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 Best ever punctuality
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On track for best
ever passenger
satisfaction

No, we mean
Leaves On the Line.
It’s no joke, but we’re
on the case.

86% passenger satisfaction in July
and September 2019

This autumn we’ll be clearing
50 million leaves from the line
to keep trains running on time.

Free Wi-Fi and on-board
infotainment

* Smart ticketing

* Award-winning Customer -
Ambassadors

* Improved passenger information

* Weekly surveys and detailed journey
mapping

£80m targeted investment
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Nearly 10% increase in

punctuality since 2017* Weekly Overall Satisfaction & Punctuality (4 wks Rolling)
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Our most punctual ever

Autumn - 2 years running
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Based on close partnership
with Network Rail

e Overall satisfaction with journey today
e Punctuality/ reliability of the train

Strong corrEIation between Linear (Overall satisfaction with j

eecsoe journey today)
punctuality/reliability of ----- Linear (Punctuality/ reliability of the train)
trains and customer
satisfaction

*Right Time MAA



Fewer delays and
cancellations

On-Time as a standard metric

In the first 24 weeks of 2019:

201,000 fewer delay
minutes

132,000 more station
stops were On Time

1,500 fewer services
cancelled

Four record-breaking days
of On Time punctuality

2nd best performing out of large
train operators Year on Year




5% increase in passenger
journeys in 2018

12% year-on-year increase
in Highspeed journeys

100 million journeys on
Highspeed since 2009

£311 million boost to Kent’s
tourism economy over 10
years of Highspeed
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Getting it right for
passengers, even
when it goes
wrong

* Delay repay 15
* Industry-leading 24 hour
passenger information and

Twitter team

* Double compensation during
severe incidents

e Coffee voucher handouts

* £75,000 to enhance customer
information systems

* Real time information on-
board — coming soon

Due  Origin

14:21  London Charing Cross

14:28  London Charing Cross

Platform  Expected

On time QE See details

coaches

On time QE See details

coaches



Because of our
people, and our
partnerships







