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Date issued:  2nd of March 2026

Freedom of Information Request 28/26

You asked us…

The number of complaints regarding cleanliness year-on-year since 2021.
If possible, this should be broken down by route as well as year. 

RESPONSE

Please see the below information in relation to your request.

Please note, Complaint information exists from the 13th  of August 2024. Transport for Wales does not have any detailed data previous to this, but categories are reported on the ORR website - Table 4133: Complaints categories by operator | ORR Data Portal


	Route
	13th August 2024 to the 
31st Dec 2024 
	2025
	2026 so far 

	Cambrian 
	8
	28
	11

	Cardiff Central to Cheltenham Spa Line
	3
	1
	0

	Chester to Crewe
	2
	2
	0

	Heart of Wales Line
	1
	6
	3

	Llandudno to Manchester 
	6
	10
	1

	Marches 
	29
	82
	13

	North Wales - South Wales 
	9
	10
	0

	North Wales coastline 
	4
	20
	2

	South Wales Valleys 
	16
	21
	0

	Swan line 
	1
	5
	1

	West Wales 
	4
	9
	1

	Ebbw Vale 
	0
	1
	0

	Liverpool to Wrexham 
	0
	1
	0

	Shrewsbury to Birmingham International 
	1
	5
	0

	
	
	
	

	
	
	
	

	Station 
	13th August 2024 to the 
31st Dec 2024 
	2025
	2026 so far 

	Aberystwyth
	1
	4
	0

	Bangor
	0
	2
	0

	Bargoed
	0
	2
	0

	Barry 
	0
	1
	0

	Barry Docks
	3
	5
	0

	Barry island 
	0
	1
	0

	Birchgrove
	1
	2
	0

	Borth 
	0
	1
	0

	Bow Street 
	0
	2
	0

	Cadoxton
	1
	0
	0

	Caerphilly
	4
	3
	0

	Caldicot
	0
	1
	0

	Cardiff Central
	14
	29
	1

	Cardiff Central Bus Stn
	1
	0
	0

	Cardiff Queen Street
	1
	0
	0

	Carmarthen
	1
	3
	2

	Cathays
	0
	1
	0

	Chepstow
	1
	2
	0

	Chester
	3
	11
	1

	Chirk
	0
	1
	0

	Cogan
	2
	2
	0

	Cross keys 
	0
	2
	1

	Cwmbran 
	0
	0
	4

	Ebbw Vale Parkway
	0
	8
	0

	Ebbw Vale Town
	0
	1
	0

	Energlyn & Churchill Park
	0
	1
	0

	Ffairfach
	0
	0
	1

	Gowerton
	1
	1
	0

	Haverfordwest
	7
	0
	1

	Hawarden
	1
	0
	0

	Heath High Level
	1
	2
	0

	Hengoed 
	0
	2
	0

	Kidwelly
	0
	1
	0

	Kilgetty
	0
	1
	0

	Leominster
	0
	1
	0

	Llanbradach
	0
	0
	1

	Llandaf
	0
	0
	1

	Llandelio
	0
	1
	1

	Llandudno
	1
	0
	0

	Llandudno Junction
	3
	4
	0

	Llanelli
	4
	2
	0

	Llangadog
	0
	2
	0

	Llanharan
	0
	1
	1

	Llanishen
	0
	1
	0

	Llansamlet
	0
	4
	0

	Llanfairpwll
	1
	0
	0

	Llanhilleth
	1
	0
	0

	Llwynypia
	1
	0
	0

	Maesteg
	0
	2
	0

	Narberth
	0
	0
	1

	Neath 
	0
	3
	0

	Newport (South Wales)
	1
	11
	0

	Penarth
	1
	0
	0

	Pembrey & Burry Port
	0
	7
	0

	Pentre-bach
	1
	0
	0

	Pembroke Dock
	0
	6
	0

	Pencoed
	0
	3
	2

	Penrhiwceiber
	0
	1
	0

	Pontyclun
	1
	0
	0

	Pontypool & New Inn
	1
	1
	0

	Pontypridd
	0
	1
	0

	Port Talbot Parkway
	3
	3
	0

	Porth
	4
	0
	0

	Prestatyn
	1
	1
	0

	Pwllheli
	0
	2
	0

	Radyr
	0
	1
	0

	Rhosneigr
	0
	1
	0

	Rhyl
	0
	1
	0

	Ruabon
	0
	1
	0

	Sarn
	1
	0
	0

	Shrewsbury
	2
	3
	0

	Swansea
	4
	5
	0

	Taffs Well
	1
	0
	0

	Tenby
	2
	1
	0

	Ton Pentre
	0
	1
	0

	Tonypandy
	0
	1
	0

	Trefforest
	0
	1
	0

	Trefforest Estate
	0
	2
	0

	Treorchy
	0
	0
	1

	Trehafod
	0
	1
	0

	Welshpool 
	0
	1
	0

	Whitchurch (Shropshire)
	0
	2
	0

	Upton
	1
	0
	0

	Ystrad Mynach
	0
	0
	1




We hope this information is of use to you.

Yours sincerely,  
 
Transport for Wales

Appeal Rights
If you are unhappy with the way your request has been handled and wish to make a complaint or request a review of our decision, please write to the Head of Freedom of Information at either Transport for Wales, 3 Llys Cadwyn, Pontypridd, CF37 4TH or freedomofinformation@tfw.wales. Your request must be submitted within 40 working days of receipt of this letter. If you are not content with the outcome of the internal review, you have the right to apply directly to the Information Commissioner for a decision. 
The Information Commissioner (ICO) can be contacted at Information Commissioner's Office, Wycliffe House, Water Lane, Wilmslow, Cheshire, SK9 5AF or you can contact the ICO through the 'Make a Complaint' section of their website on this link: https://ico.org.uk/make-a-complaint/ 
The relevant section to select will be "Official or Public Information".
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