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In 2022, the first element is about recovery as we 

emerge from Covid

The contract
2 Key Principles: 

Collaboration is a fundamental principle that 

underpins our way of working

Flexibility as we continue to adapt to changing 

requirements and customer needs post pandemic 

Key areas of work 

Timetables and performance

GTR recognises a safe on-time, reliable train service 

is the most significant driver of customer satisfaction

and is critical in attracting customers back to the railway

Customers and Communities 

Our customer experience will support our initiatives to 

welcome back customers, attract new passengers 

and reach out to support the communities we serve



Key areas of focus

Recover & 
Modernise

Growing 
passenger 

numbers back 
from the 

pandemic

Providing a safe, 
on time and fit 
for the future 

service

Striving to make 
our railway 

accessible for 
all

Investing, 
improve and 

innovate for our 
customers and 
communities

Becoming the 
most 

environmentally 
friendly train 

operator

Bringing 
diversity and 

inclusion at the 
heart of our 
workforce

Bringing people together, 

rebuilding local economies



Our service offer

capacity resource

affordability



Source: ORR Rail Industry Finance Report 
2019-2020 & 2020-2021

Rail funding



Anytime or Peak
18%

Missing Anytime or 
Peak
12%

Off Peak
28%

Missing 
Off Peak 

6%

Advance
13%

Missing Advance
3%

Season ticket
6%

Missing Season ticket
14%

Source: ORR Table 
1212 – Passenger 
revenue by ticket 
type

Average passenger 
demand = 65% pre-

covid

Revenue recovery = 
60% of pre-covid

£1,696bn revenue
£1,128bn missing v 

pre-covid

National revenue recovery (Oct-Dec 2021



NR/GTR ‘One Plan’ 
to improve 
reliability

A reliable 
timetable, 

protecting key 
services, 

financially 
sustainable in 

2022 

Ambition is to 
grow the service 
to meet customer 
needs when the 
time is right and 
we can afford to 

do so

Continue carefully 
monitor demand, 

engage with 
stakeholders and 

partners

Adapting to 
customer demand 
and new patterns 

of travel, a starting 
point 

A safe, on-time railway fit for the future 



Gatwick Express return



Aim to grow passenger numbers so our regional 

economies flourish once again, and the rail 

sector is sustainable 

Rebuilding our customer base 


