


25 3.2 Long distance

3.2 Long distance3

East Midlands Trains
Autumn 2009 Improvement/decline in % Improvement/decline in %

satisfied or good since satisfied or good since
Spring 2009 Autumn 2008

sample % % % TOC type % % significant % significant
size satisfied neither/ dissatisfied satisfied or change change change change

or good nor or poor good

Overall satisfaction 995 84 9 8 87 3 3
STATION FACILITIES
Ticket buying facilities 509 77 13 10 80 3 -3
Provision of information about train times/platforms 946 84 10 6 85 1 0
The upkeep/repair of the station buildings/platforms 964 75 17 8 73 0 2
Cleanliness 962 79 14 7 78 2 4
The facilities and services 882 61 19 19 65 0 2
The attitudes and helpfulness of the staff 774 77 17 6 76 1 1
Connections with other forms of public transport 710 70 14 16 74 -6 -1
Facilities for car parking 405 58 17 26 53 4 5
Overall environment 985 74 18 8 74 0 2
Your personal security whilst using 880 71 24 5 72 1 2
The availability of staff 856 66 20 14 66 0 3
How request to station staff was handled 182 84 5 10 88 -2 -1
TRAIN FACILITIES
The frequency of the trains on that route 960 76 9 15 82 1 0
Punctuality/reliability (i.e. the train arriving/departing on time) 985 85 6 9 87 1 6
The length of time the journey was scheduled to take (speed) 972 83 10 7 88 0 4
Connections with other train services 511 66 22 11 77 -4 -3
The value for money for the price of your ticket 961 48 18 34 57 3 -1
Upkeep and repair of the train 983 68 17 15 82 1 2
The provision of information during the journey 897 66 20 14 75 4 1
The helpfulness and attitude of staff on train 758 73 22 5 77 4 0
The space for luggage 799 48 22 31 51 0 -5
The toilet facilities 483 46 27 27 52 1 4
Sufficient room for all passengers to sit/stand 963 68 14 18 71 1 0
The comfort of the seating area 964 71 18 10 78 0 1
The ease of being able to get on and off 981 77 17 6 82 1 1
Your personal security whilst on board 919 79 18 3 83 0 0
The cleanliness of the inside 990 72 15 13 81 2 2
The cleanliness of the outside 855 69 21 9 79 6 6
The availability of staff 839 56 30 15 64 1 2
How well train company deals with delays 144 41 34 25 46 4 -2

Improved
Unchanged

Declined

Overall sample size 1010



263.2 Long distance

3.2 Long distance3
Improved

Unchanged
Declined

First TransPennine Express
Autumn 2009 Improvement/decline in % Improvement/decline in %

satisfied or good since satisfied or good since
Spring 2009 Autumn 2008

sample % % % TOC type % % significant % significant
size satisfied neither/ dissatisfied satisfied or change change change change

or good nor or poor good

Overall satisfaction 1037 89 6 6 87 2 6
STATION FACILITIES
Ticket buying facilities 497 81 10 9 80 0 0
Provision of information about train times/platforms 979 85 10 6 85 -1 0
The upkeep/repair of the station buildings/platforms 985 80 12 8 73 4 7
Cleanliness 994 81 13 6 78 1 3
The facilities and services 894 68 15 17 65 4 7
The attitudes and helpfulness of the staff 767 74 18 8 76 2 -3
Connections with other forms of public transport 650 73 14 13 74 0 3
Facilities for car parking 360 45 18 38 53 1 2
Overall environment 1011 79 15 6 74 3 4
Your personal security whilst using 910 71 25 3 72 -2 3
The availability of staff 879 65 23 12 66 1 0
How request to station staff was handled 207 88 5 6 88 1 4
TRAIN FACILITIES
The frequency of the trains on that route 1002 83 9 9 82 1 4
Punctuality/reliability (i.e. the train arriving/departing on time) 1031 88 4 8 87 4 7
The length of time the journey was scheduled to take (speed) 1024 90 7 4 88 2 2
Connections with other train services 611 81 11 8 77 9 6
The value for money for the price of your ticket 984 63 16 21 57 11 10
Upkeep and repair of the train 1019 91 8 2 82 0 3
The provision of information during the journey 953 81 15 4 75 0 3
The helpfulness and attitude of staff on train 785 77 19 4 77 1 4
The space for luggage 844 54 17 28 51 1 3
The toilet facilities 429 59 22 19 52 1 5
Sufficient room for all passengers to sit/stand 1002 66 13 21 71 -2 3
The comfort of the seating area 1001 84 10 5 78 1 4
The ease of being able to get on and off 1022 86 8 6 82 0 4
Your personal security whilst on board 945 85 14 2 83 1 4
The cleanliness of the inside 1028 87 9 4 81 0 4
The cleanliness of the outside 909 86 12 2 79 3 3
The availability of staff 892 68 22 10 64 2 9
How well train company deals with delays 168 42 31 27 46 4 3

Overall sample size 1057
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3.2 Long distance3

Grand Central
Autumn 2009 Improvement/decline in % Improvement/decline in %

satisfied or good since satisfied or good since
Spring 2009 Autumn 2008

sample % % % TOC type % % significant % significant
size satisfied neither/ dissatisfied satisfied or change change change change

or good nor or poor good

Overall satisfaction 523 95 3 2 87
STATION FACILITIES
Ticket buying facilities 236 77 9 14 80
Provision of information about train times/platforms 476 74 11 15 85
The upkeep/repair of the station buildings/platforms 478 51 20 29 73
Cleanliness 490 57 19 24 78
The facilities and services 438 39 21 39 65
The attitudes and helpfulness of the staff 349 70 20 10 76
Connections with other forms of public transport 409 73 16 10 74
Facilities for car parking 214 36 20 44 53
Overall environment 502 52 21 28 74
Your personal security whilst using 446 63 27 9 72
The availability of staff 416 51 21 28 66
How request to station staff was handled 106 90 2 6 88
TRAIN FACILITIES
The frequency of the trains on that route 493 78 12 10 82
Punctuality/reliability (i.e. the train arriving/departing on time) 519 96 2 2 87
The length of time the journey was scheduled to take (speed) 516 95 3 2 88
Connections with other train services 249 82 15 3 77
The value for money for the price of your ticket 514 77 12 11 57
Upkeep and repair of the train 521 90 7 4 82
The provision of information during the journey 492 85 11 4 75
The helpfulness and attitude of staff on train 494 94 4 2 77
The space for luggage 464 82 11 6 51
The toilet facilities 368 70 20 10 52
Sufficient room for all passengers to sit/stand 507 95 4 1 71
The comfort of the seating area 517 94 4 3 78
The ease of being able to get on and off 506 90 9 1 82
Your personal security whilst on board 498 92 7 0 83
The cleanliness of the inside 527 91 6 3 81
The cleanliness of the outside 470 89 10 1 79
The availability of staff 496 92 6 2 64
How well train company deals with delays 17 67 22 10 46

Improved
Unchanged

Declined

Overall sample size 540

Grand Central joined the survey for the first time in
Autumn 2009, so no historical comparisons yet.
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National Express East Coast
Autumn 2009 Improvement/decline in % Improvement/decline in %

satisfied or good since satisfied or good since
Spring 2009 Autumn 2008

sample % % % TOC type % % significant % significant
size satisfied neither/ dissatisfied satisfied or change change change change

or good nor or poor good

Overall satisfaction 1011 89 6 5 87 2 2
STATION FACILITIES
Ticket buying facilities 316 84 9 7 80 5 4
Provision of information about train times/platforms 982 88 8 3 85 -1 -2
The upkeep/repair of the station buildings/platforms 954 73 18 10 73 5 1
Cleanliness 971 77 15 8 78 5 2
The facilities and services 884 61 19 21 65 2 -3
The attitudes and helpfulness of the staff 698 79 16 4 76 5 4
Connections with other forms of public transport 730 73 15 12 74 -1 -3
Facilities for car parking 315 50 19 32 53 -5 -3
Overall environment 1003 72 17 11 74 3 0
Your personal security whilst using 856 72 25 3 72 1 0
The availability of staff 800 68 22 11 66 3 0
How request to station staff was handled 212 89 4 5 88 3 -1
TRAIN FACILITIES
The frequency of the trains on that route 977 89 6 5 82 0 3
Punctuality/reliability (i.e. the train arriving/departing on time) 1007 90 3 7 87 1 3
The length of time the journey was scheduled to take (speed) 993 91 6 3 88 1 1
Connections with other train services 496 81 12 7 77 3 3
The value for money for the price of your ticket 987 55 17 28 57 1 0
Upkeep and repair of the train 1000 84 11 5 82 5 5
The provision of information during the journey 950 76 18 6 75 -2 0
The helpfulness and attitude of staff on train 778 78 18 4 77 2 0
The space for luggage 910 55 20 25 51 -1 1
The toilet facilities 692 47 23 30 52 2 2
Sufficient room for all passengers to sit/stand 978 74 14 12 71 -1 1
The comfort of the seating area 1001 77 15 9 78 1 3
The ease of being able to get on and off 997 81 14 6 82 3 2
Your personal security whilst on board 930 85 13 2 83 3 1
The cleanliness of the inside 1010 83 12 5 81 1 3
The cleanliness of the outside 846 78 19 4 79 1 1
The availability of staff 848 67 24 10 64 4 3
How well train company deals with delays 160 56 22 22 46 -6 -6

Improved
Unchanged

Declined

Overall sample size 1032

This franchise became ‘East Coast’ from 14th November 2009.
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3.2 Long distance3

Improved
Unchanged

Declined

Virgin Trains
Autumn 2009 Improvement/decline in % Improvement/decline in %

satisfied or good since satisfied or good since
Spring 2009 Autumn 2008

sample % % % TOC type % % significant % significant
size satisfied neither/ dissatisfied satisfied or change change change change

or good nor or poor good

Overall satisfaction 1079 89 7 3 87 3 5
STATION FACILITIES
Ticket buying facilities 311 79 15 6 80 -2 -3
Provision of information about train times/platforms 1043 85 10 5 85 -1 3
The upkeep/repair of the station buildings/platforms 1016 69 20 10 73 -1 0
Cleanliness 1029 74 19 6 78 1 0
The facilities and services 939 66 21 13 65 2 5
The attitudes and helpfulness of the staff 699 74 19 7 76 -1 1
Connections with other forms of public transport 728 79 13 8 74 1 2
Facilities for car parking 280 56 16 28 53 10 13
Overall environment 1053 70 21 10 74 -1 0
Your personal security whilst using 904 73 25 2 72 2 4
The availability of staff 818 63 26 11 66 2 1
How request to station staff was handled 211 87 6 7 88 1 2
TRAIN FACILITIES
The frequency of the trains on that route 1034 86 8 6 82 0 4
Punctuality/reliability (i.e. the train arriving/departing on time) 1064 90 4 6 87 11 8
The length of time the journey was scheduled to take (speed) 1052 93 5 2 88 1 11
Connections with other train services 545 84 12 4 77 7 9
The value for money for the price of your ticket 1035 64 14 22 57 7 8
Upkeep and repair of the train 1059 88 8 4 82 -2 -2
The provision of information during the journey 1018 80 16 5 75 0 4
The helpfulness and attitude of staff on train 751 82 16 3 77 6 5
The space for luggage 912 50 16 35 51 -1 5
The toilet facilities 646 58 20 22 52 3 8
Sufficient room for all passengers to sit/stand 1042 77 13 10 71 0 9
The comfort of the seating area 1061 80 13 7 78 0 2
The ease of being able to get on and off 1066 87 10 4 82 3 4
Your personal security whilst on board 984 85 14 1 83 0 0
The cleanliness of the inside 1070 88 7 5 81 0 1
The cleanliness of the outside 910 84 13 3 79 2 1
The availability of staff 874 70 23 7 64 3 4
How well train company deals with delays 164 54 34 13 46 -1 3

Overall sample size 1098



303.2 Long distance

3.2 Long distance3

Improved
Unchanged

Declined

Wrexham & Shropshire
Autumn 2009 Improvement/decline in % Improvement/decline in %

satisfied or good since satisfied or good since
Spring 2009 Autumn 2008

sample % % % TOC type % % significant % significant
size satisfied neither/ dissatisfied satisfied or change change change change

or good nor or poor good

Overall satisfaction 532 98 2 0 87
STATION FACILITIES
Ticket buying facilities 157 70 24 6 80
Provision of information about train times/platforms 496 91 5 4 85
The upkeep/repair of the station buildings/platforms 497 79 12 9 73
Cleanliness 514 73 18 8 78
The facilities and services 446 58 25 17 65
The attitudes and helpfulness of the staff 347 71 25 5 76
Connections with other forms of public transport 374 82 12 6 74
Facilities for car parking 203 63 18 18 53
Overall environment 522 74 18 7 74
Your personal security whilst using 441 80 18 2 72
The availability of staff 397 60 31 9 66
How request to station staff was handled 124 93 3 3 88
TRAIN FACILITIES
The frequency of the trains on that route 498 82 8 11 82
Punctuality/reliability (i.e. the train arriving/departing on time) 517 98 2 0 87
The length of time the journey was scheduled to take (speed) 512 86 7 7 88
Connections with other train services 246 78 18 4 77
The value for money for the price of your ticket 516 92 5 3 57
Upkeep and repair of the train 522 86 9 5 82
The provision of information during the journey 478 89 10 2 75
The helpfulness and attitude of staff on train 512 98 2 0 77
The space for luggage 480 86 11 4 51
The toilet facilities 386 69 17 14 52
Sufficient room for all passengers to sit/stand 511 95 3 2 71
The comfort of the seating area 519 92 6 2 78
The ease of being able to get on and off 508 87 11 2 82
Your personal security whilst on board 487 91 9 0 83
The cleanliness of the inside 530 89 10 1 81
The cleanliness of the outside 472 86 14 1 79
The availability of staff 501 92 8 0 64
How well train company deals with delays 27 85 13 2 46

Overall sample size 544

Wrexham & Shropshire joined the survey for the first time
in Autumn 2009, so no historical comparisons yet.
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3.3 Regional operators3

Arriva Trains Wales
Autumn 2009 Improvement/decline in % Improvement/decline in %

satisfied or good since satisfied or good since
Spring 2009 Autumn 2008

sample % % % TOC type % % significant % significant
size satisfied neither/ dissatisfied satisfied or change change change change

or good nor or poor good

Overall satisfaction 775 86 9 5 87 -1 1
STATION FACILITIES
Ticket buying facilities 411 76 13 11 79 5 15
Provision of information about train times/platforms 716 80 11 9 84 0 6
The upkeep/repair of the station buildings/platforms 732 60 25 16 73 1 4
Cleanliness 728 65 22 13 76 3 7
The facilities and services 634 44 19 38 51 5 7
The attitudes and helpfulness of the staff 572 74 17 9 75 3 8
Connections with other forms of public transport 476 63 20 17 70 1 5
Facilities for car parking 370 63 13 25 51 10 4
Overall environment 759 62 23 15 72 3 5
Your personal security whilst using 669 63 26 11 69 4 9
The availability of staff 659 57 18 25 66 3 11
How request to station staff was handled 148 88 4 7 84 -2 5
TRAIN FACILITIES
The frequency of the trains on that route 755 79 8 14 81 1 3
Punctuality/reliability (i.e. the train arriving/departing on time) 764 87 6 7 86 2 6
The length of time the journey was scheduled to take (speed) 757 88 7 5 90 2 0
Connections with other train services 432 74 18 8 77 -3 3
The value for money for the price of your ticket 750 62 17 21 59 2 1
Upkeep and repair of the train 767 70 18 12 71 -6 -3
The provision of information during the journey 695 63 22 15 71 -2 2
The helpfulness and attitude of staff on train 626 75 21 4 75 -4 -1
The space for luggage 611 56 22 22 58 -7 -5
The toilet facilities 347 42 28 30 40 -2 -5
Sufficient room for all passengers to sit/stand 756 71 13 16 73 -5 -4
The comfort of the seating area 759 72 18 10 74 -5 -2
The ease of being able to get on and off 766 82 13 5 84 -2 -2
Your personal security whilst on board 719 79 17 3 78 0 2
The cleanliness of the inside 772 74 15 10 73 -4 2
The cleanliness of the outside 674 70 19 11 69 -4 1
The availability of staff 691 64 25 10 60 -5 0
How well train company deals with delays 87 32 49 19 41 -11 -8

Improved
Unchanged

Declined

Overall sample size 793
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Improved
Unchanged

Declined

Merseyrail
Autumn 2009 Improvement/decline in % Improvement/decline in %

satisfied or good since satisfied or good since
Spring 2009 Autumn 2008

sample % % % TOC type % % significant % significant
size satisfied neither/ dissatisfied satisfied or change change change change

or good nor or poor good

Overall satisfaction 495 91 5 4 87 1 2
STATION FACILITIES
Ticket buying facilities 303 78 14 8 79 -4 -2
Provision of information about train times/platforms 440 86 8 6 84 2 6
The upkeep/repair of the station buildings/platforms 465 73 17 10 73 5 10
Cleanliness 466 72 18 10 76 2 5
The facilities and services 395 43 20 38 51 4 0
The attitudes and helpfulness of the staff 408 85 11 4 75 9 10
Connections with other forms of public transport 372 73 14 13 70 6 7
Facilities for car parking 251 56 11 33 51 2 -1
Overall environment 479 72 17 11 72 6 7
Your personal security whilst using 446 68 26 7 69 -3 2
The availability of staff 448 74 16 10 66 7 6
How request to station staff was handled 41 82 14 4 84 1 -10
TRAIN FACILITIES
The frequency of the trains on that route 495 94 3 4 81 2 4
Punctuality/reliability (i.e. the train arriving/departing on time) 487 92 3 5 86 -2 4
The length of time the journey was scheduled to take (speed) 483 94 3 3 90 1 1
Connections with other train services 256 87 12 1 77 9 6
The value for money for the price of your ticket 392 60 22 17 59 5 -10
Upkeep and repair of the train 471 80 14 6 71 0 -3
The provision of information during the journey 455 86 10 3 71 5 2
The helpfulness and attitude of staff on train 265 56 34 11 75 7 3
The space for luggage 371 57 24 19 58 8 5
The toilet facilities 154 20 14 66 40 8 1
Sufficient room for all passengers to sit/stand 480 76 13 10 73 4 4
The comfort of the seating area 483 79 15 6 74 1 -1
The ease of being able to get on and off 488 88 7 5 84 2 2
Your personal security whilst on board 459 75 19 6 78 0 2
The cleanliness of the inside 492 77 15 8 73 1 -1
The cleanliness of the outside 447 71 21 8 69 5 3
The availability of staff 380 37 38 25 60 5 4
How well train company deals with delays 40 52 27 21 41 17 29

Overall sample size 506
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3.3 Regional operators3

Improved
Unchanged

Declined

Northern Rail
Autumn 2009 Improvement/decline in % Improvement/decline in %

satisfied or good since satisfied or good since
Spring 2009 Autumn 2008

sample % % % TOC type % % significant % significant
size satisfied neither/ dissatisfied satisfied or change change change change

or good nor or poor good

Overall satisfaction 1075 82 10 8 87 1 0
STATION FACILITIES
Ticket buying facilities 611 75 11 14 79 -2 -1
Provision of information about train times/platforms 1014 83 9 8 84 6 5
The upkeep/repair of the station buildings/platforms 1028 70 18 12 73 2 2
Cleanliness 1019 74 17 9 76 3 3
The facilities and services 912 53 17 29 51 4 2
The attitudes and helpfulness of the staff 783 70 19 10 75 0 -3
Connections with other forms of public transport 739 70 18 12 70 -1 1
Facilities for car parking 494 53 19 28 51 3 5
Overall environment 1052 70 19 11 72 3 3
Your personal security whilst using 930 66 27 8 69 2 0
The availability of staff 916 61 21 18 66 2 1
How request to station staff was handled 158 85 2 12 84 2 2
TRAIN FACILITIES
The frequency of the trains on that route 1058 74 11 14 81 4 1
Punctuality/reliability (i.e. the train arriving/departing on time) 1072 81 6 13 86 1 2
The length of time the journey was scheduled to take (speed) 1057 87 8 5 90 2 2
Connections with other train services 576 74 18 8 77 6 3
The value for money for the price of your ticket 1014 59 19 23 59 5 -3
Upkeep and repair of the train 1055 58 21 21 71 5 3
The provision of information during the journey 925 59 23 18 71 2 5
The helpfulness and attitude of staff on train 803 72 20 7 75 3 -1
The space for luggage 795 54 22 23 58 -1 -1
The toilet facilities 381 41 22 36 40 9 6
Sufficient room for all passengers to sit/stand 1053 67 12 20 73 -2 -2
The comfort of the seating area 1043 64 19 16 74 5 2
The ease of being able to get on and off 1056 79 14 7 84 1 -1
Your personal security whilst on board 997 75 21 4 78 1 -2
The cleanliness of the inside 1070 61 22 18 73 4 2
The cleanliness of the outside 942 62 27 12 69 10 4
The availability of staff 939 59 25 17 60 1 0
How well train company deals with delays 173 36 30 33 41 1 2

Overall sample size 1094



343.3 Regional operators

3.3 Regional operators3

Improved
Unchanged

Declined

ScotRail
Autumn 2009 Improvement/decline in % Improvement/decline in %

satisfied or good since satisfied or good since
Spring 2009 Autumn 2008

sample % % % TOC type % % significant % significant
size satisfied neither/ dissatisfied satisfied or change change change change

or good nor or poor good

Overall satisfaction 1018 90 7 3 87 2 0
STATION FACILITIES
Ticket buying facilities 599 83 11 6 79 0 -4
Provision of information about train times/platforms 964 86 8 6 84 2 2
The upkeep/repair of the station buildings/platforms 958 80 15 5 73 0 1
Cleanliness 973 84 12 4 76 0 4
The facilities and services 856 54 21 26 51 -5 -2
The attitudes and helpfulness of the staff 776 76 15 9 75 -3 -2
Connections with other forms of public transport 701 71 16 13 70 3 1
Facilities for car parking 431 44 14 43 51 -3 -2
Overall environment 991 77 18 5 72 -2 1
Your personal security whilst using 875 73 23 4 69 -2 4
The availability of staff 865 69 18 13 66 0 0
How request to station staff was handled 172 83 7 10 84 -6 -5
TRAIN FACILITIES
The frequency of the trains on that route 994 84 9 8 81 0 2
Punctuality/reliability (i.e. the train arriving/departing on time) 1005 90 4 6 86 3 0
The length of time the journey was scheduled to take (speed) 989 90 6 3 90 2 2
Connections with other train services 472 75 18 6 77 -3 2
The value for money for the price of your ticket 975 58 16 25 59 4 -4
Upkeep and repair of the train 1000 80 14 6 71 1 -1
The provision of information during the journey 917 78 16 6 71 1 1
The helpfulness and attitude of staff on train 795 83 14 3 75 3 7
The space for luggage 777 63 20 18 58 -2 0
The toilet facilities 450 46 26 28 40 -3 1
Sufficient room for all passengers to sit/stand 995 77 11 11 73 1 5
The comfort of the seating area 994 81 14 6 74 2 4
The ease of being able to get on and off 1008 89 8 3 84 1 4
Your personal security whilst on board 964 82 16 2 78 -3 1
The cleanliness of the inside 1017 83 11 6 73 3 3
The cleanliness of the outside 852 76 17 7 69 4 2
The availability of staff 900 69 22 8 60 1 3
How well train company deals with delays 114 47 36 17 41 12 4

Overall sample size 1033
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Improved
Unchanged

Declined

Network Rail station results
Autumn 2009 Improvement/decline in % Improvement/decline in %

satisfied or good since satisfied or good since
Spring 2009 Autumn 2008

sample % % % National % % significant % significant
size satisfied neither/ dissatisfied satisfied or change change change change

or good nor or poor good

STATION FACILITIES
Ticket buying facilities 2852 66 16 18 71 -1 1
Provision of information about train times/platforms 6760 82 9 8 80 1 0
The upkeep/repair of the station buildings/platforms 6584 69 20 11 66 0 -1
Cleanliness 6748 74 17 9 71 -1 1
The facilities and services 6019 63 19 18 51 -2 -1
The attitudes and helpfulness of the staff 4902 63 25 12 70 -2 -1
Connections with other forms of public transport 5462 84 11 5 74 0 -1
Facilities for car parking 1154 21 22 57 45 -3 -3
Overall environment 6897 70 20 10 66 -2 -1
Your personal security whilst using 6044 68 29 3 64 -1 0
The availability of staff 5656 56 28 16 59 -3 -2
How request to station staff was handled 1306 81 6 12 83 0 -1

Network Rail station results4

Overall sample size 7152

Note: The Network Rail stations are Birmingham New Street, Cannon Street, Charing Cross, Edinburgh Waverley, Euston, Fenchurch Street, Gatwick Airport,
Glasgow Central, King’s Cross, Leeds, Liverpool Lime Street, Liverpool Street, London Bridge, Manchester Piccadilly, Paddington, St Pancras, Victoria and Waterloo.
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Percentage of passengers satisfied 2005-2009

5.1 Overall opinion of journey5

5.1 Overall opinion of journey

Chart 5.1a National and sector levels
Percentage of passengers satisfied 2005 to 2009

Chart 5.1b Long distance operators
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385.1 Overall opinion of journey

Chart 5.1c Regional operators
Percentage of passengers satisfied 2005 to 2009

Arriva Trains Wales
Merseyrail
Northern Rail

ScotRail
Regional sector

Chart 5.1d London and South East operators (part one)
Percentage of passengers satisfied 2005 to 2009
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Chart 5.1e London and South East operators (part two)
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5.2 Punctuality and reliability5

5.2 Punctuality and reliability

Chart 5.2b Long distance operators
Percentage of passengers satisfied 2005 to 2009
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405.2 Punctuality and reliability

Chart 5.2c Regional operators
Percentage of passengers satisfied 2005 to 2009
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Chart 5.2d London and South East operators (part one)
Percentage of passengers satisfied 2005 to 2009
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Chart 5.2e London and South East operators (part two)
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5.3 Dealing with delays5

5.3 Dealing with delays

Chart 5.3a National and sector level
Percentage of passengers satisfied 2005 to 2009
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Appendix

Questionnaires are handed out at stations to passengers
about to board a train, with a reply paid envelope 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
three main factors: the size of the station, time of day, and
the length of shift. On Grand Central, Wrexham & Shropshire
and most of Heathrow Connect questionnaires are handed
out on the train.

Approximately 35% of questionnaires that are given out are
returned each survey. Returned questionnaires are checked
to confirm that details provided are for a real journey and
then the questionnaire response is assigned to the
appropriate TOC.

TOC data is compiled to provide a national sample.

Fieldwork is carried out each Spring (principally in
February/March) and in the Autumn (principally in
September/October). Up to Spring 2003, fieldwork took
place over three weeks. In Autumn 2003, the fieldwork
was extended to an 11 week period to provide a better

representation of journeys (though if Easter is early, the
fieldwork period may be slightly shorter and start earlier
than normal).

Quotas for returned questionnaires are set overall and by
weekday/weekend, journey purpose and station size. All
data for a TOC presented in this report are weighted up to
the number of passenger journeys annually on the TOC and
the profile of these journeys by: weekday/weekend, journey
purpose (commuter, business, leisure) and station size.

The data for number of journeys and profiles by these
variables were collected from TOCs in 1999 and updated prior
to the Autumn 2003 and Autumn 2008 surveys. 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.

To allow simple reprocessing of data in line with franchise
boundaries the sample design for NPS utilises a ‘building
block’ approach from Autumn 2003 onwards. For some of
the new TOCs it is not possible to provide reliable data for
before Autumn 2003.

For the Autumn 2007 survey about 100 NPS shifts were
moved from the morning peak to the evening peak. Shifts were
also staggered for the first time so that they started every hour

as opposed to every three hours. For example morning shifts
that were previously 7am-10am and then 10am-1pm were
changed to 7am-10am, 8am-11am, 9am-12pm, etc. This
methodology gives a better representation of passenger
opinions of their journey.

If you would like to know more about how the survey is
carried out or how data is compiled including more details of
methodology please visit www.passengerfocus.org.uk/nps
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The sector results used in section two contain the following
TOCs (non-franchised operators are excluded):

Long distance operators
CrossCountry
East Midlands Trains
First TransPennine Express (FTPE)
National Express East Coast
Virgin Trains1

London and South East operators
c2c
Chiltern Railways
First Capital Connect
First Great Western
London Midland
London Overground
National Express East Anglia2

Southeastern
South West Trains
Southern3

Regional operators
Arriva Trains Wales
First ScotRail
Gatwick Express4

Merseyrail
Northern Rail

Rail sectors

1 Previously ‘Virgin West Coast’
2 Previously ‘One’
3 Results include Gatwick Express that existed up to 21 June 2008
4 Up to Spring 2008 survey (franchise existed up to 21 June 2008)

Note: Details of rail sectors before 2008 are given in earlier reports.
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Wave 21 fieldwork was undertaken between 1 September
and 9 November 2009. Top up shifts were run between
10 and 15 November 2009.

Planned engineering work 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.

Some shifts had to be rescheduled because of heavy rain
and line damage caused by flooding.

Shifts were aborted if a station only had a replacement bus
service. As previously, where a station was still open (and
served several TOCs), we continued with our intended shift
as planned – we were still able to distribute questionnaires
to passengers on those TOCs still operating a service.

Fieldworkers were told not to give questionnaires to
passengers boarding a replacement bus service and all
completed questionnaires relating to journeys undertaken
wholly or partly by bus were excluded from the final analysis
and reporting of results. There is a question which gathers
this data on the front page of the questionnaire making such
exclusions very straightforward.

An increase in the number of flu infections among fieldworkers
led to an increased number of shifts being rescheduled
because of illness.

Issues affecting the Autumn 2009 survey
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