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When will I get a new pass?
If you currently hold an Older Persons Freedom Pass that expires on 31 March 2026, and your address details are up to date, you can expect to receive your renewed pass by 31 January 2026.
If you haven’t received your new pass by that date, please contact us:
· Email: info@freedompass.org.uk
· Phone: 0300 330 1433 (Monday to Friday, 9am–5pm)
Important:
If you’ve changed your address since receiving your last pass and haven’t informed us, your renewed pass may be sent to the wrong address. In this case:
· You may be charged £14.35 for a replacement.
· You will be responsible for any travel costs incurred until your new pass arrives. These costs are non-refundable.

I have changed address since I received my last pass. What should I do? 
You can update your address by sending one of the accepted proof-of-address documents by email or post.

Email: info@freedompass.org

Post:
Freedom Pass
PO Box 6618
Arbroath
DD11 9AT

Important : To help us update your record accurately, please include the following details:
· Your full name
· Your previous address
· Your Freedom Pass number
· Your date of birth







What is an acceptable proof of address?
Please provide one of the following Accepted Proof of Address documents:
· Current Council Tax bill, letter, or payment book
· Current Council or Housing Association rent book, statement, letter, or tenancy agreement
· Current TV Licence
· Residential utility bill, letter, or online statement printout (dated within the last 3 months)
Note: Mobile phone bills are not accepted
· HM Revenue and Customs letter (dated within the last 3 months)
· Department for Work and Pensions letter (dated within the last 3 months)
· Occupational pension letter (dated within the last 3 months)

I’ve changed my name/other details, what should I do? 

If you have changed your name, or any other personal details that may affect your renewal, please contact us by emailing info@freedompass.org.uk or call 0300 330 1433 (Mon – Fri 9am to 5pm). 

I have received a new pass but my existing pass doesn’t expire until 31 March 2026. What should I do?
Once you receive your new Freedom Pass, please destroy your current pass (which expires on 31 March 2026) immediately. This helps prevent any confusion or potential misuse.
You can begin using your new pass as soon as it arrives, there’s no need to wait until the old one expires.
I have received my renewed pass, but the details are incorrect. 
If your details, including photograph are incorrect, or you’ve changed your name or address, please contact us immediately: 

· Phone: 0300 330 1433
· Email: info@freedompass.org

Keeping your information up to date ensures you receive your pass without delays and helps prevent any issues during renewal.

I have not received a renewed pass. What should I do? 
If you have not received your pass by 31 January 2026 please contact us:
· Phone: 0300 330 1433
· Email: info@freedompass.org

I have received someone else’ Freedom Pass, what should I do?
If you receive a pass in error, please return it immediately to:
Freedom Pass
PO Box 6618
Arbroath
DD11 9AT
Please note: Unauthorized use by anyone other than the designated holder may result in prosecution.

How will my personal information be used?
London Councils and the London Borough in which you live will be responsible for your information which they, and their agents, will use to administer the Freedom Pass scheme for customer services and for research. Your information will not be used for marketing and will only be shared with other organisations (e.g. other local authorities, Transport for London, government departments and law enforcement agencies) to provide the services or where it is legal to do so (e.g. to detect and prevent crime and protect public funds). Your information may be matched with data from other sources, including CCTV or ticket usage data.


