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The table below provides our performance scores up to and 
including the current rail year, for periods 1 to 5 in 2022. 

With the industry-wide drop in passenger numbers due to the 
pandemic, we have continued to adapt our timetable to the 
increasing number of customers travelling for leisure purposes 
and returning to work.

It has been a challenging start to the year due to a 
combination  of  infrastructure issues, operational ones and 
external factors such as unprecedented extreme weather 
events or incidents of trespass. 

In the late spring and early summer, we also saw a spike in 
short-term sickness, with COVID-19 cases continuing to rise 
in England as reported by the Office of National Statistics 
infection survey.

In light of these challenges, we are working with the Industry 
to review any changes needed and adapt to the requirements 
to provide the best service possible for our customers.

Operational performance 

Operational performance scores
Period 
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(2021)
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1

(2022)
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2

(2021)
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(2022)

Period 
3

(2021)

Period 
3
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Period 
4
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4
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5
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Year to date 
average: 
Period  
1 to 5
(2021)

Year to date 
average: 
Period  
7 to 13
(2021)

Year to date 
average:  
Period  
1 to 5
(2022)

Cancellations 2.2% 5.6% 3.0% 4.0% 5.1% 5.3% 9.0% 9.4% 6.9% 11.2% 5.2% 5.9% 7.1%

GTR cancellations 1.0% 3.1% 1.2% 1.9% 3.4% 3.6% 7.0% 6.8% 5.8% 7.0% 3.7% 3.6% 4.4%

Short formations 0.2% 0.9% 0.4% 0.7% 0.5% 1.9% 0.7% 1.5% 0.5% 0.7% 0.5% 1.3% 1.1%

On time 81.9% 74.4% 79.6% 75.2% 76.8% 76.0% 76.6% 70.0% 76.2% 67.2% 78.3% 72.1% 72.7%

Time to 3 minutes 93.5% 88.4% 92.6% 89.0% 90.8% 89.9% 89.9% 85.1% 90.1% 82.9% 91.4% 87.9% 87.1%

Time to 15 minutes 99.5% 98.6% 99.5% 98.8% 99.4% 99.3% 98.8% 97.7% 99.0% 97.7% 99.2% 99.0% 98.4%

Total cancellations is the percentage of trains that didn’t run for any reason compared to the number of trains that were booked to run. 

GTR cancellations is the percentage of trains that didn’t run where the cause was the responsibility of GTR (as opposed to Network Rail or 
other train operators). When a service runs but has fewer carriages than planned, this is recorded as a short formation. 

On time, time to 3 minutes, and time to 15 minutes are all related to the punctuality of all trains at all their planned stops, the percentage is 
the number of locations where services arrived within 1 minute, 3 minutes or within 15 minutes of the booked arrival time.

Further details regarding GTR Operational Performance can be accessed via our website at gtrailway.com/what-we-do/ 
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Our Service Quality Regime 
In Period 1, GTR launched our new Service Quality Regime (SQR). SQR monitors the service we provide at our stations and  
on-board our trains, giving us an insight into what our customers are experiencing. 

Key aspects of facilities and customer service are measured through a mixture of mystery shopping and inspections by our 
supplier. Where we uncover a failure, we have a set length of time to address it before a re-inspection is carried out – this also 
affects our scores. 

Our priority is to prevent any SQR failures through actively identifying faults and areas for improvement before they impact  
customer experience. We’re also working to improve on any issues identified through SQR, by focussing on what matters to  
our customers. 

Scores are published per railway period of four weeks and against benchmarks set by the Department for Transport. 

SQR is one of many resources we use to achieve a fuller picture of where our focus needs to be and helps us identify any trends 
or issues that need prioritising. We’ll be using this data to drive improvements in these areas in the coming months.

Customer experience

Service Quality Regime scores

The scores are for GTR, a railway operator managing Southern, Thameslink, Great Northern and Gatwick Express.

Service Quality area Period 1 Period 2 Period 3 Period 4 Period 5 Benchmark (%)

Stations: ambience and assets 78.31 81.07 76.18 74.08 73.91 77%

Stations: cleanliness and graffiti 54.97 63.46 55.18 49.16 45.54 57%

Stations: information 83.08 82.47 75.81 72.32 69.69 77%

Stations: ticketing and staffing 95.49 90.63 88.75 86.65 86.99 86%

Trains: ambience and assets 90.20 89.95 90.47 89.98 88.21 90%

Trains: cleanliness and graffiti 77.06 72.16 77.06 71.64 69.69 77%

Trains: information 96.29 91.49 93.42 92.64 94.61 93%

Customer service: staff helpfulness 71.39 92 85.42 78.00 72.00 81%

Customer service: online information 98.08 100 97.92 100 100 83%

Customer satisfaction
We were previously set annual Passenger 
Experience Measure (PEM) targets to monitor 
customer satisfaction. This was a combination 
of audits completed at stations and on trains, 
and an independent customer survey led by 
Transport Focus, the National Rail Passenger 
Survey (NRPS). 

This would measure impressions of rail UK 
train operating companies across a wide 
range of criteria. The NRPS took place twice 
a year but was paused in 2020 due to the 
COVID-19 pandemic. A new survey is currently 
in development. 

In the absence of this, we proactively seek our 
customers’ views through our ‘We’re Listening’ 
surveys to our online passenger panel, and 
regular input from our Access Advisory Panel 
and Customer Cabinets. 
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Station Schedule 17
Schedule 17 data is collated weekly to track compliance with ticket office opening hours under the R D G Ticket Settling 
Agreement. GTR as a good and efficient operator will always strive to achieve 100% compliance. The data below shows 
compliance across our ticket offices against our scheduled operating hours on each brand and GTR as a whole. 

We are reviewing the trends from the last few periods to understand the key events that affected our results and inform 
ways to optimise staff availability. Using strategic rostering we will always ensure our resource is used as efficiently as is 
possible to give maximum coverage.

Compliance with scheduled operating hours

 Train company Period 1 Period 2 Period 3 Period 4 Period 5

Thameslink 97.23% 96.79% 95.79% 97.30% 93.88%

Great Northern 97.53% 97.60% 96.25% 96.44% 92.56%

Southern 93.89% 93.93% 93.03% 92.54% 91.49%

Gatwick Express 100% 100% 100% 100% 100%

GTR 97.16% 97.08% 96.27% 96.57% 94.48%

Periods 4 and 5 have been impacted by strike action. During periods of strike we focused on the dispatch and accessibility functions of our operation.
Period 4 was impacted by industrial action short of strike across GTR, creating resourcing gaps.
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Passenger assist 
We continue to make accessibility a core business priority so that 
all our customers can travel independently and with confidence. 

The volumes of customers requesting assistance, booked and 
unbooked, has been increasing steadily this year and has now 
recovered to pre-pandemic levels. 

Passenger assistance numbers

Weekly period Period 1 Period 2 Period 3 Period 4 Period 5

GTR assistance journeys 5,610 6,595 6,862 7,302 6,961

Booked 2,792 3,746 3,774 4,339 3,925

Recorded unbooked* 2,818 2,849 3,088 2,963 3,036

The number of booked assistance journeys for Periods 3  
and 4 actually exceeded 2019 volumes, which highlights  
how quickly confidence in using our services has returned  
for all customers.

* GTR SharePoint recording of unbooked assists introduced in April 2021. Reported volumes likely under-represented.  
Industry accepted pre-COVID-19 standard of three unbooked for every booked assist.
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Our commitment is to use all customer feedback as a launchpad for improvement. We truly value the feedback  
we receive as it allows us to identify areas where positive change can be made to the service we offer. 

We know it’s important that customers are able to give feedback easily and that we respond appropriately.  
Where we’ve got it wrong, we accept responsibility and say we’re sorry. 

We’ve designed our Complaints Handling Procedure (CHP) to ensure we investigate complaints and give them  
fair and careful consideration.

We provide data in relation to our passenger-facing activities, including complaints and performance,  
to demonstrate we’re complying with our obligations to customers. This information can be viewed here  
orr.gov.uk/monitoring-regulation/rail/passengers/complaints-compensation/core-complaints-data

Over the last five periods we responded to 99.65% of our customers’ complaints within 20 working days. 

Customer complaints and fault reporting 

Complaints – a summary 

Period 1 Period 2 Period 3 Period 4 Period 5

Complaints responded to 2,401 2,262 1,844 1,983 2,356

Responded to within 20 working days 99.75% 99.60% 99.57% 99.66% 99.67%

Complaints per 100,000 journeys* 12.88 11.88 10.23 9.7 13.09
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*This data represents the average volume of complaints per 100,000 passenger journeys.

https://www.orr.gov.uk/monitoring-regulation/rail/passengers/complaints-compensation/core-complaints-data


Our customers can report faults about our trains or stations 
by using our easy Report a fault link on the Contact us 
page for all four websites – or by phone or email. 

Faults that are safety-related will be routed to a priority 
lane and reviewed at speed while faults that are not as high 
priority may take a little longer to resolve. 

We commit to responding to all customer feedback and 
where possible, provide a progress update.

Customer enquiries and complaints about faults help 
us focus in on specific issues, and this is supported by a 

framework of GTR-led methods to identify when and where 
faults need fixing. This includes our Service Quality Regime 
(see page 3). 

We also use the observations of our frontline teams carrying 
out their routine station and on-board inspections to provide 
the most complete picture. All of these activities are then 
pulled together to help prioritise schedules of work across 
different departments. 

The following table shows an overview of the number of 
faults reported by customers during the reporting periods. 

Gatwick 
Express

Great 
Northern

Southern Rail Thameslink Grand total

Quality on train 4 22 130 61 217

Facilities on board 1 – 12 19 32

Toilet facilities 1 7 46 14 68

Upkeep and repair of the train 2 15 72 28 117

Safety and security 2 40 176 114 332

Your personal security on board 1 26 94 79 200

Your personal security whilst using station 1 14 82 35 132

Station quality 2 29 120 58 209

Cleanliness – – 7 1 8

Facilities for car parking – 11 21 11 43

Availability of seating 1 – – 1 2

Facilities and services – 9 72 36 117

Provision of shelter facilities 1 1 2 1 5

Upkeep of station buildings/platforms – 8 18 8 34

Grand total 8 91 426 233 758

Faults – summary
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1    Sign a new Stronger Policing Partnership with the British Transport Police and work 
together to reduce crime and combat anti-social behaviour 

4    Through the Your Station, Your Community Fund, provide up to £1.5 million of funding to local 
communities and charities to fund projects on mental health, education, diversity, environmental 
sustainability, and the repurposing of currently unused spaces at our stations 

3    Continue to improve inclusion and diversity within our work force by achieving accreditation 
under the Disability Confident, National Equality Standard, and Armed Forces Covenant 
Defence Employer schemes 

2    Deliver improvements to the comfort, safety and security, and accessibility of our 
stations through the new Station Improvement and Minor Works Fund 

Our commitments 
We are continually working to improve the quality of the services and facilities we offer passengers.  
We are committed to completing the following schemes during our National Rail contract term:
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