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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

CLEANLINESS OF TRAIN (INSIDE)

&

92 o7 89 97 95

PUNCTUALITY/RELIABILITY

&

93 93 92 26 95
-
FREQUENCY
89 90 91 94 92

SPACE FOR LUGGAGE ON TRAIN

©

91 91

89 86 88

@ SEAT COMFORT
o 90 93 92
CONNECTIONS
91

o\gz__MH

HELPFULNESS OF TRAIN STAFF

S

86 93 88 88 83
% STEP OR GAP
@ SECURITY AT STATION
94 04 93
— o o o oo

2015 2016 2017 2018 2019

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