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DRIVERS OF SATISFACTION OVER TIME

DRIVER IMPORTANCE

% PUNCTUALITY/RELIABILITY

75
57 pS
o 73
63 61 56 66
@ SEAT COMFORT
558 & 60
60
FREQUENCY
79 76
67 66 1
71 70 > 76 /8
@ INFORMATION DURING JOURNEY

6 81
65
47 2 84 82
6 53 51

@ LENGTH OF JOURNEY
84 82
74 73 77
L4 > . 81 80
@ CLEANLINESS OF TRAIN (INSIDE)
7 5
50 77
65 e .
64 69 [
@ REPAIR/UPKEEP OF TRAIN
8
66 74
60 90 89

58 67 67

2014 2015 2016 2017 2018 2019

Displaying ranked importance where the key driver is greater than 3%
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