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Date issued: 12th of June 2025

Freedom of Information Request 148/25

You asked us…

(1) Please provide the records of compensation payouts for accessibility/assistance failures made by the operator in 2025, 2024, 2023, 2022, 2021 (information to date).
Please put this in a clear and itemised table for each year - saying how much was paid out, how many people received a payout, and indicating the amount that was direct cash compensation and what was in some other form, for example travel vouchers or gifts. If there are categories that different complaints are classed under, please include these in the data set.

2) Please a) describe and b) provide any other information that is kept about these incidents, for example if locations of incidents are kept in order to show an overview of assistance failures - please provide that table if it exists. (but do not waste time compiling it).

3) Please provide any government or ORR guidance or formal communications on compensation for accessibility, since 1 December 2024.

RESPONSE

Question 1

Please find attached the amount of compensation paid out in compensation for accessibility/assistance failures. This is separated into three tables, one for total, one for Rail Vouchers and one for Bank Transfer. Please note that we only have data going back to June 2023 due to a system change. Please note that this data only concerns compensation given out by our customer relations agents and does not contain any compensation given out outside of this.

Question 2

In the attached document, the 'data' tab contains line by line the information of each incidents including the 'enquiry' column which speaks to what happened at each incident and a Journey column that gives the line of route the passenger was travelling on. Please note that not all incidents will have a journey as this field was not a mandatory field for everyone of theses complainst so there are lines with no data in this column.

Question 3

There is no ORR formal documentation for compensation given for accessibility compensation. 

You may wish to contact ORR directly. Please see the below email address –

contact.pct@orr.gov.uk




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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