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REPORT OF THE SOUTHEASTERN STAKEHOLDER FORUM HELD ON 21 FEBRUARY 2018
GLUG were represented by Tony Butler, Lesley Hodsdon, Emily Norton and Mike Sparham.

The Forum was opened by David Statham, Managing Director, who gave a brief overview.
The Forum was chaired by Linda McCord from Transport Focus, who opened with an introduction about the findings of the latest National Rail Passenger Survey. This was published in January, but the survey was undertaken in September 2017. She said that the overall satisfaction figure for Southeastern is 80%, the highest level since autumn 2013. She then went into fine detail on particular aspects – service, station facilities, etc. The full survey results are on the Transport Focus website: www.transportfocus.org.uk/research-publications/
Of course, it has to be remembered that the overall satisfaction figure includes all Southeastern services, including High Speed, which would be expected to have a higher rating than Metro or Mainline.

There were then four specific presentations and an interactive exercise:

Diane Burke, Commercial Director, gave a presentation on passenger experience. Her main points were:
· A £78m programme of investment to improve passenger experience has taken place, including new platform shelters

· The introduction of Customer Ambassadors at Charing Cross and Cannon Street has been successful. Their role is to do what is best for customers and they have authority to issue, at their discretion, vouchers when there is significant disruption to services. They are trained to advise on alternative routes and ticket availability (and have a credit card to assist passengers in difficulty!)

· Wi-fi on trains will be introduced later this year

· Smart ticketing on National Rail is planned for introduction

· Southeastern has developed a programme called Train Mapper that will offer alternative routes at times of disruption, including TfL routes.

Interactive exercise – this was on planned engineering work, and how to market it better. As our table consisted entirely of GLUG and Transport for Charlton representatives, we were unanimous that the replacement bus should be abolished and passengers allowed to use TfL services to reach their destination, or another nearby Southeastern service, at no extra cost. It was also felt that communication about future planned work should be clearer, and issued 3 months in advance. A brief description of the work taking place (eg track replacement) would be helpful so passengers know what is being done, and as much of the network as possible should remain open. We were told our comments, which were written down on cards, would be fed in for consideration (not sure by whom).
Ellie Burrows, Train Services Director, then gave a presentation on performance and timetable. Her main points were:

· Public Performance Measure has been improving, but there was a dip in January.

· A joint performance team has been established with Network Rail

· A Right Time Despatch programme has been introduced

· Asset performance (i.e. the performance of the trains) has improved.

· There is to be a Kent Integrated Control Centre

· 28 additional platform shelters will be provided (she did not list the stations to benefit)

· The new timetable will be launched in May, probably on the 21st May. This will see many changes as a result of Thameslink trains being introduced. The Greenwich line will return to 6 trains an hour at peak times, with a combined Southeastern/Thameslink service.

· A joint performance strategy will be developed with Network Rail.

Paul Harwood, Director of Route Sponsorship at Network Rail, then gave a presentation. His main points were:

· Network Rail have a vision for Control Period 7 (CP7), which begins in 2025. The vision is to be “Proud to be running UK’s most successful metro-style railway”. By this he means an efficient service that is sustainable, dependable, punctual, frequent and safe.
· For CP6 (2019 – 2024), Network Rail has £3.529bn to invest to allow them to manage the risk of critical access failure. In this period, they forecast a 15.5% increase in traffic.

· Their vision plan for CP7 requires a further £600m. This will provide for performance improvement, track sustainability, safety improvements, and improvements to metallic structures (eg Victorian railway bridges)

· The Kent Area Study came out for consultation in 2017 (and on which GLUG commented). The Final Study is due to be published this spring.

Finally, Simon Fields, DfT, gave a presentation on the refranchising process. He said nothing that is not in the Invitation to Tender, which I have already summarised at the time of its issue, and did not stay for questions.
Then there was a Q&A session. Having had six speakers, it was disappointing that only 30 minutes was allowed for Q&A. GLUG successfully managed to dominate 20 minutes of this session, and Southeastern were left in no doubt about the strength of feeling amongst Greenwich line passengers. I spoke about the overcrowding at peak times, made worse by short formation trains, the poor performance since London Bridge re-opened, and the poor timetabling that sees 24 minute gaps between services at peak times. Emily spoke passionately about poor access for people with disabilities, station skipping during leaf fall, the need to maintain a Blackheath – Victoria service, and the new London Bridge station being cold, with no waiting rooms, and the Arcade connection to the Underground station being closed at night.

Southeastern gave unsatisfactory responses, saying that they understood the problems but are limited in what they can do. They confirmed that there is not one single 12-car train on Metro services in the evening peak. They were unable to comment on Blackheath-Victoria, as they have to meet DfT requirements in the bid for the next franchise. They would raise with Network Rail issues regarding London Bridge, but did confirm that they thought the closure of the Arcade is only temporary and it is the intention for it to be open whilst the station is open.
Mike Sparham
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