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Over the last 12 months it has been wonderful to welcome 
more people back onto our trains. 

A major highlight of the past year came as recently as 
Monday 25th April with the introduction into passenger 
service of our first refurbished Pendolino train. The 
refurbished interiors include new ergonomically designed 
seats with more leg room, larger seat-back tables and power 
sockets throughout Standard Class, refurbished First Class 
seats, new carpets, new passenger information screens in 
every carriage and extra luggage space. The design and 
layout of the new café bar provides customers with a new 
purchasing experience, including counter service and the 
UK’s first onboard water refill station, digital advertising 
screens and customer recycling bins. All our Pendolino 
trains will be refurbished over the next two years.

We have also boosted our cleaning processes with extra 
cleaners and enhanced cleaning regimes. In addition, we 
have implemented new service quality checks on our 
trains to  improve their upkeep and maintenance.

Our stations have also been undergoing improvements, 
with brand new station facilities opened at Coventry. Further 
improvements are planned for station waiting rooms across 
the network this year, as well as a complete refurbishment of 
our flagship First Class lounge at London Euston this summer. 

We continue to strive to deliver the highest standards of 
service from the start of your journey right through to the 
very end. And you can be certain that we will continue to 
improve our offering to ensure customers are always safe 
and comfortable. We look forward to being of service to 
you again soon.
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Firstly, thank you for taking the time to read this Customer Report. I am delighted 
to be able to tell you about the improvements we have been making to our 
services to ensure you continue to enjoy the best possible travel experience. 

Welcome



How are we performing?
Monitoring the things 
that matter

Our aim is to provide the 
most punctual service we 
can – one that enables you 
to get to where you need to 
be, on time and as smoothly 
as possible. That’s why 
we constantly assess our 
performance and analyse 
how well we are doing.

Here’s a snapshot of how 
we’ve been performing this 
year compared to the same 
period 12 months ago.
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The last 12 months has been challenging 
with the pandemic driving high levels of 
staff unavailability, which impacted our 
ability to deliver our scheduled services. 
The difficulties of reduced train crew 
availability were further compounded 
by extreme weather conditions and 
storms in October, November, January 
and February. Not only did these spikes 
in absence affect availability at the time, 
they also delayed our training plans.

Returning our timetable to normal 
has therefore been a priority for 
the business and we’re pleased to 
be able to report that we have seen 
train crew availability improving 
recently, which leaves us in a more 
robust position for service recovery 
and future timetable step-ups. 

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 0.29 – 1.73 47.25 71.00 94.50

Our results: latest period 
6 Mar ‘22 - 31 Mar ‘22

4.12 0.23 4.35 49.06 71.60 96.28

Comparison to equivalent 
period last year

3.99 worse 0.11 better 3.88 worse
16.54 
worse

11.50 worse 1.22 worse

Our results: period average 
19 Sep '21 - 31 Mar '22

3.28 1.57 4.85 48.47 69.55 93.82

Comparison to equivalent 
periods last year

2.84 worse 0.09 better 2.74 worse
10.76 
worse

8.49 worse 1.84 worse

Our aim is to provide 
the most efficient and 
punctual service we can.
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Recent initiatives to improve punctuality

Quartz roll out
We have continued to embrace this 
industrywide system which enables 
staff to post information about why a 
train was late leaving a station, thereby 
helping ourselves and our industry 
colleagues to prevent small delays 
becoming longer. The primary benefit 
that Quartz delivers is in gathering 
detailed, real-time information about 
smaller delays at stations that might not 
otherwise be investigated. This gives 
us a comprehensive overview of the 
reasons for station delays and allows us 
to implement initiatives and schemes 
that counteract the causes. You may be 
surprised to learn that station-related 
delays comprise a relatively small 
proportion of overall delays (about 1%), 
but we realise this is an issue that’s 
very visible to our customers.

Performance Champions
We have put in place a team of 
Performance Champions across 
our entire network. Their role is to 
encourage focus on reducing delays 
while we continue to work closely with 
our Network Rail colleagues to drive 
improvements across the network.

Seasonal fleet review
We have implemented a multi-department 
review process which looks at how we 
prepare for and learn from major seasonal 
challenges. This is one of the many ways in 
which we manage the changing seasons, 
particularly the effects of heat, wind and 
rain, and the impact of vegetation. We have 
also been working with Network Rail to 
roll out weather stations at the side of the 
track. These will improve our forecasting, 
monitoring and management of local 
weather conditions, and the repercussions 
they have for train operations. This in turn is 
helping to improve the models and weather 
management plans we deploy to enhance 
our customers’ journey experience during 
extreme conditions.

Mandatory use of Body Cameras
As of April 2022, all front-line staff are 
required to always wear a body camera 
whilst on duty. The mandatory use of body 
cameras was implemented to ensure the 
safety of all font-line staff. and act as a 
visual deterrent to help reduce conflict 
onboard and across stations.

By managing safety 
closely, we are able to 
improve punctuality.
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How are we improving accessibility?
On our trains
We are proud to be making several 
improvements aimed at ensuring our 
trains are more accessible for every 
customer. Many of these improvements 
have been made with the guidance 
and assistance of our Accessibility 
Panel, which draws together external 
expertise and lived experience to 
help us improve services for those 
customers with additional needs

The improvements include new, 
larger passenger information screens 
which provide live updates about 
our services. This is particularly 
helpful for customers with hearing 
difficulties, as well as customers with 
other non-visible disabilities, as it 
allows everyone to be kept constantly 
notified throughout their journey.
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In addition, we’re also making 
improvements to the wheelchair 
spaces on our refurbished Pendolino 
trains, with wireless charging points 
being introduced in these areas 
and the carpet clearly marked 
with a large wheelchair symbol 
to discourage luggage from being 
placed there. The additional luggage 
space on board our refurbished 
trains will also help in this regard.

How are we performing?

Fleet Health Hub 
alert refinements
We will ensure that technology plays 
an ever-increasing role in how our fleet 
is maintained, enabling us to make 
interventions and alterations based on 
the actual condition status of each train.

Euston security improvements
Customers tell us that it is reassuring to 
see visible staff at stations, especially 
later in the evening. We will work with 
Network Rail and British Transport 
Police to increase staff presence at 
London Euston.

What we’re planning next

Weather station expansion
We will work with Network Rail to 
produce eight local weather stations 
to complement the 60 that have 
already been introduced recently 
by Network Rail, which will expedite 
localised decision-making during 
periods of bad weather.

Staff taxi resources
To improve the consistent punctuality 
of early morning train services 
we will enhance the provision of 
taxis carrying staff to and from 
depots and terminating stations, 
including the provision of black 
cabs and minibuses when there is 
a known issue with taxi resource. 

We will ensure that technology 
plays an ever-increasing role in 
how our fleet is maintained.

We are proud to 
be making several 
improvements aimed 
at ensuring our trains 
are more accessible 
for every customer.
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At our stations
We had already installed Changing 
Places toilets at Crewe, Euston and 
Birmingham International stations, 
and we have now introduced similar 
facilities at Coventry, Preston and 
Carlisle. We are in the process of 
installing a Changing Places toilet at 
Lancaster to be completed by the 
end of this year. These amenities 
provide a sanitary space for customers 
with complex disabilities who may 
not be able to use the bathroom 
independently. To find out more 
about this initiative, please visit  
www.changing-places.org

We have also created a Passenger 
Assistance room at Carlisle to give our 
disabled passengers a safe, comfortable 
space at the station, with staff on hand 
to assist if needed.

How are we resolving issues?
Handling complaints
We’re proud to report that over the past six months we’ve responded to 
97.6% of customer complaints within 20 working days. This is above the 
regulated target of 95%. By comparison, our response rate for the same 
period last year was marginally higher, at 98.8%.

04Passenger assistance 
improvements
We have recently refined our processes 
to ensure that requested Passenger 
Assistance bookings can be confirmed 
just two hours before travel, an 
improvement from the previous 
12 hours. This helps facilitate more 
spontaneous travel, with the additional 
reassurance that the assistance required 
has been reserved in advance.

We have also extended our Passenger 
Assistance opening hours to ensure 
the service is available 24/7, thereby 
allowing customers to book assistance 
and get information whenever they 
need it.

End-to-end accessibility
We have reviewed the accessibility of 
our App and website, and we are proud 
to say that improvements made in 
November 2021 mean that the content 
now meets the ‘AA’ standard set by the 
Web Content Accessibility Guidelines 
(WCAG). We were the first (and 
probably still the only) UK rail company 
to achieve this standard. 

Complaint by category

How are we improving accessibility?

 Quality on train (including crowding) 27.02%

 Train service performance 16.00%

 Delay compensation schemes 12.99%

 Complaint handling 8.42%

 Fares and retailing 8.00%

 Company policy 7.62%

 Provision of information 6.65%

 Staff conduct and availability 6.55%

 Safety and security 2.55%

 Timetabling and connection issues 2.22%

 Station quality 1.22%

 Accessibility issues 0.76%

 Environmental 0.01%
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We have continued to respond to our customers 
quickly when they apply for Delay Repay. In fact, 
85.1% of claims were completed within 10 working 
days, and 100% within our 20-working day target. 
In total we paid back over £4.8m to passengers 
between 20th September 2021 and 31st March 2022.

The most common complaints we received were 
regarding train service performance and the 
availability of sufficient room for all passengers to 
sit or stand. The two most common complaints we 
received in the same period in 2021 were related 
to Covid-19 and difficulties with online booking.

Social Media Customer Services incoming contact 
(P7-P13) increased by 18.23% to 227,593 messages 
compared to P1-P6, in the equivalent period the 
total journeys increased by 65%. First Response 
Times (time to respond to a customers first 
incoming message) averaged only 11 minutes and 
12 seconds. The Social Media team were able to 
resolve 89.99% of incoming contact within the 
first 24 hours.

What we’re doing to improve

On-train quality
While some elements of life have 
clearly been returning to normal over 
the past 12 months, the effects of the 
pandemic do continue to have an 
impact. So we have been working hard 
to balance customer demand with our 
ability to run a reliable train service. 

On a number of occasions we have 
adjusted our timetables to maximise 
the reliability of our service, while 
at the same time managing staff 
availability issues. And while we 
sincerely do not like to see any of 
our trains crowded, we recognise that 
it is unhelpful to overpromise the 
number of trains we are able to run, 
only to disappoint customers.

To help mitigate such issues, we have 
prioritised 11-carriage trains as much 
as possible on busier services and 
continue to run double Voyagers, 
which provide 10 carriages rather than 
five, on our non-electrified routes.

Our Standard Premium carriages 
also give customers an affordable 
opportunity to upgrade during their 
journey for the benefits of additional 
space and comfort.
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Train Service Performance
Several severe weather events, 
particularly the back-to-back storms 
Dudley, Eunice and Franklin impacted 
our train service performance drastically 
in the last year. We can’t control the 
weather, but we were able to focus on 
providing clear and timely customer 
communications. This helped ensure 
that our customers were aware of their 
options regarding flexibility to change 
journeys (i.e. different dates, times 
and routes) well in advance, what their 
compensation or refund options were 
and, mostly importantly of all, that 
everyone got home safely.

As a result of these proactive and 
customer-focused communications, 
our highest FAQ online views in the 
past 12 months were regarding advice 
on how customers could obtain a 
refund if they had to abandon their 
journey because of the disruption.

Onboard faults

Need to report a fault?
You can use our website to log any 
faults you may notice at a station 
or on our trains. Simply navigate to 
avantiwestcoast.service-now.com/
help_and_contact and click ‘Report a 
Fault’. Then leave it with us and we’ll 
make sure it gets fixed. 

Our onboard and stations teams also 
have access to an app that can report 
faults straight to the teams responsible. 
In many cases you’ll find that the fault 
has already been fixed by the time you 
tell us about it.

Below are the onboard faults reported 
between 20th September 2021 and 
31st March 2022. On average we took 
five days to fix each of them.

1514 How are we resolving issues?

Category
Faults Reported  

20/09/21–31/03/22
Faults Reported  

20/09/20–31/03/21

Onboard - Cleanliness 2 0

Onboard - Damage 0 1

Onboard - Doors 1 0

Onboard - Lighting 0 0

Onboard - At-seat Power Points Not Working 14 1

Onboard - Seating 2 0

Onboard - Heating/Ventilation/Air Conditioning 5 0

Onboard - Toilets 25 0

Onboard - Announcement 0 0

Total 55 2

How are we resolving issues?



Faults at stations Faults by Service Group 
We received two reports relating 
to onboard faults and two relating 
to station faults in the same time 
period last year. 

Here are the station faults reported 
between 20th September 2020 and 
31st March 2021. We took an average 
of 13 days to fix each and none took 
longer than 20 working days.

We have been working 
hard to balance customer 
demand with our ability to 
run a reliable train service. 
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Category
Faults Reported 

20/09/21–31/03/22
Faults Reported 

20/09/20–31/03/21

Station - Noise Pollution 0 0

Station - Facilities 4 2

Station - Safety/Hazard 0 0

Station - Hazard 0 0

Station - Enviroment 0 0

Station - Damage 12 0

Total 16 2

Service Group
Count of Faults 

20/09/21–31/03/22
Count of Faults 

20/09/20–31/03/21

London to Scotland 32 2

London to Liverpool & Blackpool 10 0

London to Manchester  6 1

North Wales 0 0

West Midlands 7 1

Total 55 4
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Acting on your feedback
We continually monitor feedback from our customers through 
a range of channels. This includes social media, complaints 
and queries, surveys on our app, information sent to us via 
post-journey emails, as well as wider industry insights such 
as ‘Transport Focus’, the weekly rail user survey.

The following show the key customer feedback topics for the past 
six months and what improvements we are making in each area.
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Information and assistance
We are aligning our business processes 
with a set of industrywide Customer 
Pledges which have been introduced 
by the Rail Delivery Group. These 
are centred on providing information 
quickly and clearly when things 
unfortunately go wrong. We have also 
undertaken research with Transport 
Focus to better understand how we 
can improve the experience for our 
customers when disruption occurs. 

This will lead to more advance notice of 
planned disruption and clearer advice 
about onward travel. We are using the 
lessons learned from this research to 
improve the clarity of the messages 
we provide to customers in times of 
disruption, and to design passenger 
services training for our people.

Space and comfort
We are refurbishing all of our Pendolino 
trains, putting in brand new seats and 
providing more luggage space. Last year 
we also launched our Standard Premium 
carriages which offer larger seats and 
a guaranteed table. In addition, we are 
making the best use of our longest, 
11-carriage trains to ensure they are 
operating on our busiest services.

Ease of purchasing best value
We have also implemented an improved 
Seat Picker tool which enables you to 
amend your bookings online. And to 
minimise search time, we’ve made it 
clearer upfront in the journey search 
when a service is fully reserved. We are 
introducing a new interactive chat tool 
on our website which will enable more 
queries to be addressed quickly and will 
provide all the information you need, right 
there and then. 

Hygiene and cleanliness
We have continued our rigorous 
cleaning regime to ensure our trains 
are always turned out to the highest 
possible standards. We have also 
created a new role within the 
business which is entirely dedicated 
to driving improvement in this 
area. Furthermore, we continually 
monitor the standards of cleaning 
at stations and on trains through 
our Service Quality programme 
and our mystery shoppers.

Staff availability and helpfulness
We are doing everything we can 
to ensure we always have the right 
number of staff on our trains. We are 
also focusing on staff visibility and 
ensuring that there’s always someone 
there to offer help and advice when 
you travel, and in April 2022 we 
introduced brand new uniforms for 
our customer-facing staff members 
to improve their visibility.

Food and drink
We were delighted to introduce a 
new First Class menu on 31st January. 
This retains our most popular breakfast 
products and afternoon tea, with 
the addition of new dishes such 
as a charcuterie platter and vegan 
options. These were designed based 
on feedback from our customers. 
Each of our refurbished Pendolino 
trains also boasts a brand new 
onboard café bar offering a tempting 
new range of products. And we are 
continuing to work with local suppliers 
right across our route se we can add 
unique new elements to our menus.

Mobile connectivity
To improve the reliability of mobile 
connectivity on our trains we are busy 
upgrading onboard equipment and 
also working with BT between now 
and June 2023 to deliver improved 
network coverage on all our routes.
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Doing our bit to help the planet
We are fully committed to reducing the impact we have on the 
environment. And while using our trains is already one of the most 
eco-friendly ways you can travel, we are serious about doing more. 
In fact, our ambition is to be the most sustainable long-distance 
rail travel option, and to help us achieve that goal we are reducing 
our carbon footprint in all areas, with the ultimate aim of reaching 
net zero carbon by 2031.

Importantly, we have launched 
something we call Our Responsible 
Plan. This targets four key strategy 
pillars: Planet, People, Customer and 
Community. The Plan will ensure we 
are approaching sustainability with 
a genuinely collaborative mindset 
and following a highly successful 
first 12 months we are continuing 
to develop and deliver our strategy.

Each pillar in Our Responsible Plan 
focuses on key areas of sustainable 
development. The following section 
demonstrates how we have been 
working towards our targets in the 
Planet pillar.
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Measure Target
Performance  

(period 7 to period 13)

Our trains  
(traction carbon 
emissions)

Reduce kilos of carbon 
emissions (kgCO2e) per vehicle 
km (v-km) by 61% by 2026.

Our baseline figure in 2018-2019 
was 0.72 kgCO2e/v-km. We are 
currently achieving 0.62kgCO2e/v-km, 
a 15% improvement. 

Our buildings  
(non-traction 
energy use)

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

Our baseline figure in 2018-2019 
was 13,076,907 kWh. We are 
currently achieving 11,581,992 kWh, 
a 12% improvement.

Our waste
Send zero waste to landfill, 
with 65% of our waste being 
recycled by March 2023. 

We already send zero waste to landfill 
and we also currently recycle 57% of 
our waste in total, a rise of 7% since 
April 2021. 

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

Our baseline figure for period 7-13 
in 2018-2019 was 46,384m3. We are 
currently achieving 44,284m3, which 
means we are using 4.53% less water 
during this period of time. 

Environmental impact targets

Doing our bit to help the planet20 21



Not only are we taking ownership 
of a whole new fleet in 2023, but 
as we have mentioned elsewhere 
in this report, our Pendolino trains 
are undergoing a major makeover, 
too. This will see the fleet restored 
to an ‘as new’ specification, with 
adjustments to electrical systems 
and onboard lighting also helping 
to drive down energy consumption.

Our buildings
We’ve seen some impressive changes 
to our estate over the past few 
months, with the official opening of 
the new Coventry station being one 
of the most notable. But there have 
also been many initiatives going on 
behind the scenes to support our 
energy reduction such as our lighting 
and heating upgrades which ensure 
that we now have more efficient 
appliances operating in our estate.

We are also expanding our Building 
Management System controls to 
drive efficiency further into the 
heart of our stations and office 
buildings. For example, we will soon 
be trialing a voltage optimisation 
scheme at one of our stations. This 
will help us save even more energy 
and will ensure that machinery 
and electronics within the building 
operate at maximum efficiency.

We are proud to report that in 
total we have reduced our energy 
consumption by 12.7% so far this 
year. That’s a whopping 2,519,886 
kWh. Or equivalent to powering 
61,460 average UK homes for a 
whole day.

Our water usage
We have been working successfully 
with our estate management team 
and external stakeholders such as 
Network Rail to tackle water leaks 
collaboratively across our estate. As a 
result, we continue to ensure that leaks 
are detected and dealt with swiftly. 
We’ve also been encouraging colleagues 
across our business to reduce their 
water usage where possible, which has 
prompted a reduction in consumption 
of 9% since April 2021. That’s the 
same as 791,000 toilet flushes.

Our trains
We continue to reduce the carbon 
footprint of our electric trains as more 
and more National Grid energy comes 
from renewable sources. We are also 
proud to say that as some of the very 
best in the country, our drivers are 
trained in eco-driving techniques 
which ensure that our trains run 
more efficiently.

We have seen the efficiency of both 
our Pendolino fleets improve, each 
now using less energy per kilometre 
to get from A to B. And we’ll also 
be welcoming our new fleet of 
Hybrid Hitachi Class 800s as soon 
possible. This upgrade will remove 
the consumption of diesel fuel in 
areas where the track is electrified, 
with fuel only being required on the 
148 kilometres of unelectrified track 
between Crewe and Holyhead. This will 
enable us to drive down our emissions 
and raise efficiency still further.

Doing our bit to help the planet Doing our bit to help the planet

We have reduced our 
energy consumption by 
12.7% so far this year.
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Birmingham New Street 99%

Carlisle   98%

Coventry 100%

Crewe 99%

Euston – London 99%

Glasgow Central 98%

Lancaster 97%

Macclesfield 99%

Manchester Piccadilly 100%

Oxenholme 93%

Penrith 98%

Preston 99%

Rugby 88%

Runcorn 98%

Stafford 99%

Stockport 96%

Stoke-on-Trent 96%

Warrington Bank Quay 99%

Wigan North Western 98%

Keeping our doors open
We’re working hard to maintain 
the availability of ticket offices, 
here is the latest information of 
compliance with opening hours.
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Doing our bit to help the planet Keeping our doors open

Birmingham International 98.5%

Total compliance of opening hours

Our waste
We are addressing the challenges that 
waste creates using a 360º perspective. 
Which means we’re implementing 
changes that ensure we reduce the 
amount of waste that enters our 
system in the first place. As such, we’ve 
been assessing the packaging used in 
our onboard offering and food services, 
working with suppliers to decide upon 
better materials for packaging, and 
ensuring that our recycling process is 
easy to access and simple to complete.

In addition, we are pleased to confirm 
that over the past year we have 
maintained our 100% diversion from 
landfill, working with our contractor 
to ensure that as much waste as 
possible is recycled or salvaged, and 
that anything left is used to produce 
energy for heat or electricity.

At each of our stations we’ve also been 
working closely with tenants such as 
newsagents, coffee shops and retailers 
to support the segregation of waste 
from their operations. This has included 
a very successful trial at Crewe station 
which ensured that as much waste as 
possible was segregated and recycled. 
It saw the recycling rate rise from 20% 
when the trial began in September 
2021, to 64% in February 2022. Energy 
generated from the food segregated at 
Crewe alone generated enough power 
through anaerobic digestion to heat 10 
homes for an entire month. We’ll be 
seeing these benefits replicated at other 
Avanti stations soon.

Finally, there’s the issue of our on-
board waste. We’ve been working 
hard with both our onboard catering 
teams and our onboard presentation 
team to simplify recycling and 
support the segregation of waste 
generated by passengers. This has 
helped to further boost recycling, 
as has working with our partners 
at Network Rail to support a more 
efficient waste process at locations 
where our services turn around.

We have maintained 
our 100% diversion 
from landfill.
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In conclusion

In conclusion
It has been wonderful to welcome so many 
customers back to travelling with us this year. 
And as we approach our third birthday, we 
recognise that there’s still a lot to be done. 

Alongside the targets outlined in this report, we will 
continue to set ambitious goals that can make a positive 
difference to your entire journey. We will also be looking 
constantly at the most efficient ways to keep you 
informed, whether that’s via our CRM systems, website 
updates, live station screens, or our social channels. 

With our Pendolino refurbishment project now live, you 
can be sure we will soon be providing you with new and 
upgraded technologies, alongside improvements to the 
onboard environment for a more comfortable journey. 

We will be updating you with more developments and news 
about our progress in next year’s report. But in the meantime, 
remember - we couldn’t make the progress we do without your 
feedback. So thank you, do please keep sharing your thoughts 
with us as we prepare for the next chapter in our story.

We look forward to welcoming you back on board again 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
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This report is available in 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. 


