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8th February 2019 
 
Dear Edward, 
 
SCOTRAIL FRANCHISE - REMEDIAL PLAN NOTICE  

FAILURE TO MEET OVERALL PASSENGER SATISFACTION TARGET 

 
I write to notify the Committee that in accordance with the contractual options available to 
Scottish Ministers on 7 February 2019, we have issued a further, separate Remedial Plan 
Notice to ScotRail in relation to Passenger Satisfaction targets.  
 
This Notice sets out the terms of the Agreement that (in the opinion of Transport Scotland) 
ScotRail is likely to contravene during 2019/20.  
 
The National Rail Passenger Survey (NRPS) provides a network-wide picture of customers’ 
satisfaction with rail travel.  It is the largest GB-wide survey of passenger satisfaction 
collected for each Train Operating Company (TOC).  Almost 60,000 passengers are asked 
about their journeys every year.  Customer opinions of train services are collected twice 
yearly with passengers’ overall satisfaction and satisfaction with 41 specific aspects of 
station and on-board facilities being assessed. 
 

The ScotRail Franchise is the one of the few franchises in the UK which has specific KPIs 
linked to the National Rail Passenger Survey. (NRPS). The decision to include a KPI in the 
scotrail contract reflects the commitment of the Scottish Government to the interests of 
passengers. 
 
One NRPS KPI is a target for overall satisfaction – as measured by the twice-yearly National 
Rail Passenger Survey (by Transport Focus) in Autumn and Spring.  
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Given the score that ScotRail attained for Overall satisfaction (79%) in the latest National 
Rail Passenger Survey (Autumn 2018) published by Transport Focus on 29 January 2019, 
we are of the view that its likely that the franchisee will not attain the passenger satisfaction 
KPI target of 88.5%, with the next survey (Spring 2019) due to be published in June 2019.  
The specific franchise contraventions are: 
 

 Paragraph 12.1 of Part 2 of Schedule 7.2 of the Franchise Agreement   

 Paragraph 13.1(a) of Part 2 of Schedule 7.2 of the Franchise Agreement   
 
  
Our rationale for serving a remedial plan notification now reflects our commitment to 
passengers. It is better to serve the notice on the basis that it is likely that ScotRail will not 
meet the KPI rather than wait that on the next set of results confirming this as this will require 
ScotRail to prepare and initiate a remedial plan without delay.  
  
On receipt, Scottish Ministers will consider if they are satisfied with ScotRail’s proposals for 
securing future compliance with the contract. If satisfied, we will enter into a Remedial 
Agreement with ScotRail to implement those steps. 
 
ScotRail has been given a time period of twelve weeks (from today’s date – by 3 May 2019) 
to prepare and submit a Remedial Plan to my officials at Transport Scotland.  
 
It is important that ScotRail is given the appropriate amount of time to prepare a robust plan 
in the interests of both passengers and the train operator.  
 
Clearly there will be synergies and close linkage with the remedial plan notification served 
previously on ScotRail on 24 December 2018 in relation to punctuality and reliability targets.  
Indeed Transport Focus who conduct the surveys, cite train performance/cancellations as 
one of the main factors of passenger dis-satisfaction. 
 
I will update the Committee on 13 March 2019 on progress made by ScotRail to address 
these passenger satisfaction issues as well as previously notified remedial plan notice on 
performance issues, which is essential to fully realise our transformational investment 
programme to deliver a railway which delivers the benefits of more seats and services on a 
consistently reliable basis. 
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