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Introduction

Welcome to our customer report. Over the following 
pages, you’ll discover what we’re doing for you, and 
how we plan to do it even better.
In December 2019, we took over 
Britain’s most important railway 
route: Avanti West Coast was born. 
Since then, we’ve connected millions 
of you with your loved ones. We’ve 
kept thousands of your businesses 
moving. And we’ve linked hundreds 
of communities up and down 
the country.

We want to set the standard for what 
you can expect from a train company, 
and pledge to go above and beyond 
to make your service as good as it 
can be.

We’ve achieved a lot in our first year, 
despite the huge challenges that we’ve 
all faced during Covid-19 – but it’s 
only been a year. We’re just  
getting started.

Our ambitious plans to transform your 
railway will really come to fruition over 
the next 12 months, and you’ll see the 
difference our investment is making 
first-hand.

We’re excited about the future and 
hope you are too. 
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How we’re keeping you safe

2020 has been a challenging year to say the least. 
We’ve been with you every step of the way as the 
world shifts and changes, adapting how we work so 
you can feel safe every time you travel with us.
Our Safe Travels Pledge explains how we’re helping you travel with confidence:

02 In response to Covid-19, we’ve also made the following specific changes.

At our stations, we have:
• Introduced queue management at 

some of our stations to support 
social distancing both inside and 
on platforms.

• Created one-way systems wherever 
possible, including entry- and 
exit-only points.

• Increased our signage and floor 
markings to help you safely find 
your way, and to remind you of 
the latest Covid-19 regulations – 
especially the need to wear 
face coverings. 

• Enhanced our cleaning routines, 
with particular focus on ticket 
offices, toilets and other key 
touch points. 

• Included hand sanitising points at 
all of our stations. 

• Fitted temporary screens at all 
Ticket Office counters while 
social distancing remains in place.

• Established boarding controls 
in some stations to help you to 
socially distance on our trains. 

• Reduced the capacity of our  
First Class Lounges and waiting 
rooms to promote social distancing. 

• Encouraged pre-booking wherever 
possible, to help you guarantee 
a socially distanced seat on your 
preferred service. 

Onboard our trains, we have:
• Enhanced our cleaning routines, 

with particular focus on door 
buttons, grab handles, tables, toilets 
and other key touch points. 

• Introduced a new long-lasting 
sanitiser that provides strong 
antimicrobial protection against a 
range of bacteria, viruses  
and pathogens.

• Encouraged high standards of hand 
hygiene both for you and our team. 

• Reduced seating capacity 
significantly to enable social 
distancing, and added floor 
markings and signage to help 
you do so.

We’re doing more to make your journey even safer.

HELPING WITH
HYGIENE

We’ve put more hand 
sanitisers in our stations 
to help you keep your 

hands clean.

KEEPING YOU
UP TO SPEED

We’ve added more signage, 
posters and guidance to 
keep you informed every 

step of the way. 

EXTRA
CLEANING

We’re cleaning more 
than ever with extra 

focus on touch points in 
stations and on trains.

Our Safe Travels Pledge

• Installed protective screens and 
safety lines to ensure shops 
onboard our Pendolino services 
can remain open, whilst keeping 
in line with government guidance 
nationally and regionally.

• Restored First Class at-seat services 
on our Pendolino services, so you 
can enjoy a reduced selection of 
food and drinks without leaving 
your seat. We will limit the amount 
of time we spend in your coach to 
protect the safety of all involved. 

More information can be found 
on our website.

We have encouraged high 
standards of hand hygiene 
both for you and our team. 
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How we’re performing

Getting you there on time
Your time is precious. Whether you’re headed to 
a long-awaited reunion or a make-or-break pitch, 
we’ll always do our best to run your train on time.

How we’ve improved things

For instance, we have:

• Trialled a new process of coasting – 
keep our trains moving under 
their own momentum, without 
power – when overhead electrical 
equipment is damaged. This helped 
reduce delays by 80% for a recent 
incident, compared to a similar 
example beforehand.

• Supported Network Rail’s 
improvement works to Kilsby 
Tunnel, south of Rugby, by 
reducing our access to the network 
at the peak of lockdown. The 
improvements mean trains are able 
to run at faster speeds through the 
tunnel to improve journey times, as 
well as reducing the risk of flooding 
which can cause significant delays.

• Improved our performance by 
applying tools and best-practice 
guidance championed by the Rail 
Delivery Group. Working across the 
Rail Industry, we can implement 
learnings from other Operators  
and share what’s been working  
well for us.

What we’re planning next
We’re working to improve things even further over the coming year. 2020 has been a tough year for everyone. But despite 

the challenges of Covid-19, we’ve been working hard with 
our rail industry partners to improve your train service to  
make sure we get you there without delay.

Our plans include:

• Adapting our processes during 
Covid-19, such as telling Network 
Rail about any vegetation issues 
until they can ride along with our 
drivers again. The better these 
processes are, the less the impact 
of the leaf fall season is on  
train delays.

• Standardising how our Control 
Centre manages incidents and 
reacts to disruption, so we can 
minimise delays to your journey.

• Cracking down on anti-social 
behaviour on our trains and at 
stations, to better protect both 
you and our hardworking team.

• Updated our timetables quickly 
and efficiently when our services 
changed at the various stages of 
lockdown. We used performance 
data to inform our changes, to 
provide a reliable service  
to customers.

• Measured our performance at 
every stop on your journey, which 
includes recording the number 
of trains that arrive within three 
minutes of their scheduled time.

• Created additional roles in our 
Performance Team, investing in our 
people and processes so we can 
provide a better service to you.

• Analysing what happens from the 
moment your train pulls into a 
station to the moment it leaves, 
so we can find small wins to make 
every second of your experience as 
slick as possible.

• Working with Network Rail and our 
suppliers to use on-train equipment 
to proactively identify potential 
required repair work. This ensures 
that we catch potential delays to 
you before they happen.
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Your time is precious. Whether you’re 
headed to a long-awaited reunion or a 
make-or-break pitch, we’ll always do 
our best to run your train on time.

Period dates 

Cancellations (%) Punctuality (%)

Cancellations  
made by us 

Cancellations by 
Network Rail or 
other operators All Cancellations On Time Time to 3 Minutes Time to 15 Minutes 

1 Apr '20 – 2 May '20 0.19 1.87 2.07 71.70 87.33 98.28 

3 May '20 – 30 May '20 0.32 0.18 0.51 66.89 84.04 97.74 

31 May '20 – 27 Jun '20 0.34 0.56 0.92 70.75 87.31 98.05 

28 Jun '20 – 25 Jul '20 0.16 1.89 2.06 66.07 84.80 97.96 

26 Jul '20 – 22 Aug '20 0.44 1.11 1.53 59.33 78.82 96.19 

23 Aug '20 – 19 Sep '20 0.32 3.33 3.71 60.07 79.40 95.85 

Our target 0.30 – 1.75 43.11 70.50 94.00 

Our results  
(Average 1 April 20–19 Sept 20)

0.30 1.49 1.80 65.80 83.62 97.35 

We are currently meeting or exceeding 
all our performance targets, with the 
exception of cancellations, set by the 
Department for Transport.
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How we’re helping you

Running an accessible service for everyone
We want everyone to enjoy train travel. If you need 
extra support to travel with us, we’ll provide it.

A one-size-fits-all approach won’t cut 
it, and our pan-disability approach 
recognises the diverse range of 
needs that our communities have.

We are partnering with user groups, 
disability rights campaigners, national 
charities and accessibility experts to 
ensure we learn from lived experience 
to improve our network.

Booked assists

Complete 20,038

Incomplete 

  No space on train  16

  Disruption  22

 Passenger did not  
  show/arrived too late  962

  Other  38

Total 1,038

Unbooked assists/Turn up and Go

Complete 8,724

Incomplete 

  No space on train  5

  Disruption  2

 Passenger did not  
  show/arrived too late  1

Total 8

These improvements include:
• Refurbishing our Pendolino trains to 

improve accessibility, include contrasting 
colourways, additional wheelchair space, 
and changes to signage.

• Training our colleagues extensively in 
disability awareness.

• Enhancing the accessibility of our 
website and online journey planner 
with invisible disabilities in mind, 
including screen readers, translation 
and colour-changing tools.

• Improving wayfinding at all our stations, 
including trialling new digital beacons 
at Birmingham International.

• Installing new Changing Places toilets 
at Coventry, Preston and Stockport. 
These will make life easier for those 
with profound and multiple learning 
disabilities and their supporters, as  
well as physical disabilities such as  
spinal injuries, muscular dystrophy  
and multiple sclerosis.

Assisting when you need it
Throughout Covid-19, our Passenger Assist team has been working 
as hard as always to continue to provide support to anyone who 
needs it.

We contacted everyone who 
requested assistance on train journeys 
during the peak of the lockdown to 
confirm their bookings, and to ensure 
our team was prepared to help in a 
safe manner.

We are increasing training for our staff 
and introducing a new industry-wide 
system, including the release of a 
new passenger app soon.
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 At our stations 

75.9% 75.0%
Our target Our result

Improvement works to our 
stations are already underway. 
We’ve introduced new waiting 
rooms, and plan to improve our 
existing First Class Lounges as  
well as adding new ones. 

Next on the list is better 
wayfinding and signboards, 
increased car park capacity and 
more electric charging points.

Since taking over the franchise 
we have already:
• Built a new waiting room at 

Wigan North Western

• Enhanced the cleaning regime 
at all our stations

• Trialled Priority Boarding at 
London Euston

In the next six months, we will: 
• Improve luggage check-in 

services, with a trial launching  
in 2021

• Trial a better wayfinding system 
across our network

• Install water fountains at 
our stations

• Integrate ticket machines, 
station sales and online bookings 
as part of a new retail system

• Introduce new services to 
Gobowen and Motherwell

 On our trains

82.0% 77.8%
Our target Our result

We’ve invested in making your 
journey safer and more convenient 
during Covid-19, and we have big 
refurbishment plans for our trains too.

Since taking over the franchise 
we have:
• Deep-cleaned our trains using a 

powerful Zoono Z-71 sanitising spray

• Enhanced our onboard cleaning 
regime during your journey

In the next six months, we will also: 
• Trial ‘Intermediate Class’ travel, 

offering upgrades travel in extra 
space and comfort on the train

• Refurbish the interiors of our fleet 
of Voyager trains

• Enhanced our menu, including 
healthier food and drink options

• Reduce our waste sent to landfill 
from the onboard food and beverage 
service, with a target of 80% of food 
packaging to be recyclable

In the next six months, 
we will also: 
• Launch a new app and 

website to make booking 
more effortless, including 
the option to pick the seat 
you want

• Capture your feedback 
in real-time through 
in-app surveys

• Upgrade our WiFi so you stay 
connected seamlessly from 
station to train

• Expand our handy SMS 
platform information 
service at London Euston 
to other stations 

• Trial a new ‘Resolution’ app so 
we can resolve any issues you 
have more efficiently

  How we 
handle delays

What we’re 
working on next
Our longer-term plans include:

• Fully redesigned Pendolino 
trains, including a new 
Onboard Shop area, brand 
new seats with larger 
tables, improved passenger 
information, charging points 
at every seat, and upgraded 
lighting and toilets

• Revamped First Class 
Lounges, plus several 
brand-new ones 

• Improved car parks: more 
spaces, Automatic Number 
Plate Recognition (ANPR) and 
electric car charging points

• Better bike storage at ten 
stations, plus refurbishments 
to shelters and waiting areas

• Plus: a brand-new fleet of 
Hitachi trains due in 2022

 Our customer service

We’ve invested 
in making your 
journey safer and 
more convenient 
during Covid-19.

We’re always 
looking for  
new ways to 
reduce delays.

84.9% 79.0%
Our target Our result

Our new app and website will take the 
hassle out of buying or amending your 
tickets, and there are plenty of other 
useful services on the way too.

Since taking over the franchise 
we have:
• Introduced a convenient Lost 

Property portal to our website

• Ensure our helpful staff are easier  
to find at stations

• Trialled a new at-seat ordering 
service to make it easier to 
purchase food and drink on  
our trains

64.5% 57.1%
Our target Our result

We’re always looking for new ways to 
reduce delays and are investing in new 
skills and technologies to help every step 
of your journey run more smoothly.

Since taking over the franchise we have:
• Added a handy ‘Track My Train’ tool to 

our WiFi landing page, so you can check 
the progress of your train in real-time

In the next six months, we will also: 
• Use dedicated ‘Disruption Apps’ to give 

you up-to-the-minute delay information

• Train our staff to manage delays and 
disruption more effectively

• Upgrade our Customer Information 
Screens in stations to help you plan 
your journey

• Provide live journey updates 
on our trains using Passenger 
Information Screens

• Personalise disruption information so 
you can see how it affects your journey

We continue to develop 
improvements and investment plans 
in response to your valuable feedback. 
This includes responses to the 
National Rail Passenger Survey (NRPS), 
as well as any feedback you provide to 
us directly. Although we didn’t quite 
meet our targets, with the challenges 
we faced this year we’re doing well. 
We’re working hard to improve our 
service across the board and exceed 
our targets. We have big plans for  
the future. 

Here’s how our National Rail Passenger 
Survey (NPRS) results compare to our 
targets for Spring 2020.

Acting on your feedback

We measure our performance 
on four key areas: our stations; 
our on-board service; how 
we deal with delays and 
disruptions; and our overall 
customer service.
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Company Policy: Covid-19  28.71%

Fares & Retailing  14.93%

Delay Compensation Schemes  14.29%

Complaints Handling  11.60%

Quality on Train  9.39%

Train Service Performance  8.95%

Staff Conduct & Availability  8.83%

How we’re resolving your issues

Handling complaints
If you have any kind of issue, we want 
to sort it out as quickly as possible. 
We have answered the vast majority 
of your complaints (over 98%) within 
20 working days – in fact, over half of 
these were resolved within 10 days. 

This exceeds the target of 95% set by 
our industry regulator and maintains 
the standard set by the previous 
franchisee.

We also resolved every single Delay 
Repay claim in time, improving on 
last year’s rate of 98%. We repaid 
£583,000 to passengers between  
1st April and 19th September 2020. 

In the first and second quarters of 
2019–2020, the punctuality and 
reliability of our trains (Train Service 
Performance) and our onboard 
facilities (Quality on Train) were your 
most common causes for complaint. 

Here’s what we’re doing about it

We’ve listened to your feedback and are working hard to further 
improve your service. Here’s how we’re responding to your most 
common causes for complaint.

Company policy: Covid-19 
We are:
• Collaborating with the rest of 

the rail industry to provide you 
with a safe, reliable service during 
Covid-19, communicating the latest 
guidance as clearly and promptly  
as possible.

• Creating a dedicated area of  
our website for coronavirus 
information, including refunds, 
reservations, timetables and  
general safety advice.

• Introducing the option for remote 
refunds for open/season tickets, to 
remove the need for you to visit the 
station to claim your compensation.

• Transitioning our Customer 
Resolutions Centre to work from 
home seamlessly, with no loss of 
service to you.

• Ensuring that any reserved seats 
were socially distanced if you were 
travelling with us during lockdown.

• Setting up a dedicated seat 
reservation request service. This 
processed over 13,000 reservations 
in total.

• Partnering with the Hidden 
Disabilities Sunflower scheme 
to help you feel supported and 
comfortable if you’re exempt  
from wearing a face covering for 
any reason.

Fares and retailing:  
Online booking difficulties
We are:
• Introducing a brand-new app 

and website as part of our new 
retailing system, which will make 
booking tickets as easy as possible 
– including the option to pick the 
seat you want.

• Working even harder to help find 
the best value for your needs, by 
understanding your personal travel 
preferences – whichever booking 
method you choose.

• Enabling changes to your seat 
reservations at a later date using 
our app, if you booked your ticket 
via our website.

• Enhancing the help and assistance 
we can offer you, by improving how 
our team can use information about 
your specific journey.

However, these two issues were less 
significant compared to the same 
period in the previous franchisee  
year, when 39% related to Quality  
on Train (now 9.39%) and 18.12% 
related to Train Service Performance  
(now 8.95%).

Unsurprisingly, Covid-19 has also had 
a huge impact on the nature and 
volume of complaints we’ve received 
in other areas. During this period, your 
most common issues were with our 
Company Policy: Covid-19, and our 
Fares and Retailing.

Delay Compensation 
Schemes: Rejected Delay 
Repay claims
We are:
• Working closely with our system 

supplier to share best practice 
and limit any errors caused by 
automated processes. 

• Optimising the claim form and 
overall process to make it smoother 
for all involved.

Complaints Handling: 
Not following up 
We are:
• Working tirelessly whilst adapting to 

working from home to stay on top 
of your Covid-19-related refund and 
amendment requests.

• Maintaining our standard 28-day 
refund policy to return your money 
as soon as possible, much faster 
than the recommended 56-day 
lead time. 

• Introducing and clearly 
communicating instructions for  
how to claim a remote refund. 
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We’re reintroducing seat-picking
functionality as part of our brand-new, 
upgraded retailing system.

0.87% 0.11%
0.67% 0.44%

0.63% 0.57%

Safety & Security  0.87%

Accessibility Issues  0.67%

Station Quality  0.63%

Provision of Information  0.57%

Timetabling & Connection Issues  0.44%

Other  0.11%

28.71%

14.93%

14.29%

11.60%

9.39%

8.95%

8.83%
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Reporting faults
We want to make it easy to log any 
faults you experience at our stations, 
or on our trains. Simply click ‘Report 
a Fault’ in the Help section of our 
website, and we’ll fix it.

Our staff can also report faults directly 
to the teams responsible using an app.

Category Number of faults

Heating/Ventilation/Air Conditioning 37

Toilets 5

Interior Doors 4

At-seat Power Points Not Working 3

Damage to Property or Clothing 3

Other 3

On Board announcement 2

Interior Cleanliness 1

They affected the following services:

London to Scotland 27

London to Birmingham 11

London to Wolverhampton 1

London to Liverpool 11

London to Manchester 7

London to North Wales 1

During Covid-19 we are running fewer 
services, and our passenger numbers 
have dropped. As a result, we received 
no station fault complaints from the 
public during this timeframe. Also our 
on board fault complaints were down 
88% overall, factoring in staff-reported 
faults, compared to the same period 
the previous year.

With these caveats in mind, the 
following faults were reported on 
our trains between 1st April and 
19th September 2020. They took an 
average of four days to fix.

Here’s what we’re doing about it
Our extensive refurbishment plans 
for our fleet will also address many 
of the other issues identified. 
These will include:
• Additional power sockets on 

tables and seatbacks on Pendolino 
trains, including USB ports and 
wireless charging pads – plus 
upgraded WiFi.

• Upgraded information screens, 
seat reservation and occupancy 
detection technology; revamped 
café/bar areas; better bike storage; 
and more luggage room on 
Pendolinos too.

• Refurbished toilets on both 
Pendolinos and Voyagers, plus new 
LED lighting throughout.

Most reported faults concerned our 
heating, ventilation, air conditioning, 
and toilets.

Here’s what we’ve done:
• Increased the level of detail in 

our fault alerts for these systems, 
so we can plan their maintenance 
more efficiently.

• Notified onboard staff of faults 
using our Train Defect App, to help 
them identify issues more quickly 
during your journey.

• Planned to install new toilet 
sensors, which will give us more 
detailed real-time information 
about their status and condition.

We plan to refurbish our entire fleet to 
improve as many aspects as possible. 
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How we’re helping the planet

We take our environmental 
impact seriously. We aim to be 
the most sustainable intercity 
travel option and are reducing 
our footprint in all areas. Train 
travel needn’t cost the earth.

We also want to boost our 
neighbouring communities, and 
our new Sustainable Development 
Strategy sets out our plans in 
more detail.

Here’s what we’ve achieved so far in 
four key areas:

• Our trains: While our service 
was reduced during Covid-19, 
we prioritised the use of our 
electric trains over diesel trains – 
lowering our carbon emissions. 
We’re also constantly reviewing 
how we drive our trains, so they 
run more efficiently.

Key area Our goal How we're doing Our plans for the next six months

Our trains Reduce each train's carbon emissions 
per kilometre travelled by 61% by 2026.

In 2018/19, our baseline was 0.72 
kilograms of CO2e per vehicle kilometre. 
We are currently achieving 0.58 kilograms 
of CO2e per vehicle kilometre: a 
19% improvement.

We will promote more eco-friendly 
driving techniques, and also create a full 
carbon footprint for our fleet of trains.

Our buildings Reduce energy usage of our 
estate by 23% by 2026.

In 2018/19, our baseline was 
6,465,233 kWh. We are currently 
achieving 5,107,271 kWh: a 21% reduction

We will install building management 
systems to manage our energy more 
efficiently; upgrade to LED lighting; 
and run a campaign to promote more 
eco-friendly behaviour.

Our waste Achieve zero waste to landfill, and reuse 
or recycle 90% of our waste by 2021.

We have achieved zero waste to 
landfill. Our recycling rate is at 47% 
(up from 36%).

We will install more recycling 
infrastructure; trial new Segregation 
Officers to ensure materials are properly 
separated; and increase the recyclability 
of our onboard products.

Our water  
consumption 

Reduce our mains water consumption 
by 20% by 2026.

In 2018/19, our baseline figure was 
32,438 m3. We are currently achieving 
19,407 m3: a 40% reduction.

We will track our usage using smart 
meters, enabling us to fix leaks more 
proactively, and install new water 
saving technology.

• Our buildings: We’ve reduced 
the energy consumption of our 
buildings by 21% compared to our 
baseline year. This is largely due to 
staff proactively turning off lights in 
empty waiting rooms, as well as the 
closure of certain facilities during 
Covid-19.

• Our waste: Our stations and offices 
have now achieved zero waste to 
landfill, and we have increased our 
recycling rate from 36% to 47%.  
We are expanding our recycling 
facilities to improve this further.

• Our water consumption: We 
used 40% less water compared 
to our baseline year. Covid-19 is a 
big factor, but our new smart meters 
also help us fix leaks more quickly.
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Keeping our doors open Conclusion

If we say our ticket offices will 
be available at a particular time, 
we’ll do everything we can to 
keep them that way.

In extreme circumstances, such as to 
keep you and our team safe during 
Covid-19, we may need to close our 
doors temporarily. But we’ll work hard 
to reopen them as quickly and safely 
as possible. 

Here’s how we’ve done so far:

Wigan North Western

Warrington Bank Quay

Stoke-on-Trent

Stockport

Stafford

Runcorn

Rugby

Preston

Penrith

Oxenholme

Manchester Pic

Macclesfield

Lancaster

Glasgow Central

Euston – London

Crewe

Coventry

Carlisle

Birmingham New Street

Birmingham International 92%

92%

88%

87%

87%

86%

96%

85%

87%

66%

65%

74%

76%

77%

89%

90%

89%

91%

93%

100%
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We’ve been so proud of our team this year. In an 
incredibly tough climate, we’ve worked hard to keep 
our fellow key workers moving safely and smoothly 
throughout Covid-19.
But, even in the face of the enormous 
challenges that 2020 has thrown at all 
of us, we’ve never stopped trying to 
make our service better. For everyone.

We’ve got some very exciting changes 
ahead. Over the coming months, we’ll 
be investing in major refurbishments 
across our trains and our stations to 
make your journey more comfortable, 
easier, and more accessible too.

We’re introducing seamless WiFi from 
platform to train, taking the stress out 
of finishing that urgent presentation. 
And our brand-new app and website 
will make booking your next train 
more effortless, including the option 
to pick your seat.

We are proud to serve communities 
up and down the West Coast network, 
and want to make your service the 
very best it can be. If you have any 
feedback or ideas to help us do so, 
please get in touch.

We can’t wait to bring you along 
on our journey with us.

Total compliance of opening hours
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Visit us at
avantiwestcoast.co.uk

Customer Resolutions
customer.resolutions@avantiwestcoast.co.uk 

0345 528 0253

FREEPOST Avanti West Coast,  
Victoria Square House, Victoria Square,  
Birmingham, B2 4DN.

Social Media
twitter.com/avantiwestcoast 

facebook.com/avantiwestcoast

Published by First Trenitalia West Coast Rail Limited, a FirstGroup and Trenitalia FS Group company.
Registered Office: 4th Floor Capital House, 25 Chapel Street, London, United Kingdom, NW1 5DH.
Registered in England No. 10349442

We also offer this report in alternative formats, specifically Braille, 
Audio, Large Print and Easy Read. You can ask for an alternative format 
by contacting our Customer Resolution or Assisted Travel team. 
We will respond to your request within seven days. 


