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REPORT OF THE SOUTHEASTERN STAKEHOLDER FORUM
6 SEPTEMBER 2018

The Forum was introduced by David Statham, Managing Director, and addressed by six speakers:

David Warnham, Passenger Services Director

Hollie Caffey, Visit Kent

Vincent Stops, TravelWatch

Ellie Burrows, Southeastern

Mark Ellerby, Network Rail

Mercifully, the table exercise was dropped and there was the usual time for questions.

David Warnham spoke about the improving passenger experience. Surveys showed 82% customer satisfaction with the Company, and this figure is holding steady. Even though it is the last year of the franchise, investment is still being put in to improve customer service. There are two additional despatch teams at London Bridge, there are additional staff in depots and additional platform staff at key locations. Southeastern Motion Infotainment is being rolled out (this is an entertainment system accessible on trains through mobile devices). Smart ticketing is being expanded, and a new Customer Information System is being introduced. Information screens will give a service update on Transport for London rail services.
Hollie Caffey explained how Visit Kent is working in co-operation with Southeastern to develop and grow visitor destinations. There has been substantial growth in visitor numbers over the last ten years, driven largely by HS1 services that have reduced journey times.

Vincent Stops concentrated on a report that Travelwatch have commissioned on interchanges, called “Interchange Matters”. What passengers want at interchanges is accessibility, good layout, good facilities, onward journey information, help and advice available, and a safe environment.

Ellie Burrows explained their plan for autumn. The autumn timetable will be introduced on 7 October and will run to December. It affects timings on main lines and the Hayes line. Worryingly, she said there is also a recovery timetable that will be used when they know conditions will be bad. This will be announced a few days in advance, but will include station skipping once again (it seems our message is not getting through). She promised better communication, and bespoke posters at local stations.

Mark Ellerby gave an update on the South East Route. Track and signalling infrastructure improvements are being targeted, as is maintenance at high priority locations. There is an upgrade of the New Cross national grid feeder substation. He reported that 9 of the top 50 bashed bridges in the UK are in the South East. The St Mildred’s Road bridge at Hither Green (over the South Circular) was struck 26 times in 2016/17. In the longer term, Network Rail propose a number of interventions in the next Control Period (CP6). They have asked for £4.3bn to be invested in the South East during CP6. The draft determination has allocated £3.9bn, which is an improvement on the £2.9bn allocated for CP5, but falls short of what has been asked for.  They are pressing for more, and the final settlement is at the end of October.

There was little of interest in the Q&A session. David Statham could say nothing about the franchise renewal. Maidstone representatives got very excited about the threat to their High Speed peak hour service. David Statham said that all franchise bidders were asked to choose between maintaining that service, or using the High Speed stock elsewhere and introducing a service to Abbey Wood for an interchange with Crossrail when that opens. He did not say which option Southeastern has gone with in their bid! Unsurprisingly, the people of Maidstone wish to retain their High Speed direct service.
There was a question about wi-fi on trains, which led to the selling of the new entertainment service, Infotainment (I am not sure that this will be much use to us for the 15-20 minutes or so into London, but I am still old fashioned and read a newspaper).

There was a discussion about the Lewisham incident in March and the outcome of the independent enquiry, with much criticism of the lack of liaison between people on the ground and people in the Control Rooms. It was felt that it was unsurprising that passengers took matters into their own hands and got off the stranded train, in such distressing conditions.
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