
TERMS AND CONDITIONS 

Agreement between the customer and thetrainline 

Our enquiry and booking service (the "Booking Service") is offered as a service to you, the 

customer, by us, Trainline.com Limited (also referred to as "we", "our" and "thetrainline"), 

either via our call centre, our website at www.thetrainline.com or m.thetrainline.com (the 

"Website"), via our mobile application (the "Mobile Application"), via any third party 

channels, or any version thereof. 

Supply of coach tickets 

These Terms and Conditions (which incorporate our Privacy Policy and Usage Policy ) set 

out the terms of our contract with you in relation to our supply of any coach ticket that you 

purchase using the Booking Service.  These Terms and Conditions do not apply if you 

purchase a coach ticket having followed a link to National Express’s branded website.  If you 

do not agree with these terms, you must not use the Booking Service. 

Your coach journey 

 National Express or the relevant coach provider are responsible to you in respect of the 

provision of the coach journey you have booked. Your coach journey is subject to the 

National Express General Conditions of Carriage.  

Trainline is therefore not responsible for any delays, cancellations, or other disruptions to 

coach services.  

Third party services 

You can buy third party products and services, other than National Express and train tickets 

via the Booking Service. When you make such a booking via the Booking Service, and your 

preferred product or service is available, the contract for such third party services (for 

example, travel insurance or hotel bookings) will be between the relevant supplier and you. 

We are not a party to any such contractual relationship and you should read the terms and 

conditions applicable to such third party services carefully. Each third party product and 

service has its own price independent of any other products or services booked at the same 

time. We do not sell, organise, or arrange any packages. 

thetrainline is a participant in the Amazon EU Associates Programme, an affiliate advertising 

programme designed to provide a means for sites to earn advertising fees by advertising and 

linking to Amazon.co.uk and Local.Amazon.co.uk. 

About thetrainline 

Trainline.com Limited is a company registered in England (with company registration 

number 3846791). Our registered office is at: 120 Holborn, London, EC1N 2TD. 

https://www.thetrainline.com/terms#privacy
https://www.thetrainline.com/terms#usage
http://www.nationalexpress.com/assets/uploads/pdf/conditions-of-carriage.pdf


Trainline.com Limited is registered with VAT number 791 7261 06.  However, the coach 

travel provided by National Express is currently zero rated for VAT and so VAT receipts are 

not routinely offered. 

You can contact our customer services department by using the contact details supplied in the 

"help" link. 

thetrainline is a trading name of Trainline.com Limited. 

Use of the Booking Service 

The Booking Service is designed to provide you with travel information, to assist you in 

determining the availability of travel-related goods and services and to make travel 

reservations or other travel-related purchases. You agree that you will only use the travel 

information facilities of this Booking Service to find out information for yourself or for 

another person who intends to use or make use of this Booking Service to purchase travel 

services. 

You confirm that you are at least 16 years old to become a registered user and/or use the 

Booking Service, and if you are 16 or 17 years old, you confirm that you have obtained your 

parent or guardian's consent to become a registered user and/or use the Booking Service. You 

confirm that you have authority to use the payment method or billing account details you 

provide for the purpose of settling any payments due for any purchase made through the 

Booking Service, or that you owe to us. If you are 16 or 17 years old and using a credit card 

for the purpose of settling any payments due for any purchase made through the Booking 

Service, or that you owe to us, you confirm you have obtained appropriate consent from the 

credit cardholder prior to using the credit card. You also promise that all information supplied 

by you in using the Booking Service is accurate and that you will not make any speculative, 

false or fraudulent reservation. You further promise that you will only use the travel services 

reservations facilities of the Booking Service to make reservations or purchases for yourself 

or for another person on whose behalf you are legally entitled to act. 

You acknowledge that you will be financially responsible for any bookings which are made 

through the Booking Service using your account details and for all reasonable and 

foreseeable losses which we suffer as a result of your breach of these terms or your 

negligence when using the Booking Service (including where you deliberately or negligently 

let others use your account). 

You agree to use the Website and Mobile Application only for lawful purposes, and in a way 

that does not infringe the rights of, restrict or inhibit anyone else's use of the Booking 

Service. You may not modify, copy, distribute, transmit, display, perform, reproduce, 

publish, license, create derivative works from, transfer, or sell any information, products or 

services obtained from this Website or Mobile Application. 

If you register an account with us, your account is meant for your individual use only. You 

are responsible for maintaining the confidentiality of your password and account details, and 

are fully responsible for all activities that occur under your password or account (including 

where your account is used by another person), unless these activities arise due to our 

negligence or breach of these terms by us. 

https://www.thetrainline.com/


Where you are using our business account Booking Service, you confirm that you are doing 

so in the course of a business, trade, craft or profession only and are a corporate subscriber. 

Each organisation is responsible for the Administrator of its business account. Where a 

request is made for a change of Administrator by a member of an organisation, that 

organisation shall be fully responsible for such change request. Where an organisation has 

been referred to a business account by an individual, the organisation acknowledges and 

agrees that the individual may have been incentivised to make the referral. 

Fees and charges 

There may be certain fees and charges payable on top of the ticket price in respect of 

purchases made via the Booking Service. If applicable, these will be identified during the 

booking process. Some of these fees are levied by National Express which requires us to pass 

them on to you, the customer. 

You will be responsible for all charges and taxes payable as a result of your use of this 

Booking Service, including any cost of accessing the Booking Service (for example, internet 

access charges or mobile data charges). 

Issue of tickets 

Some tickets have limited availability. Although we check availability before quoting the 

fares, we cannot guarantee the availability of such tickets until you confirm the details of 

your journey immediately prior to payment. However, we do not charge your credit card until 

your order has been processed. We take all reasonable measures to ensure that the times and 

fares quoted on our Booking Service are correct. However, despite our efforts, we cannot 

guarantee that all of the information on our Booking Service (including times and fares) is 

correct, as our source data is provided by National Express. Where we become aware of an 

error, we will take reasonable measures to rectify it. If you have purchased tickets which are 

subject to an error, we will refund these in full. 

Please check your tickets when you receive them. If you believe that the tickets we have sent 

you do not meet the information you provided at the time of booking through our Booking 

Service, please contact us.  

Getting your tickets 

Your tickets will be supplied to you as a PDF attachment to your booking confirmation email, 

and will also appear in the Trainline app on your mobile device.  You may either i) print the 

PDF ticket and display the print-out on the coach, ii) open the PDF attachment and show the 

PDF ticket on your mobile device or iii) access and show the ticket from within the “My 

Tickets” section of the Trainline app. 

Changes, cancellations and refunds 

Changes, cancellations and refunds will be dealt with in accordance with the policies set out 

in the National Express General Conditions of Carriage.  Trainline offers an after sales 

customer service for National Express coach tickets purchased directly through Trainline:  if 

you have any questions about changing, cancelling or refunding your tickets, or if you have 

http://www.nationalexpress.com/assets/uploads/pdf/conditions-of-carriage.pdf


any other queries about your booking please contact us by telephoning   0344 556 1355.  

There is a £5 administration charge for amending a ticket, and a £5 administration fee for 

cancelling a ticket. 

We endeavour to process your request within 28 days of receipt of your application. If your 

refund is approved, we will process your payment back onto the card used to make the 

purchase (minus the administration fee if applicable). It may take up to 5 working days for a 

credit to appear on your statement. 

We shall not be obliged to change, cancel, replace or refund a ticket where we have reason to 

believe that it is being done so fraudulently. 

Insurance 

Trainline.com Limited is an appointed representative of Columbus Insurance Services 

Limited, trading as Columbus Direct, which is regulated and authorised by the Financial 

Conduct Authority with number 311897. The insurance is underwritten by Professional 

Travel Insurance Company Limited. 

Liability Disclaimer 

We will use reasonable care and skill to carry out the ticket retailing services contained in the 

Booking Service within a reasonable time, in accordance with these terms. We do not make 

any other promises and no other promises shall apply in respect of the information, products, 

and/or services contained on the Booking Service. 

Please note that we are not responsible for any loss or damage which you suffer in relation to 

the provision of transport services under tickets purchased through the Booking Service 

(including any delays, cancellation or disruption to coach services). The National Express 

General Conditions of Carriage and any further terms and conditions imposed by National 

Express or the relevant coach provider will apply to any transport services provided to you in 

accordance with tickets booked through the Booking Service, and you should read such terms 

and conditions carefully. 

Where you are an individual using the Booking Service for your own personal purposes and 

not in the course of a business, we will pay for all reasonable and foreseeable direct costs 

which you incur in relation to the provision of tickets by us, and which are directly caused as 

a result of our negligence or a breach of any of these terms by us and which you could not 

have avoided or reduced by taking reasonable steps. If we fail to deliver any tickets to you for 

any reason within our control within a reasonable time prior to your departure time, any re-

imbursement made by us of the costs of a replacement ticket or an alternative journey by 

coach shall be no more than the cost of the nearest equivalent ticket purchased via National 

Express.  

We are not responsible for losses that result from, but are not directly caused by, any breach 

of these terms and conditions, or that are not reasonable or foreseeable by you and us (such as 

loss of profits or opportunity) even if we are made aware of the possibility of such losses. Our 

liability shall not, in any event, include losses related to any business of yours, such as lost 

data, lost profits or business interruption. 

http://www.nationalexpress.com/assets/uploads/pdf/conditions-of-carriage.pdf
http://www.nationalexpress.com/assets/uploads/pdf/conditions-of-carriage.pdf


Where you are using this Booking Service in the course of a business, we will be liable for 

any reasonable and foreseeable direct costs you incur which are caused as a result of our 

negligence or a breach of these terms up to a limit of the value of the relevant ticket(s) 

purchased by you, which costs could not have been reduced or avoided by you taking 

reasonable steps. We will in no circumstances pay or be responsible for any loss of profit, 

loss of opportunity, loss of business, loss of revenue, wasted time, wasted costs, indirect, 

incidental, or consequential loss arising out of or in any way connected with the use of this 

Booking Service or with the delay or inability to use this Booking Service, or for any 

information, products, and services obtained through this Booking Service, or otherwise 

arising out of the use of this Booking Service. 

Nothing in these terms limits our liability for death or personal injury directly caused by us. 

All third party suppliers of products, services or content through which we link to from this 

Booking Service (which may include our selected partners such as providers of hotels, travel 

insurance companies and car hire companies) are independent entities and we are not 

responsible or liable for any wrongful act or omission on their part or for any of the content 

of their websites, including but not limited to any product liability claims. 

Other terms 

We may change these terms from time to time. When we do so, we will publish the new 

version on the Website. Each new version will take effect from the time it is first published 

on the Website, and from then on will apply to you. However, any changes will not affect 

existing terms accepted by you when making a reservation or purchase through this Booking 

Service. When you use the Booking Service, we will ask you to confirm your acceptance to 

the most up-to-date version of these terms and conditions whenever you make a booking. If 

you do not agree to any changes we make to these terms and conditions, you must stop using 

the Booking Service. 

These terms are intended by us to set out the whole agreement between us and you and any 

prior communications between us are not included in this agreement. We recommend that 

you read them carefully to protect your own interests. If you do not think they set out the 

whole agreement between us, please make sure you ask for any additional terms to be put in 

writing prior to making any transaction. In that way we can avoid any problems surrounding 

what you expect us to do. We cannot accept any liability for any reliance placed by you on 

any statement or representation on this Booking Service, whether made by us or a third party, 

except to the extent a statement or representation on this Booking Service is made negligently 

by us. 

If any of these terms are found to be invalid by a court or at law then the remainder of these 

terms shall continue to apply to the extent that they still make sense without the 

unenforceable term(s). 

The prices quoted on this Booking Service are in pounds sterling. If you choose to pay for 

your ticket using a foreign credit or debit card, you will be responsible for the exchange rate 

and you are advised that changes to your ticket or refunds may be affected by such exchange 

rate. 



You agree that no joint venture, partnership, employment, or agency relationship exists 

between you and us as a result of these terms or your use of this Booking Service. 

Neither you nor we intend any third party to be able to enforce any of these terms pursuant to 

the Contracts (Rights of Third Parties) Act 1999. 

You and we agree that English law applies to these terms and conditions and that any dispute 

between us regarding the Booking Service or arising out of or in connection with these terms 

and conditions will only be dealt with by the English courts, unless you are resident in 

another part of the United Kingdom, in which case the applicable law of that part of the 

United Kingdom will apply and any dispute will be brought before the courts there. 

 


