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Note: Compared to Autumn 18, percentages in green show significant improvements in satisfaction,
whilst percentages in red show significant declines in satisfaction.
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DRIVERS OF SATISFACTION OVER TIME

KEY DRIVERS OF SATISFACTION

PUNCTUALITY/RELIABILITY

®

75 73 81 7 82

CLEANLINESS OF TRAIN (INSIDE)

&

76 81 75 71 70

MQ—H—H

@ FREQUENCY

75 76 78 73 79

@ CROWDING

._W4

SECURITY AT STATION

72 71 74 73 75

0 INFORMATION AT STATION

82 81

87 83 87
O—0 o—© @

o INFORMATION DURING JOURNEY

69 64 69 66 65

2015 2016 2017 2018 2019

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

AUTUMN SPRING

)

=
e

transportfocus /'

000

Bl N PN



