Drivers of customer satisfaction — Autumn '09/Spring ‘1

(ner cent shows share of overall satisfaction due to fuv‘gr\

N SACIWS I VAW ~a N~ W 0

National 59 18084 % 30/4%1%

London & South East 4%.0 506 B 5%

First Great Western 4%BY 7% | 6%
o | v o
( B PUNCTUALITY/ RELIABILITY (LE. THE TRAIN ARRIVING/ DEPARTING O \

0O THE CLEANLINESS OF THE INSIDE OF THE TRAIN

B THE LENGTH OF TIME THE JOURNEY WAS SCHEDULED TO TAKE (SPEED)
B THE EASE OF BEING ABLE TO GET ON AND OFF THE TRAIN

B THE FREQUENCY OF THE TRAINS ON THAT ROUTE

B THE COMFORT OF THE SEATING AREA

B SUFFICIENT ROOM FOR ALL THE PASSENGERS TO SIT/STAND

O THE VALUE FOR MONEY FOR THE PRICE OF YOUR TICKET

O YOUR PERSONAL SECURITY WHILST USING THAT STATION

O PROVISION OF INFORMATION ABOUT TRAIN TIMES/ PLATFORMS
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putting passengers first
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