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Planning and Performance of January 2025 Planning & Technical Dep

0 to 10 minute PPM  87.3%

Decreased From Last Month By 4.8%

Cancellations   0%

Right Time Arrivals  52.3%

Services Planned  463

Delay   130.1Hrs

KPIs

0 to10 minute PPM 90%

Cancellations ≤1.9%

0 to 10 minute PPM  90.5%

Change From Last Month By 2.48%

Cancellations   0%

Right Time Arrivals  57.8%

Services Planned  663

Delay   134.9 Hrs

Environmental Impact

50,505 Cars off Road with

4,477,020 Kg of Emissions

0 to 10 minute PPM  98.0%

Increased From Last Month By 3.1%

Cancellations   0%

Right Time Arrivals  81.0%

Services Planned  200

Delay   4.8Hrs

KMs

PAX Trains  280,710

ECS/SBY  95
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Planning and Performance 
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Planning and Performance (NSR)

*290 minutes delay

*290 minutes delays at final destination. 

Top 3 Delays by code

Delay Code Delay mins %

Passenger Wheels(indirect) 120 41%

Points Failure (S&T) 70 24%

Point Failure 49 17%

Delay by Business units

Rolling Stock 127

S&T ( Infra) 83

Infrastructure Maintenance 49

External (Other) 26

Passenger Operations 5

Total 290

44%

28%

17%

9%

2%

Delays Attribution by Business unit

Rolling Stock
(passenger)

S&T ( Infra)

Infrastructure Maintenance

External (Other)

Passenger Operations
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Planning and Performance (EWR)

*7800 minutes delay

Top 3 Delays by code

Delay Code Delay mins %

RSM Passenger Request 1955 32%

Track Defect 871 14%

SAR Business Decision 744 12%

*7800 minutes delays at final destination & intermediate stations. 

Delay by Business units

Rolling Stock(Passenger) 3158

Passenger Operations 1771

S&T ( Infra) 909

External (Other) 793

SAR 676

Infrastructure Maintenance 448

Other 45

Total 7800

47%

17%

14%

14%

6%

1% 1%

Delays Attribution by Business unit

Rolling Stock(Passenger)

Infrastructure Maintenance

SAR

External (Other)

Structure Maintenance

S&T ( Infra)

Maintenance Of Way
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• 0% cancellations reported against a target of 1.9%.
• 98.0% 0 to 10 minutes PPM against a target of 90%.
• 100% Riyadh depot presentation.

* Percentages for the whole month.

Planning and Performance (NSR) 

Item
5 Jan 25 to 

11 Jan 25
12 Jan 25 to 

18 Jan 25
19 Jan 25 to 

25 Jan 25
26 Jan 25 to 

1 Feb 25

Cancellations 0 0 0 0

0 to 10 minutes 
PPM

93.5% 100% 100% 97.8%

Services 
Planned

46 44 44 46

Services 
Operated

46 44 44 46

Riyadh Depot 
Presentation%

100% 100% 100% 100%
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• 0% cancellations reported against a target of 1.9%.
• 87.3% 0 to 10 minutes PPM against a target of 90%.
• 100% Riyadh depot presentation.

Planning and Performance (EWR) 

* Percentages for the whole month.

Item
5 Jan 25 to 

11 Jan 25
12 Jan 25 to 

18 Jan 25
19 Jan 25 to 

25 Jan 25
26 Jan 25 to 

1 Feb 25

Cancellations 0 0 0 0

0 to 10 minutes 
PPM

73.1.% 79.8% 99.0% 98.1%

Services 
Planned

104 104 104 106

Services 
Operated

104 104 104 106

Riyadh Depot 
Presentation%

100% 100% 100% 100%
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Planning & Technical  Assurance Contractors

Potters Bar is a small town 15KM north of London in the UK. It 

has been the scene of a number of train crashes. The latter one 

had a profound impact on the structure of UK Railways.

• In 1994 the UK Rail system was privatised and split into small 
companies, Railtrack took over the track and signalling. 
Railtrack contracted out the maintenance of the asset.

• By 2002 there had been a number of significant train crashes, 
the UK Government took Railtrack back into government 
ownership and Network Rail was created.

• At Potters Bar on 10 May 2002, a northbound train derailed at 
high speed, killing seven and injuring 76. Part of the train 
ended up wedged between the station platforms and 
building structures.

• The tragedy sparked a debate about whether private 
maintenance firms were paying too little attention to training 
and safety. In 2003, Network Rail announced it was taking all 
track maintenance in-house, ending the use of private 
contractors except for large-scale renewal or development 
projects.
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Potters Bar Continued
• Under the Safety at Work act (UK) Network Rail was fined 

$3.3 for failure to comply with safety regulations.

• The contractor used by Railtrack at the time of the accident 
was Jarvis.

• Jarvis were prosecuted but the case was dropped. The 
aftermath of the accident and court case eventually Jarvis 
went bankrupt as Network Rail stripped it of all contracts.

• Eventually Jarvis ceased operation with the loss of 1,100 jobs 
world wide.

• What can SAR learn from this and why is it important?

• The management of our contractors is really 
important.

• This includes all contractors in our depots , 
stations and on our trains.

• This is why we have procedures for the checking 
of contractors, not just commercial and quality, 
but safety too.

• As you would with any unsafe activity, if you see 
an unsafe act, stop the act and report it.

Planning & Technical  Assurance Contractors



Stations 
Operations 
January 2025

Ali Al-Olyani
  Station Operations Director



• Station Performance

• Review & MBR

Station 
Performance 

Review & MBR



East/West Stations Monthly Evacuation 
Exercise

Riyadh Station

Hufof Station

Dammam Station

Abqaiq Station
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Monthly Evacuation Exercise

Qurayyat Station Riyadh Station Qassim Station

Majmaah Station Hail Station Jauf Station



Well Done Team

Due to train`s late arrival to the platform our team at Riyadh went above and beyond to board passengers as 
quickly as possible to avoid further delays. Thank you to the respective team for their hard work.

Well done to the teams involved for boarding passengers in a safe and timely manner.

Riyadh Team Boarded

03 Jan 292 passengers 14 minutes

04 Jan 286 passengers 15 minutes

07 Jan 280 passengers 14 minutes

11 Jan 281 passengers 12 minutes

16 Jan 201 passengers 17 minutes

20 Jan 189 passengers 07 minutes

31 Jan 265 passengers 09 minutes



17

Saudi Special Emergency Force Visit to Riyadh Station 

Part of the visit conducted by Saudi special emergency force to Riyadh North Station  



Special Security Forces Visit to East-

West Stations
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Training of New Employees

Training sessions are provided a to new recruits to ensure they are properly 
trained in various fields such as customer service, a ticketing systems, and 
safety. A special thanks to our trainer, Abdulmohsen, for his efforts.



Hufof Station

Dammam Station

New departure Counters and activate fast track Lane

Abqaiq Station

Riyadh Station



Placing tags showing the Seating of the elderly in East-West Stations



Dammam & Abqaiq Stations Employees
 Gathering – Desert Camp Activities



NSR Baggage Monthly Performance Report 



Car Cargo Performance Report 



Stations Operations Incidents Report 



Train 
Operations

January 2025
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Train Operations

Yazeed Y. Gaari

Passenger Train Operations Senior Manager 

East West Railway (EWR)

Terry Oliver 

Passenger Train Operations Senior Manager 

North South Railway (NSR)
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2025 starts …..

2025 has started and it has been an eventful start on the EWR for PBU 
Train Operations.

Due to gauging issues with platforms on EWR we had temporary speed 
restrictions imposed for a few days at the start of the month. Following 
review and mitigations being issued the temporary speed restrictions 
were removed, but we should be mindful this is a real issue that still 
needs work longer term. Please ensure you comply with the instructions 
issued (EWR Platform gauge and speed at EWR station platforms 
150125).

We also saw the works to open the Hofuf Bypass lines for freight trains. 
This now sees the intermixing of freight and passenger trains at station 
23 and passenger trains operating in “unfitted” mode at a maximum 
speed of 100 km/h between station 23 and Hofuf (station 25). The 
current Method of Work for the Hofuf Bypass lines and the 
arrangements on the mainlines (lines 1 and 2) mean there is a higher 
reliance on the human being (you!) with reduced safety systems (no 
ATP at times). As such it is important that you all remain extra vigilant 
when operating in these areas.

Stay safe…..!

 لغربوكانت بداية حافلة بالأحداث لقطاع الركاب في شبكة الشرق ا2025لقد بدأ عام 
.لعمليات قطار

ة على تم فرض قيود مؤقت ، نظرا لمشاكل قياس الأرصفه على شبكة الشرق الغرب

إزالة قيود بعد المراجعة وإصدار التعليمات ، تمت. السرعة لبضعة أيام في بداية الشهر

زال بحاجة السرعة المؤقتة ، ولكن يجب أن نضع في اعتبارنا أن هذه مشكلة حقيقية لا ت

ياس ق)يرجى التأكد من امتثالكم للتعليمات الصادرة . إلى عمل على المدى الطويل

(.150125الأرصفة والسرعة في أرصفة محطات شبكة الشرق الغرب 

ويؤدي . كما رأينا أعمال افتتاح خط تحويل المسار الجديد في الهفوف لقطارات الشحن

وقطارات 23ذلك الآن إلى تداخل قطارات الشحن وقطارات الركاب في المحطة 

ساعة بين / كم 100بسرعة قصوى تبلغ " غير مجهز"الركاب التي تعمل في وضع 

(.  25المحطة )والهفوف 23المحطة 

الخطوط وبسبب طريقة العمل الحالية لخطوط التحويل في الهفوف والترتيبات على

بح أص!( عليكم أنتم)، فإن الاعتماد على العنصر البشري (2والخط 1الخط )الرئيسية 
في بعض  لا يوجد انظمة حماية القطار الأوتوماتيكية)أكبر مع تقليل أنظمة السلامة 

.  قلذلك، من المهم أن تبقوا يقظين للغاية عند التشغيل في هذه المناط(. المناطق

.....!ابق آمنا 
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PBU Breakfast Conference

PBU now holds a breakfast conference  that reviews all incidents and issues that affect PBU on the North South and East West Railways. This conference 
is attended by senior PBU personnel to ensure it receives the correct level of attention. It also looks at previous day events as well as looking forward at 
events or issues that may affect our operation.

.  غربالشرقيعقد قطاع أعمال الركاب اجتماعا يومياً لمناقشة ومراجعة جميع الأحداث والحوادث والقضايا التي تؤثر على سكة قطاع الشمال الجنوب وال
حيث يتم مراجعة أحداث اليوم السابق والنظر إلى . حيث يحضر هذا الاجتماع مدراء عموم القطاع وذلك لضمان أهمية الاجتماع والقضايا المطروحة

.الأحداث أو المشاكل التي قد تؤثر على عملياتنا
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NSR Performance
أداء شبكة الشمال الجنوب

January saw a good start for the new year 2025. NSR achieved the required PPM for most of the month, we had only 3 days where PPM was not achieved. Fortunately, we have had no 
cancellations during this month.

(PPM records the % of our trains which ran their entire planned journey, called at all stations and arrived within 15 minutes of the advertised time).

ياس الأداء في ثلاث ايام فقط، ولحسن مقبدأنا السنة بشكل جيد خلال شهر يناير، حققت شبكة الشمال الجنوب معدل مقياس الأداء المطلوب في معظم الشهر، بينما لم يتم تحقيق معدل
. الحظ، لم نشهد أي ألغاء للرحلات

( دقايق من الوقت المعلن عنه15ضون ي غيسجل مقياس الأداء العام النسبة المئوية لقطاراتنا اللتي قامت برحلتها المخططة بالكامل، و تم الأتصال بها في جميع المحطات ووصلت ف) 
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At NSR we have started the safety briefs sessions for the 
new year 2025, thanks everyone.

بدأنا بالجلسات التعريفية الخاصة , في شبكة الشمال
.شكرا لكم جميعا, 2025بموجز السلامة لسنة 

Safety Briefs 2025
2025موجز السلامة لسنة 
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PBU Train Operations have had a training session for all EWR & NSR supervisors 
regarding the launch of Safe 365 system, this app will help in reporting the incidents and 
will help in unifying the processes among Train Operations staff, stay safe everyone!

Safe365 App

دورة تدريبية لجميع مشرفي شبكة الشرق  عقدت عمليات قطار لقطاع اعمال الركاب
وسيساعد هذا  ، Safe365فيما يتعلق بإطلاق نظام  الغرب وشبكة الشمال الجنوب

ليات التطبيق في الإبلاغ عن الحوادث وسيساعد في توحيد العمليات بين موظفي عم
!القطار ، ابقوا آمنين
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The first half of January was tough due to the on-going speed restrictions associated to the 
platform access concerns, however, once we returned to operating line speeds, the second 

half of the period showed a marked improvement.

PPM was achieved for 21 of the 31 days during the month, and 18 days saw 100% achieved. 
The worst two days of the period were 03rd and the 08th January. 

55 trains failed to meet PPM for the period.

(PPM records the % of our trains which ran their entire planned journey, called at all stations 
and arrived within 15 minutes of the advertised time).

خاوف كان النصف الأول من شهر يناير صعبا بسبب قيود السرعة المستمرة المرتبطة بم
ف الوصول إلى رصيف المحطة، ومع ذلك ، بمجرد عودتنا إلى سرعة خط التشغيل ، أظهر النص

.الثاني من الفترة تحسنا ملحوظا

٪ في 100يوم خلال الشهر ، وتم تحقيق 31يوم من اصل 21في  تم تحقيق مؤشر الآداء الرئيسي
قطارا 55بينما فشل . 8و 3كان أسوأ يومين في الفترة هما . يوم18مؤشر الآداء الرئيسي خلال 

.لهذه الفترة في تلبية مؤشر الآداء الرئيسي

النسبة المئوية لقطاراتنا التي أدت إلى رحلتها المخطط لها  يسجل مؤشر الآداء الرئيسي)
دقائق من الوقت 15بالكامل ، والتي تم استدعاؤها في جميع المحطات ووصلت في غضون 

(.المعلن عنه

EWR Performance
 آداء سكة الشرق الغرب



Congratulations to Riyadh Train Driver Abdullah Al Harbi. 

Abdullah has been recognised for his professionalism in an incident where a 
vehicle was on the railway at TK 428 and his train struck the vehicle. 

Abdullah only passed as a qualified driver on the 26th January 2025, 8 days 
before the incident.

 Thank you and well-done Abdullah

.مبروك لقائد قطار الرياض عبد الله الحربي

ار ، عبدالله تم تكريمه لاحترافه خلال حادث تعدي مركبة على سكة القط
علماً بأن عبدالله قد تم  ،428عندما اصطدم القطار بالمركبة عند كيلومتر 

.أيام من الحادث8، أي قبل 2025يناير 26تعميده كقائد قطار مؤهل في 

شكرا لك وأحسنت عبدالله

Congratulations and Well Done! 
!تهانينا واحسنت



Congratulations to Dammam Train Driver Khaled Al Zahrani.

Who has been recognised for demonstrating SAR’s core values during a 
train failure situation.

 Thank you and well-done Khaled!

.مبروك لقائد قطار الدمام خالد الزهراني

ل خالد الزهراني تم تكريمه لإظهار القيم الأساسية لسار أثناء حالة تعط
.القطار

!شكرا لك وأحسنت خالد

Congratulations 
تهانينا



Congratulations to Nouh Al Sahrif, Abdullah Al Harbi, Turki Al Qubali, Saad Al 
Oataibi Mohammed Al Raddadi and Rakan Al Asiri who have completed their 

training and been assessed as qualified for Train Driving duties in Riyadh EWR.

Well done for all your efforts and hard work guys.

We wish you every success for your future careers.

New EWR Trains Drivers 
قائدي قطارات شبكة الشرق الغرب الجدد

عد تهانينا لكل من نوح الشريف وعبد الله الحربي وتركي القبالي وس
هم العتيبي ومحمد الردادي وراكان العسيري الذين أكملوا جميع تدريبات

كة وتقييمهم على أنهم مؤهلون لمهام قيادة القطار في الرياض على شب
.الشرق الغرب

.أحسنتم على كل جهودكم وعملكم الجاد يا رفاق

.نتمنى لكم كل النجاح في حياتك المهنية المستقبلية



Issued Briefs
 اصدار تعليمات

In connection with the 
method of Working for the 

Hofuf Bypass lines the 
following EWR brief has been 

issued.

فيما يتعلق بطريقة العمل
في خطوط تحويل المسار في
الهفوف ، تم إصدار تعليمات 

.التالي شبكة الشرق الغرب
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ALL staff are reminded that, unless specifically authorised, the use of any mobile device is not 
permitted when in the train driving cab. This include phones, iPads and headphones.

.  ينة القطاريتم تذكير جميع الموظفين بأنه ، ما لم يتم التصريح بذلك، لا يسمح باستخدام أي جهاز محمول أثناء ركوب كاب

.وسماعات الرأس iPadوهذا يشمل الهواتف وأجهزة 

Mobile Devices Usage
استخدام الاجهزة المحمولة 



Rolling Stock 
Maintenance

January 2025
Gerard McFadden

Rolling Stock Maintenance Director
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RSM Insights



1. RSM Safety 
Performance 
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1.1 EWR & NSR Safety KPIs
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1.2 EWR & NSR Safety Update



2. EWR Fleet 
Performance 
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2.1 EWR Availability
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2.2 EWR Overview Maintenance 
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2.3 EWR Overview Maintenance 



3. NSR Fleet 
Performance 
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3.1 NSR Availability
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3.2 NSR Overview Maintenance 
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3.3 NSR Overview Maintenance 



4. RSM Engineering
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4.1 EWR FRACAS
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4.1 EWR FRACAS
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4.2 NSR FRACAS



56

4.2 NSR FRACAS
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4.3 Modification Budget Change
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4.4 Engineering Assurance
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4.5 IPE 



5. NSR Competency
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5.1 NSR Competency  
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5.1 NSR Competency  



6. Depot
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6.1 Depot Overview 



65

6.1 Depot Overview 



Commercial
 January 2025

Abdulmajeed Khathlan
Commercial Director



COMMERCIAL ANALYSIS (NORTH)

Jan 2025
Economy 

Class
Business 

Class
Private 

Sleeper Cabin
Total Load Factor TSFT Target achieved

Tickets sold for travel

67,935 18,402 876 87,213

EC BC PSC Total Jan 2025 2025

110% 83% 78% 102%

Boarded passengers

63,783 17,897 737 82,417

EC BC PSC Total

103% 80% 66% 97%

895942 83496

87213 87213

10% 104%

9%

Tickets sold for travel Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Forecast 83496 70004 50465 79224 74487 76021 86186 82317 72122 68544 82672 70404

Actual 87213 0 0 0 0 0 0 0 0 0 0 0

Target % achieved of forecast

Tickets sold for travel

2025 Forecast

2025 Actual

% of forecast achieved

Monthly Forecast

Monthly Actual

% of forecast achieved

0
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100000
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Tickets sold for travel - actual vs  forecast

Actual

Forecast



COMMERCIAL ANALYSIS (NORTH)

Jan 2025 Economy Class Business Class
Private Sleeper 

Cabin
Total Ticket yield Ticket Revenue achieved

Ticket revenue

SAR 7,103,486 SAR 4,280,351 SAR 264,252 SAR 11,648,088

EC BC PC Total Jan 2025 2025

105 SR 233 SR 302 SR 134 SR

SAR 6,176,945
(ex. VAT)

SAR 3,722,044
(ex. VAT)

SAR 229,784
(ex. VAT)

SAR 10,128,773
(ex. VAT)

91 SR
(ex. VAT)

202 SR
(ex. VAT)

262 SR
(ex. VAT)

116 SR
(ex. VAT)

115,340,112SAR          10,840,514SAR          

11,648,088SAR            11,648,088SAR          

10% 107%

9%

Ticket revenue Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Forecast 10,840,514SAR    8,995,532SAR     6,494,960SAR              10,138,456.73SAR    9,369,975SAR     9,642,214SAR      11,244,516SAR    10,745,943SAR     9,209,229SAR            8,682,050SAR     10,849,028SAR     9,127,693SAR       

Actual 11,648,088SAR    -SAR                -SAR                        -SAR                     -SAR                -SAR                -SAR                -SAR                 -SAR                      -SAR               -SAR                 -SAR                 

Ticket revenue

2025 Forecast Monthly Forecast

2025 Actual Monthly Actual

% of forecast achieved % of forecast achieved

Target % achieved of forecast

 SAR -

 SAR 2,000,000

 SAR 4,000,000

 SAR 6,000,000

 SAR 8,000,000

 SAR 10,000,000

 SAR 12,000,000

 SAR 14,000,000

Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Ticket revenue - actual vs forecast 

Actual

Forecast



COMMERCIAL ANALYSIS (NORTH)

Jan 2025 Ancillary Service Volumes
Ancillary Service 

Revenue
Ancillary Service 

Yield

Extra Baggage 

4,770

SAR 373,090 SAR 79

SAR 324,426.09
(ex. VAT)

SAR 69
(ex. VAT)

Lounge Access

736

SAR 24,680 SAR 34

SAR 21,460.87
(ex. VAT)

SAR 29
(ex. VAT)

Onboard Meals

593

SAR 20,260 SAR 34

SAR 17,617.39 
(ex. VAT)

SAR 30
(ex. VAT)

Seat Selection

12,124

SAR 181,890 SAR 15

SAR 158,165.22 
(ex. VAT)

SAR 13
(ex. VAT)



COMMERCIAL ANALYSIS (NORTH)

Jan 2025 Ancillary Service Volumes
Ancillary Service 

Revenue
Ancillary Service 

Yield

Parcel Shipments

420

SAR 51,390 SAR 122

SAR 44,686.96 
(ex. VAT)

SAR 106
(ex. VAT)

Car Cargo

125

SAR 110,400 SAR 883

SAR 96,000
(ex. VAT)

SAR 768
(ex. VAT)

On Train Sales

219

SAR 29,433 SAR 134

SAR 25,593.91 
(ex. VAT)

SAR 117
(ex. VAT)

Waiting List Tickets 

643

SAR 67,858 SAR 106

SAR 59,006.96 
(ex. VAT)

SAR 92
(ex. VAT)



COMMERCIAL ANALYSIS (NORTH)

Jan 2025 Ancillary Service Volumes
Ancillary Service 

Revenue
Ancillary Service 

Yield
Ancillary Revenue achieved

TOTAL ANCILLARY REVENUE

19,630

SAR 859,001 SAR 44

Jan  2025 2025

SAR 746,957.39 
(ex. VAT)

SAR 38
(ex. VAT)

7,472,448SAR  678,747SAR   

859,001SAR     859,001SAR   

11% 127%

9%

Ancillary Revenue

2024 Forecast Monthly Forecast

2024 Actual Monthly Actual

% of forecast achieved % of forecast achieved

Target % achieved of forecast

SAR 859,001 

 SAR -
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Passenger Commercial Performance YTD (January2025) | North Trains

North Result Jan 2024
Jan 2025 

(Forecast)
Jan 2025 

% Variance
(Year-on-Year)

% Variance
(v Forecast)

Number of Services Operated 201 200 200 -0.5% 0%

Tickets Sold for Travel 88,206 83,496 87,213 -1% 4%

Load Factor 
(Ticket Sold for Travel) 102% 98% 102% 0% Point 4% Points

Boarded Passengers 83,482 78,486 82,417 -1% 5%

Load Factor 
(Boarded Passengers) 96% 92% 97% 1% Point 5% Points

Ticket Revenue (inc. VAT) SAR    10,102,588 SAR   10,840,514 SAR   11,648,088 15% 7%

Ticket Yield (inc. VAT) SAR                 115 SAR                130 SAR                134 17% 3%

Ancillary Revenue (inc. VAT) SAR        973,459 SAR         678,747 SAR       859,001 -12% 27%

Ancillary Yield (inc. VAT) SAR                   11 SAR                    8 SAR                  10 -11% 21%

Total Revenue  (inc. VAT) SAR    11,076,046 SAR     11,519,261 SAR   12,507,089 13% 9%

Total Yield (inc. VAT) SAR                 126 SAR                138 SAR                143 14% 4%



COMMERCIAL ANALYSIS (EAST)

Jan 2025 Economy Class Business Class Aramco Total Load Factor TSFT Target achieved

Tickets sold for travel

94,863 33,859 10,716 139,438

EC BC Total Jan 2025 2025

118% 79% 105%

Engineering 
works

24 –27 Jan
resulted in a 

11,345 passenger 
reduction

99% of forecast 
achieved

Boarded passengers

87,015 32,588 5,828 125,431

EC BC Total

104% 76% 95%

1616605 141472

139438 139438

9% 99%

9%

Tickets sold for travel Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Forecast 141472 124434 92192 141899 143327 137680 139552 140705 135340 138733 141431 139840

Actual 139438 0 0 0 0 0 0 0 0 0 0 0

% of forecast achieved % of forecast achieved

Target % achieved of forecast

2025 Actual Monthly Actual

Tickets sold for travel

2025 Forecast Monthly Forecast
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COMMERCIAL ANALYSIS (EAST)
Jan 2025 Economy Class Business Class Aramco Total Ticket yield Ticket Revenue achieved

Ticket revenue

SAR 8,047,110 SAR 6,346,686 SAR 421,319 SAR 14,825,291

EC BC Total Jan 2025 2025

85 SR 187 SR 106 SR

Engineering works
24 –27 Jan

resulted in a 1.3m SR 
ticket revenue 

reduction

99% of 
forecast 
achieved

SAR 6,997,487
(ex. VAT)

SAR 5,519,010
(ex. VAT)

SAR 375,060
(ex. VAT)

SAR 12,891,558
(ex. VAT)

74 SR
(ex. VAT)

163 SR
(ex. VAT)

92 SR
(ex. VAT)

171,651,799SAR          14,904,741SAR           

14,825,291SAR            14,825,291SAR           

9% 99%

Target % achieved of forecast 9%

Ticket revenue Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Forecast 14,904,741SAR    13,176,533SAR        9,657,187SAR              15,245,555SAR        15,227,287SAR     14,660,896SAR    14,754,025SAR    14,908,055SAR    14,448,694SAR           14,849,844SAR     15,052,958SAR     14,766,023SAR    

Actual 14,825,291SAR    -SAR                    -SAR                         -SAR                    -SAR                 -SAR                -SAR                -SAR                -SAR                       -SAR                 -SAR                 -SAR                

% of forecast achieved % of forecast achieved

2025 Actual Monthly Actual

2025 Forecast Monthly Forecast

Ticket revenue
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 SAR 6,000,000
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Ticket revenue - actual vs forecast 

Actual

Forecast



COMMERCIAL ANALYSIS (EAST)

Jan 2025 Ancillary Service Volumes
Ancillary Service 

Revenue
Ancillary Service 

Yield

Extra Baggage 

2,382

SAR 193,175 SAR 81

SAR 167,978.26
(ex. VAT)

SAR 71
(ex. VAT)

Lounge Access 

1,085

SAR 36,650 SAR 34

SAR 31,869.57
(ex. VAT)

SAR 29
(ex. VAT)

Onboard Meals

832

SAR 20,830 SAR 25

SAR 18,113.04
(ex. VAT)

SAR 22
(ex. VAT)

Seat Selection

13,156

SAR 197,460 SAR 15

SAR 171,704.35
(ex. VAT)

SAR 13
(ex. VAT)



COMMERCIAL ANALYSIS (EAST)

Jan 2025 Ancillary Service Volumes
Ancillary Service 

Revenue
Ancillary Service 

Yield

Parcel Shipments

2,209

SAR 178,638 SAR 81

SAR 155,337.39
(ex. VAT)

SAR 70
(ex. VAT)

On Train Sales

172

SAR 15,502 SAR 90

SAR 13,480
(ex. VAT)

SAR 78
(ex. VAT)

Waiting List Tickets 

831

SAR 83,549.50 SAR 101

SAR 72,651.74 
(ex. VAT)

SAR 87
(ex. VAT)

317

SAR 12,477.50 SAR 39

SAR 10,850
(ex. VAT)

SAR 34
(ex. VAT)Aramco parking



COMMERCIAL ANALYSIS (EAST)

Jan 2025 Ancillary Service Volumes
Ancillary Service 

Revenue
Ancillary Service 

Yield
Ancillary Revenue achieved

TOTAL ANCILLARY REVENUE

20,984

SAR 738,282 SAR 35

Jan 2025 2025

Engineering works
24 –27 Jan

resulted in a 67,469SR ancillary 
revenue reduction

97% of forecast achieved
SAR 641,984.35

(ex. VAT)
SAR 31

(ex. VAT)

8,650,911SAR  758,517SAR   

738,282SAR     738,282SAR   

9% 97%

9%

Ancillary Revenue

2024 Forecast Monthly Forecast

2024 Actual Monthly Actual

% of forecast achieved % of forecast achieved

Target % achieved of forecast

SAR 738,282 
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Passenger Commercial Performance YTD (January 2025) | East Trains

East Result Jan 2024
Jan 2025 

(Forecast)
Jan 2025 

% Variance
(Year-on-Year)

% Variance
(v Forecast)

Number of Services Operated 432 463 463 7% 0%

Tickets Sold for Travel 134,919 141,472 139,438 3% -1%

Load Factor 
(Ticket Sold for Travel) 111% 107% 105% -6% Points -2% Points

Boarded Passengers 120,934 127,325 125,431 4% -1%

Load Factor 
(Boarded Passengers) 99% 96% 95% -4% Points -1% Point

Ticket Revenue (inc. VAT) SAR    12,058,537 SAR    14,904,741 SAR     14,825,291 23% -1%

Ticket Yield (inc. VAT) SAR                  89 SAR                 105 SAR                 106 19% 1%

Ancillary Revenue (inc. VAT) SAR         786,881 SAR          758,517 SAR         738,282 -6% -3%

Ancillary Yield (inc. VAT) SAR                    6 SAR                     5 SAR                     5 -9% -1%

Total Revenue  (inc. VAT) SAR    12,845,417 SAR    15,663,257 SAR     15,563,573 21% -1%

Total Yield (inc. VAT) SAR                  95 SAR                  111 SAR                  112 17% 1%



Passenger Commercial Performance YTD (January 2025) | North & East Trains

North & East Result Jan 2024
Jan 2025 

(Forecast)
Jan 2025 

% Variance
(Year-on-Year)

% Variance
(v Forecast)

Number of Services Operated 633 663 663 5% 0%

Tickets Sold for Travel 223,125 224,968 226,651 2% 1%

Boarded Passengers 204,416 205,811 207,848 2% 1%

Ticket Revenue (inc. VAT) SAR      22,161,124 SAR   25,745,255 SAR    26,473,380 19% 3%

Ticket Yield (inc. VAT) SAR                   99 SAR                 114 SAR                  117 18% 2%

Ancillary Revenue (inc. VAT) SAR       1,760,339 SAR      1,437,263 SAR       1,597,283 -9% 11%

Ancillary Yield (inc. VAT) SAR                     8 SAR                    6 SAR                     7 -11% 10%

Total Revenue  (inc. VAT) SAR     23,921,463 SAR     27,182,518 SAR   28,070,663 17% 3%

Total Yield (inc. VAT) SAR                  107 SAR                 121 SAR                 124 16% 3%

Customer Satisfaction 75% 85% 88% 13% Points 3% Points

Net Promoter Score 23% 20% 36% 13% Points 16% Points



SOCIAL MEDIA KPIS

January 2025 X Instagram Facebook TOTAL

Followers 58,580 14,356 7,466 80,402

Posts 9 9 9 27

Impressions 76,318 20,133 9,902 106,353

Engagements 2,732 308 473 3,513

Engagement Rate 3.6% 1.5% 4.8% 9.9%

Followers: The number of users following our account as of the last day of the selected time period.
Posts: The number of posts published on the accounts
Impressions: The number of times the content was displayed/Shown to users.
Engagements: The number of times users engaged (Reactions, Shares, Comments, Shares, Retweets, Replies, Clicks etc..) with the content.
Engagement rate: The number of times users engaged with the content as a percentage of impressions.



East Stations 

New Check-In Counters & 
Floor Stickers We have introduced new Check-In 

Counters in Riyadh East, Hufuf, 

Abqaiq and Dammam Stations 

along with floor stickers



Dammam Station

Hufuf Station

Dammam Station Riyadh East Station

Abqaiq Station



Riyadh East Station Hufuf StationDammam Station



Net Promoter Score or NPS, is a globally used management tool that 
measures customer experience and can be used to predict future 
business growth.  Although results vary from industry to industry, 
given the NPS range of NPS is -100 to +100, a positive score of NPS 
above 0 is considered good, +50 is excellent and above 70 is 
considered world-class

NPS is the metric used to provide the core measurement of the 
Overall SAR Customer Satisfaction. A comprehensive, actionable view 
of SAR’s Passenger experience performance

Respondents are grouped as follows
 
Promoters (score 9-10) are loyal enthusiasts who will keep using the 
SAR Passenger Train Service
Passives (score 7-8) are satisfied but unenthusiastic customers who 
are vulnerable to competitive offerings
Detractors (score 0-6) are unhappy customers who can cause revenue 
loss, harm the service reputation, and impede growth through 
negative word-of-mouth

SAR’s January 2025 NPS Score was 36% measured as Good in the NPS 
Range

CUSTOMER EXPERIENCE

35%
30%

26%
30%

35% 34%
30%

34% 32% 34%
37% 36%
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CUSTOMER EXPERIENCE

Overall Excellent Good Fair Poor

January 2025 54% 34% 8% 4%

December 2024 53% 36% 7% 4%

November 2024 51% 36% 8% 5%

October 2024 51% 37% 8% 4%

September 2024 52% 36% 7% 5%

August 2024 51% 35% 9% 5%

July 2024 51% 35% 9% 5%

June 2024 52% 36% 8% 4%

May 2024 50% 36% 9% 5%

April 2024 45% 36% 14% 5%

March 2024 46% 35% 11% 8%

February 2024 46% 32% 13% 9%

54% 34% 8% 4%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Overall customer satisfaction (January 2025)

Excellent Good Fair Poor

54% 34% 8% 4%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Overall customer satisfaction (2025)

Excellent Good Fair Poor



Website

43%

50%

7%

Mobile STATIONS

47%

47%

6%

Mobile STATIONSWebsite

CUSTOMER ANALYSIS
January 

2025
December 

2024

BOOKING CHANNEL BOOKING CHANNEL



CUSTOMER ANALYSIS

The number of
passengers was 236,124

and 83.24% (196,560)
were Adults

The number of
passengers was 240,290

and 79.87% (191,918)
were Adults

January 2025 Passenger Type 
TICKET NUMBER

January

Passenger volumes per route December 2024 vs January 2025: 
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The difference between the contact center December 2024 & January 2025: 

December

January

Calls Average TimeCustomer Satisfaction Remarks:

Number of calls received was 
25,676 and the percentage of 
answered calls was 94.46%

Number of calls received was 
29,725 and the percentage of 
answered calls was 94.70%
.

There were 5,373 customers who 
evaluated their calls after 
completion, and the customer 
satisfaction was 92.87%

There were 5,396 customers who 
evaluated their calls after 
completion, and the customer 
satisfaction was 91.62%

Average time to respond to 
customer calls was 00:08 and 
the average call duration was 
03:06

Average time to respond to 
customer calls was 00:11 and the 
average call duration was 02:51

Contact center 
received inquiries 
from our customers 
regarding the 
availability of trips.

CONTACT CENTER



Remarks:

Customers have been 
inquiring about the
availability of trips. on 
social media 
channels.

Total engagements were 9,524 and the 
average time to respond was 01:00

Total engagements were 5,343 and the 
average time to respond was 01:00

Number of total users served 
through Chatbot was 5,584

Number of total users served 
through Chatbot was 5,777

December

January

SOCIAL MEDIA



VOICE OF SAR

CUSTOMERS
Customers feedback and suggestions

 regarding their experience with SAR :

Negative Feedback

Customer Suggestions

Payment issues

High prices.

Poor User Experience

Unauthorized taxis

Additional Retailers.

Improving the Website and App.

Quiet coach

Package offers



SAR.COM.SA

Thank You

شكرًا لكم
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