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Our Performance
The rail industry uses a number of 
different metrics to assess train 
punctuality, but under each of these 
measures c2c scores as one of the most 
punctual train operators.

Below are some key metrics to illustrate 
our operational performance since the last 
Customer Report.

Mean Average 
August 21 - March 22

Mean Average
March 21 - March 22

Cancellations 1.31% 1.34%

Short Formation 0.5 3.2

RSP Period 2112 - 2212 (March 21 - March 22)

Latest Figures
August 21 - March 22

Latest Figures
March 21 - March 22

Time to 3: 
% of recorded station stops 
called at within 2 minutes 
and 59 seconds of the 
planned time. 

94.63% 95.31%

On Time:
& the lateness at a 
particular recorded Station 
Stop within 59 secs

81.33% 83.74%

Time to 15:
% of recorded station stops 
called at within 14 minutes 
and 59 seconds of the 
planned time.

99.75% 99.71%

RSP Period 2206 - 2212 (August 21 to March 22) 
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The performance figures for the most 
recent period illustrates the challenging 
environment we have been operating in 
over the last six months. 

From commuters returning to the railway, 
to the omicron variant of Covid-19 and the 
subsequent knock on front line staff sickness, 

have all contributed to a challenging period 
for performance.

In addition to the challenges caused 
by Covid-19, other issues such as the 
bad weather and a speed restriction in 
November contributed to the challenge over 
the last six months. 

How we have 
improved  
our performance

We have a joint performance plan with 
Network Rail, which includes a number of 
initiatives designed to improve your journey, 
increase the number of trains that run on 
time and keep delays to a minimum.

These include: 

Fewer signal failures:   
Network Rail is in the process of replacing 
ageing signalling cabling that will reduce 
signal failures.  A new predictive model is 
helping engineers replace overhead line 
components to prevent failures before 
they happen. 

Track improvements:  
Temporary speed restrictions causing delays 
at Barking and Tilbury have been removed 
after engineers improved the track.

Preventing trespass and disruption to the 
network by working closely with the British 
Transport Police (BTP).These include having 
police patrols at East Tilbury and Stanford-le-
Hope level crossing which have reduced the 
number of vehicles misusing the crossings, 
which can result in delays to trains.

c2c Fleet:  
We have invested in upgrading the air-
conditioning systems for our entire fleet 
of Class 357 trains. This has ensured 
they operate better in the increasingly 
hot weather at the height of summer, 
following extensive feedback from  
our customers.

Future activities to improve 
performance

As customers continue to return to the 
railway following Covid-19, continuing to 
run a safe and reliable railway will be more 
important than ever. 

Where necessary, we will continueto utilise our 
revenue protection and security staff for extra 

support at busy stations, as crowded stations 
in themselves can be the cause of some 
delays.

The c2c team will continue to work closely 
with Network Rail to ensure that ongoing 
and future engineering projects deliver 
benefits than will improve our performance. 
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Feedback from our customers is 
crucial to operating a better railway 
and as such, c2c participates in the 
rail industry’s Wavelength customer 
satisfaction survey. In addition 
Transport Focus, an independent 
watchdog for transport users, also 
carries out regular surveys among train 
passengers.

Customer Survey Results
With no recent National Rail Passenger Survey 
(NRPS) data, we have used Wavelength and 
Transport Focus surveys to understand how 
our customers think we are performing. 

• The Transport Focus results are from surveys 
carried out between 15 September 2021 
and 6 February 2022

• The Wavelength data comes from surveys 
undertaken between 22 August 2021 and
5 February 2022, and is scored out of 10

At the Station:

The Transport Focus survey shows that c2c customers are more satisfied 
with stations than the average across other train operators in London & 
the South East. 

Transport Focus Survey 

c2c February 
2022

London & South East 
Average 2022

Overall satisfaction with the station 85% 80%

The most recent Wavelength data comes from 
surveys undertaken between 22 August 2021 
and 5 February 2022. The data shows c2c is 
performing broadly in line with the average for 

train operators in London and the South East, 
when it comes to customer satisfaction at our 
stations.

Wavelength survey 

c2c 2022
London & South East 

Average 2022

The station feels like a nice environment  76% 76%

The status of my train is visible 82% 82%

I can sit or stand comfortably 79% 79%

Wi-Fi is available at the station 76% 73%

On the Train:

Transport Focus is an independent watchdog for transport users and 
regularly undertakes surveys of train passengers. 

The latest data from Transport Focus is from 
surveys undertaken between September 2021 
and February 2022.  The feedback below 

shows that c2c was performing better on all 
key metrics measuring satisfaction with the 
train facilities. 

Transport Focus Survey

Train facilities c2c 2022
London & South East 

Average 2022

Overall satisfaction with the train 88% 81%

Frequency of the trains on that route 75% 73%

Punctuality/ reliability (i.e. the train 
arriving and departing on time)

92% 82%

Level of crowding on the train 80% 73%

Cleanliness of the inside 87% 81%

Reliability of internet connection 60% 58%

After Your Journey:

The Wavelength survey asks customers to appraise their journeys, and 
c2c performs slightly ahead of the average satisfaction rate among 
London train operators. 

Wavelength survey

c2c February 
2022

London & South East 
Average 2022

Appraising your journey 7.48 7.38
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Our Stations

Passenger Assist 

We want to make sure everyone who travels with us feels welcome 
on our trains. If you are disabled, have a non-visible impairment, or 
are elderly, you can pre-book assistance with our Passenger Assist 
Team for support with your journey.

We encourage customers to book 
assistance in advance as this helps us 
prepare for their arrival, but on occasions, 
we understand booking in advance is not 
always possible. 

We measure how we are performing 
with regards to ‘booked assistance’ 
and ‘unbooked assistance’. Measuring 
our performance allows us to better 
understand if we are meeting the needs 
of our customers. 

Booked  
Passenger Assist

100%
Completed successfully

Unbooked  
Passenger Assist

Completed successfully

99.08%

To book assistance, or further information please visit our website: 
c2c-online.co.uk/help-feedback/passenger-assist/ 

Statistics for the period (19 Sept 2021 - 5 March 2022)

Our ticket offices

We strive to maintain a great service for customers who use our ticket offices. 
Over the latest period have continued to strike a balance between, keeping 
ticket offices open during the prescribed opening hours, and ensuring public 
money is spent effectively. 

For more information about ticket office opening hours,in addition to information on 
Smartcards please visit: c2c-online.co.uk/tickets-and-fares/at-the-station/ 
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Customer Relations and 
Fault Reporting
When things do go wrong, our Customer Relations team works hard to address the 
problem and to provide a resolution. 

The mean average response time for 
complaints is 6.43 days

The Office of Rail and Road (ORR) collects 
data on passenger complaints and response 
times against the 20 working day target. 

Historic data and the latest ORR data can 
be found in the data portal on their website 
dataportal.orr.gov.uk/ 

ORR data: Complaint volumes 
for c2c, 2021-22 Q2 and change  
from 2020-21 Q2

1546 
2021-22 Q2

++47%47%
2020-21 Q2

ORR data: Percentage of 
complaints responded to within 20 
working days by c2c, 2021-22 Q2 
and change from 2020-21 Q2

100% 
2021-22 Q2

++4.6%4.6%
2020-21 Q2
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Fault Reporting

Up to March 2022 (periods 6-12)

Station On train

Car Parking            22 Lighting 0  

Heating 4

Ticket Buying 211 Train condition 29

Lighting 1 Plug sockets 0

Quality 27   Wi-Fi 1 

Toilets 7 Toilets 20

Other 12 Other 1

Total: 280 Total: 55

Of the above 335 “faults” below is a breakdown of how we were alerted to them:

Email 182

Letter/Comment Form 15

Telephone 18

Webform 116

Other 4

Up to Sept 2021 (Periods 1-5)

Station On train

Car Parking            12 Lighting 0  

Heating 9

Ticket Buying 228 Train condition 31

Lighting 0 Plug sockets 0

Quality 20   Wi-Fi 1 

Toilets 6 Toilets 14

Other 11 Other 10

Total: 277 Total: 65

Of the above 342 faults, below is a breakdown of how we were alerted to them:

Email 181

Letter/Comment Form 10

Telephone 28

Webform 120

Other 3
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Environmental performance stats

Carbon Emissions – Traction
MAA target versus result, 2020/21 37%

 Better than target

Carbon Emissions – Non-Traction
MAA target versus result, 2020/21 50%

 Better than target

Water Consumption
MAA target versus result, 2020/21 13%13%

 Better than target
13%

 Better than target

Total Non-Hazardous Waste
Target versus result, 2020/21 0%

On target

Site Energy
Total non-traction Kwh MAA reduction target 
Target versus result 2020/21

-3%
On target

Over the past 12 months, we have 
completed further installations of LED 
lighting to station platforms and car 
parks. We have additionally resolved a gas 
metering issue at one of our major sites 
which has enabled actual consumption data 
to be recorded rather than estimates.  We 
continue to divert all non-hazardous waste 
from landfill in line with our policies for 
waste and sustainability.  

As part of the Customer and Community 
Infrastructure Fund (CCIF) we will soon 
commence the installation of water-refill 
points at key stations; a programme which 
originally had been suspended during the 
pandemic. For the coming year, the c2c 
team have started engaging with customers 
to understand what initiatives the CCIF 
could deliver in 2022/3. 
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Environmental Performance
We also understand that our impact is not related to just related to the service we 
provide for our customer, but also how we affect wider society in the area we serve. 
We measure our performance annually on a range of environmental criteria:

The next annual set of performance stats is due in mid-2022, therefore the below 
stats represent our performance from 2020/21



Engage with us
We are always open to hearing what you think of our service. Whether it’s an issue you want to raise  

or if you just feel like giving us some feedback.

If you get in touch with Customer Relations: 

We will acknowledge your comment or feedback within one working day,  

and we will provide a response to you within 20 working days.

How to get in touch:

c2c social media
Our social channels are where you can hear about 

our latest offers and promotions. Tell us what you 

think of our service and how we could improve, or ask 

us a question to help you on your travels.

  @c2c_rail       c2c rail

Our social media policy will tell you about how you 
can expect to interact with us on these platforms and 
you can read more about them on our website   
c2c-online.co.uk/about-c2c/our-policies/ 
social-media/

c2c-online.co.uk
You can also get in touch  

through our website.  

Visit c2c-online.co.uk/contact-us/

Customer Relations
is available from 08.00 to 20.00 Monday to Friday 

and 0900 to 1600 on Saturdays, Sundays and Bank 

Holidays (except Christmas and Boxing Day when we 

will be closed). You can reach them by:

Email: contact@c2crail.co.uk

Phone: 03457 44 44 22, select option 6

c2c Customer Relations, 
FREEPOST ADM3968, 
Southend, SS1 1ZS

 Tweet the Manager
Our Tweet the Manager events give you an 
opportunity to chat face to face, or online, 
with our senior managers.

 Passenger Panel
At Passenger Panel meetings, we discuss 
service standards and performance issues with 
customers from across the route. If you have a 
suggestion for the improvement of our service, 
or are interested in joining the panel, email 
passengerpanel@c2crail.co.uk. 

@c2c_rail




