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REPORT OF THE SOUTHEASTERN STAKEHOLDER FORUM
23 SEPTEMBER 2019
The Forum was introduced by David Statham, Managing Director, who reviewed the previous year. He spoke about a number of achievements: best ever punctuality; the introduction of Delay Repay 15; the launch of SE Motion; a sustained improvement in passenger satisfaction; and the National Rail Highly Commended award given to the Company as a passenger operator. 

The Forum was then addressed by three speakers:

David Warnham, Passenger Services Director

Ellie Burrows, Performance Director
Paul Harwood, Network Rail

David Warnham spoke about the Company’s focus on customers. He said that, in July, Southeastern had their highest ever passenger satisfaction result. He showed graphs demonstrating a strong correlation between passenger satisfaction and performance. Southeastern and Network Rail are now working in close partnership as One Team at Charing Cross, London Bridge and Victoria stations, with plans to introduce this collaboration at other terminals. This provides a better co-ordinated, and more visible, service to passengers with all staff wearing the same uniform. Enhanced customer information is being provided on-line, with the journey planner now showing train formations. Developments over the next few months will be a quicker processing of Delay Repay claims, and real time information being displayed through the on board wi-fi.
Ellie Burrows said performance had improved significantly over the last two years. In common with other operators, the performance measure now used is On Time, which records services arriving within one minute of the scheduled time at each station. In the last four weeks, Southeastern had achieved an On Time measure of 74.5%. There is now closer collaboration with Network Rail in signalling teams, planners and controllers, with additional train dispatch teams at key stations. This all helped to improve performance. She referred to the new Control Centre and other plans to further improve performance. Finally, she spoke about the proposed changes in the December timetable consultation, and the autumn timetable.
Paul Harwood,  Network Rail’s Director of Investment gave an explanation of the new Network Rail structure. Its Southern Regions covers four routes with £6.3bl of funding. He spoke about the Lewisham area infrastructure, and the investment in re-signalling and track work at Angerstein, Crofton Park, North Kent East junction and Hither Green. In response to the landslip at Barnehurst, there will be a nine day blockade in February 2020 over the half-term period to allow for extensive remedial work. Future major engineering work will take place at Ashford International over Christmas 2020. He also spoke about the increasing problem of trespass on the network and the work that is being done to reduce the impact of such events. Priority locations are being identified and investment is being made across the Region on preventative measures such as gates at the end of platforms to deter access to tracks. As an example of the kind of problems that arise, he said there was an incident at London Bridge of passengers moving from one platform to another across the tracks! Finally, he spoke about work done on projects funded under the DfT’s Access for All programme.
In the Q&A session, GLUG raised station skipping in the autumn timetable and the dis-repair at Maze Hill station. On the autumn timetable, we got no answers to the points made about recovery from disruption, six weeks not being “short term”, and the majority of trains arriving early at their next station stop. Ellie said it is better for passengers to know in advance which trains will not be stopping at their station, rather than turn up on the day to find their train not stopping, which rather misses the point. There was a better response about Maze Hill, with Southeastern agreeing to arrange a site visit together with Network Rail to look at what needs to be done. GLUG will be invited to participate in the site visit. Outside of the formal session, we also spoke to the MD about the proposed Greenwich Park fanzone for Euro 2020. He knew little about it and agreed there are transport implications that need to be addressed. He wondered what, if any, modelling had been done on passenger flow. We agreed to keep in touch as proposals progress. 
The newly-formed Plumstead and Woolwich Rail Users Group were present, and they raised the issues of fares disparity with TfL, station security and capacity. They got no response on the security issue, and on fares Southeastern pointed out that they were bound by the National Rail fare structure so there was nothing they could do. On capacity, the MD said that he recognised the problem and accepted there is a need for new trains and greater capacity. They are doing their best with 25-year old trains, but they are unreliable and lack amenities that passengers now expect such as air conditioning. Realistically though any investment will have to come with a new franchise as it needs DfT approval.
The Forum was an interesting session and was not dominated, as some have been in the past, by the Kent main line groups. There are only six months until the end of the current contract, and there can be little doubt that the repetitive short-term extensions to the franchise are having a detrimental effect on investment and long-term planning. To be fair to Southeastern, they do seem to want to do what they can, but there are obvious limitations. 
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