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Welcome to the LNER: On Track Customer Report,  
providing an update on how we’re performing, our latest 
news and what is coming down the line. 

2025 marked the 200th anniversary of the modern railway. As part 
of the industry-wide Railway 200 festival celebrations up and down 
the country, LNER joined the rail industry in commemorating the 
anniversary with a series of special events that brought the history of 
the railway to life and inspired future generations.

The standout moment came in the early 
hours of Sunday 28 September 2025, 
when LNER proudly welcomed the 
world-famous replica of Locomotion No. 
1 into Darlington station. Echoing the first 
passenger railway journey made  
by George Stephenson’s original engine  
two hundred years ago, an audience  
of special guests witnessed a once in  
a generation moment.

David Horne, Managing Director at LNER, 
said: “It was an absolute privilege to 
welcome the replica of Locomotion No.1 
to Darlington, and for our own Azuma 
‘Darlington’ to be involved in such an 
historic moment.”

“These two icons of rail are 
not just feats of engineering; 
they are reflections of the 
transformative power of 
innovation. Seeing them  
side-by-side shows the spirit of 
progress continues to thrive in 
the railway industry today.”

On the same weekend, BBC Radio 3 
hopped onboard our Highland Chieftain 
service for a special live broadcast. The 
Train Tracks programme featured live 
performances at different stops along 
the route and a curated selection of rail-
inspired music.

There were plenty of opportunities 
to look to the future of rail too. In the 
summer, LNER asked what train travel 
could look like in 50 years' time with 
the ‘Train of the Future’, partnering with 
Applied Futurist Tom Cheesewright. 
An innovative example of what a train 
carriage of the future may feature was 
brought to London King’s Cross, featuring 
360 degree views and augmented reality 
entertainment.

Rachel Pope, Head of Digital Experience 
Strategy at LNER said: “LNER has 
always been at the forefront of railway 
innovation, so it makes sense that now 
- while celebrating the last 200 years
of the modern railway - we also look
forward to what may be ahead.”

“From taking our beautiful views to 
the next level, to high-tech innovations 
in comfort and catering, through to 
continuing to drive sustainability in our 
sector - the possibilities shared by our 
futurologist are exciting.”

In collaboration with the National Railway 
Museum, LNER hosted two competitions 
for children to design the train or rail 
uniform of the future. The winners were 
treated to some money-can’t-buy prizes, 
including a journey on an Azuma in the 
driver’s cab, and a made-to-measure 
replica of the uniform they designed.

Back at Darlington station, the R200 
exhibition train Inspiration made a 
week-long stop as part of its journey 
across the country. LNER colleagues 
volunteered their time to assist onboard, 
welcoming school groups and visitors 
while helping to tell the story of history 
and innovation on the railway. They could 
test their engineering skills, learn more 
about the variety of roles available in the 
rail industry, as well as the wide range 
of opportunities on offer to the next 
generation.

Later in the year, we hosted a special 
Choral Evensong at Durham Cathedral 
to mark the bicentennial anniversary 
with representatives from across the rail 
industry, in celebration of the history, 
culture, and community found on the 
railway. In a poignant service lead by the 
Very Revd Dr. Philip Plyming, Dean of 
Durham, the ingenuity and innovation 
of the North East was celebrated 
and prayers of thanks offered for the 
profound effect the railway has had  
on the world. 

LNER leading 
the way through 
Railway 200



The next 
generation:
LNER reveals exciting new details of 
upcoming East Coast Main Line trains 
In February 2026, LNER announced that a new generation of 
comfort and speed is coming for LNER customers on the East 
Coast Main Line with the introduction of 10 state-of-the-art 
intercity trains, delivering improved journey experiences.

LNER released a fleet name and the 
latest interior images of the trains, built 
by manufacturer CAF and financed 
by Porterbrook, to show customers 
what they can expect following their 
introduction to the UK rail network in  
the coming years.

The new fleet will help support and 
accommodate strong demand for rail 
travel on the East Coast Main Line. 

Since Covid, LNER has seen a year-on-
year increase in customers, with more 
than 24 million customers in 2024-25.

To help them stand apart from the 
existing Azuma fleet, the new Class 897 
trains will be named ‘Serenza’*. The name 
is a hybrid of ‘serene’ and the Spanish-
style suffix ‘-enza’, evoking a feeling of 
peacefulness and calm, combined with 
energy, movement, and modernity.

Dr Linda Wain,  
Engineering Director at LNER, said: 
“This is an exciting milestone for LNER 
as we reveal an insight into what our 
customers can expect from their journeys 
in the future and unveil a name. Our new 
fleet will bring more comfortable, more 
reliable, and greener journeys across 
the East Coast Main Line for decades to 
come and we are looking forward to their 
introduction in the coming years.

“Reaching this stage has taken a huge 
amount of work and it has been great 
to work in partnership with CAF as we 
design this new fleet of trains.  
As LNER continues to welcome more 
customers onboard, these trains will be 
vital in helping to meet demand for train 
travel while delivering a new, modern 
experience for our customers.”

Rail Minister, Lord Hendy, said:  
“We’re investing in our railways and 
bringing train operators into public 
ownership to put passengers back at 
the heart of what the railway does. This 
new fleet will be introduced under Great 
British Railways and will make travel even 
better for passengers.”



Transformational LNER 
Timetable Introduced 
A new timetable designed to deliver 
thousands of extra LNER services and 
millions of additional seats per year was 
introduced in December 2025. 

Customers on the East Coast saw the 
biggest uplift in services in more than a 
decade following the launch of the new 
rail industry timetable on 14 December 
2025. For LNER customers it means an 
additional 10,000 services every year, 
an extra 60,000 seats per week, quicker 
journeys, and the opportunity for even 
more great value fares.

An hourly fast service between  
Edinburgh Waverley and London King’s 
Cross cuts journey times to around  
four hours ten minutes.

Additional capacity has been added for 
customers travelling to and from the 
North East of England with an extra train 
per hour between London and Newcastle, 
and customers in Yorkshire can enjoy 
quicker and more frequent journeys 
between many of the region’s stations 
and the English capital. 

Colleagues at LNER have been working 
hard, over many years, alongside teams 
at other train operators, Network Rail, 
and in the wider industry to successfully 
introduce this new timetable.

Speaking at the time, Warrick Dent, 
Safety and Operations Director at LNER, 
said: “The introduction of our December 
2025 timetable is a huge achievement 
and is testament to the hard work and 
dedication that has been shown by rail 
industry colleagues over many years. 

“A change of this size is a once-in-a-
generation occurrence and we are 
proud to see the timetable come to 
life, delivering faster and more frequent 
journeys for so many areas across  
our route.” 

Ellie Burrows, Eastern Regional 
Managing Director, Network Rail, said: 
“The industry has been preparing for 
many years for the new timetable, which 
will unlock thousands more seats, more 
frequent trains, and quicker journeys 
along the East Coast Main Line. Our 
priority now is to continue working 
together to deliver the long-term benefits 
of this timetable change, the biggest in 
over a decade, for our passengers and 
the communities we serve.” 

Bradford calling: LNER more than 
triples services to the UK city of culture 
LNER increased the number of direct services between 
Bradford Forster Square station and London by more than 
250% as part of the May 2025 timetable change, meaning  
an extra 36,000 seats are now available every week  
between the two cities.

The number of services is now seven 
trains per day in each direction from 
Monday to Saturday, with Sunday 
services doubling too. Alongside an 
additional 1.9 million seats per year, the 
extra services are estimated to contribute 
£4 million annually to the local economy. 

To mark the uplift in regional and national 
connectivity, publicly owned LNER 
hosted a colourful and vibrant celebration 
at Bradford Forster Square station, 
featuring the Bantam of the Opera choir, 
Bradford’s first all-women South Asian 
choir Song-Geet, and Noor Jahangir, a 
young peot and performer.

David Horne, Managing Director 
at LNER, said: “This is a huge boost 
in connectivity, both regionally and 
nationally, and one that we at LNER are 
proud to have been able to make happen. 
Bradford is a vibrant city with so much to 
offer. During a special year for the area, 
as it celebrated UK City of Culture status, 
we were thrilled to welcome customers 
onboard as an official travel partner  
of Bradford 2025.”



LNER Celebrates 50th birthday  
of National Railway Museum  
with striking new livery
In July 2025, LNER marked the 50th anniversary of the  
National Railway Museum with an eye-catching livery, which  
is still proudly displayed on one of its InterCity 225 trains.

Named ‘National Railway Museum  
50 Years 1975-2025’, the Class 91 
locomotive celebrates the Golden 
Anniversary and the long-standing 
partnership between LNER and the 
National Railway Museum (NRM) .  
The special livery has been supported  
by Eversholt Rail, from whom LNER 
leases the fleet. 

Featuring a colourful ribbon that runs 
across both sides of the locomotive and 
some of the most well-known objects 
in the museum’s collection, including 
Mallard and Duchess of Hamilton, the 
special livery was unveiled at an event at 
the National Railway Museum during the 
summer of 2025.

David Horne, Managing Director 
at LNER, said: “We are so proud to 
unveil this special livery to celebrate a 
major milestone in the history of the 

National Railway Museum which is, 
unquestionably, a railway institution.

“LNER has a relationship with the NRM 
that goes back many years. Some of 
the most significant locomotives and 
artefacts in its collection, such as Flying 
Scotsman and Mallard, were created by 
the original LNER following its inception 
over a century ago.” 

Craig Bentley, Director of the National 
Railway Museum said: “We are thrilled 
to see LNER mark the National Railway 
Museum’s 50th birthday with this  
vibrant livery. 

“Our long-standing relationship with 
LNER is something we truly value, and 
in the railway’s bicentenary year, it feels 
especially fitting that our own anniversary 
will be celebrated and seen by thousands 
of passengers out on the network.”

Hollywood style walk of fame 
honours the unsung female 
heroes of the railway industry
Trailblazers Elizabeth Holman, Gladys 
Garlick, and Betty Chalmers were among 
the women honoured by LNER when two 
Hollywood walk of fame-style installations 
were unveiled at London King’s Cross 
and York stations in celebration of 
International Women’s Day 2026. 

The stars highlighted the incredible 
contribution of women within the rail 
industry - both past and present, many 
of whom had never had their stories told. 
Women celebrated include Elizabeth 
Holman who was one of the earliest 
known women to work on the British 
railway, disguising herself as a man 
to take on dangerous and physically 
demanding railway construction work.

Nellie Nelson, who worked as a porter for 
LNER at York station during the Second 
World War and Gladys Garlick who 
served as one of the first LNER female 
guards at this time, both received a star.

Gladys’ daughter, Lesley Cook, said: 
“Seeing my mother’s legacy live on for 
her unwavering dedication to the British 
railway is such a special moment. It’s truly 
incredible to see a light shone on her 
story, and all the other women who are 
receiving the recognition they deserve.”

Modern day women honoured include 
inspirational female LNER train drivers 
too. Helen Donagher heroically helped 
save someone’s life by swiftly stopping 
her train and disembarking to administer 
crucial first aid, while Rezwana Rahman 
became the first LNER female train driver 
to wear a hijab.

LNER has been a leading example for 
gender diversity and equality in the 
transport industry. Its latest data report 
reveals that 45 per cent of its workforce 
is female, compared with the industry 
benchmark of 17.4 per cent.

Paula Bullock,  
People Director at LNER, said:  
“Gender equity in the transport industry 
– particularly within rail – is something 
we’re deeply passionate about and firmly 
committed to improving at LNER. We 
want rail to be a place where women feel 
they belong, where their contributions are 
visible and valued, and where they have 
equal opportunities to lead and succeed.”

Visit LNER.co.uk to read more the 
incredible stories of these women.



Skills for life: LNER shines spotlight 
on apprenticeship achievements 
LNER colleagues shared how 
apprenticeships helped shape their 
careers, in a celebration of their skills 
and contributions as part of National 
Apprenticeship Week in February 2026.

Among those sharing their story  
about the opportunities in the rail 
industry is engineer, Alexander Stark,  
who featured alongside colleagues in 
a special short film created to mark 
Apprenticeship Week

After making a positive impression on 
his rail engineer degree apprenticeship, 
Alexander was promoted to Production 
Support Engineer, working on the LNER 
InterCity 225 fleet: “Ever since I started 
my apprenticeship, working on the 225s 
was one of my goals from an engineering 
point of view. 

“It has been such a great opportunity 
to learn from a really experienced team, 
and it has prepared me for working with 
different departments in high-pressure 
environments.” 

During the 2024-2025 period, more than 
one hundred of LNER’s workforce started 
an apprenticeship, including 31 train 
managers, 38 drivers, and 33 other roles.

Having started out at LNER working 
onboard as a Customer Experience 
Host, Karra Davis took the next step in 
her career through the Train Manager 
apprenticeship. Now that she’s fully 
qualified, Karra said: “There’s so much 
responsibility that comes with being a 
Train Manager, but I was so excited to get 
started after my training. Everyone was 
so supportive, and it’s nice that I’m now in 
a position where I can help support newer 
Train Managers!” 

Train Managers like Karra complete a 
nine-month apprenticeship programme 
at LNER, building their skills through 
classroom training, mentoring and 
assessments. 

Speaking of the opportunities available, 
Adam Smallwood, Apprentice 
Programme Manager at LNER, said: 
“The apprenticeships on offer at LNER 
provide unique opportunities across 
all areas of the business for people to 
develop ‘Skills for Life’. Supporting our 
apprentices take the next steps in their 
careers is a great source of pride, and  
we would encourage anyone to consider 
a career in rail.” 

Further information about 
apprenticeships at LNER can be found 
LNERJobs.co.uk/Jobs/Apprenticeships 

Keeping customers moving:  
The technology helping LNER and 
Network Rail run an on-time railway 
Getting customers to their destinations safely and on time are 
key priorities for both LNER and Network Rail. Thanks to some 
new technology, that’s an even greater reality. 

The two rail companies have partnered 
up to install equipment across the LNER 
Azuma and InterCity 225 fleets which 
monitors the condition of the East Coast 
Main Line and beyond. 

Pantograph Damage Assessment System 
(PANDAS) and Automated Intelligent 
Video Review (AIVR) constantly assesses 
overhead line equipment (ole) to track 
and report any potential damage. It helps 
engineers to proactively fix any issues 
before they can lead to severe disruption, 
which can cost the taxpayer millions of 
pounds each year and delay customers 
for hours. 

The PANDAS equipment is fitted on 
the roof of a train, including part of it 
on the pantograph, and uses artificial 
intelligence and machine learning to 
continuously analyse pantograph and 
overhead line interactions, providing 
accurate, up to date information to 
Network Rail engineers. 

AIVR uses underbody cameras, which 
capture line-scanning data, providing 
engineers with a comprehensive capture 
of the track. 

Between the two systems a full analysis 
of the East Coast Main Line can be 
captured in days, with both systems area 
already delivering results.

In the last 12 months, PANDAS has 
driven the removal of 19 overhead line 
defects that may have gone on to cause 
significant issues with the overhead wires. 

Without PANDAS, it’s believed these 
defects could have caused least 11 days 
of delay, potentially causing customers 
to miss connections and costing the 
industry thousands of pounds in Delay 
Repay compensation. 

Gunnar Lindahl, Joint Operations 
Director, LNER and Network Rail, 
said: “We want to provide our customers 
with the best possible journey when they 
travel by train. We know how frustrating 
it can be when trains are delayed or 
cancelled by infrastructure problems, and 
this technology actively combats that. 

“LNER and Network Rail are working 
more closely than ever, running a safe, 
reliable railway, connecting millions of 
customers across the East Coast Main 
Line and beyond.” 

http://LNERJobs.co.uk/Jobs/Apprenticeships


Working  
with our 
communities
Over the past year,  
we have continued to support 
communities across our route, 
working collaboratively with 
Community Rail Partnerships 
(CRPs), charities, and local 
stakeholders to make a 
positive impact. 

We have strengthened our partnerships 
with CRPs, supporting the delivery of 
projects that bring direct benefits to  
local communities. These initiatives 
include heritage restoration, tourism 
support, dementia-friendly train 
trips, youth rail education, and even 
attempting to set new world records.

The important work of our CRPs  
was recognised at the Community Rail 
Awards, where several LNER-supported 
partnerships received awards for  
projects focused on the arts, heritage, 
and inclusion. 

Our partnership with mental health 
charity CALM continued into its eighth 
year. LNER colleagues took part in 
a charity cook-off and supported 
Samaritans’ Blue Monday campaign, 
helping to raise vital funds both onboard 
trains and in stations. 

We also continued our partnership with 
York Festival of Ideas, which offered more 
than 200 free events, performances, 
exhibitions, and family-friendly activities 
to the local community. Meanwhile, 
colleagues proudly represented LNER 
at the first Edinburgh Tartan Parade, 
celebrating Scottish culture and heritage. 

Throughout 2025, the LNER Customer 
and Community Investment Fund 
supported a diverse portfolio of 
community-led projects aligned with our 
responsible business priorities: better for 
people, planet, and places. 

A total of 22 projects across England and 
Scotland were selected to receive funding 
from nearly 500 applications submitted 
by community groups and charities 
based along the LNER route. The 
successful projects were chosen through 
a public online poll conducted via LNER 
social media channels. 

These projects have delivered meaningful 
benefits to thousands of people 
across the UK. Funding has supported 
organisations such as Bradford based 
Step2 and Rise, a charity who work in 
Berwick-upon-Tweed. Both organisations 
focus on improving children and young 
people’s mental health, emotional 
resilience, and physical wellbeing.

Environmental charities such as the Aire 
Rivers Trust in Leeds, who work with 
volunteers to improve water quality 
and biodiversity in the River Aire, and 
the Yorkshire Wildlife Trust, who have 
transformed an area of former arable land 
in Doncaster into a wildlife haven, have 
also benefitted from LNER funding. 

Charities which provide training and 
employment opportunities, such 
as North-East based Recyke y’Bike 
(Byker), who provide training in bicycle 
refurbishment and maintenance and 
The Highland Employability Project, 
who deliver employability programmes 
for 16–25-year-olds also received vital 
funding to carry on their important work. 

Michael Ali, Health Integration Strategic 
Lead at Rise, said: “The LNER funding 
has allowed us to continue delivering vital 
support to young people in our area.  
Our programmes are not just about 
physical activity — they’re about hope, 
building communities, and creating  
long-term change.” 

Chloe Love, Service Lead at Step2, 
added: “The funding from the LNER 
Customer and Community Investment 
Fund means we can reach more young 
people and help them develop the skills 
to cope with life’s inevitable challenges.”

Improvements in rail accessibility also 
remained a priority. Our Accessibility 
Panel were consulted over a range of 
issues. They reviewed the Delay Repay 
process, provided recommendations 
and suggested improvement for screen 
readers and translation into BSL. 

Following the refurbishment of the 
Passenger Assist lounge at Edinburgh 
Waverley, the panel was consulted on the 
next phase of the Station Improvement 
Programme. This included reviewing a 
number of Passenger Assist lounges 
across the route, and providing feedback 
on signage, seating, and use of colour 
and texture. 

The panel also contributed to plans for 
future ticket machine design and the 
development new CAF fleet, with the vast 
majority of their recommendations being 
incorporated into the final train design. 
Further consultation with the panel will 
continue throughout 2026 as the  
projects progress.



Our service  
quality measures
Our Service Quality measures help us monitor how well we’re performing 
across our trains and stations, focusing on the things that matter most to our 
customers - from well‑maintained facilities to great customer service.

We gather regular feedback through our Customer Satisfaction survey, which helps us 
to understand where we’re delivering and where we can improve. 

 We work toward a range of key performance targets which are part of our service 
agreement with the Department for Transport. These targets guide our focus and 
ensure we are delivering for our customers and communities. 

Performance Targets, KPIs and  
Service Agreement requirements

DfT Target 
FY 25/26 (average 
period response) 

Overall Customer Satisfaction 69% 69.9% 

Satisfaction with information  
in disruption 68% 69.8%

Customer complaints per  
100,000 journeys n/a 110 

Condition of station facilities 90% 95.4%

Station cleanliness 85% 89.0%

Ticket buying facilities 97% 99.3%

Condition of on-train facilities 98% 98.9%

On-train cleanliness 85% 90.6%

Station cleanliness fell below target in 
one period (P10 - 7 December 2025 to 3 
January 2026), following the mobilisation 
of a new cleaning contract and the 
launch of the new industry timetable, 
which introduced an extra 60,000 
seats per week to the route. Transitional 
challenges, including recruitment 
delays in some locations and temporary 
staffing pressures from the Christmas 

period and short-term sickness, affected 
performance, particularly in the North 
and North East, while Central and 
Southern regions remained strong.  
A Performance Improvement Plan has 
since been implemented, aligning  
staffing to operational needs and has 
driven an improvement in cleanliness 
scores in the North. 

We’re committed to delivering a reliable, welcoming and 
comfortable experience every time you travel with us. 

As part of our Service Agreement 
with the Department for Transport 
(DfT), we work towards a range of 
operational targets. Beginning in April, 
our performance is reported in four‑week 
periods, with 13 periods making up 
each reporting year. A summary of our 
performance for the full year 2025/26 
is available over the next few pages. 
Punctuality and station cancellations fell 
below performance target in two periods. 

Period 5 performance was impacted by 
external and infrastructure incidents, 
including traction power supply failures, 
a damaged bridge near Newcastle, and 
very sadly fatalities. To address incidents 
of trespass and fatalities, LNER continues 
to work closely with the British Transport 
Police, Network Rail, local authorities, 
Samaritans, and CALM (Campaign 
Against Living Miserably) and security 
patrols remain deployed at high-risk 
locations.

To improve power supply reliability, 
Network Rail carried out enhanced 
inspections, including drone surveys, 
to identify overhead line equipment 
components requiring replacement. 
Network Rail also reviewed processes 
for working under bridges to reduce the 
risk of asset damage and renewed key 
components on critical track points to 
improve reliability and reduce delays and 
cancellations. 

Period 11 performance was affected 
by infrastructure and weather-related 
incidents. A broken track joint at Yaxley at 
the start of the period disrupted services 
for two days. To mitigate infrastructure 
issues, LNER has partnered with Network 
Rail to install PANDAS track monitoring 
systems on the Azuma fleet. More 
information about PANDAS can be  
found earlier in this report.

Network Rail carried out a programme 
of track renewals along the route, 
with significant work delivered during 
weekend closures between London and 
Peterborough. Severe weather, including 
Storm Chandra and heavy snowfall in 
Scotland, also impacted the network. In 
response, Network Rail has undertaken 
drainage clearance, water jetting, and 
targeted renewals to reduce flood risk. 
Remote CCTV is also being installed at 
high-risk locations to minimise the  
need for speed restrictions during  
severe rainfall. 

How we’re performing 
for our customers



Passenger Assist P1 - P13 25/26

Total Number of Bookings 262,869

Total Number of Bookings Fulfilled 244,851

Not Fulfilled* 18,018

Number of faults notified to LNER P1 - P13 25/26

Ticket buying facilities 1131

Information provision 2519

General environment 512

Where the fault is not resolved in 20 days - progress update 
provided within 20 days 100%

Where the fault is not resolved in 20 days - progress update 
provided within 30 days 100%

Train Faults P1 - P13 25/26

Toilets 595

Seats 455

Wi-fi 38

Power sockets 294

General environment 124

Average time taken to resolve the fault 3.0 days

Customer Complaint Handling P1 - P13 25/26

ORR Stats on Complaints 96.30%

Customer Complaints per 100k journeys 109.7

Total number of complaints received 33,151

Total number of complaints closed 31,263

Complaints responded to in 20 days 97%

Performance Targets, KPIs and  
Service Agreement requirements

LNER P1-P13 25/26 
Average Scores

DfT Target 
FY 25/26

Punctuality at each stations within 3 mins of  
Scheduled Time 72.40% 68.30%

Punctuality at each stations within 3 mins of  
Scheduled Time – moving annual average 72.40% N/A

All Stations Cancellations 2.20% 3.0%

All Stations Cancellations - moving annual average 2.20% N/A

Overall Customer Satisfaction - moving annual 
average 69.90% 69.0%

Satisfaction with Information in Disruption –  
moving annual average 69.80% 68.0%

Condition of Station Facilities 95.40% 90.0%

Station Cleanliness 88.80% 85.0%

Ticket Buying Facilities 99.30% 97.0%

Condition of On-Train Facilities 99.00% 98.0%

On-Train Cleanliness 90.70% 85.0%

Percentage Revenues At Rick to Ticket less Travel 1.08% 1.23%

Delay Minutes per 1000 Train Miles caused by LNER 3.76 N/A

Delay Minutes per 1000 Train Miles caused by  
LNER - moving annual average 3.76 N/A

Part or fully cancelled services caused by LNER 0.70% N/A

Part or fully cancelled services caused by  
LNER - moving annual average 0.70% N/A

Services with fewer seats than planned 0.12 N/A

Services with fewer seats than planned –  
moving annual average 0.12 N/A

Ticketing & Staffing - Ticket Office Opening Hours 98.81%

Customer Complaints per 100,000 journeys 109.7 N/A

CO₂ Emissions from train energy use (tonne CO₂ e) 5776 N/A

CO₂ Emissions from Stations, Depot and  
Office Energy Use (tonne CO₂ e) 1,053,598 N/A

Total Waste Generated (tonnes) 98.93 N/A

Reducing Waste to Landfill & Incineration (%) 33.70% N/A

Our performance continued -> Our performance continued ->



If you have anything to share, we’d genuinely love to hear from you. 

Email us: Customers@LNER.co.uk
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