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1.1 Methodology

Questionnaires are normally handed out at stations to customers about to board a train.
A reply paid envelope is provided for returning questionnaires.

Each Train Operating Company (TOC) is sampled separately. Interviewers are given a number of questionnaires to hand out at a station.

At Gatwick and Heathrow Airports and for some shifts at certain London termini, questionnaires are handed out to passengers of a specific TOC.
From Autumn 2003 onwards, at all other stations, questionnaires are handed out to passengers of any TOC (in the past, these were also
targeted).
The number of questionnaires handed out will depend on:
- the size of station
- time of day
- length of shift

TOC data is compiled to provide a national sample.

Fieldwork is carried out each Spring (February/March) and Autumn (September/October). Up to Spring 2003, fieldwork took place over 3 weeks.

In Autumn 2003, the fieldwork was extended to an 11 week period, from 26 August to 9 November, to provide a better representation of journeys.

Quotas for returned questionnaires are set overall and by weekday/weekend, journey purpose and station size.

All data for a TOC in this Report is weighted up to the number of passenger journeys annually on the TOC and the profile of those journeys by:
- weekday/weekend
- journey purpose (Commuter, Business, Leisure)
- station size (this profile is applied for each TOC building block)

The data for number of journeys and profiles by these variables was generated from ORR data (2010).

The stations for each TOC were stratified by number of passengers and a number of stations in each size stratum is sampled.
This sample design and weighting ensures that data is representative of all passenger journeys made on each TOC.

National results are constructed by combining data for all TOCs together, weighting by number of journeys.

From Autumn 2007 standard region definitions have been used replacing older rail regions. Analysis for the old regions is available on request.
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1.2 Issues affecting fieldwork

Spring 2012 (Wave 26)

The fieldwork for Wave 26 (Main and Boost) was undertaken between the 28th January and 30th March 2012. Top up shifts were run within the
last 3 weeks of fieldwork.

Due to a change of franchise holder, the ‘National Express East Anglia’ train company became ‘Greater Anglia’ on 5th February 2012. Fieldwork
and distribution of questionnaires for this train company started a week later than others on 5th February as we waited for this change to take
place.

As with previous waves, planned engineering works meant that some shifts were rescheduled. As usual, shifts were only rescheduled if the
engineering work caused a station or line closure. Whenever possible the shifts went ahead as planned if there were still train services running.

Heathrow Express results may have been affected by industrial action on 26th/27th February 2012.

Autumn 2011 (Wave 25)

Wave 25 fieldwork (Main and Boost) was undertaken between 1st September 2011 and 18th November 2011. Top up shifts were run within the
last 3 weeks of the fieldwork period.

Delayed fieldwork on a separate rail industry project led to a smaller number of NPS shifts than normal at London Euston during the first couple
of weeks of fieldwork, with others planned being moved to later in the fieldwork period.

As with previous waves, planned engineering works meant that some shifts were rescheduled. As usual, shifts were only rescheduled if the
engineering work caused a station or line closure. Whenever possible the shifts went ahead as planned if there were still train services running.
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1.2 Issues affecting fieldwork (cont'd)

Spring 2011 (Wave 24)

Wave 24 fieldwork (Main and Boost) was undertaken between 31st January 2011 and 15th April 2011. Top up interviews were run within the last
3 weeks of the fieldwork period.

Closure of the Wrexham and Shropshire Franchise prior to the start of fieldwork meant that no shifts were conducted on train or at station for this
TOC.

Due to strike action with Arriva Trains Wales a small number of weekend shifts had to be rescheduled for later on in the fieldwork period. Other
than this strike action, and clashes with Virgin Trains’ own fieldwork and a small amount of engineering work mainly affecting London Overground
shifts there was little disruption to the field schedule. Whenever possible the shifts went ahead as planned if there were still train services
running.

The results achieved by London Midland are likely to have been affected by an industrial dispute which resulted in the cancellation of a significant
number of trains through the full survey period.

One fieldworker was commended on his behaviour by First TransPennine Express after saving the life of a young female passenger by
preventing her from falling onto the track.

Autumn 2010 (Wave 23)

Fieldwork (Main and Boost) was undertaken between 2nd September 2010 and 15th November 2010. Top up shifts were run between 14th
October and the 26th November 2010.

Planned engineering works meant that some shifts were rescheduled. As usual, shifts were only rescheduled if the engineering work caused a
station or line closure. Whenever possible the shifts went ahead as planned if there were still train services running.

Engineering works particularly affected shifts scheduled to be conducted on weekends both on train and at stations run by London Overground
and Wrexham and Shropshire respectively. All shifts were rescheduled and conducted on the weekends where possible.
Due to shortfall on returns on certain TOCs the fieldwork period was extended from the 15th of November to the 26th November.

Other than the Papal visit, and the Conservative Party conference there were no other events that caused major disruptions to the fieldwork

schedule.
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2.1 Overall satisfaction with journey

National total versus eastern regions

Percentage of passengers satisfied 2007 to 2012
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2.2 % satisfaction with station factors

Satisfaction with station environment

Percentage of passengers satisfied 2007 to 2012

== Overall satisfaction with the station
e The upkeep/repair of the station buildings/platforms
= Cleanliness of the station
Overall station environment
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Percentage of passengers satisfied 2007 to 2012

=== The attitudes and helpfulness of the staff
e The availability of staff
= How request to station staff was handled
Ticket buying facilities
Autumn Spring Autumn Spring Autumn Spring Autumn Spring Autumn Spring

100 2007 2008 2008 2009 2009 2010 2010 2011 2011 2012

95
90

85 /\/\

80

75

70

65

60 —

55

50

45

40

35

30

25

20

15

10
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Percentage of passengers satisfied 2007 to 2012

e Provision of information about train times/platforms

= The facilities and services at the station

= Connections with other forms of public transport
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2.3 % satisfaction with train factors

Satisfaction with timing factors

Percentage of passengers satisfied 2007 to 2012

== The frequency of the trains on that route
= P nctuality/reliability (i.e. the train arriving/departing on time)

e The |ength of time the journey was scheduled to take
(speed)
Autumn Spring Autumn Spring Autumn Spring Autumn Spring Autumn Spring

100 2007 2008 2008 2009 2009 2010 2010 2011 2011 2012

95
90
85

0 —

75

70

65

60

55

50

45

40

35

30

25

20

15

10

Satisfaction with train environment

Percentage of passengers satisfied 2007 to 2012

e nkeep and repair of the train
e The cleanliness of the inside of the train
e The cleanliness of the outside of the train

Cleanliness of the train
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Satisfaction with train staff

Percentage of passengers satisfied 2007 to 2012

=== The helpfulness and attitude of the staff on train

e The availability of staff
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2.3 % satisfaction with train factors (cont'd)

Satisfaction with accessing and seating
Percentage of passengers satisfied 2007 to 2012

e S fficient room for all the passengers to sit/stand
e The comfort of the seating area

= The ease 0f being able to get on and off the train
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Satisfaction with on board facilities

Percentage of passengers satisfied 2007 to 2012

== The space for luggage
e=The toilet facilities

= The provision of information during the journey

Autumn Spring Autumn Spring Autumn Spring Autumn Spring Autumn Spring
100 2007 2008 2008 2009 2009 2010 2010 2011 2011 2012

95
90
85
80

75

65 _/\/—,

60

55 —

50

45
40
- v_/_—\/\
30
25
20
15

10

Satisfaction with other aspects of train
journey

Percentage of passengers satisfied 2007 to 2012

= Connections with other train services
e The value for money for the price of your ticket
e/ 0Ur personal security whilst on board

How well train company dealt with delays
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2.4 Overall satisfaction and station factors

National level results for all passengers

Overall satisfactionh 5 10

(28407)
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. At 95% confidence level:
2 2 - 5 Tra| n faCtO Is + denotes significant increase
- denotes significant decrease

National level results for all passengers % satisfied/good
Spring 2012 Spring 2011
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. At 95% confidence level:
2 2 5 Tra| n faCtO s (CO nt'd) + denotes significant increase
- denotes significant decrease

National level results for all passengers % satisfied/good
Spring 2012 Spring 2011
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2.6 Overall satisfaction with journey

By age

Percentage of passengers satisfied 2007 to 2012
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At 95% confidence level:

3.1 Overall satisfaction and station factors + denotes significant increase

- denotes significant decrease

% satisfied/good
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3 3.1 Train factors
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3.1 Train factors (cont'd) + denotes signicant ncrease

- denotes significant decrease

National level results for commuters % satisfied/good
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At 95% confidence level:

3.2 Overall satisfaction and station factors + denotes significant increase

- denotes significant decrease

% satisfied/good
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. At 95% confidence level:
3 3 - 2 Tra| n faCtOI’S + denotes significant increase
- denotes significant decrease

National level results for business travellers % satisfied/good
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. At 95% confidence level:
3 3 - 2 Tra| n faCtorS (Contld) + denotes significant increase
- denotes significant decrease
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National level results for business travellers % satisfied/good
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At 95% confidence level:

3.3 Overall satisfaction and station factors + denotes significant increase

- denotes significant decrease

% satisfied/good

National level results for leisure travellers
Spring 2012 Spring 2011
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3 3.3 Train factors
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National level results for leisure travellers
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. At 95% confidence level:
K] 3.3 Train factors (Contld) + denotes significant increase
- denotes significant decrease

National level results for leisure travellers % satisfied/good
Spring 2012 Spring 2011
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4 4.1 Results by train company
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Overall satisfaction with
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Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

90
80

60
50
40
30
20
10

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2007

Autumn
2008

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

sample

size satisfied
or good nor
18283 82 11
1104 91 7
1179 90 7
1969 79 13
2989 82 11
2416 73 15
1179 87 8
1150 90 7
2301 83 11
1700 81 12
2296 80 10
5861 88 8
1178 84 10
1212 89 7
1211 87 7
1163 88 6
1097 91 6
4263 86 8
1172 88 7
624 96 3
1251 80 11
1216 89 8

%
neither/

4.1 Results by train company

Improvement/decline in %
satisfied or good since
Autumn 2011

%
dissatisfied

change
or poor

change
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% significant %

Improvement/decline in %
satisfied or good since
Spring 2011

significant

change change
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4.2 Results by train company for station factors

Overall satisfaction with the .

station

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)
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National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

Sa'.“p'e satisfied neither/ dissatisfied 0 ST 4 SN
size change change change change
or good nor or poor
18137 75 17 8 -2 4 1 =
1089 83 13 4 -3 = 0 =
1167 88 9 3 -2 = 3 =
1964 75 17 8 -1 = 6 4
2975 76 17 7 %} = 2 =
2388 71 19 9 2 = 2 =
1157 77 16 6 2 = 1 =
1164 81 14 5 0 = 2 =
2271 74 18 8 0 = 0 =
1685 73 17 10 5 4 2 =
2277 75 18 7 -3 4 2 =
5778 81 13 6 0 = 1 =
1154 79 14 7 %} = 2 =
1204 75 17 8 2 = 2 =
1185 85 10 5 2 = 3 4+
1144 86 11 3 0 = | =
1091 82 14 4 0 = 0 =
4213 80 13 7 0 = 2 =
1158 79 14 7 7 4+ 4 =
616 86 9 5 2 = 6 *
1236 74 15 11 2 = 1 =
1203 83 13 4 2 = 2 =

%

4.2 Results by train company for station factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%

Improvement/decline in %
satisfied or good since
Spring 2011
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4.2 Results by train company for station factors

Ticket buying facilities at the .

station

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

100
90
80

60
50
40
30
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National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

Sa'.“p'e satisfied neither/ dissatisfied 0 ST 4
size change change
or good nor or poor
10142 71 16 13 0 =
747 77 13 10 0 =
679 82 13 5 -1 =
1168 70 16 14 1 =
1433 75 13 12 0 =
1320 69 17 14 0 =
634 78 12 9 0 =
664 73 15 12 5 =
1302 70 16 14 -1 =
976 69 15 16 3 =
1219 69 18 13 -3 =
2402 82 11 7 il =
542 78 14 7 5 =N
347 84 11 5 3 =
550 81 11 7 3 =
582 87 5 7 il =
381 83 13 5 -3 =
2429 79 11 10 0 =
606 75 11 13 -4 =
346 90 8 2 -1 =
727 74 11 15 2 =
750 80 12 8 il =

%

4.2 Results by train company for station factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%

Improvement/decline in %
satisfied or good since
Spring 2011

significant
change

change
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National level results
Autumn  Spring  Autumn  Spring  Autumn  Spring  Autumn  Spring  Autumn  Spring
2007 2008 2008 2009 2009 2010 2010 2011 2011 2012

Provision of information about .
train times/platforms at the .
station .

Key: Improvement/decline in % Improvement/decline in %

Improved = Declined Spring 2012 satisfied or good since satisfied or good since
Autumn 2011 Spring 2011

% % %

0 L 0 L

. satisfied neither/ dissatisfied % ST 4 SN

size change change change change
or good nor or poor

sample

LONDON AND SOUTH EAST SERVICES 17497 80 11 9 0 = 2 4+
c2c 1062 86 9 5 -1 = -1 =
Chiltern Railways 1144 86 9 6 2 = 3 =
First Capital Connect 1903 78 12 9 2 = 6 4+
First Great Western 2880 81 11 8 0 = 4 4+
Greater Anglia* 2302 74 14 12 -1 = 0 =
London Midland 1117 83 10 8 -1 = 1 =
London Overground 1098 82 10 8 2 = 5 =
South West Trains 2182 83 9 8 2 = 0 =
Southeastern 1625 77 12 11 -4 = 0 =
Southern 2184 79 13 8 -2 = 2 =
LONG DISTANCE SERVICES 5621 86 9 5 -1 = 0 =
CrossCountry 1127 83 10 7 il = 0 =
East Coast 1163 87 9 4 1 = 0 =
East Midlands Trains 1163 84 10 6 -2 = 0 =
First TransPennine Express 1101 88 9 3 2 = -2 =
Virgin Trains 1067 87 8 4 -2 = 1 =
REGIONAL SERVICES 3974 84 9 7 0 = 3 *
Arriva Trains Wales 1092 81 11 8 1 = 2 =
Merseyrail 547 89 7 3 2 = 4 =
Northern Rail 1178 80 11 9 0 = 4 =
ScotRail 1157 86 8 6 1 = 1 =

*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

Passengerfocus i |

putting pass




4.2 Results by train company for station factors

The upkeep/repair of the station .

buildings/platforms

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

Sa'.“p'e satisfied neither/ dissatisfied 0 ST 4 SN
size change change change change
or good nor or poor
17438 66 21 14 0 = 3 4+~
1064 75 17 9 3 = 4 =
1137 79 14 7 -5 4 2 =
1891 67 19 14 3 = 7 *
2869 65 21 14 -1 = 4 4+
2292 66 20 14 -1 = 3 =
1107 67 21 12 -3 = 4 =
1103 77 15 8 3 = 3 =
2177 57 24 18 1 = -1 =
1602 64 20 16 0 = 0 =
2196 65 23 12 -2 = 3 =
5616 73 17 10 0 = 0 =
1120 66 21 13 -3 = -4 =
1159 65 20 15 2 = -3 =
1167 80 13 7 2 = 5 4+
1104 83 13 5 4 = 3 =
1066 71 18 11 0 = 0 =
4027 73 16 11 2 = 2 =
1110 66 23 11 3 = 3 =
567 75 15 10 5 = 3 =
1189 71 15 14 2 = 3 =
1161 77 16 8 -1 = 0 =

%

4.2 Results by train company for station factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%

Improvement/decline in %
satisfied or good since
Spring 2011
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4.2 Results by train company for station factors

Cleanliness of the station .

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

100
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60
50
40
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National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

Sa'.“p'e satisfied neither/ dissatisfied 0 ST 4 SN
size change change change change
or good nor or poor
17349 70 20 10 -1 = 1 =
1052 78 15 6 2 = 0 =
1133 83 12 5 -5 4 2 =
1893 72 18 9 2 = 4 4@
2846 70 19 10 -1 = 4 4+
2283 68 21 12 -4 4 -1 =
1108 72 18 10 il = 3 =
1091 78 15 7 0 = -1 =
2178 63 24 13 1 = 0 =
1598 70 19 11 -3 = 0 =
2167 69 22 9 -4 4 2 =
5577 77 16 7 0 = 1 =
1111 74 18 8 0 = 2 =
1159 72 18 10 -1 = 0 =
1162 83 12 6 0 = 3 =
1093 85 12 4 4 = 3 =
1052 74 18 8 2 = 1 =
4004 76 15 9 0 = 1 =
1101 68 20 12 5 = 0 =
579 77 15 7 -1 = 1 =
1181 72 16 12 1 = 2 =
1143 82 12 6 2 = 1 =

%

4.2 Results by train company for station factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%

Improvement/decline in %
satisfied or good since
Spring 2011
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4.2 Results by train company for station factors

The facilities and services at .

the station

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

sample

size satisfied
or good nor
14983 48 23
919 55 22
1039 66 19
1613 47 22
2458 53 20
2041 50 21
929 48 22
822 35 26
1901 47 24
1426 50 21
1835 48 24
4984 62 19
976 60 20
1036 58 20
1031 64 19
991 68 18
950 62 21
3410 50 18
942 48 20
445 53 18
1026 49 16
997 52 20

%
neither/

4.2 Results by train company for station factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%
dissatisfied

change
or poor

change

29 -1 =
23 0 =
15 2 =
32 -3 =
27 il =
29 ) =
30 il =
39 1 =
29 =
29 -1 =
28 -2 =
18 -3 4
20 -4 =
23 3 =
17 2 =
15 0 =
17 5 =
31 0 =
32 5 =
29 5 =
35 -1 =
28 -5 =

% significant %

Improvement/decline in %
satisfied or good since
Spring 2011

significant

change change
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Nati I | It
4.2 Results by train company for station factors I Sy Awm S ham S aum s

90
- 80
The attitudes and helpfulness .
. 60
of the staff at the station =
30
20
10

0 o

Key: Improvement/decline in % Improvement/decline in %

Improved 4 Unchanged = Declined Spring 2012 satisfied or good since satisfied or good since

Autumn 2011 Spring 2011

% % %

0 L 0 L

. satisfied neither/ dissatisfied 0 ST % SN

size change change change change
or good nor or poor

sample

LONDON AND SOUTH EAST SERVICES 13380 69 21 10 0 = 1 =
c2c 890 76 17 7 1 = 2 =
Chiltern Railways 893 78 16 5 2 = 0 =
First Capital Connect 1472 71 19 10 4 = 4 =
First Great Western 2077 75 19 6 2 = 3 =
Greater Anglia* 1753 65 22 12 -2 = il =
London Midland 857 73 18 9 -1 = 4 =
London Overground 818 65 24 11 -2 = -3 =
South West Trains 1641 69 20 11 2 = 0 =
Southeastern 1269 67 22 11 -2 = 0 =
Southern 1710 69 20 10 0 = 1 =
LONG DISTANCE SERVICES 4038 77 17 6 0 = 1 =
CrossCountry 848 79 15 6 2 = 3 =
East Coast 783 76 19 5 1 = 0 =
East Midlands Trains 867 78 16 6 1 = 2 =
First TransPennine Express 825 78 14 9 =5 = -2 =
Virgin Trains 715 73 22 4 -1 = 2 =
REGIONAL SERVICES 3102 75 15 9 0 = 1 =
Arriva Trains Wales 845 75 16 9 1 = 0 =
Merseyrail 493 81 13 6 -3 = il =
Northern Rail 877 71 17 12 -1 = 0 =
ScotRail 887 78 13 8 2 = 3 =

*Greater Anglia from 5th February 2012 (previously National Express East Anglia)
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4.2 Results by train company for station factors

Connections with other forms .
of public transport at the

station

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

sample

size satisfied neither/
or good nor

13374 74 16
855 73 17
874 78 13
1502 76 14
2056 71 16
1821 76 14
786 69 19
948 76 16
1613 74 15
1259 73 15
1660 72 18
3819 76 13
680 74 15
795 80 11
848 72 15
728 73 14
768 82 10
2844 68 15
725 66 18
411 73 18
876 65 15
832 69 13

%

4.2 Results by train company for station factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%
dissatisfied

change
or poor

change

11 0 =
10 2 =
9 4 =
10 3 =
14 -1 =
10 -2 =
12 2 =
8 1 =
11 0 =
11 2 =
10 -1 =
11 2 =
11 3 =
9 0 =
13 2 =
12 2 =
8 1 =
17 ) =
15 6 =
8 3 =
20 -4 =
17 -4 =

% significant %

Improvement/decline in %
satisfied or good since
Spring 2011

significant

change change
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4.2 Results by train company for station factors

Facilities for car parking at the

station

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

sample

size

6718
453
465
750

1052
861
536
391
963
602
645

2101
465
344
466
454
372

2115
609
306
628
572

National level results
Autumn  Spring  Autumn  Spring  Autumn  Spring  Autumn  Spring  Autumn  Spring
2007 2008 2008 2009 2009 2010 2010 2011 2011 2012

v

Spring 2012

%
satisfied
or good

46
55
65
45
55
48
56
35
50
41
40
60
58
49
67
62
58
52
63
49
53
47

%

Improvement/decline in %
satisfied or good since
Autumn 2011

Improvement/decline in %
satisfied or good since
Spring 2011

%

neither/ dissatisfied % significant % significant
nor or poor change change change change
20 34 2 = 0 =
18 27 3 = 2 =
14 21 -4 = &) =
21 33 0 = 0 =
19 26 2 = -3 =
19 34 -3 = -2 =
16 28 3 = 2 =
22 43 8 4 15 *
19 30 5 = 3 =
22 37 -6 = 3 =
19 41 5 = -3 =
15 25 2 = 3 *
14 28 -1 = 5 =
23 28 7 = -6 =
14 18 4 = 9 4+
13 25 -3 = 1 =
16 25 -6 = 4 =
17 32 8 = -1 =
16 21 4 = 0 =
13 37 il = 1 =
18 30 7 4 -4 =
18 36 -2 = 0 =

4.2 Results by train company for station factors
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4.2 Results by train company for station factors

Overall environment of the .

station

Key:
Improved

LONDON AND SOUTH EAST SERVICES
c2c

Chiltern Railways

First Capital Connect

First Great Western
Greater Anglia*

London Midland

London Overground

South West Trains
Southeastern

Southern

LONG DISTANCE SERVICES
CrossCountry

East Coast

East Midlands Trains

First TransPennine Express
Virgin Trains

REGIONAL SERVICES
Arriva Trains Wales
Merseyrail

Northern Rail

ScotRail

Unchanged =

100
90
80

60
50
40
30
20
10

Autumn
2007

Spring
2008

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Declined 4 Spring 2012

%

sample

%
neither/

size satisfied

or good nor
17777 66 23
1078 75 19
1157 83 12
1918 65 23
2910 66 23
2346 63 25
1132 67 21
1130 71 21
2235 62 25
1646 65 22
2225 65 25
5683 73 17
1138 69 19
1179 64 21
1173 80 14
1118 82 13
1075 71 20
4104 71 18
1118 66 22
595 77 15
1210 67 19
1181 75 18

*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

%

4.2 Results by train company for station factors

Improvement/decline in %
satisfied or good since
Autumn 2011

Improvement/decline in %
satisfied or good since
Spring 2011

di . ) significant % significant

issatisfied

or poor change change change change
11 -1 = 2 4+
6 2 = 4 =
5 ) = 5 4+
12 1 = 8 *
12 il = 0 =
12 -3 = 0 =
12 1 = 3 =
8 -1 = 2 =
13 1 = -1 =
13 -3 = 2 =
10 -4 4 1 =
10 4l = 0 =
12 2 = 0 =
15 2 = 5 4
7 2 = 4 4+
5 2 = 1 =
9 -3 = il =
10 0 = 2 =
11 4 = 5 =
8 4 = 4 =
13 1 = 2 =
7 -3 = 1 =

“-.&9;-'
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4.2 Results by train company for station factors

Your personal security whilst .

using the station

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

Sa'.“p'e satisfied neither/ dissatisfied 0 ST 4 SN
size change change change change
or good nor or poor
15857 66 27 6 0 = 2 4+
1000 70 23 7 3 = 5 *
1025 77 20 3 -1 = 1 =
1715 66 28 6 1 = 7 *
2564 69 26 4 -1 = 2 =
2068 64 27 9 2 = 3 =
1002 68 28 5 0 = 1 =
1030 70 22 9 2 = 3 =
2000 68 27 5 4 = 1 =
1478 62 31 8 -1 = -1 =
1975 65 29 6 -3 = 0 =
5020 74 23 3 0 = 1 =
999 72 23 5 il = 1 =
1017 71 27 2 1 = 2 =
1056 76 21 3 2 = 1 =
992 77 20 3 2 = 2 =
956 73 24 3 -3 = 2 =
3667 71 23 6 3 = 4 *
974 67 24 9 0 = 5 =
538 76 20 4 4 = 5 =
1092 67 24 9 2 = 3 =
1063 74 23 3 3 = 3 =

%

4.2 Results by train company for station factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%

Improvement/decline in %
satisfied or good since
Spring 2011
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. : _ National level results _ _

4.2 Results by train company for station factors I
90
. g n 80
The availability of staff at the .
. 60
station 0
40
30
20
10

0 y

Key: Improvement/decline in % Improvement/decline in %

Improved Unchanged = Declined ¥ Spring 2012 satisfied or good since satisfied or good since

Autumn 2011 Spring 2011

0 0 9
Yo %o % % significant % significant

change change change change

satisfied neither/ dissatisfied
or good nor or poor

LONDON AND SOUTH EAST SERVICES 15334 57 24 19 1 = 1 =
c2c 983 67 22 11 1 = 2 =
Chiltern Railways 989 68 22 10 1 = 3 =
First Capital Connect 1699 56 24 20 1 = 7 4@
First Great Western 2424 62 22 16 2 = 1 =
Greater Anglia* 2029 53 23 23 -2 = 1 =
London Midland 963 59 25 16 0 = 0 =
London Overground 965 60 22 18 3 = 2 =
South West Trains 1907 54 25 20 1 = 2 =
Southeastern 1442 57 26 17 1 = 0 =
Southern 1933 58 24 18 -1 = -1 =
LONG DISTANCE SERVICES 4708 66 21 12 0 = 1 =
CrossCountry 985 67 20 13 0 = 2 =
East Coast 931 67 20 13 1 = 0 =
East Midlands Trains 1013 68 18 14 1 = 2 =
First TransPennine Express 941 69 20 12 0 = 1 =
Virgin Trains 838 60 29 11 -1 = 1 =
REGIONAL SERVICES 3500 66 17 17 3 = 3 =
Arriva Trains Wales 961 57 22 21 -1 = 1 =
Merseyrail 526 81 13 6 2 = 2 =
Northern Rail 1015 61 16 23 4 = 3 =
ScotRail 998 66 19 15 3 = 3 =

*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

2.&9»_;-‘
Passengerfocus i/ \|

putting passangers lirst

4.2 Results by train company for station factors




National level results
4.2 Results by train company for station factors g osmmwmn an gm a g
90
. % —
How request to station staff .
60
was handled s
40
30
20
10
0 V.
Key: Improvement/decline in % Improvement/decline in %
Improved 4 Unchanged = Declined ¥ Spring 2012 satisfied or good since satisfied or good since

Autumn 2011 Spring 2011

% % % L L
sample e . . - e % significant % significant
size satisfied neither/ dissatisfied change change change change
or good nor or poor
LONDON AND SOUTH EAST SERVICES 2735 82 7 10 -3 4 -1 =
c2c 120 92 4 4 3 = 9 *
Chiltern Railways 183 89 3 6 1 = 3 =
First Capital Connect 289 83 4 12 -2 = 5 =
First Great Western 552 87 5 7 1 = 2 =
Greater Anglia* 359 78 8 13 -5 = -5 =
London Midland 143 86 6 7 -6 = -4 =
London Overground 100 90 2 6 & = 22 *
South West Trains 330 82 7 11 5 = 3 =
Southeastern 251 76 10 12 -4 = -10 ¥
Southern 408 80 7 12 5 = -3 =
LONG DISTANCE SERVICES 1048 89 4 6 2 = 1 =
CrossCountry 236 92 2 5 5 = 4 =
East Coast 231 85 5 9 1l = -4 =
East Midlands Trains 220 89 5 5 0 = 4 =
First TransPennine Express 185 88 4 5 0 = -2 =
Virgin Trains 176 87 8 5 4 = 1 =
REGIONAL SERVICES 565 86 4 9 -4 = -1 =
Arriva Trains Wales 189 89 3 4 -1 = 1 =
Merseyrail 50 81 2 17 -9 = 1 =
Northern Rail 135 84 6 9 5 = 5 =
ScotRail 191 89 4 7 -4 = 2 =

*Greater Anglia from 5th February 2012 (previously National Express East Anglia)
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4.3 Results by train company for train factors

The frequency of the trains on .

that route

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

sample

size satisfied
or good nor
17957 77 9
1088 83 8
1145 80 8
1953 79 9
2907 76 11
2365 72 10
1151 83 6
1160 79 8
2248 79 9
1672 76 8
2268 74 9
5625 85 7
1129 81 8
1165 90 6
1151 82 8
1115 86 6
1065 89 7
4140 80 8
1113 78 8
622 97 1
1220 70 10
1185 84 8

%
neither/

4.3 Results by train company for train factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%
dissatisfied

change
or poor

change

14 0 =
9 -1 =
12 -1 =
13 2 =
14 2 =
18 -3 =
11 6 4+
13 -3 =
12 2 =
16 0 =
17 -2 =
8 1 =
11 0 =
4 1 =
11 1 =
8 4 =
4 il =
13 -1 =
15 2 =
1 3 =
20 5 4
8 1 =

% significant %

Improvement/decline in %
satisfied or good since
Spring 2011

significant

change change
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4.3 Results by train company for train factors

Punctuality/reliability (i.e. the .
train arriving/departing on time) -

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%
satisfied
or good

sample

size

17805 79
1072 92
1148 86
1927 76
2911 78
2341 70
1142 81
1145 88
2240 82
1651 79
2228 78
5693 87
1131 85
1178 88
1178 88
1122 88
1084 89
4153 85
1133 87
606 94
1222 78
1192 87

%
neither/
nor

O ©O© WO N A~ OGO OT 0010 O 00O O o U

4.3 Results by train company for train factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%
dissatisfied

change
or poor

change

12 -1 =
3 0 =
8 5 4+
15 -1 =
14 il =
22 7 4
10 3 =
5 4 4
10 -2 =
12 -1 =
14 0 =
8 5 *
10 6 4+
7 9 4
7 0 =
7 4 4
7 4 4+
9 -1 =
8 0 =
3 -1 =
13 2 =
7 1 =

% significant %

Improvement/decline in %
satisfied or good since
Spring 2011

significant

change change
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4.3 Results by train company for train factors

The length of time the journey .
was scheduled to take (speed) -

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

Sa'.“p'e satisfied neither/ dissatisfied o significant “
size change change
or good nor or poor
17610 83 10 7 0 =
1059 92 5 3 1 =
1130 87 8 4 1 =
1912 84 10 7 1 =
2884 85 9 6 -1 =
2318 79 12 10 2 =
1129 89 6 5 4 4+
1132 89 6 5 2 =
2204 82 11 7 1 =
1635 79 11 10 2 =
2207 83 10 7 0 =
5635 90 6 4 2 4
1125 87 7 6 2 =
1171 90 7 3 2 =
1152 89 6 5 -1 =
1113 91 6 3 2 =
1074 94 4 2 3 4+
4080 88 8 4 ) =
1108 85 10 6 1 =
598 97 2 1 0 =
1205 84 10 6 -3 =
1169 89 7 4 2 =

%

4.3 Results by train company for train factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%

Improvement/decline in %
satisfied or good since
Spring 2011

significant
change

change
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4.3 Results by train company for train factors

Connections with other train .

services

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

National level results
Autumn  Spring  Autumn  Spring  Autumn  Spring  Autumn  Spring  Autumn  Spring
2007 2008 2008 2009 2009 2010 2010 2011 2011 2012

v

Spring 2012

%

%

Improvement/decline in %
satisfied or good since
Autumn 2011

Improvement/decline in %
satisfied or good since
Spring 2011

%

Sa'.“p'e satisfied neither/ dissatisfied 0 ST 4 SN
size change change change change
or good nor or poor
10580 77 16 7 1 = 1 =
649 84 12 4 4 = 5 *
537 75 19 5 0 = 5 =
1161 76 17 7 0 = 1 =
1629 73 16 11 -3 = 0 =
1382 75 16 10 3 = 2 =
629 78 17 6 4 = 3 =
919 84 11 5 3 = 2 =
1366 76 16 8 0 = -2 =
942 72 20 8 2 = 2 =
1366 76 17 7 0 = 0 =
3186 81 12 7 1 = 1 =
672 78 15 8 1 = il =
650 79 14 7 0 = il =
647 79 12 9 2 = 2 =
630 81 11 8 0 = il =
587 88 9 3 5 = 5 4+
2345 78 16 6 ) = -1 =
723 77 15 8 0 = il =
333 89 7 4 2 = 7 =
699 73 19 8 5 = -5 =
590 79 16 5 2 = 1 =

4.3 Results by train company for train factors
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putting passangers lirst
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National level results
4.3 Results by train company for train factors g osmmwmn an gm a g
90
80
The value for money for the .
[ ] [ 60
price of your ticket e
40
30
20
10
0 v
Key: Improvement/decline in % Improvement/decline in %
Improved 4+ Unchanged = Declined ¥ Spring 2012 satisfied or good since satisfied or good since

Autumn 2011 Spring 2011

% % % L o
sample e . . - e % significant % significant
size satisfied neither/ dissatisfied change change change change
or good nor or poor
LONDON AND SOUTH EAST SERVICES 16955 38 21 41 -3 4 -1 =
c2c 1030 42 22 36 -1 = il =
Chiltern Railways 1108 48 21 31 -2 = 0 =
First Capital Connect 1824 34 22 44 -4 €4 2 =
First Great Western 2867 48 20 33 -5 4 -2 =
Greater Anglia* 2251 30 21 49 -3 = -5 4
London Midland 1052 53 21 27 1 = 0 =
London Overground 1018 49 23 29 5 = -4 =
South West Trains 2143 36 21 43 -2 = 0 =
Southeastern 1534 32 21 47 -4 = 0 =
Southern 2128 38 21 41 -4 4 -2 =
LONG DISTANCE SERVICES 5593 54 18 28 2 = -2 =
CrossCountry 1117 49 22 29 -4 = -5 =
East Coast 1167 56 18 26 A = -1 =
East Midlands Trains 1155 52 18 31 A = 0 =
First TransPennine Express 1098 56 18 25 -2 = -4 =
Virgin Trains 1056 59 15 26 0 = 0 =
REGIONAL SERVICES 3889 54 19 28 7 4 -4 4
Arriva Trains Wales 1114 56 18 25 -3 = -4 =
Merseyrail 461 67 12 20 1 = 4 =
Northern Rail 1156 50 21 28 -10 4 7 4
ScotRail 1158 51 18 31 -8 4 -4 =

*Greater Anglia from 5th February 2012 (previously National Express East Anglia)
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4.3 Results by train company for train factors




: : _ National level results _ _
4.3 Results by train company for train factors RO OEROH RS OEEOCEY B R %

90
- - 80
Cleanliness of the train .
60
50
40
30
20
10

0 4

Key: Improvement/decline in % Improvement/decline in %

Improved Unchanged = Declined ¥ Spring 2012 satisfied or good since satisfied or good since

Autumn 2011 Spring 2011

% % % L o
sample e . . - e % significant % significant
size satisfied neither/ dissatisfied change change change change
or good nor or poor
LONDON AND SOUTH EAST SERVICES 18251 74 14 12 0 = 2 4+
c2c 1094 92 5 3 1 = 2 =
Chiltern Railways 1174 85 10 6 -2 = -1 =
First Capital Connect 1969 65 18 17 1 = 1 =
First Great Western 2983 75 15 9 -1 = 4 4+
Greater Anglia* 2405 58 18 23 -6 4 -4 4
London Midland 1168 81 11 7 2 = 7 4+
London Overground 1179 92 6 2 -1 = -2 =
South West Trains 2290 77 13 10 4« 4 4+
Southeastern 1685 71 17 11 1 = 3 =
Southern 2304 71 17 12 -1 = -2 =
LONG DISTANCE SERVICES 5826 83 10 7 2 4 1 =
CrossCountry 1171 79 11 10 3 = 3 =
East Coast 1208 82 12 7 -3 = -1 =
East Midlands Trains 1197 82 10 8 1 = 4 4+
First TransPennine Express 1147 85 10 5 3 = 1 =
Virgin Trains 1103 89 7 4 3 = 0 =
REGIONAL SERVICES 4232 72 16 13 -1 = 2 =
Arriva Trains Wales 1165 78 12 10 3 = 3 =
Merseyrail 620 80 12 8 2 = 3 =
Northern Rail 1241 57 22 21 -5 4 -1 =
ScotRail 1206 84 11 5 2 = 5 *

*Greater Anglia from 5th February 2012 (previously National Express East Anglia)
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4.3 Results by train company for train factors

Upkeep and repair of the train .

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

100
90
80

60
50
40
30
20
10

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

Sa'.“p'e satisfied neither/ dissatisfied 0 ST 4 SN
size change change change change
or good nor or poor
17997 74 16 10 0 = 2 4+
1090 91 7 2 -1 = 1 =
1162 87 9 4 2 = 2 =
1938 62 20 19 -1 = 1 =
2942 77 16 7 -1 = 5 4+
2355 55 20 25 0 = 0 =
1155 84 11 5 4 4+ 9 4+
1158 95 4 1 -1 = -1 =
2263 83 13 5 3 4+ 2 =
1661 72 18 11 0 = 3 =
2273 67 21 12 -4 4 -6 4
5772 84 10 5 1 = 1 =
1159 80 13 7 1 = -1 =
1201 79 14 7 2 = 2 =
1182 85 8 6 0 = 8 4+
1133 88 8 4 2 = 0 =
1097 89 8 3 2 = 0 =
4158 70 16 14 0 = 3 =
1146 76 15 8 1 = 2 =
601 83 13 5 2 = 3 =
1216 54 20 26 -3 = 1 =
1195 83 12 5 2 = 4 =

%

4.3 Results by train company for train factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%

Improvement/decline in %
satisfied or good since
Spring 2011
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4.3 Results by train company for train factors

The provision of information .

during the journey

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

100
90
80

60
50
40
30
20
10

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

Sa'.“p'e satisfied neither/ dissatisfied 0 ST 4 SN
size change change change change
or good nor or poor
16211 70 20 11 1 = 1 =
1005 80 14 6 -3 = 0 =
1037 75 17 8 -3 = 1 =
1656 50 27 23 3 = 3 =
2626 68 23 10 0 = 3 4+
2107 56 25 19 2 = -1 =
1055 74 19 7 6 4+ 8 4+
1092 86 11 3 -1 = 0 =
2087 76 18 7 1 = -1 =
1496 68 20 12 2 = 3 =
2050 71 19 9 il = -3 =
5341 78 16 7 1 = 0 =
1067 76 17 7 2 = 1 =
1115 79 17 5 -1 = 0 =
1083 71 19 10 1 = 0 =
1048 80 15 5 2 = -1 =
1028 82 12 6 2 = 1 =
3778 70 19 11 2 = 1 =
1055 66 24 10 2 = -1 =
558 86 12 2 5 = il =
1072 56 25 19 2 = -3 =
1093 80 14 5 5 = 9 *

%

4.3 Results by train company for train factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%

Improvement/decline in %
satisfied or good since
Spring 2011
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4.3 Results by train company for train factors

The helpfulness and attitude of

staff on train

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

sample

size

9221
411
502
676
1776
1170
629
565
1522
833
1137
4412
883
921
915
854
839
3234
996
320
958
960

National level results

Autumn  Spring  Autumn  Spring  Autumn  Spring  Autumn  Spring  Autumn  Spring
2007 2008 2008 2009 2009 2010 2010

2011 2011 2012

v

Spring 2012

%
satisfied
or good

57
34
62
37
66
46
63
57
68
56
54
80
78
82
80
82
81
75
81
67
71
81

%

neither/

Improvement/decline in %
satisfied or good since
Autumn 2011

%

) e
dissatisfied & significant

change change

nor (o]gelele]}

31
46
29
41
27
33
28
36
26
30
32
16
18
15
15
14
16
19
15
28
21
15

4.3 Results by train company for train factors

12 0 =
20 1 =
9 0 =
22 5 =
8 -4 4
21 il =
9 2 =
8 3 =
6 1 =
14 4 =
14 7 <
4 2 =
5 2 =
3 2 =
5 1 =
4 2 =
3 1 =
6 0 =
3 2 =
5 -1l =
7 -1 =
4 2 =

Improvement/decline in %
satisfied or good since
Spring 2011

% significant
change change
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4.3 Results by train company for train factors

The space for luggage on the .

train

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

100
90
80

60
50
40
30
20
10

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

sample

size satisfied
or good nor

13861 53 22
835 52 23
866 62 20
1482 47 25
2297 53 23
1838 53 24
861 58 21
900 63 18
1763 59 20
1256 48 23
1763 47 24
4832 56 19
950 55 18
1033 63 19
946 56 19
935 50 21
968 57 15
3265 62 20
978 59 19
445 60 24
917 57 20
925 69 18

%
neither/

4.3 Results by train company for train factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%
dissatisfied

change
or poor

change

24 1 =
26 1 =
18 2 =
28 3 =
24 -1 =
23 2 =
22 5 =
18 -6 4
21 6 4+
29 0 =
28 -1 =
26 3 *
27 3 =
18 2 =
25 -1 =
29 3 =
27 5 =
19 2 =
22 -1 =
16 1 =
22 1 =
13 4 =

% significant %

Improvement/decline in %
satisfied or good since
Spring 2011

significant

change change
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4.3 Results by train company for train factors

The toilet facilities on the train

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

sample

size

7174
492
458
697

1276
991
436
351

1019
653
801

3008
533
767
533
445
730

1826
659
148
489
530

100
90
80

60
50
40
30
20
10

National level results

Autumn  Spring  Autumn  Spring  Autumn  Spring

Autumn  Spring
2007 2008 2008 2009 2009 2010 2010

Autumn  Spring
2011 2011 2012

v

Spring 2012

%
satisfied
or good

35
59
53
29
44
31
50
17
39
28
29
52
48
52
50
57
54
39
49
10
34
52

neither/
nor or poor

%

23
25
23
19
25
22
29
18
22
23
25
23
23
22
25
21
24
22
24
16
24
22

4.3 Results by train company for train factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%

) e
dissatisfied & significant

change change

43 -1 =
17 6 =
24 2 =
53 3 =
30 0 =
47 2 =
20 -1 =
65 -2 =
39 2 =
49 -3 =
45 -7 4
25 0 =
29 -1 =
26 3 =
26 -3 =
22 5 =
22 1 =
38 ) =
27 3 =
74 -4 =
42 -9 4
26 2 =

Improvement/decline in %
satisfied or good since
Spring 2011

% significant
change change
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4.3 Results by train company for train factors

Sufficient room for all

passengers to sit/stand on the

train

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

100
90
80
70
60

fa)
o

40
30
20
10

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

sample

size satisfied

or good nor
17651 68 14
1068 64 15
1133 75 11
1909 62 16
2898 67 14
2323 66 16
1128 74 10
1140 77 11
2217 73 12
1620 61 14
2215 66 15
5672 73 12
1146 70 13
1170 79 13
1160 74 12
1119 63 14
1077 80 11
4118 73 11
1134 71 12
597 81 11
1212 66 12
1175 77 11

%
neither/

4.3 Results by train company for train factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%
dissatisfied

change
or poor

change

19 1 =
21 -1 =
14 2 =
22 2 =
19 il =
19 -1 =
16 8 4+
11 2 =
16 5 4+
26 ) =
19 0 =
15 3 *
17 6 4+
8 0 =
14 -2 =
23 1 =
10 8 4+
16 1 =
17 -1 =
8 3 =
22 2 =
12 0 =

% significant %

Improvement/decline in %
satisfied or good since
Spring 2011

significant

change change
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4.3 Results by train company for train factors

The comfort of the seating area .

on the train

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

Sa'.“p'e satisfied neither/ dissatisfied 0 ST 4 SN
size change change change change
or good nor or poor
17598 71 18 11 0 = 1 =
1057 81 12 7 1 = 2 =
1154 80 12 8 2 = 3 =
1882 62 22 16 1 = 0 =
2849 72 17 10 -1 = 2 =
2333 59 22 19 2 = 2 =
1137 80 13 7 7 4+ 8 4+
1131 83 12 5 -4 = -1 =
2217 76 16 8 1 = 0 =
1627 67 20 12 1 = 3 =
2211 69 21 10 -3 = -2 =
5631 79 13 8 0 = 1 =
1118 76 15 8 1 = -1 =
1181 79 14 8 -3 = 1 =
1162 82 12 7 2 = 4 4+
1104 79 11 10 -1 = -1 =
1066 82 11 7 5 4+ 4 =
4117 72 16 13 -1 = 3 =
1132 77 14 9 1 = 3 =
599 81 13 6 5 = 5 =
1205 60 19 22 2 = 2 =
1181 80 14 6 -3 = 3 =

%

4.3 Results by train company for train factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%

Improvement/decline in %
satisfied or good since
Spring 2011
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4.3 Results by train company for train factors

The ease of being able to get on .

and off the train

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

sample

size satisfied

or good nor
17877 79 14
1077 85 10
1147 89 8
1933 76 16
2910 7 15
2350 76 17
1150 86 9
1151 84 10
2252 82 12
1648 79 14
2259 75 16
5734 85 10
1146 82 13
1193 83 12
1177 85 10
1131 83 9
1087 90 7
4153 83 11
1133 82 13
611 90 7
1219 7 15
1190 87 9

%
neither/

4.3 Results by train company for train factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%
dissatisfied

change
or poor

change

5O WU O WOOU A UOION®O® 0N OO WS N
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% significant %

Improvement/decline in %
satisfied or good since
Spring 2011

significant

change change
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4.3 Results by train company for train factors

Your personal security whilst .

on board the train

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

Sa'.“p'e satisfied neither/ dissatisfied 0 ST 4 SN
size change change change change
or good nor or poor
16755 75 21 5 0 = 1 =
1025 75 20 5 1 = 3 =
1084 85 13 2 0 = 3 =
1800 71 24 4 3 = 3 =
2726 81 17 3 0 = 2 =
2187 64 27 9 2 = 0 =
1080 80 17 3 2 = 4 4+
1097 80 16 4 2 = 2 =
2142 81 16 3 3 = 2 =
1534 70 25 5 -1 = 2 =
2080 72 23 5 -4 4 -2 =
5440 86 13 1 2 4 1 =
1078 85 14 2 4 4+ 1 =
1121 86 13 1 -1 = 0 =
1127 85 13 1 0 = 4 4+
1071 86 12 2 5 4 -1 =
1043 89 10 1 2 = 0 =
3952 81 16 3 0 = 1 =
1093 83 15 3 1 = 0 =
579 80 17 3 3 = 0 =
1149 76 20 4 -3 = 0 =
1131 87 12 1 1 = 4 *

%

4.3 Results by train company for train factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%

Improvement/decline in %
satisfied or good since
Spring 2011
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4.3 Results by train company for train factors

The cleanliness of the inside of -

the train

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

100
90
80

60
50
40
30
20
10

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

Sa'.“p'e satisfied neither/ dissatisfied 0 ST 4 SN
size change change change change
or good nor or poor
18080 74 15 11 0 = 2 4+
1095 91 6 2 0 = 2 =
1160 86 9 5 -1 = 1 =
1955 64 19 17 0 = 1 =
2949 77 15 8 0 = 5 4+
2382 57 22 22 7 4 5 4
1152 82 11 7 2 = 8 4+
1161 92 5 2 -1 = -1 =
2270 78 13 9 3 4+ 4 4+
1681 71 18 12 -1 = 3 =
2275 70 17 12 -2 = -3 =
5765 84 10 6 1 = 2 *
1160 79 13 8 2 = 1 =
1193 82 12 6 -3 = 0 =
1181 83 9 7 1 = 5 4+
1137 86 10 4 2 = 2 =
1094 89 7 4 3 = 1 =
4199 72 16 12 -1 = 3 =
1155 78 15 8 = 1 =
619 80 10 10 1 = 2 =
1226 58 22 20 5 = 1 =
1199 84 11 5 0 = 4 =

%

4.3 Results by train company for train factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%

Improvement/decline in %
satisfied or good since
Spring 2011

“-.&9;-'
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National level results

4.3 Results by train company for train factors g osmmwmn an gm a g
90
- - 80

The cleanliness of the outside .~ —_

. 60
of the train .
40
30
20
10

0 Y

Key: Improvement/decline in % Improvement/decline in %

Improved 4 Unchanged = Declined ¥ Spring 2012 satisfied or good since satisfied or good since

Autumn 2011 Spring 2011

% % %

0 L 0 L

. satisfied neither/ dissatisfied 0 ST % SN

size change change change change
or good nor or poor

sample

LONDON AND SOUTH EAST SERVICES 15620 72 20 8 -2 4 3 4+
c2c 1002 88 10 1 2 = 2 =
Chiltern Railways 1003 83 12 4 -2 = 4 4+
First Capital Connect 1709 57 26 18 -3 = 4 =
First Great Western 2462 73 20 7 0 = 8 4+
Greater Anglia* 2055 54 28 19 5 4 1 =
London Midland 1005 83 15 2 3 = 11 4+
London Overground 1055 90 8 1 -1 = -2 =
South West Trains 1949 77 18 4 =il = 3 =
Southeastern 1465 68 23 9 2 = 3 =
Southern 1915 69 23 7 -4 4 2 =
LONG DISTANCE SERVICES 4793 79 16 5 1 = 3 *
CrossCountry 947 78 18 4 1 = 3 =
East Coast 947 76 19 5 -3 = 2 =
East Midlands Trains 1017 74 18 8 il = 5 4+
First TransPennine Express 972 82 15 3 0 = 3 =
Virgin Trains 910 86 10 4 4 = 4 4+
REGIONAL SERVICES 3619 62 23 14 -6 4 4 *
Arriva Trains Wales 968 69 23 9 0 = 5 =
Merseyrail 559 67 23 10 -4 = 11 4@
Northern Rail 1084 47 28 25 -15 4 il =
ScotRail 1008 77 18 5 1 = 7 *

*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

2.&9»_;-‘
Passengerfocus i/ \|
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4.3 Results by train company for train factors

The availability of staff on the .

train

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

National level results
Spring  Autumn  Spring
2009 2009 2010

Autumn
2008

Autumn
2007

Spring
2008

Autumn

Autumn
2011

Spring
2011

Spring

2010 2012

v

Spring 2012

%

Sa'.“p'e satisfied neither/ dissatisfied o significant “
size change change
or good nor or poor
12298 39 31 30 0 =
619 22 37 41 2 =
680 39 33 29 0 =
1140 17 31 52 3 =
2192 49 31 20 -1 =
1608 27 25 48 il =
815 45 33 23 -2 =
802 37 36 27 0 =
1819 55 32 13 1 =
1088 33 31 36 1 =
1535 36 30 33 -3 =
4845 68 23 9 2 =
968 67 24 9 4 =
985 72 20 8 2 =
1019 67 23 10 -1 =
967 67 23 10 3 =
906 70 23 7 3 =
3625 63 23 13 2 =
1048 71 22 7 1 =
438 48 32 20 3 =
1097 60 23 17 3 =
1042 72 20 8 2 =

%

4.3 Results by train company for train factors

Improvement/decline in %
satisfied or good since
Autumn 2011

%

Improvement/decline in %
satisfied or good since
Spring 2011

significant
change

change
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4.3 Results by train company for train factors

How well train company dealt

with delays

Key:

Improved Unchanged = Declined ¥

LONDON AND SOUTH EAST SERVICES
c2c
Chiltern Railways
First Capital Connect
First Great Western
Greater Anglia*
London Midland
London Overground
South West Trains
Southeastern
Southern
LONG DISTANCE SERVICES
CrossCountry
East Coast
East Midlands Trains
First TransPennine Express
Virgin Trains
REGIONAL SERVICES
Arriva Trains Wales
Merseyrail
Northern Rail
ScotRail
*Greater Anglia from 5th February 2012 (previously National Express East Anglia)

sample

size

2973
73
164
411
651
457
202
100
304
206
405
982
222
190
178
183
209
562
156
32
192
182

National level results

Autumn  Spring  Autumn  Spring  Autumn  Spring  Autumn  Spring  Autumn  Spring
2007 2008 2008 2009 2009 2010 2010

2011 2011 2012

v

Spring 2012

%
satisfied
or good

35
42
38
30
41
28
49
43
37
31
35
55
52
63
51
55
54
35
40
29
33
38

%

neither/

Improvement/decline in %
satisfied or good since
Autumn 2011

%

) e
dissatisfied & significant

change change

nor (o]gelele]}

38
33
40
40
38
35
32
36
41
39
36
28
29
27
30
24
29
42
32
50
43
42

4.3 Results by train company for train factors

27 -1 =
25 2 =
22 -1 =
31 -3 =
21 -4 =
37 -4 =
19 8 =
22 0 =
22 -4 =
30 5 =
30 -1 =
17 4 =
18 6 =
10 7 =
19 12 =
20 2 =
17 = =
23 6 =
28 5 =
21 21 =
24 -10 =
20 5 =

Improvement/decline in %
satisfied or good since
Spring 2011

% significant
change change

TLELLELLLH LS LL LI LD

“-.&9;-'
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At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

Peak/off-peak satisfaction scores for London and South East

Peak Off-Peak

Spring significant Spring Spring significant Spring

2012 change 2011 2012 change 2011
Overall satisfaction 72 4 75 84 = 85
Overall satisfaction with the station 72 = 73 76 = 75
Ticket buying facilities 66 = 66 73 = 72
Provision of information about train times/platforms 76 = 75 81 T+ 79
The upkeep/repair of the station buildings/platforms 62 = 60 66 T+ 64
Cleanliness 66 = 67 71 = 70
The facilities and services 46 = 48 49 = 48
The attitudes and helpfulness of the staff 62 = 62 71 = 70
Connections with other forms of public transport 70 &+ 74 75 = 74
Facilities for car parking 42 &+ 46 48 = 47
Overall environment 62 = 61 66 T+ 64
Your personal security whilst using 60 = 60 68 T+ 66
The availability of staff 52 = 51 59 = 57
How request to station staff was handled 74 = 73 83 = 84

S
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At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

Peak/off-peak satisfaction scores for London and South East

Peak Off-Peak
Spring significant Spring Spring significant Spring
2012 change 2011 2012 change 2011
The frequency of the trains on that route 72 = 73 78 = 77
Punctuality/reliability (i.e. the train arriving/departing on time) 70 &+ 73 82 = 81
The length of time the journey was scheduled to take (speed) 73 &+ 77 86 = 85
Connections with other train services 71 = 71 78 = 77
The value for money for the price of your ticket 20 &+ 23 43 = 44
Cleanliness of the train 66 = 68 76 T+ 74
Upkeep and repair of the train 64 = 65 77 T+ 75
The provision of information during the journey 60 = 61 72 T+ 71
The helpfulness and attitude of staff on train 45 = 45 60 = 60
The space for luggage 40 = 40 56 = 55
The toilet facilities 24 = 24 37 = 37
Sufficient room for all passengers to sit/stand 39 = 40 75 = 73
The comfort of the seating area 54 = 54 75 = 74
The ease of being able to get on and off 68 = 69 82 = 82
Your personal security on board 67 = 67 77 T+ 75
The cleanliness of the inside 66 = 68 76 T+ 74
The cleanliness of the outside 62 = 63 74 T+ 70
The availability of staff 25 = 27 42 T+ 40
How well train company deals with delays 23 = 24 39 = 37

~=
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At 95% confidence level:

6.1 Overall satisfaction and station factors + denotes significant increase

- denotes significant decrease

% satisfied/good

Overall satisfaction with journey

B Spring 2012 Spring 2011
Nation(azlsz%t%' 5 10 47 - 83 84
R e h 3 8 46 e 88 86

ool IEREETI 48 s 81 79
tondon TS 11| 48 - 82 : 83
Nori et B 0 a4 - 83 90
Nornwest B a8 41 | 86 86
scotend 5 | 45 s 88 87
souncest ST a1 | 48 . 82 83
subWest B 5 | 10 s S e 84 83
vas B3 5 | 50 S 87 88
Westidands B3 8 43 = | 87 + 84
(1397) 4 N 86 86

Yorksh|re&HumberS|deP 5 ‘ 7 ‘

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

B
6.1 Overall satisfaction and station factors Passengerfocus N\ ‘
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6.1 Overall satisfaction and station factors

National Total
(28128)

East Midlands
(1074)

East
(2575)

London
(10699)

North East
(340)

North West
(2529)

Scotland
(1485)

South East
(4081)

South West
(1440)

Wales
(890)

West Midlands
(1621)

Yorkshire & Humberside
(1383)

Overall satisfaction with the station

\ 16 51
B ;
. 7 16 52
I 6 17 52
Bl s 49
Bs =» 46
s 14 49
l 7 19 49
4 14 | 53
I 5 15 56
. 6 16 49
48

J.5\ 12

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

Spring 2012 Spring 2011
77 + 76
85 + 80
75 74
76 75
85 81
80 + 77
82 82
72 73
82 + 77
80 + 73
75 73
79 79

% satisfied/good

6.1 Overall satisfaction and station factors

>
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At 95% confidence level:

6.1 Overall satisfaction and station factors + denotes significant increase

- denotes significant decrease

% satisfied/good

Ticket buying facilities at the station

B Spring 2012 Spring 2011
Natonsl ot 8 | 14 43 - 73 73
Gast idnds h s 10 a4 e 84 + 74
S Bl s 13 48 2z 76 74
London W w0 17 | 44 = | 69 69
vorn Eat. SN s 15 3 - A 72 75
Nortr west S| 10 | 36 . 82 78
scoterd WG 12| 42 - 80 79
souncest 90 16 a s 70 72
sounwest TS 12 | 41 - 80 &
el VOEEETEN 38 - 76 4
WestMidl(asrl%i . 5 13 | 43 s 78 78
] D : I L

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

B
6.1 Overall satisfaction and station factors Passengerfocus N\ n
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At 95% confidence level:

6.1 Overall satisfaction and station factors + denotes significant increase
- denotes significant decrease
Provision of information about train times/platforms % satisfied/good
: at the station Spring 2012 Spring 2011
Nation(az'{)%t%' 6 11 45 - 81 + 79
o g4 i e - w
oy Bls 12 49 - 79 77
London B o | 47 [ =] 80 + 78
N°"“(§g§; s 9 41 - R 83 84
Nornwest |84 o 37 & | 84 + 81
ot al o | € . a5
suncest TSN 13| 46 D 79 78
sourwest UG 5| = e 84 + 70
=1 N . s o 78
westwtass | 6 10| e s o1
=] DR = S s Z

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

B
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At 95% confidence level:

6.1 Overall satisfaction and station factors + denotes significant increase

- denotes significant decrease

% satisfied/good

The upkeep/repair of the station buildings/platforms

: Spring 2012 Spring 2011
Nationg;(’)c;tﬂ B w10 20 | 46 2 67 + 65
East Migmﬂggh S % I 78 + 70

G e w - — = @

('-1%“2%%’; B = | 21 | 46 20 65 64

“°"“(§§§§ a4 14 49 - 78 85

Nort Wes s 15 42 I 73 + 68

scoterd WIS 16| a1 I 75 77

South Eas - 1 21 | 44 [ @] 64 61

sourwe B & 18 | 48 - R 72 + 65

Waes B s 25 | 43 - 64 59

WestMi?l%r;%i - 1 ‘ 22 \ 41 _ 63 62
Yorkshire&Humb(elr?f:i)’dZ(; J. 6 13 51 2 77 76

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

\°¢
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At 95% confidence level:

6.1 Overall satisfaction and station factors + denotes significant increase

- denotes significant decrease

% satisfied/good

Cleanliness of the station

: Spring 2012 Spring 2011
Nation(::12IG1;)03t(§1)l 7] 19 | 47 2 71 71
cast idans | - 49 N 82 * 7

(Zf?g)t H - 19 | 50 2 71 70

Logon | 7 20 | a7 2 70 70

ortn st G 4 10 a7 s 80 81

Nort West s 15 | 42 . 75 73

scoterd g 13| a8 - 81 81

South Eas B o 20 | 46 2 68 66
50“‘“&’;’;;; 2 s 16 | 49 28 77 + 72

V‘(’g“'g B s 22 | 46 oz 67 63

WestMi?l%rédS B oo 19 | 44 2% 69 67
Yorkshire&Humb(elr;:iL%(; J. ol - | 49 28 77 76

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

B
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At 95% confidence level:

6.1 Overall satisfaction and station factors + denotes significant increase

- denotes significant decrease

% satisfied/good

The facilities and services at the station

: Spring 2012 Spring 2011
Nationgszc;t%l 13 16 | 22 | 35 15 50 50
East Midands h 0 19 | 40 2 63 58

i - 39 . - 49

London o 18 | 23 | 34 14 48 50

nom ot INNESIIN 10 1 40 o 61 59

North( ;/(\)/?i; s o1z 17 | 34 o 55 + 50

chlzgnlf; _ 12 21 | 33 I R 52 55

Sout?35?§)t _ 19 ‘ 22 ‘ 32 _ 45 46

South( ]\-/;/g]s-)t - 13 ‘ 20 41 _ 56 + 50

e SRR = o« 10

wes: s | 23 | 31 15 47 48
Yorkshire & Humb(elrlsgi;:% | 17 | 34 19 53 58

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

\°¢
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At 95% confidence level:

6.1 Overall satisfaction and station factors + denotes significant increase
- denotes significant decrease
The attitudes and helpfulness of the staff at the % satisfied/good
: station Spring 2012 Spring 2011

Ntonsl Toal [ 6 19 39 I 71 70
e a0 hz\ u 39 . 82 * 7
o el 6 41 ImE— 4
L(o7rldl%r; w7 23 | 41 - T 66 65
Non East [z 11 38 . 84 + 73
vomwest B 6 15 35 I 76 76
scotond G 13| 40 - 78 76
Sout?3E§$)t - 5 ‘ 18 ‘ 38 _ 74 73
Sounlves B2 14 39 I 82 + 78
wiles v % D 75 73
WestMitands 20 | 38 s 72 70
Yorkshire&Humbe(r;édS F 4 ‘ 18 ‘ 38 _ 72 74

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

B
6.1 Overall satisfaction and station factors Passengerfocus N\ ‘
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6.1 Overall satisfaction and station factors

Connections with other forms of public transport at

National Total
(20037)

East Midlands
(668)

East
(1808)

London
(8714)

North East
(232)

North West
(1621)

Scotland
(1004)

South East
(2559)

South West
(886)

Wales
(584)

West Midlands
(1015)

Yorkshire & Humberside
(937)

the station

a7 16 42
h 10 17 | 40
- 8 19 | 41
. 5 13 a4
a0 19 | 40
e s 16 | 39
e s 13 43
- 12 22 38
L B 16 | 43
- ° 17 | 40
- 8 19 | a4
| 43

Fg\m

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

% satisfied/good

Spring 2012 Spring 2011
73 73
67 65
65 65
80 80
68 74
70 71
70 66
60 60
70 68
67 62
68 68
68 70

6.1 Overall satisfaction and station factors

S
Passengerfocus i \




6.1 Overall satisfaction and station factors

National Total
(10934)

East Midlands
(584)

East
(1506)

London
(2294)

North East
(184)

North West
(1124)

Scotland
(660)

South East
(1946)

South West
(756)

Wales
(502)

West Midlands
(719)

Yorkshire & Humberside
(648)

Facilities for car parking at the station

N
[y

T 0 s
_— . - e
e s . Cow
T a
10 21 | 17 | 26 -
s | ¢
T e % .
T R . % 2
e - 5 s
- s | » s
_— T s s
T — = Cw

|

m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

6.1 Overall satisfaction and station factors

At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

Spring 2012

Spring 2011
49 49
69 + 61
61 59
32 30
51 62
50 51
46 a7
56 58
62 63
65 61
54 55
59 59

% satisfied/good

S
Passengerfocus i \




At 95% confidence level:

6.1 Overall satisfaction and station factors + denotes significant increase

- denotes significant decrease

% satisfied/good

Overall environment of the station

: Spring 2012 Spring 2011
National Total 8 22 | 49 18 67 + 66
st Mig%g%ﬂ 5 15 54 e 78 + 72
SyEe = 8 e S
e B - - e 6“
N st [l 4 15 a8 S w 77 77
North West 2 s 17 | 45 7] 72 + 68
soterd B 6T 1g 50 . 74 76
SOUt?35?]S.)t B w0 23 47 1. 64 64
South( Hgg)t KN 19 | 52 g 73 + 68
e B s 2 | a7 I 65 + 59
WestMi?laGr(\)dS - 10 ‘ 21 ‘ 46 _ 65 62
Yorkshire&Humb(elr;gjle; J. 5] T | 51 2 74 74

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

\°¢
6.1 Overall satisfaction and station factors passengerfocus‘/f“ ‘

putting passengers first




6.1 Overall satisfaction and station factors

National Total
(24544)

East Midlands
(931)

East
(2289)

London
(9330)

North East
(300)

North West
(2197)

Scotland
(1301)

South East
(3541)

South West
(1263)

Wales
(754)

West Midlands
(1417)

Yorkshire & Humberside
(1210)

Your personal security whilst using the station

84 26 45

hz\ 23 45

[ — 5

. 5 28 46

a2 17 39

- E 21 43

i2 23 46

l 5 27 43

B 22 46

[ — %

I 5 27 46
24 | a4

F3\

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

6.1 Overall satisfaction and station factors

At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

Spring 2012

Spring 2011
68 + 66
74 70
68 + 64
66 64
73 69
73 69
75 72
67 67
74 + 69
67 61
66 66
69 68

% satisfied/good

S
Passengerfocus i \




At 95% confidence level:

6.1 Overall satisfaction and station factors + denotes significant increase

- denotes significant decrease

% satisfied/good

The availability of staff at the station

: Spring 2012 Spring 2011
Nation(azls'lgjlt;)l B o 23 | 39 20 60 + 58
Gast idnds h 6 18 4 s 69 66

e 2 e i

London e 13 25 | 39 o 56 54

Nort East 7 . 38 7 65 60

nomnwest JEM 6 15 a e 72 69

Scotord WM ¢ 19 | 42 o 66 64

South East - 1 23 | 37 o 58 58

South West - 19 | 41 . 67 + 63

o A w0 24 | 34 I 55 55

WestMi?l%récg - 1 25 | 39 20 59 59
Yorkshire & Humb(elrlsg; g 19 | 39 20 59 60

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

\°¢
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putting passengers first




At 95% confidence level:

6.1 Overall satisfaction and station factors + denotes significant increase

- denotes significant decrease

% satisfied/good

How request to station staff was handled

B Spring 2012 Spring 2011
ona e 6 6 26 83 84
East Midlaréc; h 3 ‘2‘ 22 92 85

88 + 80

S Hs: s 32

e T 7

81 79

North East m‘ 5 ‘ 24
(66)

e
s
31 .
s
vornest N2 s 18 s —
e B 53 23 s 89 86
e
e
s
e
.

92 94

85 89

South(sgg)t . 8 ‘ 7 ‘ 19 81 - 89
South \(/;l;a;; I 4 ‘3‘ 24 91 94

83 85

“heo B4 7 26

West Midlands . 4 ‘ 6 ‘ 25

(275) 86 91

84 86

Yorkshire & Humberside
(152) F 4 6 25

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

o
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6 6.2 Train factors

The frequency of the trains on that route

National Total
(27722)

East Midlands
(1047)

East
(2547)

London
(10576)

North East
(331)

North West
(2482)

Scotland
(1458)

South East
(4037)

South West
(1413)

Wales
(867)

West Midlands
(1592)

Yorkshire & Humberside
(1361)

6.2 Train factors

9 8 45
o i
B s o a7
m o 5
el s s a7
B s 6 35
g 7 s 48
B 9 o 47
B o 9 46
Mmoo 44
W “

44

J.s\ll

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

Spring 2012 Spring 2011
78 78
83 + 78
79 76
76 76
78 77
81 80
83 83
78 77
79 + 75
80 84
82 80
79 79

% satisfied/good

>
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. At 95% confidence level:
6 6.2 Train factors + denotes significant increase
- denotes significant decrease

Punctuality/reliability (i.e. the train arriving/departing % satisfied/good

B on time) Spring 2012 Spring 2011
Naiona Tol g7 5 & s 81 80
East Midlands h ala 34 s 90 + 84
(2599) - 8 8 40 = 79 78
tordon TN 8 | 20 S 80 80
vorn 2t TGN & | 38 - 79 82
Nortr west [ 6 | 6 34 e 85 85
ch";g‘; s 6 40 . A 87 + 81
soun ot NN o | 37 2 79 80
sounWest il 6 o 37 S 84 + 77
s S o : IS s o
westvidencs [BH 7 36 . 81 79
Y”““"e&””'"b(‘i’e?é%‘iF 8 8 3 e 82 83

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘
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. At 95% confidence level:
6 6.2 Train factors + denotes significant increase
- denotes significant decrease

The length of time the journey was scheduled to take % satisfied/good
(speed)

B Spring 2012 Spring 2011
NaonalToal § 4 | 9 | a1 - | 85 85
ez g s = S 2 - o

el s o e o
on B5T 10 o e o
orn Eost 4] 8 | 34 S 85 89
Nortwest 3] & | 33 . 89 90
ch"gg‘; 2 7 | 39 s 89 89
suncas B 6 1 2 . 81 82
Souwest B4l o a1 s 86 83
vaos a0 | 40 s 86 89
westuidarss lig] 7 | 40 s 88 86
(1344) 39 s 88 88

Yorkshire & Humberside P 4 ‘ 7 ‘

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘
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. At 95% confidence level:
6 6.2 Train factors + denotes significant increase
- denotes significant decrease

% satisfied/good

Connections with other train services

: Spring 2012 Spring 2011
Netonal Toal B 5 16 a4 s 7 7
oo B a e e m

=1 D o I 76

e B4 s ® e 8 76

N°"“(fg§;| 5 13 47 s 81 78

North(m;)t Bs 1 | 39 e 81 81

scotend BT 15 | a5 s 79 79

soncs WIS 1 E e 75
soomwert IS 35 - s 7 - 7

eso, 181 6 14 42 - S s 9

woswsys AT a I 7 o
s WS e - Ea— s 79

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘
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6 6.2 Train factors

The value for money for the price of your ticket

National Total
(26437)

East Midlands
(1051)

East
(2488)

London
(9832)

North East
(329)

North West
(2305)

Scotland
(1436)

South East
(3942)

South West
(1393)

Wales
(854)

West Midlands
(1495)

Yorkshire & Humberside
(1301)

6.2 Train factors

21

1

‘ I

I ‘

20 | 32
23 22 | 23
23 21 | 25
15 | 18 32
17 | 17 29
19 | 18 | 29
22 22
19 | | 30
14 18 29
15 | 20 33
14 | 23 | 33

N
ul

1

m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

Spring 2012

Spring 2011
42 - 44
51 52
35 34
38 39
59 66
57 60
52 56
38 39
51 55
57 59
55 58
51 - 58

% satisfied/good

S
Passengerfocus i \




. At 95% confidence level:
6 6.2 Train factors + denotes significant increase
- denotes significant decrease

% satisfied/good

Cleanliness of the train

: Spring 2012 Spring 2011
Natonal Tota 9 14 50 I B 74 + 73
East idands h 7 4 a7 I 77 77
(Zggg; B 2 15 | 48 [ ] 69 68
Looon T 15| 50 24 73 74
North(ng)t - 11 \ 17 ‘ 47 _ 65 70
Nort West B oo 48 - 70 69
seotend § 4y | 51 s 84 v 79
sun€est B g 14 54 3 76 + 71
S 7 13 | 49 20 78 + 74
Waes B 5 13 50 s 78 77
e T “ e < -
Yorkshire&Humb(elrsgi? F g T | 49 | ] 70 70

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘
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6 6.2 Train factors

Upkeep and repair of the train

National Total
(27927)

East Midlands
(1067)

East
(2555)

London
(10612)

North East
(335)

North West
(2505)

Scotland
(1480)

South East
(4067)

South West
(1427)

Wales
(882)

West Midlands
(1618)

Yorkshire & Humberside
(1368)

6.2 Train factors

\ 15 \ 49
h o 12 | 48
W 1z 15 | 48
2 s 16 | 50
e 2 20 37
M w0 15 | 48
ia 12 50
i7 16 | 52
26 14 50
- A 15 | 48
4 12 48

12 16 | 48

|

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

Spring 2012 Spring 2011
75 + 73
80 77
68 + 64
74 74
59 66
70 68
83 79
76 74
78 + 75
76 77
83 + 73
68 68

% satisfied/good

2

Passengerfocus il \

putting passengers first

n



. At 95% confidence level:
6 6.2 Train factors + denotes significant increase
- denotes significant decrease

% satisfied/good

The provision of information during the journey

: Spring 2012 Spring 2011
Natonal Tota 7 19 | 43 o 70 69
cast s h 6 19 a2 I 72 70
) . . — .
ng%%r; o7 19 | 44 T 70 69
norn o I 7 24 | 39 = ] 62 : 76
Nort West s 19 | 40 [ & ] 69 73
scotend B4 14| a4 - 81 + 73
South East 2 6 19 | 46 2w 73 71
soup et | 6 24 | 43 - 69 69
o B s 24 | 41 R 67 68
westidands B 5 18 | a1 e 75 + 68
Yorkshire&Humb(elrzsﬁ(; J. g 20 | 44 2 70 68

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘
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. At 95% confidence level:
6 6.2 Train factors + denotes significant increase
- denotes significant decrease

% satisfied/good

The helpfulness and attitude of staff on train

: Spring 2012 Spring 2011
Natone 5 26 | 37 I 64 64
cast Midancs h 5 1. e S 80 76
] = = e e N
L(%rg%r; - 6 ‘ 33 ‘ 33 _ 54 53
NornEest 13| 48 2 79 84
North West B s 22 | 40 - 71 73
Seotend fg| 1 a3 s 81 79
South Eas B s 26 | 39 7 67 66
South West § 4 23 | 40 - - A 73 6
waes > 17 a4 s 80 79
West Midands B s 23 | 38 D 69 68
(1081) 19 | a4 s 76 78

Yorkshire & Humberside JI 3 ‘

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘
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. At 95% confidence level:
6 6.2 Train factors + denotes significant increase
- denotes significant decrease

% satisfied/good

The space for luggage on the train

: Spring 2012 Spring 2011
Nation(r:lzllgc;tg)l 16 | 22 | 40 15 55 + 53
East Midands h TR ) | 42 1 60 56

o WEM W e - . = 49

London - 17 | 22 | 40 U 54 + 51

North(s';‘t%t - 17 | 27 | 37 12 49 - 65

North West 8 17 | 20 | 37 1B 55 55

chllé;zf; w0 18 | 45 I Z S 68 63

Sout s A- 18 | 23 | 38 14 51 53

South( I’fe??; = 18 | 19 | 41 1.8 57 57

e 6 16 | 19 | 42 o 60 59

WestMi?Er;c; - 16 \ 20 \ 38 _ 57 54
Yorkshire & H“mb(elrggg F 13 21 | 42 18 60 56

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘
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. At 95% confidence level:
6 6.2 Train factors + denotes significant increase
- denotes significant decrease

% satisfied/good

The toilet facilities on the train

: Spring 2012 Spring 2011
Nation(aj!z'lt')?)tg)l G 17 | 23 | 26 [ @ ] 37 36
cast Midands _ 5 | 24 | 31 1w 50 53

2 I A a . »

oo IS 2 oz WM w 0

North(Eg:)t 2 21 | 20 | 29 9 38 50

ovue I A | n WSl w 34

Scotan! [ S 21 | 35 1. 53 + 42

S°“t(“1Ef§§ _ 17 | 26 29 [ 40 38

South \(/g/;;; w0 15 | 23 | 36 | | 52 + 46

v RN w0 om = . w0 45

WestMidI(&;r;dS - 13 27 | 34 [ ] 51 48
Yorkshire&Humbe(rgil%«; _ 16 ‘ 27 ‘ 32 _ 44 44

m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘
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6 6.2 Train factors

Sufficient room for all passengers to sit/stand on the

National Total
(27441)

East Midlands
(1039)

East
(2523)

London
(10409)

North East
(330)

North West
(2478)

Scotland
(1457)

South East
(3958)

South West
(1418)

Wales
(875)

West Midlands
(1585)

Yorkshire & Humberside
(1358)

6.2 Train factors

train
e o 13 40
i 8 11 43
e o 1 39
- 10 @ 14 40
s 17 | 39
e 9 o a1
L ARt 41
- 10 13 39
e o 5
- 8 12 46
- 8 10 0
F °o 13 a

‘ » Very dissatisfied 1 Fairly dissatisfied  /Neither

[ Fairly satisfied  m Very satisfied ‘

At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

% satisfied/good

Spring 2012
69

76

67

67

68

71

77
68
72
73

75

71

Spring 2011
+ 67

72

+ 62

65

74

69

+ 70
69
72
73
+ 69

70

Passengerfocus il \

o
=

n
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6 6.2 Train factors

National Total
(27346)

East Midlands
(1042)

East
(2518)

London
(10350)

North East
(329)

North West
(2468)

Scotland
(1463)

South East
(3959)

South West
(1401)

Wales
(871)

West Midlands
(1591)

Yorkshire & Humberside
(1343)

6.2 Train factors

The comfort of the seating area on the train

| 17 | 49
h 5 13 48
i w0 20 47
e s 5
e o 19 48
e w0 15 46
Bs 14 48
B s 17 49
B s s
B s :
B4 13 50

15 | 49

Fg\

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

Spring 2012 Spring 2011
72 + 70
79 76
66 63
71 70
64 - 74
69 67
80 77
71 71
76 73
76 75
81 + 71
72 71

% satisfied/good

o
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. At 95% confidence level:
6 6.2 Train factors + denotes significant increase
- denotes significant decrease

% satisfied/good

The ease of being able to get on and off the train

: Spring 2012 Spring 2011
Nationa'J%f)' 4 13 48 R~ S 80 80
et |5 = eemE— o

P T = s 7
London Bs 48 D 78 78

N oot [l s 10 4 - 75 : 85
Nornwest i 4 11 a7 s 82 80
Seotand f5 g 4 . 87 86
Sout Eas B+ 13 49 2 81 82
Sour et @4 13 50 o 81 8
wals B4 12 50 e 83 85
westidands B 4 10 6 e 85 + 80
e EIRNET o e 5

Yorkshire & Humberside JI 3 ‘

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘
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6 6.2 Train factors

Your personal security whilst on board the train

National Total
(26147)

East Midlands
(1012)

East
(2360)

London
(9895)

North East
(320)

North West
(2386)

Scotland
(1401)

South East
(3758)

South West
(1350)

Wales
(840)

West Midlands
(1521)

Yorkshire & Humberside
(1293)

6.2 Train factors

3 19 \ 47
h 12 50
Bz 22 | 47
s 22 | 46
1) 19 | 44
Fz\ 17 | 46
a 12 45
t 3 18 | 47
2 13 a8
iz 15 a8
iz 16 a7
2 17 48

‘ » Very dissatisfied 1 Fairly dissatisfied

“'Neither ' Fairly satisfied m Very satisfied ‘

At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

% satisfied/good

Spring 2012
77

87

74

73

78

79

87

79

85

83

81

81

Spring 2011
+ 76

+ 82

71

72

- 87

78

83

77

+ 81
83

+ 77

82

Passengerfocus il \

2

n

putting passengers first




6 6.2 Train factors

National Total
(28044)

East Midlands
(1060)

East
(2559)

London
(10676)

North East
(337)

North West
(2530)

Scotland
(1484)

South East
(4070)

South West
(1442)

Wales
(891)

West Midlands
(1608)

Yorkshire & Humberside
(1376)

6.2 Train factors

The cleanliness of the inside of the train

52

50

17

49

15

51

19

15

49

54

15

56

53

14

52

53

18

51

Fg\

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

Spring 2012 Spring 2011
75 + 73
79 78
68 67
73 74
63 71
71 68
84 80
77 + 71
79 + 75
78 79
84 + 73
71 67

% satisfied/good

o
=

Passengerfocus il \
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. At 95% confidence level:
6 6.2 Train factors + denotes significant increase
- denotes significant decrease

% satisfied/good

The cleanliness of the outside of the train

: Spring 2012 Spring 2011
Nation(azl4'|(')03t;1)l 7] 20 | 49 2 71 + 67
cast Midands h 7 19 49 N 73 69

e - —— s - @

vl AR T 4 2 71 70

Nort st B 10 24 | 51 o1 64 64

North( ;ll/se%t 12 22 | 42 o 59 55

seotend § 4|17 51 - 78 + 71

Sout?35?g)t t 6 ‘ 20 ‘ 53 _ 73 + 70

South( gleg)t is6 18 | 53 2 75 + 67

waes 57 21 | a8 [ 70 66

WestMidiands iz 15 | 52 D 82 + 70
Yorkshire & H“mbarfg%‘i J. 10 25 | 45 [ ] 62 61

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘
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. At 95% confidence level:
6 6.2 Train factors + denotes significant increase
- denotes significant decrease

% satisfied/good

The availability of staff on the train

: Spring 2012 Spring 2011
Nation(azlo'l;%tg)l 12 13 \ 29 \ 31 1. 47 45
cast Midands h 7] - | 43 4 67 + 61

o I—ENw A . w g

e . v a1 | 22 oz 35 34

vorn o [ 4 T | 49 3 72 71

o west I 0| 26 35 20 55 57

seotand I ey 20 | 43 = | 72 ¥ 66

soun eoct NS ai 31 33 1. 50 48
sounwest Il 7 28 | 41 2 63 60

V‘(’j‘é‘% B+ 26 | 42 s 67 66

WestMi?Er;cg - 12 29 34 1 53 52
Yorkshire&Humb(elrlsgi)dzti J. o 22 | 46 2 67 65

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘
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6 6.2 Train factors

National Total
(4517)

East Midlands
(154)

East
(388)

London
(1627)

North East
(64)

North West
(365)

Scotland
(227)

South East
(781)

South West
(218)

Wales
(125)

West Midlands
(338)

Yorkshire & Humberside
(230)

6.2 Train factors

How well train company dealt with delays

v = 2 e
o o TR
- » s
e 2 = o
s = o
o i o
_ 10 40 31 B
) ST 39 35 9
T s 5 o

12 31 32 18

6 41 | 33 10

‘ m Very dissatisfied 1 Fairly dissatisfied /Neither I Fairly satisfied = Very satisfied ‘

At 95% confidence level:
+ denotes significant increase
- denotes significant decrease

Spring 2012

Spring 2011
37 36
56 54
34 30
33 33
47 48
39 39
39 37
38 36
43 48
43 40
48 + 38
44 41

% satisfied/good

o
=

Passengerfocus il \
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7 7.1 Other available information

The main purpose of your journey

East
Mid- East London
lands

West
Mid-
lands

Yorks & Busi-
Humber ness

Scot- South
land East

National
Total

Leisure

Commuting for work 41 19 47 49 13 28 31 42 28 24 29 27 88 0 0
Commuting for education 6 7 5 5 7 5 6 7 6 6 6 6 12 0 0
On company business (or own if self-employed) 15 19 16 15 21 11 14 16 15 11 18 14 0 100 0
On personal business 4 5 3 4 8 5 5 4 4 7 5 6 0 0 12
Visiting relatives or friends 14 23 12 12 22 16 15 12 21 23 18 16 0 0 37
Shopping trip 5 6 3 3 13 13 8 4 5 6 8 12 0 0 13
Travel to/from holiday 2 2 1 1 3 3 3 3 3 4 2 2 0 0 5
A day out 6 7 7 4 6 10 7 5 9 9 7 9 0 0 15
Sport 1 2 1 1 1 2 2 1 1 3 1 2 0 0 3
Other leisure trip 6 8 5 5 7 7 9 6 7 6 6 7 0 0 16
Sample size 28832 1094 2639 10949 347 2600 1521 4179 1487 914 1677 1413 12220 4086 12526

Whether travelling alone or with others

Scot- South South ) Yorks & Comm- Busi-

INETE .
Total land East West Humber ute ness

East London Leisure

Travelling alone 83 79 82 87 75 75 76 84 77 73 81 77 95 90 66
Travelling with other adults 16+ 14 17 15 10 22 21 20 13 19 26 15 20 4 9 27
Travelling with children aged 0-4 1 1 1 1 8 1 1 1 2 1 1 1 0 0 3
Travelling with children aged 5-10 1 1 1 1 4 1 1 1 2 1 1 1 0 0 2
Travelling with Children aged 11-15 1 2 1 1 1 1 2 1 1 1 2 1 0 0 3
Don't know/no answer 1 1 1 1 1 1 1 1 1 0 1 1 1 1 1

Sample size 28832 1094 2639 10949 347 2600 1521 4179 1487 914 1677 1413 12220 4086 12526

o

=
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7 7.1 Other available information

Whether travelling with baggage/additional item(s)

Travelling with heavy/bulky luggage/other large items
Travelling with a pushchair

Travelling with a folding bicycle

Travelling with a non-folding bicycle

Travelling with a dog

Travelling with a wheelchair

Travelling with a carer

None apply

Don' know/no answer

Sample size

National
Total

28832

East
Mid-
lands

1094

East

2639

London

10949

Whether changed trains later in journey

Yes
No

Sample size

INETE
Total

16
84

28832

25
75

1094

East

17
83

2639

London

13
87

10949

Scot- South
land East

South

West WWELES

29 16 16 16 23 25
4 1 1 1 1 1
0 0 0 1 1 0
3 1 1 2 2 1
0 0 0 0 0 1
0 0 0 0 0 0
0 0 1 0 0 2

63 78 80 79 70 72
1 2 1 1 2 1

347 2600 1521 4179 1487 914

North South
West East

South

West WWELES

22 15 14 22 25 25
78 85 86 78 75 75
347 2600 1521 4179 1487 914

7.1 Other available information

West
Mid-
lands

Yorks & Busi-
Humber

Leisure

17 9 19 22

1 0 0 2

0 1 0 0

1 1 1 1

0 0 0 0

0 0 0 0

0 0 0 1
80 87 79 72

1 1 1 2

1413 12220 4086 12526

Yorks & Comm- Busi-

Leisure
Humber ute ness

18 21 13 20 19
82 79 87 80 81
1677 1413 12220 4086 12526

§°¢
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7 7.1 Other available information

Whether on outward or return journey when handed the questionnaire

) East West

e Mid- East London Sk Sl Mid- Vol Leisure
Total | land East Humber

EQLS lands
Qutward 54 64 68 50 59 56 57 56 58 51 52 60 51 55 58
Return 42 32 28 47 36 39 38 40 36 44 43 36 46 42 37
One way trip only 3 4 3 3 4 3 4 3 5 4 4 3 2 3 4
Don't know/no answer 1 1 1 1 1 1 1 1 1 1 1 1 1 0 2

Sample size 28832 1094 2639 10949 347 2600 1521 4179 1487 914 1677 1413 12220 4086 12526

Whether have a disability or long term illness

INETE ey North South " Yorks & Comm-

London Leisure

East West ’ Humber ute

Yes: Mobility 3 3 2 2 1 4 3 3 2 3 4 2 2 2 4
Yes: Wheelchair user 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0
Yes: Hearing 1 2 1 1 0 2 1 1 1 1 1 1 1 1 2
Yes: Eyesight 1 1 1 1 1 1 1 1 1 1 1 1 0 1 1
Yes: Speech impairment 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Yes: Learning difficulties 0 1 0 0 0 0 0 1 1 0 1 0 0 0 1
Other 1 0 1 1 1 1 1 1 0 1 1 1 0 1 1
No: None 90 89 90 91 92 87 90 90 90 87 90 91 93 94 86
Don't know/no answer 4 5 5 4 5 5 5 4 4 5 4 4 4 3 6
Sample size 28832 1094 2639 10949 347 2600 1521 4179 1487 914 1677 1413 12220 4086 12526
2
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7.1 Other available information

Whether train station met needs as a passenger with a disability or long term illness

. West f
National i Scot- South ) Yorks & Busi- .
Total ’ e Lazan land East IM'd_ Humber ness LS
ands

Very satisfied 30 35 29 28 25 38 18 29 35 29 35 30 23 30 33
Fairly satisfied 37 40 40 36 61 35 35 40 41 24 28 49 38 42 35
Neither satisfied nor dissatisfied 18 13 20 18 0 12 30 17 12 35 20 10 20 17 17
Fairly dissatisfied 10 4 6 12 14 10 9 10 6 3 13 0 13 7 8
Very dissatisfied 6 7 5 6 0 6 9 5 5 10 4 10 7 3 6
Very satisfied/Fairly satisfied 66 75 69 64 86 73 53 68 76 53 63 79 60 73 69
Very dissatisfied/Fairly dissatisfied 16 12 11 18 14 16 18 15 11 13 17 11 20 11 15
Sample size 1322 53 108 466 9 162 75 183 62 55 87 61 362 106 854

Whether trains met needs as a passenger with a disability or long tern illness

1 Scot- South o Yorks & Busi-
Total land East Humber ness

INETE

East London Leisure

Very satisfied 28 30 30 28 36 34 19 23 30 24 33 40 22 19 33
Fairly satisfied 41 49 40 41 41 34 49 44 45 52 35 38 39 55 40
Neither satisfied nor dissatisfied 17 15 19 18 6 13 22 17 17 10 21 7 19 17 16
Fairly dissatisfied 8 6 8 7 17 14 8 11 4 2 7 9 14 4 6

Very dissatisfied 5 0 3 7 0 5 1 5 4 12 4 6 6 6 5

Very satisfied/Fairly satisfied 69 79 70 68 76 68 69 67 76 76 68 78 60 74 73
Very dissatisfied/Fairly dissatisfied 14 6 11 14 17 19 9 16 8 14 11 16 20 10 11
Sample size 1314 55 106 456 10 158 76 187 64 54 87 60 352 105 857

o
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7 7.1 Other available information

Type of ticket travelling on

East West

National
Total

- North Scot- South )
Mid- East London East i) East Mid-

lands lands

Yorks & Busi-

Leisure
Humber ness

Anytime single/return 12 17 11 7 19 19 21 14 15 25 19 19 9 20 13
Anytime day single/return 12 21 12 6 24 19 17 15 17 23 14 22 11 19 11
Off-peak/Super off-peak single/return 10 21 12 6 15 9 10 14 20 11 14 12 4 14 16
Off-peak/Super off-peak day single/return 8 10 11 4 8 7 14 13 14 6 10 9 3 10 13
Advance 6 14 4 4 21 6 6 3 14 12 9 9 2 9 9
Day Travelcard 6 2 11 7 0 1 0 9 1 0 2 1 3 12 6
Oyster pay as you go 9 0 3 19 0 0 1 0 0 0 11 7 8
Weekly/monthly season ticket (including 17 7 14 21 3 12 17 15 8 12 14 10 32 3 4
travelcard/travelcard on Oyster

Annual season ticket (including travelcard/travelcard on 10 3 14 13 2 5 3 10 4 2 5 5 19 1 2
QOyster

Special promotion ticket 0 0 0 0 1 1 2 0 0 2 1 1 0 0 1
Rail staff pass/Privilige ticket/Police concession 1 1 2 1 2 1 1 2 1 1 2 3 1 1 2
Freedom Pass 5 0 1 8 0 13 1 1 0 0 6 3 2 2 10
Other 3 2 3 2 2 6 8 2 2 5 4 4 2 1 4
Don't know/no answer 1 1 1 1 1 2 2 1 2 1 1 2 1 0 2
Sample size 28832 1094 2639 10949 347 2600 1521 4179 1487 914 1677 1413 12220 4086 12526

Class of ticket

National i [\ [e]gig] Scot- South South Yorks & Comm- Busi-

East London WWEES]

Total East land East West Humber ute lese

First class 2 6 2 2 7 2 3 2 4 3 3 3 1 5 2
Standard class 93 93 96 93 91 88 94 97 94 95 92 92 95 93 91
Don't know/no answer 4 1 2 5 2 10 4 2 2 3 5 5 3 2 7
Sample size 28832 1094 2639 10949 347 2600 1521 4179 1487 914 1677 1413 12220 4086 12526
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7 7.1 Other available information

How ticket was purchased

East West .

Mid- East London ol el Mid- Vol i EE Leisure
East West Humber ness

lands lands

National
Total

IN ADVANCE

Booked over phone 1 1 1 0 1 1 1 0 1 2 1 1 0 1 1
At the station 10 12 12 10 7 9 11 10 11 14 9 11 11 8 10
Via travel agent 1 2 1 1 3 1 1 0 0 1 2 1 0 3 0
Via the internet/a website 10 29 8 8 33 12 10 10 23 20 18 14 3 19 16
ON THE DAY OF TRAVEL

At the station ticket office 22 23 30 14 19 32 27 30 28 21 29 27 14 28 30
From a ticket machine 11 11 15 10 6 3 11 21 13 5 7 8 10 17 11
On the train 5 8 3 1 19 8 17 4 7 24 5 15 4 3 7
OTHER

Using season ticket 21 8 23 24 4 16 16 21 10 10 18 13 39 4 5
Stored value smartcard e.g. oyster 12 0 2 25 0 0 0 1 0 0 0 0 15 8 9
Other methods of purchase 2 1 2 3 0 4 2 1 1 0 3 3 2 2 3
Ticket was organised for me 2 3 1 2 5 2 3 1 4 2 2 2 1 6 1
Ticket sent to mobile 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
e-ticket 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Ticket printed off at home 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Don't know/no answer 4 1 2 4 2 11 2 1 2 1 6 6 2 1 8
Sample size 28832 1094 2639 10949 347 2600 1521 4179 1487 914 1677 1413 12220 4086 12526
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7.1 Other available information

Type of railcard used to buy ticket

. West
National . North South )
Total East London East East Mid-

lands

Yorks &

Leisure
Humber

Did not use a railcard

al
o
N
3
N
o
&
N
N
3
N
o
1
w
&
=
N
©
I
3
N
©
N
o
ul
o
al
©
N
o

16-25 railcard

6 12 5 4 11 5 4 7 9 9 8 8 6 2 7
Senior railcard 9 13 12 6 15 13 8 11 15 16 11 13 2 9 18
Family & friends railcard 1 2 1 0 1 1 0 1 1 0 1 1 0 0 1
Disabled persons railcard 1 1 1 1 0 2 1 1 1 2 1 2 0 0 1
Network railcard 2 1 4 2 1 1 1 5 2 0 2 1 2 2 3
Forces railcard 0 0 0 0 1 0 0 0 1 0 0 0 0 0 0
Groupsave discount 0 0 1 0 0 0 0 1 1 1 0 0 0 0 1
Other railcard 7 4 6 8 5 7 10 5 5 6 5 7 7 4 8

Don't know/no answer

24 17 25 26 18 25 22 20 18 18 22 22 26 22 21

Sample size 28832 1094 2639 10949 347 2600 1521 4179 1487 914 1677 1413 12220 4086 12526

Rating of information provided about type of tickets available

. West

National . East London Scot- South Mid- Yorks & 1=ETE

Total land East | Humber
EQLS
Very good 29 39 26 24 45 38 33 29 39 36 34 32 21 31 39
Fairly good 35 37 37 36 35 30 35 34 36 36 41 35 37 34 34
Neither good nor poor 22 14 22 24 12 21 22 23 15 18 16 21 25 23 17
Fairly poor 9 8 10 11 6 6 7 9 7 6 7 8 12 8 6
Very poor 5 3 5 5 2 5 3 5 3 4 3 4 6 4 4
Very good/Fairly good - Spring 2012 64 75 62 60 80 68 68 63 75 73 75 67 57 65 73
Very good/Fairly good - Spring 2011 63 71 61 57 71 70 68 64 72 71 71 70 55 64 72
Significant change T+ T+ * *
Sample size 23238 959 2174 8522 286 2012 1253 3484 1266 793 1337 1140 10202 3351 9685
o
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7 7.1 Other available information

Rating of range of tickets available

East West

Mid- East London Sk Sl
land East
lands

Mid- Vol i Leisure
Humber
lands

National
Total

Very good 25 30 21 21 33 33 32 25 32 29 29 27 19 25 33
Fairly good 36 38 38 36 43 33 34 34 35 38 41 37 36 35 36
Neither good nor poor 26 19 26 28 14 22 23 27 22 23 20 24 28 28 22
Fairly poor 9 9 10 9 7 8 8 9 7 8 6 9 10 8 7
Very poor 5 3 5 5 3 5 3 5 5 2 3 3 6 4 3
Very good/Fairly good - Spring 2012 61 69 59 57 76 66 66 59 67 67 70 64 55 60 69
Very good/Fairly good - Spring 2011 59 62 58 55 72 65 65 60 63 68 67 65 54 57 68
Significant change % % %

Sample size 21629 898 1991 7894 275 1891 1177 3260 1191 731 1244 1065 9659 3119 8851

Rating of ease of ticket purchase

West

Scot- South Mid- Yorks & Comm-

INETE

Total land East Humber ute
lands

East London Leisure

Very good 47 56 42 42 57 57 53 46 54 55 54 53 38 51 57
Fairly good 36 33 37 39 33 31 33 35 34 34 33 32 41 35 31
Neither good nor poor 10 7 12 12 7 7 10 11 7 7 8 9 13 9 8
Fairly poor 4 2 5 4 2 3 3 6 3 2 3 3 5 3 3
Very poor 2 2 3 3 1 2 1 3 2 1 2 2 3 2 2
Very good/Fairly good - Spring 2012 83 89 80 81 90 89 86 81 89 89 88 86 79 86 88
Very good/Fairly good - Spring 2011 83 86 83 80 89 87 89 82 88 88 87 87 78 87 88
Significant change <

Sample size 24686 996 2347 8883 308 2157 1346 3808 1360 831 1414 1224 10718 3509 10459
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7.1 Other available information

Familiarity with station where you boarded the train

Very familiar
Fairly familiar
Not very familiar
Not at all familiar
Don't know

Very familiair/Fairly familiar - Spring 2012
Very familiar/Fairly familiar - Spring 2011

Significant change

Sample size

National
Total

28496

80
85

¥

1081

East

2615

London

10843

339

2562

Scot-
land

1509

Whether asked staff for help or information at station

Yes: asked for help

Yes: asked for information
Couldn't find anyone to ask
No/didn't need help/information
Don't know/no answer

Sample size

INETE
Total

28832

1094

2639

London

347

1521

South
East

4133

South
East

52
29
11

81
82

1463

South
West

1487

West
Mid-
lands
61 57
26 28
6 10
7 6
1 0
86 85
85 84
901 1645

West
Mid-
lands

9 9
8 8
5 3
77 79
3 2
914 1677

Yorks &
Humber

65 70 45
25 25 33
5 4 12
5 1 11
0 0 0
90 95 78
87 95 7
+

1394 12107 4046

Yorks & Comm-
Humber ute

4 5 11
5 5 9
6 3 3
82 87 77
3 1 2

1413 12220 4086

o_
==

=
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Leisure

51
31
10

83
82

12343

Leisure

12526




7 7.1 Other available information

Frequency of making this journey

N-?_t(;?;al IE/I?S—t East London ?;?Ct' SEO:ST V&ﬁjs—t Eﬁrmkzg ?g:'s Leisure
ands lands

3 or more times a week 38 18 43 43 13 32 36 37 24 24 29 26 73 6 8
Once or twice a week 14 10 13 15 13 15 14 15 12 13 12 15 14 15 14
1 or 2 times a month 14 19 15 12 18 16 13 15 17 16 17 18 6 23 21
Once every 2-3 months 11 16 10 9 21 13 13 11 16 16 14 15 2 17 20
Once every 6 months 5 8 4 4 7 6 5 5 6 7 5 6 1 7 8
Less often 8 11 7 7 16 9 9 8 11 10 10 9 2 13 13
Never/First time today 9 17 7 8 11 9 10 9 14 13 12 9 2 18 14
Don't know/no answer 1 1 1 2 1 1 1 1 1 1 1 1 1 1 1
Sample size 28832 1094 2639 10949 347 2600 1521 4179 1487 914 1677 1413 12220 4086 12526

Length of time using this route on a regular basis (frequent users)

. West q
National . Scot- South South . Yorks & Comm- Busi- .
Total i Letiin land East West s Humber ute ness LEERE
lands

Under 1 year 27 32 22 28 32 23 22 31 28 22 29 22 30 25 21
1-4 years 34 41 31 35 34 33 34 31 43 38 39 37 37 32 29
5-9 years 16 13 19 15 16 15 17 17 12 14 14 16 16 16 14
10 years or more 22 14 27 21 19 28 26 20 16 25 17 23 16 26 34
Don't know/no answer 1 0 1 1 0 1 1 1 1 0 1 1 1 1 2
Sample size 17541 566 1732 6974 167 1541 821 2671 769 496 967 825 11158 1723 4660

o
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7 7.1 Other available information

Availability of seats (frequent users)

N-?_t(;?;al IE/I?S—t East London SEO:ST V&ﬁjs—t Eﬁrmkzg Leisure
EQLS lands

| always get a seat 43 51 47 37 57 50 56 46 48 50 45 47 39 48 51
| usually get a seat 35 34 32 37 30 33 30 35 36 36 36 34 35 37 33
There are seats available but | prefer to stand 1 3 1 1 1 1 1 1 1 0 2 2 1 1 1
| usually stand but there is space for standing 6 4 6 8 4 4 3 4 3 4 5 6 8 5 3
| usually stand and it is crowded 6 1 5 8 1 4 4 5 3 2 3 4 8 4 2
| usually stand and it is very crowded 7 6 9 8 7 6 5 7 7 7 8 7 8 5 7
It varies 1 1 1 1 0 1 1 2 1 1 1 1 1 1 1
Don't know/no answer
Sample size 17541 566 1732 6974 167 1541 821 2671 769 496 967 825 11158 1723 4660

Whether experienced any delays on journey

INETE South South Yorks & Comm-
Total Letiin East West Humber ute

Leisure

Spring 2012

No delay 81 86 81 80 79 85 84 78 82 84 78 82 77 83 85

Yes: Minor delays 15 11 16 15 14 13 13 18 14 11 20 16 19 14 12

Yes: Serious delays 2 2 2 3 5 1 2 3 3 3 2 2 3 2 2

Don't know/no answer 2 1 2 2 1 1 1 1 1 1 1 1 2 1 2

Sample size 28832 1094 2639 10949 347 2600 1521 4179 1487 914 1677 1413 12220 4086 12526

Spring 2011

Yes: Minor delays 15 15 15 14 17 10 14 17 20 13 19 14 18 13 12

Yes: Serious delays 2 2 3 2 5 1 2 2 4 2 3 2 2 2 2
2
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7.1 Other available information

Type of delay experienced

National . Scot- South South Wgst Yorks & Busi- .
East London Mid- Leisure
Total land East West | Humber ness
ands

The train was late departing at the beginning of my journey 61 66 62 60 46 67 42 60 58 58 73 70 61 64 59
The train was late arriving at the destination 46 42 46 46 59 43 48 48 45 51 42 42 50 41 39
The train | had planned to catch was cancelled 10 10 7 13 2 7 11 8 7 9 6 2 10 11 9
Could not get on train as it was overcrowded 2 2 1 4 0 2 1 1 2 4 2 0 3 2 1
Took longer than expected to buy train ticket 1 2 2 1 0 1 2 1 0 3 0 2 1 0 1
Train | t(_)ok to this station was late and | missed my 3 6 3 3 5 1 5 5 4 8 5 4 3 5 3
connection
Crowding at stat{on meant it _took me a long time to reach 1 0 1 1 0 0 5 1 5 5 0 0 1 1 1
platform and | missed my train
Lack of/poor information caused a delay to my journey 3 3 3 3 0 1 7 1 2 5 3 0 3 2 3
Other 13 14 8 12 15 11 22 13 15 22 11 12 10 12 18
Don't know/no answer 1 0 2 1 0 1 3 0 3 0 1 4 1 1 1
Sample size 5011 176 430 1799 69 416 248 868 240 138 367 260 2541 642 1828

How well train company dealt with these delays

INETE . East London Scot- South Yorks &

Total land East Humber LEERE

Very well 9 24 11 7 17 13 12 7 9 10 16 10 5 7 17
Fairly well 28 31 24 26 30 27 27 31 35 33 32 33 25 28 34
Neither well nor poorly 37 28 40 36 22 38 41 40 39 33 31 41 39 43 32
Fairly poorly 13 6 10 17 14 11 10 10 10 9 12 6 14 12 11
Very poorly 13 9 16 14 17 12 10 12 7 16 9 10 17 10 7
Very well/Fairly well - Spring 2012 37 56 34 33 47 39 39 38 43 43 48 44 30 35 50
Very well/Fairly well - Spring 2011 36 54 30 33 48 39 37 36 48 40 38 41 27 34 52
Significant change T+

Sample size 4517 154 388 1627 64 365 227 781 218 125 338 230 2315 573 1629
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7.1 Other available information

Length of delay

West

National . East lerh North North Scot- South Mid- Yorks & Busi- LafEe
Total East West land East [ Humber ness

5 mins or less 43 38 46 43 24 43 46 46 25 24 43 42 45 41 38
6-10 mins 23 23 22 23 15 28 17 23 31 22 25 31 24 22 23
11-20 mins 15 21 14 15 30 15 14 14 21 25 15 17 13 19 17
21-30 mins 8 5 7 8 7 7 8 9 9 11 9 3 7 7 9
31-60 mins 4 9 3 5 12 3 7 3 9 9 3 4 4 4 6
More than 1 hour 2 3 1 1 13 1 1 2 2 4 4 1 1 2 2
Don't know/no answer 5 0 7 6 0 3 7 4 3 6 2 3 5 5 4
Mean (minutes) - Spring 2012 13 17 11 12 23 11 13 11 15 21 17 11 11 13 15
Mean (minutes) - Spring 2011 13 14 14 13 21 13 11 11 16 17 15 12 12 14 14
Significant change
Sample size 5011 176 430 1799 69 416 248 868 240 138 367 260 2541 642 1828

Rating train company in relation to aspect of the delay
% satisfaction

West

INETE Scot- South Mid- Yorks & Busi-

Total i Letiin land East Humber ness LEERE

lands

The amount of information provided about the delay 44 59 43 40 52 43 48 49 57 50 52 50 39 48 53

The accuracy of the information given about the delay 47 56 44 43 49 49 43 51 58 52 58 56 42 49 57

The usefulness of the information 44 56 44 40 42 48 41 47 56 47 57 50 37 52 54

The speed with which the information was provided 47 57 46 43 48 48 43 53 58 51 55 53 41 51 57

Time taken to resolve the problem 35 44 26 31 32 44 39 40 36 31 46 37 30 40 44

The availability of alternative transport if train service could 23 32 17 20 19 34 18 28 33 29 24 22 19 30 33
S
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7.1 Other available information

Rating train company in relation to aspect of the delay
% dissatisfaction

National ey East lernh North North Scot- South ey Busi- Lefoe
Total East West land East ness

The amount of information provided about the delay 35 21 33 39 33 34 34 30 26 32 30 30 40 31 26
The accuracy of the information given about the delay 32 22 33 36 33 28 33 29 21 32 25 28 37 31 24
The usefulness of the information 29 18 30 32 29 30 27 26 15 28 22 26 33 25 22
The speed with which the information was provided 32 20 28 37 39 32 32 25 22 36 31 31 37 26 26
Time taken to resolve the problem 33 24 34 38 36 30 27 31 27 38 24 24 38 28 26
The availability of alternative transport if train service could 48 34 54 52 67 42 51 40 37 35 42 54 53 38 38

Whether made a compensation claim following a delayed journey or complained about
the train companies' service

West

National i I\ [e]gig] Scot- South N Yorks & Comm- Busi- .
Mid- Leisure

Total ’ Sz Ledon East land East Humber ute ness

lands

No 86 89 79 85 88 91 88 85 89 89 87 88 81 88 90
Claimed for compensation on a weekly season ticket 1 1 2 1 0 1 2 1 0 1 1 1 2 1 0
Claimed _for compensation on a monthly or longer 4 1 8 4 1 0 1 4 1 1 3 1 7 1 1
season ticket

Claimed for compensation on one single/return journey 5 5 4 9 4 4 5 4 5 6 7 5 6 4
Complained but did not claim for compensation 2 1 3 2 1 2 3 3 2 2 2 2 3 2 1
Complained and claimed for compensation 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1
Don't know/no answer 2 1 2 3 2 2 2 2 2 3 2 1 2 2 3
Sample size 28832 1094 2639 10949 347 2600 1521 4179 1487 914 1677 1413 12220 4086 12526
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7.1 Other available in ation

Overall satisfaction with how claim/complaint was handled

National . East lernh North North Scot- South . Busi-
Total East West land East ness

Leisure

Very satisfied 17 20 16 16 24 26 19 14 24 25 21 24 14 18 27
Fairly satisfied 28 30 35 30 32 25 23 21 24 26 24 24 28 31 27
Neither satisfied nor dissatisfied 11 9 13 11 3 6 10 14 10 11 9 10 13 10 8
Fairly dissatisfied 19 11 17 19 19 16 22 22 22 26 17 20 21 18 15
Very dissatisfied 24 30 19 23 21 26 26 29 21 13 30 21 25 22 23
Very satisfied/Fairly satisfied - Spring 2012 45 50 51 46 56 52 42 34 47 51 44 49 42 49 54
Very satisfied/Fairly satisfied - Spring 2011 43 55 48 39 63 50 46 41 48 47 48 43 39 46 53
Significant change %

Sample size 3399 113 433 1367 41 241 163 492 118 89 182 158 2094 461 844

Reason for rating very/fairly dissatisfied

National Scot- South ’ Yorks & Busi-

Leisure

Total Sz Ledon land East Humber ness

Insufficient compensation 38 17 51 43 43 30 19 33 36 51 35 27 41 38 29
Inappropriate form of compensation 14 5 19 15 19 10 15 11 12 12 17 12 15 14 11
Time taken to respond 33 16 33 33 40 29 22 39 25 40 32 28 32 38 32
Poor explanation given 46 36 40 47 52 44 67 46 43 46 44 46 45 54 47
Has not yet received a response 22 28 15 20 17 28 15 29 19 11 26 28 22 11 27
Other reasons 25 41 34 21 37 21 22 29 27 14 21 28 26 24 21
Don't know/no answer 1 0 1 1 0 0 0 1 0 0 0 1 1 0 0

Sample size 1425 43 153 563 17 102 73 244 51 34 80 65 931 184 310
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7.2 Demographic information

16-25
26-34
35-44
45-54
55-59
60-64
65+

No answer

Sample size

Gender

Male
Female
No answer

Sample size

National
Total

12
16
18
22
10

11

28832

National
Total

44
53

28832

20
13
17
18
10

12

1094

East
Mid-
lands

45
53

1094

East London

11 10
13 19
18 20
25 21
10 9
10 8
11 9

2 3
2639 10949

East London

48 44
50 54
3 3
2639 10949

16
15
14
17
11
10
15

347

42
57

347

\[e]gig] South
West East

12 11 14
13 14 15
12 15 20
19 26 21
11 12 10
11 9 9
21 10 10
2 2 2

2600 1521 4179

South
East

43 39 49
55 58 49
2 3 2

2600 1521 4179

14
12
17
23

11
13

1487

South
West

45
53

1487

17
14
13
20
10
10
14

914

42
55

914

7.2 Demographic information

West
Mid-
lands

17
13
15
20

11
13

1677

West
Mid-
lands

41
57

1677

Yorks & Comm-
Humber ute

15 16 4
11 20 14
16 22 20
21 23 30
9 9 12
10 5 10
16 3 7
1 2 2

1413 12220 4086

Yorks &
Humber

43 46 58
54 52 39
2 2 3

1413 12220 4086
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Working status

e North

National

Total IMid— East London East
ands

Working full time 59 52 60 65 50
Working part time 14 15 17 14 14
Not working 4 6 4 3 6
Retired 13 14 12 9 18
Full time student 7 12 5 6 10
No answer 2 2 2 3 2
Sample size 28832 1094 2639 10949 347

Occupation of chief wage earner

National
Total

East London

Professional/senior managerial 39 39 40 43 38
Middle managerial 15 13 16 17 12
Junior managerial/clerical/supervisory 11 9 13 11 9

Skilled manual (with professional qualifications/served an

. . 7 8 7 7 6
apprenticeship
Unskilled manual (no qualifications/not served an

) . 2 2 3 2 3
apprenticeship
Full time student 3 4 3 4
Retired 12 13 11 8 18
Unemployed/between jobs 1 1 1 1 3
Housewife/house-husband 1 1 1 0 1
Other 5 6 4 5 5
Don't know/no answer 3 3 3 3 1
Sample size 28832 1094 2639 10949 347

2600

\[e]gig]
West

29
12
12

WA PP W

2600

1521

35
17
12

w

[ R N

1521

4179

South
East

42
14
11

w O~

4179

1487

37
13
13

W oL, N

1487

48
13

19
11

914

28
15
11

N

3
1
6
4

914

7.2 Demographic information (cont'd)

West
Mid-
lands

52
13

17
10

1677

Yorks &
Humber

1413

Yorks &
Humber

Comm-
ute

73
13

10

12220

Comm-
ute

4086

33 32 42 62
12 14 19 17
13 11 15 6
8 8 8 3
3 3 2 1
4 3 3 0
16 20 2 3
2 1 1 1
1 1 0 0
6 4 4 5
3 3 3 2

1677 1413 12220 4086
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Weighted sample composition for all train companies

Annual Journey Purpose Day Of Week Station Size
journeys

('000s) Commute Business Leisure Weekday Weekend  Very Large Large Medium Small

Sample size 28832 12220 4086 12526 24869 3963 8690 5702 7055 7385
Arriva Trains Wales 26420 28 8 64 81 19 27 21 26 26
c2c 32175 66 4 30 93 7 30 17 25 28
Chiltern Railways 17768 35 21 44 80 20 41 8 25 26
CrossCountry 29700 15 28 57 78 22 21 26 26 28
East Coast 17733 13 27 60 79 21 39 13 19 29
East Midlands Trains 22317 23 28 49 82 18 21 23 29 26
First Capital Connect 97672 45 26 29 86 14 20 26 27 27
First Great Western 83870 30 20 50 77 23 21 27 26 26
First TransPennine Express 22372 24 14 62 78 22 20 28 26 27
Greater Anglia* 106689 60 17 23 89 11 29 16 26 28
London Midland 52930 45 14 41 85 15 31 18 25 27
London Overground 92515 64 3 33 83 17 17 31 25 28
Merseyrail 40082 37 8 55 80 20 21 27 25 27
Northern Ralil 94518 38 9 53 76 24 23 26 26 25
ScotRail 73238 39 13 47 80 20 28 18 28 26
South West Trains 190065 53 15 32 85 15 37 18 16 29
Southeastern 163361 61 12 27 90 10 16 32 26 26
Southern 162014 50 16 34 90 10 17 33 24 26
Virgin Trains 23172 9 31 60 85 16 32 5 35 28

*Greater Anglia from 5th February 2012 (previously National Express East Anglia)
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Unweighted sample composition for all train companies

Journey Purpose Day Of Week Station Size

Commute Business Leisure Weekday Weekend Very Large Large Medium Small

Sample size 28832 12220 4086 12526 24869 3963 8690 5702 7055 7385
Arriva Trains Wales 1189 38 12 51 91 9 31 27 21 21
c2c 1114 71 6 23 93 7 35 23 22 20
Chiltern Railways 1192 41 21 38 92 8 53 6 18 24
CrossCountry 1191 32 18 50 80 20 14 30 29 27
East Coast 1225 19 25 56 83 17 47 6 17 30
East Midlands Trains 1219 34 20 46 85 15 31 27 20 22
First Capital Connect 2000 55 13 32 92 8 26 18 33 23
First Great Western 3044 34 16 50 80 20 32 23 22 24
First TransPennine Express 1175 38 16 45 87 13 16 33 26 25
Greater Anglia* 2454 45 13 43 86 14 34 11 29 27
London Midland 1192 47 11 42 88 12 25 23 20 32
London Overground 1202 60 5 34 88 12 30 21 21 27
Merseyrail 635 39 4 58 94 6 24 35 22 20
Northern Rail 1264 48 9 43 87 13 31 23 25 21
ScotRail 1230 40 13 47 80 20 25 16 35 24
South West Trains 2334 42 10 48 82 18 31 14 19 35
Southeastern 1722 51 10 40 87 13 17 29 29 25
Southern 2338 43 14 43 88 12 31 21 22 27
Virgin Trains 1112 23 37 41 88 12 37 4 34 25

*Greater Anglia from 5th February 2012 (previously National Express East Anglia)
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9.1 Rall sectors

Sector definitions

The sector results used in this report contain the following TOCs (non-franchised operators are excluded):

London and South East Operators Long Distance Operators Regional Operators
c2c CrossCountry Arriva Trains Wales
Chiltern Railways East Coast Merseyrail
First Capital Connect East Midlands Trains Northern Rail
First Great Western First TransPennine Express ScotRail
Greater Anglia* Virgin Trains

London Midland

London Overground

Southeastern

Southern

South West Trains

*Greater Anglia from 5th February 2012 (previously National Express East Anglia)
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9.2 Region definitions

Region definitions  (Formerly
Government Office Regions
(GORs))

For more information on Government Offices for
the Regions please refer to the following website:

http://www.ons.gov.uk/ons/quide-
method/geography/beginner-s-
guide/administrative/england/government-office-
regions/index.htmi

United Kingdom: Regions, Counties and Unitary Authorities,' 2011
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http://www.ons.gov.uk/ons/guide-method/geography/beginner-s-guide/administrative/england/government-office-regions/index.html

9.3 Standard reports produced for NPS

The following reports are produced each wave:

Summary report

Summary tables for all TOCs (including comparison with one year previously), trend tables for last 10 waves by
TOC, trend charts for the main NPS factors, peak vs off-peak analysis for LSE TOCs.

TOC reports

Tables and graphs showing results for TOC (including comparisons with one year previously and with relevant
sector), trend charts for all factors (including sector and benchmark (if relevant) comparisons), summary profile of
passengers surveyed, station sample sizes for TOC and sample composition & weighting.

Stations report

Percentage of passengers satisfied by each main factor for last 10 waves for all stations covered by NPS during
that time period.

Consultees report

Summary national trend charts for all main factors, trend charts by age/journey purpose & gender, summary
results for leisure/business passengers & commuters, one page for each factor showing national trend and
results for all TOCs, Government Office Region charts for each factor and simple tables for some questions that
are not included in the main NPS report.

Best in class report

Trend tables showing results for all main factors for all TOCs and building blocks for the last 10 waves.

Multivariate report

Multivariate analysis showing drivers of satisfaction and dissatisfaction nationally, by sector and by TOC for latest
two NPS waves combined.

Personal security at stations report

Percentage of passengers satisfied and dissatisfied with personal security at all stations that were included in the
NPS for the last 10 survey waves.

Rankings report

Results since wave 10 showing satisfaction score for each TOC by factor, significant changes since one year
earlier, national rank and rank in TOC type.

Virtual TOC reports

NPS reports for TOCs that used to exist or that are planned to exist in the future (exactly the same format as
TOC reports).

Building block report

Summary results showing satisfaction for all building blocks for all main NPS factors.

PTE reports

NPS reports for all PTEs (exactly the same format as TOC reports).

Demographic reports

Simple reports for all TOCs showing demographic profile (and answers to other questions).

Tables report

Quite detailed tables for all TOCs showing results for the majority of NPS questions by gender, age, journey
purpose, time of week and whether they were a frequent traveller or not.
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bdrc continental *

Contacts:

David Chilvers

BDRC Continental
Kingsbourne House
229-231 High Holborn
London, WC1V 7DA

Tel: 020 7490 9111
Email: dave.chilvers@bdrc-continental.com

Reference: Consultees Report, Spring 2012

Passenger Focus is the operating name of the
David Greeno Passengers' Council. This survey was published in
Passenger Focus June 2012. © Passenger Focus 2012.

1 Drummond Gate
London, SW1V 2QY
0

Tel: 0300 123 0837 Passe nge rfocus I/ |\

Email: david.greeno@passengerfocus.org.uk
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