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1,000 
Ticket Names

2,700
Ticket Types

650
Off-Peak 

Restrictions

Rail is complex and confusing



The need for change

“COMPLEXITY”

“CROWDING”

“FLEXIBILITY”

“VALUE for MONEY”



A brighter future for customers
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The steps towards simpler, fairer fares

CrowdingFlexibility Complexity

Fares Reform Projects
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Customer benefits

Guaranteed seats, whenever possible

Clear options to make informed choices

Increase ease of finding a seat

Avert overcrowding

Value For MoneyCrowdingFlexibility Complexity
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Fares Reform Pathway
Simpler Fares Phase 1b

      & Connections August 2024
Simpler Fares Phase 1a

         January 2024
Single Leg Pricing
June 2023



Retail Impact
• When investment is made in the retail 

experience to support a modernised fares 
structure, it works:

• LNER Direct channels, revenue benefit 
versus control flows is well above 
forecast

• Across all retail channels revenue 
benefit slightly lower than forecast, but 
still positive

• One challenge continues to be visibility of 
the new fare on non-LNER retail channels



‘70 Min Flex’ Customer Behaviour

At least 2/3 of all “Fixed” tickets sold will be priced at less than half 
the price of the Fully Flexible ticket

A maximum of 10% of all “Fixed” tickets will be sold at 80% or more 
of the Fully Flexible price

80% of 
customers 

who bought 
the 70min Flex 

travelled on 
original  

booked train

75% of ‘digital 
flexing’ is 
occurring 

within 24hrs to 
departure 

(50% within          
2 hours)

3 times more 
customers are 

flexing onto 
earlier trains 
rather than 
later trains

Majority of 
flexing is 

occurring in 
Northbound 

direction 
(homeward) 

Customer Assurances

10% of Direct 
Bookers use 

the dedicated 
digital flexing 
tool to swap 

trains and find 
seats

90%

0.2%



Customer Research
Overall, the Simpler Fares structure is viewed positively 
compared to the old structure, although LNER customers 
are less positive than train considerers

“Got the Semi-Flex ticket, arrived 
at Kings Cross 45 mins early and 
got on to an earlier train in coach 

C unallocated seats.”

“It was easy to change my 
booking on the new 

flexible 70 min ticket and 
the train ran to time.”

“…70 min flex tickets are 
absolutely great. I decided 

to take the train earlier 
within the 70 minute limit.”

* 
51

3 
re

sp
on

de
nt

s 
of

 7
0m

in
 F

le
x

15 16 19 16

3 2
2

2

11 10
15

10

71 72
64

71

Clarity Flexibility Fairness Ease

9 10 13 11

18

20
25

18

18

18

21

22

19

51
41

49

Clarity Flexibility Fairness Ease

NET Better No difference NET Worse Don’t know

LNER Customer Panel Train Considerers

CSAT  - Customer Satisfaction Score



Simpler Fares in a nutshell

1. Successfully in pilot for over 1 year and now includes connectional services

2. Commercials are positive but could be better if all retail UX was optimised
3. Customers generally favourable towards the new 70min Flex 
4. Commercial and Customer evaluation continues as we test the limits of 

unconstrained pricing
5. Further expansion planned for later this year including more stations

Find out more at: lner.co.uk/simplerfares
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