First Great Western Complaints
2008-09 to 2009-10

Key statistics FGW All operators Passenger Focus
_ Complaints Complaints Total Number of
2008-09 per 100,000 per 100,000 appeals appeals per
journeys journeys opened 1 million
Percentage passengers
change on
Passenger journeys (millions) 83.8 3.5 Q1 97 52 51 )
Passenger kilometres (million) 5,228.9 4.9 Q2 87 56 a4 )
Timetabled train kilometres Q3 104 53 48 -
(million) 42.1 0.1 04 99 61 45 -
Route kilometres operated 2,129 0.0 2009-10
Number of stations operated 211 0.0 01 82 48 50 -
Number of employees 4,865 - Q2 80 47 60 -
Q3 95 45 55 -
Source: Train operating company and timetabled train kilometres (table 1.4) 04 _ } 60 .
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2008-09 2008-09 97 188 2.2
2009-10 - - 225 -
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Total 115 | 192 16 66 3 73 45 17 85 10 2 3 627

Please note there can be more than one comment raised in each individual case, so comment totals
and case totals do not match.
Source: Passenger Focus



