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Introduction

Hello

Welcome to your Customer Report. 
We’re proud to share some exciting 
news about how we’re improving 
the West Coast Main Line for you.

It’s been 18 months since we took over 
the rail franchise and first welcomed 
you onboard.  In spite of the many 
challenges of the past year, we’ve 
worked tirelessly to raise the bar. 
We’ve kept your trains running safely, 
introduced new services to make 
your life easier, kept our key workers 
connected, and begun to welcome the 
UK back to train travel safely.

From booking your ticket to arriving 
at your destination, and everything 
in between, we want to make the 
experience of travelling by train  
better than ever. Thanks to our  
recent improvements, you can now:

• get food and drink delivered to your 
seat using our At-Seat Order service;

• book more smoothly using our  
all-improved website and app;

• sit back, relax and enjoy  
the refurbishments to our  
Voyager trains; and

• stay connected with better Wi-Fi, 
both in stations and on board.

We can’t wait to share all these 
improvements with you next time  
you travel with us. In this report, we’ll 
walk you through what we’re working 
on now – and give you a sneak peek  
at what to expect further down the 
line. So, sit back, get comfy, and enjoy 
the read.
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Phil Whittingham  
Managing Director
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How we’re keeping you safe

We’ve been working hard to make sure you can travel 
with confidence. As the world continues to shift and 
change, we’re adapting how we work so you can feel 
safe every time you travel with us.
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We’re doing more to make your journey even safer.

Helping with
hygiene

We’ve put hand 
sanitisers in all our 

stations to help you 
keep your hands clean.

Keeping you
up to speed

Online, in stations and on 
board, we’ve added more 

signs, 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
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We’ve made the following changes so you can travel with confidence.

On board our trains, we: 
• strongly recommended that you 

book tickets and reserve seats in 
advance so we can maintain social 
distancing on your chosen train;

• have continued using long-lasting 
sanitiser that’s effective against  
a wide range of bacteria, viruses, 
and pathogens;

• have increased our cleaning 
routines, focusing on door buttons, 
grab handles, tables, toilets,  
and other areas that people  
regularly touch;

• have reduced the number of seats 
that can be reserved on our trains 
and added floor markings and signs 
to manage social distancing;

• have installed protective screens 
and safety lines to help keep the 
shops on our Pendolino trains open, 
in line with national government 
guidance; and

• made more journeys ‘contact-free’ 
by encouraging the use of digital 
tickets and contactless payments, 
and by delivering food and drinks 
directly to your seat.

At our stations, we have: 
• added more signs and floor 

markings to help you find your  
way safely, and remind you of the 
latest Covid-19 rules – especially 
the need to wear a face covering  
if you’re not exempt; 

• cleaned more thoroughly, especially 
in areas that people regularly touch, 
such a self-serve ticket machines 
and toilets;

• provided hand sanitiser at all  
our stations; 

• where needed, fitted temporary 
screens at our ticket office 
counters; and

• reduced the capacity in our  
First Class waiting rooms  
and lounges to make social 
distancing easier. 

You can find more information  
at avantiwestcoast.co.uk

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 heading to 
a long-awaited reunion or a make-or-break pitch, 
we’ll always do our best to run your train on time.
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Cancellations (%) Punctuality (%)

Cancellations  
made by us 

Cancellations by 
Network Rail or 
other operators 

All cancellations On time 

Within 3 minutes 
of the train’s 

original scheduled 
departure time 
or the time it was 
originally due  

to arrive

Within 15 minutes 
of the train’s 

original scheduled 
departure time 
or the time it was 
originally due  

to arrive

Our target 
20 Sept 2020 to 31 March 2021

0.30 – 1.75 42.72 70.50 94.00 

Our results 
Final period 7 to 31 March 2021

0.13 0.34 0.47 65.60 83.10 97.50 

Our results 
Average 20 Sept 2020  
to 31 March 2021

0.44 1.66 2.11 59.23 78.04 95.66 

We’re doing well so far, meeting all the 
targets we’ve been set by the Department 
for Transport. We’re still a little behind when 
it comes to cancellations, but we’re working 
hard to make things better as outlined below.

6 How we’re performing



How we’ve improved things

For instance, we have done  
the following.

• Taken advantage of fewer trains 
on the line so that Network Rail 
can carry out construction work. 
For example, together with our 
amended timetable in place, 
improvements to Crick Tunnel were 
made with far less disruption than  
if we were running a full timetable.

• Used our focus groups to find 
national trends and patterns  
among the kind of incidents that 
delay your train, so we can get 
things moving more quickly.

• Teamed up with Network Rail to 
find out where most delays happen 
on the railway, so we can work 
together to improve the situation. 
We’ve already started testing  
things out, and hope you’ll see  
the improvement soon.

What we’re planning next
Despite the challenges of the Covid-19 pandemic, we’ve been 
working hard with our rail industry partners to get you there 
without delay.

We’ll be improving things even 
more over the coming year.

• Worked with Network Rail to help 
make sure the railway can cope 
better in case of flooding, so there 
are fewer disruptions to our trains.

• Trained our staff in resolving 
disagreements, so they’re more 
helpful if things go wrong.

• Used GPS data to measure delays 
more accurately at different stages 
of your train’s journey, so we can 
make our timetables more accurate 
and reduce delays. 

• Worked more closely with other 
train operators as part of a 
nationwide project to improve 
performance across the whole rail 
industry. By sharing best practice, 
we can work together to make 
things better.

Our plans include the following.

• Using a new app called Quartz to 
measure how long our trains spend 
at the platform before they leave. 
For instance, if a particular train has 
more baggage than usual, it may 
leave a little later. This information 
will help us find ways to improve.

• Working closely with Network Rail 
at a local level to improve individual 
routes, as well as looking at the 
region as a whole. This will help 
make us more efficient, so you can 
enjoy a better service more quickly.

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.
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How we’re helping you

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

A one-size-fits-all approach  
won’t work, and we recognise  
the diverse range of needs that  
our communities have.
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We want you to be able  
to travel with confidence.

We’re still working hard to make  
our trains accessible. At the end  
of 2020 we released a new passenger 
assistance system, developed in 
partnership with the rest of the  
rail industry. In the coming months, 
we’ll also release a new mobile app. 
Whether you prefer to use this or  
call us on the phone, we’re here  
to make the process as smooth  
as possible for everyone.
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Booked assists

Complete 2,786

Incomplete 333

Unbooked assists/Turn up and Go

Complete 2,118

Incomplete 5

Help when you need it
Throughout the Covid-19 pandemic, our Passenger Assist team  
has been providing support to anyone who needs it. 

We want you to feel safe and 
comfortable on our services.  
Our goal is to help everyone travel 
independently wherever possible. 

We’ve teamed up with partners 
across our network to consider all 
disabilities as part of the diverse 
needs that our customers have. We’ve 
gathered some useful feedback from 
panel discussions about accessibility, 
including the need to:

• improve how we use social media. 
This includes a new Facebook 
group for disabled passengers to 
share tips about journeys with other 
passengers who have accessibility 
needs. A dedicated social media 
team will provide support and listen 
to what we’re doing well, and where 
we can do better;

• deliver food and drink to you on 
the train, so you can enjoy your 
refreshments without leaving  
your seat; and

• make better use of all the 
wheelchair spaces on our trains. 
This includes marking them more 
clearly to prevent other passengers 
from using them for luggage, 
installing a new system to detect 
anything blocking the space, and 
moving the information screens  
so wheelchair users can see  
them more easily. 

We’re working hard to improve the 
whole experience for our disabled 
customers, from booking through  
to reaching your destination.

To make our stations more accessible, 
we’re improving lifts, refurbishing 
waiting rooms and adding more 
Changing Places toilets. We’ve also 
reviewed the accessibility of our 
website and app. By the end of 2021, 
both will meet the ‘AA’ standard set 
by the Web Content Accessibility 
Guidelines (WCAG).

We’re leading the way in accessibility 
innovation too, including trying 
out new technology that can help 
passengers who are blind or have  
sight difficulties to find their way 
at two major stations: Crewe and 
Birmingham International.

We provide both booked and 
unbooked assists for our customers. 
You can see these figures below:
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National Rail Passenger 
Survey and consultations

Acting on your feedback
We keep track of our progress in four areas –  
our stations, our on-board service, how we deal with delays  
and disruptions, and our overall customer service

The National Rail Passenger Survey 
(NRPS) has been put on hold during 
the Covid-19 pandemic, but we’re  
still working to make improvements  
on our Spring 2020 result based on 
the valuable feedback we’ve  
received from our regular customer 
satisfaction survey.

NRPS score overview

Spring 2020 result NRPS target

On trains 77.8 82.0

At stations 75.0 75.9

Customer service 79.0 84.9

Handling delays 57.1 64.5

On our trains 

We’re improving our trains across the 
board. We’ve already spruced up our 
Voyagers, and it’s our Pendolinos’ turn 
later this year. There’s a brand-new 
fleet of more eco-friendly trains on 
the way in 2022 too.

In the last six months, we have:
• spent more than £8 million  

on new interiors for all 20 of  
our Voyager trains, and given  
them a fresh coat of paint in  
Avanti West Coast colours;

• started our new At-Seat Order 
service, so you can enjoy 
refreshments without leaving  
your seat;

• cleaned more thoroughly, using 
our extra-powerful antimicrobial 
sanitising spray; and

• started using a new app to keep 
track of cleaning performance  
so we can keep our standards  
high, and started sharing your 
feedback with our cleaners in  
real time to make sure any  
issues are tackled quickly;  

• added some tasty new healthy 
options to our on-board shop, 
despite needing to reduce  
our overall range during the 
Covid-19 pandemic; and

• done everything we can to make 
sure everyone follows the rules 
during the Covid-19 pandemic, 
working in partnership with British 
Transport Police. This included clear 
announcements to remind everyone 
onboard that they need to wear 
a face covering, unless exempt, 
during their journey.
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You can enjoy refreshments  
without leaving your seat with  
our new At-Seat Order service.

In the next six months, we will also:
• offer a better-than-ever First Class 

experience, including priority 
boarding and an improved food and 
drink service, seven days a week.

Our longer-term plans include:
• introducing a brand-new fleet  

of 23 trains, including some  
‘bi-mode’ Hitachi trains in 2022 
(these are eco-friendlier as they  
run on a combination of diesel  
and electricity); and

• beginning a refurbishment of our 
Pendolino trains. This will include 
more comfortable seats, better 
passenger information, charging 
points at every seat, more luggage 
storage, upgrades to lighting and 
toilets, and an improved  
onboard shop.
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At our stations Our customer service

We’re making our stations smoother, 
easier and more efficient for you 
to use, from buying your ticket to 
checking in your bags. We now travel 
to Motherwell and will be adding  
even more destinations to our  
network soon.

In the last six months, we have:
• brought in a new Avanti Smartcard, 

to make buying and renewing 
tickets easier; and

• started running new services  
to Motherwell, keeping  
you connected.

In the next six months, we will also:
• try out a new, more efficient way 

to check in your luggage;

• introduce brand-new ticket 
vending machines at our stations, 
which will make it even easier to 
buy a full range of tickets; and

• link up our brand-new ticket 
vending machines to the rest of 
our systems, making it easier to 
change your ticket – no matter 
where or how you bought it.

Our longer-term plans include:
• adding better bike storage to  

10 of our stations; and

• running services to even more 
destinations, including Gobowen 
and Walsall.

Our all-new app and website make 
it even easier to buy or change 
your ticket, and you can now pick 
the seat you want when you book 
online. Our Wi-Fi is continuously 
improving, and we’re investing more 
in training to make sure our people 
give you the best possible service.

In the last six months, we have:
• launched our brand-new app  

and website, for a smoother 
booking process;

• given you the option to pick  
your seat when booking on  
the website;

• included real-time updates to our 
app, so you can avoid the busiest 
trains, with no need to sign in 
again after you board;

• installed better Wi-Fi so you 
have a seamless connection from 
station to train;

• tried out a new ‘Resolution’ app 
to help our staff deal with issues 
during your journey;

• brought in a new safeguarding 
policy that’s endorsed by British 
Transport Police; and

• added support for Apple Pay  
and Google Pay.

In the next six months, we will also:
• continue improving our Wi-Fi 

service, including the ability to 
connect in areas that currently have 
low or no connectivity;

• keep making improvements to our 
website and app, so it’s even easier 
to select your seat, change your 
journey or seat reservation, and  
buy upgrades; and

• give our staff customer service 
training to make your experience 
the best it can be, even when your 
journey is disrupted. As part of 
this, we’ll make sure all our people 
understand your wants and needs 
when you travel with us, and are on 
board with Avanti’s wider vision for 
great customer experience.

Our longer-term plans include:
• adding new services to  

Liverpool and Llandudno from 
December 2022; and

• investing in even faster, more 
reliable Wi-Fi on our trains.

Our new Avanti 
Smartcard  
makes buying  
and renewing 
tickets easier.
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How we handle delays

We want to provide both you and 
our staff with the most accurate 
information possible, to keep 
disruption to a minimum. To do  
this, we are investing in smarter 
technology, better training, and  
more personalised updates. 

In the last six months, we have:
• started using special disruption 

apps, so our staff can give you  
up-to-the-minute information 
about delays more quickly; and 

• upgraded the customer information 
screens at our stations, including 
better software that displays more 
detailed information for you.

In the next six months, we will also:
• continue to train our staff to  

help them deal with delays  
and disruption;

• add ‘onward travel’ details to the 
information screens in our stations;

• give you access to more 
personalised disruption information; 
and

• keep track of our train facilities in 
real time, to help us fix issues as 
they arise (from November 2021).

Our longer-term plans include:

• using new information systems to 
plan further ahead, so we can deal 
with incidents more effectively; and

• installing larger, more detailed 
information screens on our 
Pendolino trains. This will make 
them more accessible and useful 
for our disabled customers – 
particularly if you have a hearing 
difficulty, as they will display live 
changes to your journey in text 
form. Passengers with anxiety  
will also benefit from regular  
on-screen updates.

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

13



2.27%

1.22% 0.53%

1.14%
0.77%

Company policy – Covid-19 27.83%

Fares and retailing 17.96%

Staff conduct and availability 11.97%

Delay Compensation schemes 9.09%

Quality on train 9.07%

Train service performance 8.95%

Handling complaints 5.25%

How we’re resolving your issues

Handling complaints
We’ve responded to almost all of your 
complaints (98.8%) within 20 working 
days. That’s above our target of 95%, 
and beats the 97.7% we achieved  
this time last year. 

We’ve also sorted every single delay 
repay claim within the same time 
frame, with 96% being resolved  
within 3 days.

In the second half of the year, your 
most common complaints were about 
our Covid-19 policy and difficulties 
that you faced with our online 
bookings. These included duplicated 
charges and not receiving an email 
confirmation of your booking.

By comparison, for the same time 
period last year our two most 
common complaints were about the 
punctuality and reliability of our trains 
(9,425 complaints) and our on-board 
facilities (9,314 complaints).
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Providing information 3.92%

Safety and security 2.27%

Timetabling and connection issues 1.22%

Station quality 1.14%

Accessibility issues 0.77%

Other 0.53%

27.83%

17.96%

11.97%

9.09%

9.07%

8.95%

5.25%

3.92%
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Here’s what we’re doing about it

We’ve listened to your feedback, and are acting on it so we can 
keep improving your service. Here’s how we’re responding to  
your most common complaints.

Company policy – Covid-19 
We have:
• worked with the rest of the rail 

industry to run a safe, reliable 
service during the Covid-19 
pandemic, sharing the latest 
guidance as clearly and promptly  
as we can;

• created a special area of our 
website for all Covid-19 information, 
including refunds, reservations, 
timetables, and safety advice;

• helped you claim refunds for your 
open or season tickets remotely, so 
you don’t need to visit the station;

• supported our Customer 
Resolutions team to work from 
home, while maintaining the same 
high standard of service;

• made sure that all reserved seats 
are socially distanced; and

• teamed up with the Hidden 
Disabilities Sunflower Scheme so 
you feel supported and comfortable 
if you’re exempt from wearing a 
face covering for any reason.

Fares and retailing – 
difficulty with online booking 
We have:
• launched our brand-new app 

and website, to give you an even 
smoother booking process, and 
we’ve sorted out any early teething 
problems, for example around 
payments, quickly and efficiently.

Staff conduct and availability 
– at station 
We are:
• continuing to investigate all staff 

complaints, taking appropriate 
action wherever necessary; and

• providing more customer-service 
training to our staff over the next  
12 months.

Delay Compensation 
schemes – rejected delay 
repay claims
We are:
• working closely with our system 

supplier to cut back on any errors 
that automated processes can 
cause; and

• making the claim form and  
overall process smoother for 
everyone involved.

Quality on train –  
no First Class catering
We are:
• explaining as clearly as we can why 

we needed to suspend our at-seat 
service due to Covid-19 regulations 
– including pop-ups and banners 
on our website;

• bringing back our First Class at-seat 
service seven days a week; and

• introducing an At-Seat Order 
service for our Standard Class 
customers too.

We’ve made the booking  
process even smoother  
with our new app and website.

15



Reporting faults
If you find a fault at our stations or  
on our trains, you can report it quickly  
and easily on our website. Simply go  
to our portal at the link below, select  
‘Fault reporting’, and provide the 
details. We’ll make sure it gets fixed. 

www.railhelp.co.uk/avantiwestcoast/
feedback-and-suggestion 

Faults on board: 2 

At-seat power points not working 1

Damage to property or clothing 1

Faults at station: 2

Lifts 1

Waiting rooms 1

Faults by location

London to Scotland 2

London to Manchester 1

West Midlands 1

Our staff at stations and on board 
your train can also report faults using 
an app. This will immediately tell the 
teams responsible.

Below are the faults reported between 
20 September 2020 and 31 March 
2021. We took 13 days on average to 
fix each fault reported. None took 
longer than 20 working days.
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Faults on board: 10 

Heating, ventilation, air conditioning 4

Toilets 4

Seat reservation system 1

Faults at station: 1 

Other 1

Faults by location 

London to Scotland 5

West Midlands 4

North Wales 2

Below are the faults reported between 
8 December 2019 and 31 March 2020. 
We took an average of eight days to 
fix each fault reported.

As our franchise only began in 
December 2019, we’ve adjusted the 
dates to make it easier for you to 
compare them with the previous  
year’s figures. 

When looking at the faults reported  
in period 10 to period 13 in 2019-2020 
we had logged 10 faults onboard and 
one fault at station.
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How we’re helping the planet

We’re serious about reducing 
our impact on the environment. 
Taking the train is already one 
of the most eco-friendly ways 
to travel, but we’re taking it 
further. We want to be the 
most sustainable long-distance 
rail travel option, and we are 
reducing our carbon footprint 
in all areas. Our goal is to reach 
net zero carbon by 2031.

We also want to boost our 
neighbouring communities, and have 
set out our plans in our new sustainable 
development strategy. Here’s what 
we’ve achieved so far in four key areas.

Our trains
We’re reducing carbon emissions from 
our trains as the electricity we use 
becomes cleaner, with more renewable 
energy included in the National Grid. 
We are also proud to say that our 
drivers are some of the best and they 
are trained in eco-driving techniques, 
so our trains run more efficiently.

Because of the Covid-19 pandemic we 
have been running fewer trains. With 
sustainability in mind, we decided to 
use our electric fleet for most services:, 
which are more efficient than diesel 
trains, and this has helped us reduce 
carbon emissions over this period.

06
Our buildings
Our buildings have been using  
14% less energy compared with our 
baseline year. This is largely due to the 
Covid-19 pandemic – many areas of 
our stations have been closed and we 
haven’t been using our waiting rooms.

Our water usage
We’ve been using 24% less water, 
compared with our baseline year. 
Again, this is largely down to fewer 
people using our stations – and 
our toilets – during the Covid-19 
pandemic. We’ve also been actively 
fixing leaks across our buildings, with 
the help of our automatic meters.

Our waste
We’re still sending zero waste to 
landfill. Our partnerships with  
food-donation charities Olio and 
Fareshare have cut our food waste, 
helping to increase our recycling rate 
from 39% to 59% while supporting 
local communities.
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Measure Target Performance (period 7 to period 13)

Our trains 
(traction carbon emissions)

Improve the efficiency of our trains, 
reducing kilos of carbon emissions 
(kgCO2e) per vehicle km (vkm) by  
61% by 2026.

Our baseline figure in 2018-2019 was  
0.72 kgCO2e/vkm. We are currently 
achieving 0.61kgCO2e/vkm,  
a 16% improvement. 

Our buildings 
(non-traction energy use)

Become 23% more energy-efficient 
across the rest of our estate by 2026.

Our baseline figure in 2018-2019 was 
13,076,907 kWh. We are currently 
achieving 11,589,527, a 11% improvement. 

Our waste Send zero waste to landfill, with 90%  
of our waste either recycled or prepared 
for recovery by April 2022.

We already send zero waste to landfill. 
We recycle 59% of our waste in total,  
up from 39%.

Our water usage Reduce the amount of mains water  
we use by 20% by 2026.

Our baseline figure in 2019-2020 was 
36,398 m3. We are currently achieving 
27,824 m3, which means we are using  
24% less water.
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Crewe 

Keeping our doors open

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 the 
Covid-19 pandemic, we may need to 
close our offices 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 Piccadilly

Macclesfield

Lancaster

Glasgow Central

Euston – London

Coventry

Carlisle

Birmingham New Street

Birmingham International 100%

99%

88%

95%

100%

100%

99%

89%

94%

99%

86%

76%

99%

97%

100%

94%

98%

96%

98%

99%

07
Total compliance of opening hours
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Conclusion08
We’re so proud of what our teams have achieved 
over the last 18 months. During the pandemic, we’ve 
helped make your essential journeys as safe and 
smooth as possible. We’ve also listened to your 
suggestions, and as we welcome people back onto 
our trains, we’re coming back better than ever. 
Our Safe Travel Pledge is there to help 
you feel confident using trains again. 
Rest assured that we’ll continue to 
take every care necessary in line with 
the latest government guidance. 

We are improving our new website 
and app all the time to give you 
the best possible experience, from 
booking your ticket to reaching your 
destination. And there are more 
exciting developments down the line. 
Soon, we’ll bring you real-time updates 
so you can avoid the busiest trains. 
Making changes to your journey will be 
even quicker and easier. And you’ll be 
able to pick your seat too.

Thanks to all your great feedback, 
we’ve been able to make 
improvements in all the right places. 
So thank you. Do please keep sharing 
your thoughts – it really helps.

We look forward to welcoming you 
soon, so you can experience all  
these improvements for yourself. 
Thank you for reading, and we’ll  
see you soon.
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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. 
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