
First Rail 
overview We are one of the UK’s most experienced 

rail operators, running every type of service, 
from Cornwall to Scotland.

We are a leading train operator, with experience 
of running every type of service – long distance, 
regional, commuter and sleeper services.
We have two franchises – Great Western Railway (GWR) and 
TransPennine Express (TPE) – plus an open access passenger 
service, First Hull Trains. We also operate the Tramlink service 
on behalf of Transport for London and the Heathrow Connect 
service with Heathrow Airport.

As one of the most experienced operators in the UK, we are 
uniquely positioned to work with our partners to add value and 
improve services. We employ 7,500 people and carried more 
than 140m passengers in 2015/16.

We have a track record of success. Even through the recession 
our rail services have delivered growth – our franchises have 
grown passenger numbers by 70m since 2006-07. Our 
success in doubling passenger numbers on Transpennine 
Express was rewarded by winning the competition to retain the 
franchise. The new operation began in April 2016 and will run 
to at least 2023.

We have signed a deal with the Government to run the Great 
Western franchise until April 2019, continuing to serve South 
Wales, the Westcountry, the Cotswolds, and Southern England. 
We are marking the huge investment to modernise the route 
by renaming our service Great Western Railway. GWR is the 
current Rail Business of the Year, highlighting work done in 
partnership with Network Rail to keep the west moving after 
unprecedented flood damage in 2014; and for the ‘Building  
a Greater West’ marketing campaign.

We are embracing new technology to enhance the customer 
experience. The customer app for our operating companies 
has been downloaded more than one million times; we are 
working with councils in Yorkshire and Bristol to introduce 
smart ticketing and we have led one of the largest roll outs  
of free Wi-Fi on the UK rail network.

Across all our operations, we are working in partnership with 
industry partners and local stakeholders to provide better rail 
services, keeping people moving and communities prospering 
across the country.

Our services are award-winning: 
Great Western Railway is Rail 
Business of the Year

Across our rail services we 
carried 140m passengers  
in 2015/16

140m
Punctuality and performance
scores are around 90%  
in our franchises 

90%

We operate 1,200 diesel and 
electric rolling stock vehicles and are 
introducing new fleets in our TOCs

1st

Summer 2016



TransPennine Express 
TPE began its new franchise to run intercity rail operations  
in the North and Scotland on 1 April 2016. 
Over the next seven years, TPE will oversee an investment 
of more than £500m, which includes new and refurbished 
rolling stock and which will lead to an 80% rise in capacity 
at the busiest times of the day and provide 13m more seats. 
We will increase connections between the largest cities  
in the North and Scotland by 55% by 2019; the customer 
experience on our services will be reimagined with improved 
catering, more seats, faster trains, innovative ticketing 
systems and shorter journey times. 
We are also committed to improving our response to delays 
and cancellations, with an automatic delay repay system 
implemented within 12 months and Wi-Fi at all TPE stations 
in 2017. 
We are proud to contribute to the Northern Powerhouse 
and will work hard to create an outstanding intercity rail 
service that will take the North further.
Great Western Railway 
With the start of the new GWR direct award in September 
2015, we launched new branding which reflects the line’s 
182-year-old heritage. We bring our experience of managing 
the route over many years to ensure the successful delivery 
of the £7.5bn Great Western Mainline modernisation 
programme. 
Alongside this investment in the network, there will be 
a substantial fleet upgrade. As well as the new InterCity 
Express fleet, which will serve Bristol and South Wales,  
we will procure 29 new long distance trains to serve Devon 
and Cornwall, creating more than 1,000 additional peak-
time seats into and out of Paddington every day. Overall,  
we will create 3m more seats across the network by 
December 2018, as well as quicker journey times and  
more frequent services.
In March 2016 we finalised a formal alliance between 
GWR and Network Rail covering five key areas of working, 
such as joint planning for major upgrades to help minimise 
disruption for passengers as much as possible. A similar 
partnership has been signed with TPE.
New East Coast service 
The Office of Rail and Road (ORR) recently approved our 
application for a new low fare, high quality open access 
services between London, north east England and 
Edinburgh, offering a single class of service on a new fleet  
of trains designed to encourage travellers to switch from  
air or coach travel to rail. 
The ten-year track access agreement will allow us to start 
running five trains a day each way by 2021, with the aim of 
attracting passengers flying between Edinburgh/Newcastle 
and London – the majority of fares will be £20 or less.
First Hull Trains  
Our open access service is the UK’s most popular train 
operator; over the past three years, it has regularly achieved 
first place in Transport Focus’s independent National Rail 
Passenger Survey. We are proud to support Hull City of 
Culture 2017.

Improving rail services across the country Our Train Companies

Passenger 
Journeys 
(2015/16)

104m

30m

0.9m

Performance* 
(P1, 2016/17)

92.2%

89.4%

90.9%

Weekly 
Services

9,990

1,620

90

84%

83%

97%

Great Western Railway

TransPennine Express

Hull Trains

Passenger Satisfaction 
(National Passenger 
Survey, Autumn 2015)

More than 40 
schemes benefit 
from GWR’s 
£2.2m Customer 
and Communities 
Improvement Fund, 
supporting social 
need in areas we 
serve. 

TPE offers half-
price travel for 
jobseekers and 
16-18 year olds 
and is introducing  
automated 
delay repay 
for registered 
customers

* Public Performance Measure (PPM)

We value our 
employees 
– both GWR 
and TPE have 
been awarded 
the prestigious 
Investors in People 
Gold status

For more information visit: www.firstgroupplc.com

About our Train Operating Companies
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