcome of the internal review, you have the right to apply directly to the Information Commissioner for a decision. 
The Information Commissioner (ICO) can be contacted at Information Commissioner's Office, Wycliffe House, Water Lane, Wilmslow, Cheshire, SK9 5AF or you can contact the ICO through the 'Make a Complaint' section of their website on this link: https://ico.org.uk/make-a-complaint/ 
The relevant section to select will be "Official or Public Information".
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