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Transport Focus, Fleetbank House
2-6 Salisbury Square, London EC4Y 8JX

Marcus Clements

Head of Consumer Policy
Office of Rail and Road
Cne Kemble Street
LONDON

WC28 4AN

11 July 2018

Dear Marcus
20 May timetable crisis: impact on passengers

Thank you for seeking input from Transport Focus to the ‘impact on passengers’ strand of the
Glaister Inquiry into the 20 May timetable crisis. You have asked that, as far as is practicable, we
concentrate on the immediate post-20 May period. We will be writing separately in response to
Daniel Brown'’s letter about the crisis as a whole.

There are essentially three points to make about impact on passengers:

o The service was not the improvement passengers were promised; it was not what they had
paid for

» The service was unpredictable; for many passengers it was a lottery with practical and
emotional impacts

» The crisis has affected people’s work life and their home life; for example, being late for work,
missing appeintments and not getting home before children go to bed.

Appendix A gives a selection of comments Transport Focus has received from passengers talking
about how they were impacted. However this one sums up a number of the themes:

“18/06/18 Welwyn Garden Cily to Kings Cross: Train was defayed yet again so late into work and
had to make the time up this evening which meant | missed picking my children up on time.”

It is reasonable to assume that the crisis has eroded trust and consumer confidence in the railway,
potentially more widely than the directly-affected train companies. We know from the National Rail
Passenger Survey that Thameslink satisfaction had been on an upward curve; that improvement
has almost certainly been nipped in the bud. The railway will have to work doubly hard to
demonstrate to existing and lapsed passengers that it is again safe to rely on the train.



N
A number of different issues caused the impact and we discuss them below.

Failure to warn passengers in advance

The late realisation by Northern and Govia Thameslink Railway (GTR) that they could not operate
the full timetable clearly played a part. For example, as late as 16 May GTR said {Appendix B) all
was looking good apart from on the “Thameslink and Great Northern routes [where] there will be a
gradual deployment of a small number of services to provide a smooth transition to the new
patterns”. Even though it was clear at that date that “it will take a few weeks until we reach normal
operation in the off peak between Luton and Rainham, Luton and Orpington, and Peterborough
and Horsham’, communications failed to warn of the true implications. On 18 May Northern said
(Appendix C) “we do expect some localised service disruption, which could happen at very short-
notice whilst the new timetable beds in.” The communication from both operators seemed to
suggest a short delay in bringing about improvements; and gave little warning that existing,
broadly-OK services were about to become unreliable.

Lack of openness

Having failed to warn passengers before 20 May, in the days A o ol W, e e ) 4 Valpmg
following the timetable change the industry was slow to acknowledge 4 T30 bus beencancetedtacaces o an
that there was a serious problem, explain why and be open that it et

would not be fixed quickly. Instead, Northern and GTR passengers e &
faced a period when they were, in effect, promised a service the Sariige

industry knew full-well it could not deliver. The idea that this was just Foxton

teething problems which would be resolved within a week or two was -

allowed to persist. This is likely to have damaged trust. Lack of e

openness extended to the explanations given online, at stations and Meldreth

on trains. GTR's continua! use of the phrase “due to an operating e

incident” was one example, an explanation normally used for Royston

instances of a ‘signal passed at danger'.

Cumulative impact
Passengers can generally cope with the odd ‘bad day’ that affects any mode of transport. The
difference following 20 May was that every day was affected, with an unpredictable service and
poor information. The unpredictability made it very difficult for passengers to work around the
railway's problems. Some Northern passengers, including those using Blackpool and Windermere
trains, had experienced weeks of cancellations and bus
replacements before 20 May; the wider crisis occurred when the
railway had already burned through passengers’ tolerance and
goodwill. The cumulative impact on passengers’ work and home life [ € Your journey. Your way.
should not be overlooked. One passenger contacting us cited the
crisis as the ‘final straw’ that caused her resignation from a job she
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loved at Great Ormond Street hospital. Eatie Lest upamet 1530 [

Horsham
High impact locations Cancalied
Many passengers experienced a worse service after 20 May, but Peterborough
some were especially hard-hit. This included those travelling Peparted 10 mine late
from/to Blackpool, Bolton and the Lake District and from/to stations P
on the East Coast Main Line north of Hitchin. The Oxenholme to Corcabes
Windermere line had its trains withdrawn entirely and replaced with T
buses. Transport Focus carried out work here to understand the Oeparted o time
impact on passengers: our report is included as Appendix D. e,
At stations like Huntingdon and St Neots the new Horsham- Fareated
Peterborough trains provide the entire off-peak service in the new T B
timetable: this is one of the routes GTR struggled to operate. As a Carceted
result there were long gaps between trains, as illustrated by three 3 ue

successive northbound cancellations on the live departure board for
Huntingdon on 6 June.
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Reliable journey planning was impossible

Communication of cancellations, train alterations and information about replacement buses was
poor. Passengers could go to bed thinking a particular train was running, only to get up and find it
was not — and in some cases vice versa. The timetable was amended in two different ways.
Particularly on GTR, some trains were cancelled in advance (known as ‘P Coding’) and some were
cancelled on the day, despite being advertised as running. Replacement buses did not appear in
journey planning systems for some weeks — and then only after pressure from Transport Focus.
Northern moved faster than GTR, but it is surprising that train companies did not determine more
quickly which trains would not run, or were at high risk of cancellation, and publish a formal
amended timetable. it may have meant fewer trains showing, but those advertised would have
been markedly more reliable. In short, the way cancellations and other changes were made
contributed to the lottery; perhaps making the unpredictability worse than it might have been.

Poor information ‘on the day’

The management of Darwin, the national real-time running
database, has often been poor. Trains were left showing “delayed” 7”;3124 Peterborough 1o Horsham .
long after they had in practice been cancelied, as illustrated here on

27 June. Also, trains making extra stops or not making their

A Sctatent % Pin ths train AL Wakeme up

scheduled stops were not always ‘amended’ in information systems, [ wewass a8
making them invisible to journey planners and causing confusion to Peterborough

passengers on the trains. Appendix E gives a selection of T 1924 Pt 2 betaped
comments we received from passengers about poor information, but e e

this one sums things up well “11/06/18 Elstree and Borehamwood to l n—

Hendon, Cricklewood and Kentish Town. Which suited me but not |
imagine everyone else who wanted a stopping service. Train |
indicator boards at stations and the App all still saying calls at all stations...”

Sandy

St Pancras: Because the train arrived TEN minutes early: skipping {' 19:48 Pist 4 Detayed
1954 Plal 1 Dalayed

Ticketing arrangements

The industry was slow to make a decision — and communicate it effectively — that during the crisis
passengers could get on any operator’s train, including those on which their ticket would not
normally be valid. The delay in putting passengers’ interests above ‘the rules’ only underlined the
sense that train companies were not on passengers’ side. The impact was uncertainty and worry —
in normal times there can be dire consequences if you are on the wrong train. Could a Northern
only ticket be used on a TransPennine Express train? Could a Thameslink only ticket be used on
a Gatwick Express train? Passengers did not know what was permitted. They did not know if they
needed to pay extra or risked being fined just for trying to get where they wanted to go. Although it
should have been faster and expressed more clearly, from 13 June the National Rail Enquiries
website said: “If you have a ticket to travel on Northern, Thameslink, or Great Northern train
services and are unable to complete your journey due to delays or cancellations on the recent
published timetable changes, valid tickets are being accepted by other train companies on
reasonable alternative routes at no extra cost until 29 July [except on Southeastern High Speed]".
This is positive, but more proactive reassurance through all information channels, on trains and at
stations would have been helpful.

Weekends

Passengers travelling at weekends have also been affected. We understand that, before the
decision to defer timetable changes in December 2018, Network Rail had been broadly on track
with its Informed Traveller T-12 recovery plan — with the significant exceptions of GTR and Great
Western Railway. Timetables taking account of engineering works have not been published more
than a week or two ahead for GTR, if that. As a consequence, journey planners showed incorrect,
or potentially incorrect, information until very late. This made knowing what service will run very
difficult for passengers: it was impossible to know if the information presented was wholly correct,
wholly incorrect or partially correct. The railway needs to recognise that people have to get to work
at the weekends, too — see Anthony Smith's blog on 4 July, Appendix M.
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Compensation

Although compensation over and above that required by the relevant Passenger's Charter took too
long to announce, GTR was commendably quick to make clear that Delay Repay compensation
would be assessed against the time passengers would have arrived if the intended May timetable
had been operating properly. They did not seek to argue that it should be assessed against the
‘plan of the day’ which had numerous trains removed. We were critical of Northern for not making
a similar unequivocal commitment. Trfansport Focus will comment further about compensation in
our wider response to the Inquiry.

Wider impacts

It is important to note the following wider impacts on passengers:

o Passengers will wait longer for improved services. The understandable deferral of timetable
changes in December 2018, as a direct consequence of the May crisis, means passengers
must wait even longer for promised, much-needed improvements.

e Passengers continue to be affected by failure to publish accurate timetables 12 weeks ahead.
The key reason it was necessary for Network Rail to temporarily abandon T-12 Informed
Traveller was to release staff to complete the May 2018 base timetable, in particular for
Northern and GTR. Passengers suffered as a result, but the objective was not achieved. And
there is a double whammy for passengers: as a result of deferring December 2018 timetable
changes, T-12 will be sacrificed for longer and the industry “*hopes to [restore it] by May 2019".

In addition to the appendices mentioned above, | have attached the letters we sent to the train
companies concerned and to the Department for Transport during the crisis; a copy of our regular
website updates; and a copy of our Chief Executive’s blogs in the period concerned.

Yaurs sincerely

Lo

Guy Dangerfield
Head of Strategy

Encl.



Appendix A

A selection of comments Transport Focus received from passengers talking about
how they have been impacted by the timetable crisis.

11/06/18 Swinton to Manchester Victoria: Train was 29 minutes late and was unable to get
on that or the next one. Had to get a bus. | have a yearly season ticket and have paid nearly
£40 out on bus journeys since the new timetable due to cancelled, delayed and overcrowded
trains. 1 have paid for a service and am not able to access it! | am unsure as to whether or
not it is worth me renewing my season ticket in July.

13/06/18 Chorley to Manchester Piccadilly: Daily stress travelling to work. Never know if the
train will be on time and have all its carriages. | have a disability so not being able to find a
seat or worrying about packed trains causes me stress. | had to be home at a certain time
today and left work early to catch an earlier to ensure | made it.13/06/18b Royston to London
Kings Cross: | now have to leave my house around an hour earlier before as each day
services | use either disappear or get cancelled and number of stops and length of journey
changes each day. | lose time at home and then a long wait for a train that may or may not
furn up.

13/06/18 St Albans to St Pancras: Thameslink journeys have been utterly unpredictable so
it's nerve-wracking as well as frustrating. Will there be a train with room to squeeze on?
When will | arrive? How late will } be? (Not will | be late as | know | will be) Should | just give
up. After 25 years using the route I've no idea what the fimetable is supposed to be. Online
information is no use as allegedly on time trains simply disappear between setting off for the
station and getting there.

13/06/18 Rose Hill Marple to Manchester Piccadilly: The new timetable means the train |
used to catch is 5 minutes later starting but as it never arrives on time at Manchester I'm late
for work. This has meant catching the earlier train, that is now even earlier than previously.
Meaning | have to leave for work 30 minutes earlier and arrive likewise at work. ALSO, The
trains are STILL only 2 carriages at peak times and now often with no available bicycle
stowage.

13/06/18 Huddersfield to Urmston: The TPE train from Hudds was bocked to travel via
Manchester Victoria, Oxford Road and Piccadilly. Only after passing through Stalybridge
(where we turned left instead of right) were we informed that it would be going direct to
Piccadilly, missing out the other stops. This meant | missed my connection at Oxford Road.

14/06/18 Kings Cross to Welwyn Garden City: Left work early as it was my husband'’s
birthday. The first train was cancelled, the second train did not run as there was no driver
and the third train was packed and late. | could have left work at my normal time and | would
have got home at the same time.

18/06/18 Welwyn Garden City to Kings Cross: Train was delayed yet again so late into work
and had to make the time up this evening which meant | missed picking my children up on
time.

20/06/18 Mill Hill Broadway to Denmark Hill: There is no certainty in the timetable and again
today | had to leave half an hour earlier than | would otherwise needed. Today also made
me realise that going earlier meant a higher fare (i.e. peak) so having to cope with the
unceriainty is leading to some people having to pay peak fares rather than off peak if the
trains were running properly.

o
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16 May 2018
Dear stakeholder,
New timetable introduction - from 20 May

With the biggest timetable overhaul in decades fast approaching, on Sunday 20 May, my
teams are focusing on making essential crew, fleet and maintenance plan arrangements to
facilitate as smooth a deployment as possible. We are also doing a final push

to raise awareness and remind customers to plan ahead for their journey.

Last week, highly visible installations were revealed on concourses at Victoria, Brighton and
East Croydon stations, supplementing customer messages already in place. This week, a
final press release is being issued today - http://www.mynewsdesk.com/uk/govia-thameslink-
railway, new material is being displayed at stations and on trains, and we are handing out a
further 25,000 leaflets and sweets at Victoria, London Bridge, Blackfriars, Brighton and
Finsbury Park - high footfall stations on our network. These high impact activities are a final
drive to raise awareness and encourage customers to check their travel details. In order to
provide extra assistance and help customers on their journey, we are re-deploying many
back office colleagues at stations for the first three weeks of the timetable to help people
during that transition period.

We have done our utmost to raise awareness over the past few months and I'd like to thank
you for your help in sharing the messages, we have greatly appreciated it. If you haven't
already done so, | encourage you to display the attached poster at your place of work and to
share it with your internal and external contacts to ensure nobody is caught out by the
timetable change.

On Southern routes, the timetable will be introduced as planned on 20 May, on Thameslink
and Great Northern routes there will be a gradual deployment of a small number of services
to provide a smoath transition to the new pattern. The relevant routes are as follows:

+ Luton, Rainham, Orpington and Horsham routes

In order to form this entirely new timetable many train carriages must be moved to new
‘home’ engineering depots across the network, and over 400 of our 1,900 drivers are being
relocated to new depots. On Southern we are maoving towards more, lenger, fixed-formation
trains so a large number of trains need to be moved around, remarshaled and new
maintenance schedules established.

This is a significant logistical task. It will take a few weeks until we reach normal operation in
the off peak between Luton and Rainham, Luton and Orpington, and Peterborough and
Horsham. For those lines, we expect the full timetable to be in place from 8 June, with the
expectation that each week, there will be more units in the correct place. We are keeping the
changes to an absolute minimum, at quieter times of the day wherever possible. Specific
details are available at www.railplan2020.com/ttintro.

Govia Thamaslink Railway Limited, Monument Place, 24 Monument Street, London, EC3R 8AJ
Registered in England under number: 07834306. Registered office: 3" Floor, 41- 51 Grey Street, Newcastle upon Tyne, NE1 6EE.
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» Bedford — Brighton, Gillingham — Rainham services

With Network Rail's publication of their national rail timetables being significantly delayed
this year, we have had to recast our baseline assumptions for the Thameslink route, re-plan
the driver allocation as well as our train stabling and maintenance requirements. In addition
to this, more engineering access time has been requested by Network Rail. To mitigate the
overall impact that this is having, we have a number of plans to protect the timetable. For
example, our surplus of drivers allows us to reallocate some drivers to new routes - they are
now undergoing an accelerated training programme on these new routes. While we
complete this work there will be a limited short term implication at night, Monday to Friday,
when a small number of services will not run. The selected trains are those with low
patronage and those where altermatives e.g. bus replacement services can be made readily
available. These services will be introduced early in the summer. We are in the process of
updating our website with specific details at www.railplan2020.comv/ttintro.

My team and | will keep a close eye on service operation, which we will be reviewing daily
with colleagues from Network Rail and other train companies. We are planning sessions for
stakeholders, including rail user groups, over the summer to capture feedback.

Passengers will of course be able to continue to contact us through our normal channels e.g.
www.southermnrailway.com/contact-us. To help deal with expected enquiries as efficiently as
possible, and to provide a direct line of sight between customer feedback and the strategic
planning team, we have set up a dedicated team in our customer services department
reviewing timetable comments.

Following the many years of infrastructure work and timetable planning, | am pleased that
we are a few days away from introducing the new service to your route. I'd like to thank you
in advance for your support and understanding while we deploy the new timetable.

Regards,

.\;2«\ __G’*\TV"\

Nick Brown
Chief Operating Officer

Govia Thameslink Railway Limited, Monumeni Piace, 24 Monument Street, London, EC3R 8AJ
Registered in England under number: 07934306. Registered office: 37 Floor, 41-51 Grey Street, Newcastle upon Tyne, NE1 6EE.
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From: Northern <connections=northernrailway.co.uk@mail20.seab1.rsgsv.net> On Behalf Of
Northern

Sent: 18 May 2018 10:07
To: Jordan Sargeant <Jordan.Sargeant@transportfocus.org.uk>
Subject: Northern Update May 18

View this email in your browser

@northern

connections s
express

The regular email bulletin

for Northern Stakeholders

transportfocus
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Northern Update May 18

As you may be aware our plans for modernisation are not all being delivered in the way
we want. This is hugely frustrating for everyone that works at Northern and | know that
this is causing some customers significant disruption and inconvenience and I'd like to

apologise for this.

Sadly, Network Rail has not delivered all the improvements to the railway that they were
supposed to and the biggest improvement project is now two years late. We are working
hard with them to fix this as quickly as possible.

This work is essential so that we can start running our new £500m fleet of trains and so
that we can phase out very old trains like the Pacers. This will mean that we will be
able to deliver the extra and better services our customers deserve and expect. We are
doing everything we can to get things back on track as quickly as possible for our
customers across the North.

Northern’s modernisation plan

Northern is committed to modemising rail travel across the north with new or
refurbished trains, removal of Pacer trains, better stations and 2,200 extra train services
a week by 2020. These modernisation plans depend upon the on-time delivery of new
or upgraded rail infrastructure by Network Rail. The increase in these train services are
delivered each year during May and December when national timetables change across
the UK. For Northern, the May 2018 timetable change was planned to be a key
milestone in delivering more services.

Service improvement delays

Frustratingly, Network Rail announced in January 2018, a further delay to the biggest
infrastructure project necessary for Northern's modernisation, the electrification of the
Manchester to Preston route via Bolton. This brings the delay to completion of this
project to two years and, in the short-term, severely impacts our plans to increase
services and capacity across the network. This is because we are unable to run electric
trains along the Bolton corridor (until electrification is completed) and therefore we are

having to reallocate diesel trains from elsewhere to continue to be able run these

transportfocus
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services, rather than them being available to enhance services elsewhere, As a result,
whilst we will be delivering an increase of 1,300 new services a week from May 18,
disappointingly for customers, 900 new services a week will not be delivered unti!
December 2018.

For Northemn's train planners, the electrification delay was also a major set-back,
leaving them less than four months to fully re-plan our May 18 timetable, less than haif
the normal time required. Unfortunately, due to this condensed planning time some
routes will see a deterioration in timetabled services. This also means that opportunities
for resolving last-minute train scheduling problems have not been available. Therefore,
we are not able to make even minor changes to train times for several months, whereas
a normal timetable process would have allowed for this.

May 18 timetable change will see around 90% of our services change and an extra
1,300 train services introduced across our network, the biggest change to local rail for
many years. This is a significant operational challenge, and given the late nature of the
planning for this, we do expect some localised service disruption, which could happen at
very short-notice whilst the new timetable beds in. We will continue to do everything we
can to ensure we minimise any service disruption and keep customers informed. Over
the last four weeks we have been focused on ensuring our customers know that
timetables are changing with a ‘check before you travel’ message across stations, trains
and online channels.

Driver availability

Northern has 1,529 trained drivers, 180 more than when we started the franchise in
April 2016. However, availability of drivers to operate timetabled services has been an

issue over the last few weeks in some locations for two unexpected reasons.

Firstly, the completion of the electrification of the Blackpool to Preston line by Network
Rail was delayed at the last minute, by three weeks, which meant that driver training
became a real challenge. Before trains can operate on new lines, drivers have to
undergo essential safety related route training, and for Blackpool this meant training
400+ drivers from all depots who operate this route. This means that some drivers are
unavailable for their normal train driving duties whilst they are undergoing this training.

2>
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Secondly, we have been unable to ask our drivers to work on their Rest Days for the
last three months. Rest Day Working is a normal industry practice adopted when there
are short-term training requirements, which enables us to absorb those exceptional or
last-minute training needs, and provide additional flexibility for train driver rosters.

The combination of these two factors has meant that we have faced a shortage of
available drivers in a number of locations which has, unfortunately, led to a far higher
level of delays and cancellations to train services. We're sorry for these delays and
cancellations and we are working hard to complete our driver training. We are also
working with our colleagues and ASLEF with a view to getting Rest Day Working

reinstated, which in turn will further help improve driver availability.

| hope this update provides you with a good overview of our current position.

northernrailway.co.uk

Share Tweel Forward

o
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Lakes Line disruption —~ June 2018

transportfocus

Background

Passengers on the Lakes Line, between Oxenholme and Windermere in Cumbria,
have faced significant disruption in 2018. This disruption began before the May
timetable change, with an unprecedented number of trains cancelled in April and
May. After the 20 May timetable change and widespread disruption across the
Northern network, on 4 June Northern implemented an emergency timetable.

This timetable replaced all train services on the Lakes Line with buses, initially for
two weeks, later extended to four weeks with an announcement on 7 June.
Northern's stated aim for the bus replacement was to avoid further late notice
cancellations and provide passengers with a more reliable service.

West Coast Railways train service

On 18 June, after two weeks with only a rail replacement bus service, at short notice
West Coast Railways (a heritage/charter train operator) began a train service
following lobbying by local MP Tim Farron and local rail users. This train service ran
alongside the rail replacement buses until Northern’s train service resumed on 2
July.

Objectives

Transport Focus wanted to understand the impact of all these changes. We took a
‘passenger-eye view’', using observations and informal interviews on 21 and 22 June
to provide a qualitative snapshot of the passenger experience on the line.

Conclusions

* Northern's rail replacement bus operation was generally efficient and
effective, keeping passengers moving, supported by friendly and helpful staff.

« The West Coast Railways train service was very well received, with the
heritage character and sense of occasion felt to be in keeping with the area.

« The late notice addition of the West Coast Railways service meant access to
platforms on previously closed stations was required. It also changed
passengers’ information needs, requiring explanation of the options available.
During fieldwork dates the information about the train services was limited
making passengers more reliant on staff for information and support.

« Local passengers were very concerned about the disruption and impact on
the community and tourism. Northern will need to work hard to rebuild trust.



[




w J} sndogpiodsuey
~
0

f

810c¢ sunrp

S92IAJ8S 0] uondnisi aul saye]

.i

& ® sdsng
& © UUON 3y} 0} suley) M8

._..ES._ 4N id.

¢ © JB3WIBpuIp) 01 sulely
| x...,,,m ¢ © \epusy o1 suleuy
/ Au @ mvcm N Ehot,m_d -




snoojriodsuel)
0"

yodai sy}
Ul paSUBLULINS &JB SIY} Wolj S)nsay
‘aul] ay) Buisn jou sjdoad
[E00] PUB }JBIS YIIM SUOJESISAUOD
yum pajusuigiddns osje sem
SI] "80IAI8S SNQ 8Y) pUE 82IA8S
uies sy Buisn siebuassed jsbuowe
810z dunr Zz pue (UayuoN uo
Aep a)1J1$ B) L Z ay) uo uayeuspun
210}818Y) BJaMm SUOIIEAISS]O
pue yoleasai sAlejend
ajel asuocdsal
yBiy e Jou sem si1ay) 'J8Asmoy
‘paINgUISIp sem AsAns auljuo uy

SMaU 8l U sur saje eyl |

8L0¢

AInp Ul pajejsulal aq |IM 9IASS
ulel) sy jeY) S| Wie pajels 8yl .

CRITVED

snqg AJesodwa) e yym pasejdal

PUB PaAOLUB] SEM 8DIAIDS 1Bl
U} gL0g aunf Ul ‘sul saqe B uo -

SUOIE||82UBD SNOJawnu

Buipnjoul ‘asiaies o} suondnisip
jueoyiubis usaq aaey ausY) QLOZ Ul -

910¢ Ul 3J3WISPUIAA

0] BW|OYUSXQ) WL} ,BUl SBYEN,
8y} unJ 0} asiyduely Ay} popiemy .

wseyyou (@)

s1ebuassed

0] |UIT saye 8y} uo
sabueyo ayy Jo joeduw|
3y} puejsiapun 0} Juem

UHON a8y} Joj yodsued )
pue snoo4 Jodsuel|

sdnoub Jasn pue |\ |eo0j
oy} Aq Buikgqol Buimoyio}
90IAISS |IBJ B UNJ 0} 991j0U
Hoys je uebaq Jojeiado
abejuay e aunp gL uQ

sasnq juswaoe|dal
jied yum paoe|dal
Aluelodwa) usaq
SBU 921AJ8S WIAYUON

Ul sayeT, syl

saAl}9alqo pue punouib)oeg



snaojjiodsuen

(o]
wdoz ¢ 0} wepg’, sunr zZg
wdog' 2 0y wdog gL sunp L °

POYSIA
Seole sng pue suonels ||y

(sued Janoys pue aul| ajoym ayl yjoq) sAswnol uiel) g m..lll.l.
(sped Japoys pue aul| ajoym ay} yjoqg) sAauinol snq 9 52 npdl

BIBULIBPUIN @ummp AD|OAE]S @—= OPISBLINY @——g|EPUS) @——-—e SL|OYUBXD

Aauinol e Bunjew auoawos 0} ‘Aep Jayjoue 10j uoilewloui Jo Buoo| 1ng Aep

ay] uo BuijieAel] 10U BUOBWOS 0} ‘82IAI8S B pleoq 0] uonels sy} Buisiaael) suoawos
woJj pabuel os ‘ssaoold Asuinol ay} Jo sabejs Juaiaylp Je 8J9Mm 8Sal | 'SOJIAIeS
snq /|1es uo ‘suollels e yels pue siabuassed jsbuowe smaiaisiul jJdaosaiul [ewloju|

S22IA13S SNq Jualwaoejdal |iel 8y} o}
pejeubisep seale Ul pue suolie)ls e Jels pue siebuassed jo suonealasqQ

a|gejieae suondo sy} uo buljjsael) Se [[om SB SMalAISIUI Jdadiajul ‘SUoeAIssqo
pajoNpuod pue (aunp zz ‘aunp Lz) sAep g 10j aul seye] paliSIA Jayoleasay

PaJONPUOD SeM |o.ieasal 3y} MOH



| 1 snaoplodsues)
o,n....

yess snq
A [ HEIS Juswaoe|dal g|doad 4sp|O
sAsuinol j1ey] 1Se0) 1SOAA ey
B00 !
= Si9||aAel}
SIOUSIA S}seisnyiua jley ssauisng
Sjuapn}s yejs AN S)suno|
uonels ajdoad ajdoad Jabunoj
|e00T
abenbue|
jeuonippe  sJenwiwo)
ue se SIO}SIA
r_w__mcm Wmmw.h®>o

***SUOIJBUIISAP || 1e Jels pue sig|jaAel] Jo abuel e 0} payj|e) Jaydlesasay

papn|oul suoluido jo abuey



snaojjiodsues]
o

siabuassed uo sabueyo
sy} Jo Joedwi sy} stleypm .
£saul| Jey)o
jaul| st} 4oy sjuswaaoldul
/sbuiuies) Aue siayl aly .
.punoib
Y Uo, NI ) stieYm -

damsue 0) w:o_“—m@—.—c >0V— siabuassed
mco_“wmmm .
spadal -

uonels
ENDIAIDUY

ERIVEIFETE
SNOIABI

¢Hodau siyj ul si Jeym



snaojjodsues)

(o]
AjliesSsSa08uUN LSl 1B sutel) abueyo

0} p|o1 Buiaq 40 SABBR YlIm auwljoyuax) 0} Aem ay) U0 S8NSsi PEY SW0S

BUIT $8YET U0 pa|[@oues ale

sanAes || 1ey) Ajjeolioads jou Inq |epua) 1o Asjanelg
S80IA19S 0) uondnisip Jo sseusieme Alwey pue spuayy Bunisip - . SE {4ons sul|| 8y} U0 SUCHE]S e
aney Aew siebusssed :gN (wsunoy anule pue Bupyiem aq Aew swog -
op ey sJousia jsnl aw|oyuaxQ 0} Jedsp usy} pue
jou) Bupjjem ano sAeq . ABpljoy USy} pue aIsuIBpUIpA O)
1SOoYy quUQUIy Wod sawoy AepiloH jaaey) Jbnu Asy) 'swjoyuaxQ e
lewy SUOI}OBUUOD Emmgcm SLWOD Bale 3Y) O) SIOYSIA B JON =
Joj swjoyuaxp o) buo e} 1A 10u)sIg
UCHEIS JE MES usayo — [aARl] SSBUISNG « a)eT 2y} jo sped iay)o pue ‘salio
[ley |[EUONIEN UO paX3ay) yiom wouyy jo} Bupnwwoy . ‘SOLIUN0D JBYI0 woyy Buieaes)

UQISSNISIP |20
SMOU UO Uaag — 00 / \
9lEME JON
S A
S992IAI8S 0) sabueyo
JO ssaualemy s|edo] SI10}ISIA

Bulpueisiapun pue abpajmouy JO SHoS
IIe yum pue abebbnj Jo spuly [[B Yylm ‘suoiosuip |[e wody swod siabuassed

IX9jJU0 )



snoojliodsuesy
o

a|gepeae Jou ase jels §I Buoim ob ues sBuyy

‘uonisuel) pasiueblo 1Sow sy} I SWOYUDXO) IS|IUM sanis0d SARMETSIB WBLPLAIM S)UI0dUONOY

pue swioje|d aLy uo ajge|leAe yeys ale a9y

E . T UBOLL, B pBY PUE J9)SBYDUB ||ED O} pey
o A3y} ples yels (1ey 1Se0D 1S9M) Hels 8y Je pajsy)

inoge aJea | Jje sey) pue a.oWispuim ou 2J8M SUIES) BU) ABp pUoas Ay} Lo YBNo
07 BuIoB sj1 g e [ewiou ayj Jou s JOL SO SUIe A el e

80140 19301 Ul BuiyioN

‘(Juawabpnl ay) Bunjew wiayy st siy) ybnoyye) ‘(Ajlenuew sy} op o} pey Aalj) pIeS JJB}S UOIE)S)
kmmcmwmmﬂ m_-_w goh _._O_uﬂo Jafasq e sl siyl Jey) yuiyi >®F= mhﬂ_ﬁm_—..v EhOhHW—Q pUE SU32J2S UOJIeWIOU)
§1 ujes) ay) Guipnjoul @ye} 0} 8olAI8S JeYM JNOGE BIIADE 8y} uo pas) aJe sainuedap snq pue sulel|

anib Asy) jueses|d pue jnjdjay ale yeig -pasiuebio

|l8M 8q 0} paAlasqo SEM pUEB (J8Jem pue SUOljBI038p
Buipnjour) pauoisiaoid [[om S1 SNQ JOJ JJEM O} BalY sainuedap uiel) /snq jxau ay)

noge waope|d sy uo apew a1e SjUsLWBdUNoUUY

(uonewoUl UO LOI}OIS 3BS)
wuoyed uo Juaseid JoU PUB BRGNS S} NG ‘UOREDD)
S)I 9)e2Ipul 0} uonE)s ay) ul abeubis st asay) wedeo Asu.nof Bujnunuoo 1oj sawil pue (ulel} /snq)
AE1S 1J0US BU] LUOJ BAES| SBSNG JUSWBIEde) (1Y suondo s|qefieae esunouue Aew uiel) Buiwoeou)

|oM SHIOM 1l ‘SHIOM U UBYM — Liedap 0] UOOS Si 82IAISS Ulel) By} uaym
aALlIe Aay) JI Ajje1oadse ‘ajdoad jsow 10 ssaoold premuojjybieds Alea y

sulel|

ulbap Aq pebeuew v::o.hm wcﬂ :o umE—o—‘—:mxo

S| UoNelS aWioyuaxy



n ? ]
.. ,m:uoﬁ.toamcmb o

uy

_o.,..

S20IA19S Juswaoe|dal
[Ied Joy yied Jed
Ae)s Joys ul dn jes ealy

g saiul || je Aep puoaas ay)
.+ | uosuien Bumoys jou sAe|dsiq

sw|oyuaxQ e uonewlojul wiope|d ;

alwjoyuaxo Je ease Suiiem sng juawede|dal __mm__ L

ues|o pue a|qeLOojwod
eaJje snq Juswaoe|dal ley "sAe|dsip 21UOIIOS[S UO d1am sulel] pue sasng

Baip A 6
avonmssuoneo OUI|OYUIX(O



snaojjiodsues]
o

8AllR
0] 13U BUO 3U) AJUO 'SBDIAISS ||B INOgE uolewiojul oAb

Jou saop siy) pue Aejdsip o1UoJ198|8 By} 40} Jdaoxa uone)s
8y} JE 32IAIaS UIRJ) 3U) JNOQE UOIIRULIONU] OU S| 813y ]

pasnjuod alem awos pue Bulue
0s|e a19m S|e20| — sisuno) Jsnf jou sy

Bupjiom 194 Jou pue pajjejsul
A|mau sem aulydeLl aU) Se S18Yo13
Burseyaund jo fem ou sem ey | . asIMmIBLIO Jjos)l dojs Sng ay) 1B UOIJBWLIOJUI paliLul|
S| 849V} ‘JoASMOY S|gBIaLIN SN B SBY Jagquiaw yeys ay |

(995 p|NOD | 1BY}) S|qE|IEAE LUONBLLIOUI
pPale|SUBL) OU 3I3WISPUIAA PUB SW|oYUuaX( ayiun Bujiem 818U} SUO OU S 818Y)
o3y Ajleaipouad pue uonels ay) o} dn Bupjiem sie oym
aidoad dois Aay| -uonels ayl 0} xau dojs ay) 1e saw jje je
Bugess yonw },usi 18y} pue JNo pue)s Jussop }i — doys Juasaid aq pinoys jejs Juawaaejdad j1el ayj jo Jaquuaw
snq 2y} 29s 03 Asea Jo snoiaqo Arejnajped jou sij)

uone)s sy} 0) aauesjua ay) Aq ajgejieae snqg ay)
noge uonewo) “Asuinol J18y) @yew pinoys siabuassed
MOY 0} SE uUolBWLIOU] 3|qISIA 3| A18A S| 818y) (peo.
ayy woy |y dasis e dn jem Loys B) J|as) Uoliels au} Iy

aouesua uoljels ayj o} apis aysoddo
Ay Lo uone)s sy} jsaleau peol Sy} Wol) aAes| sasng

siabuassed 10a.ip 03 UONE]S SpISINO Jels Juawade|dal |led uo Bulhjoy
‘leAs| uuojie|d 1e ajge|ieAe uollewIoul S}l YIIM uoiels psuuewun

pabeuew s) co“mwmu_._monﬂhm v : : o.h m w —t—ﬂ. : o " — m ﬁ : wx



0l
I\ )} snoojiodsuely

s

S

gLog aunp |

uoneLuloyu|
sng

Bale Juswaoe|dal |y

uoljels ay) apIsino ﬁ:&

uoners ayjuo |

uieJ} ayj 1noge 1o [aA8| wiofeld je uoiewlolul JO yuesp ay) moys sabeuw|

uiayuop Aq
pabeuew s| uoljels |epuayq — m U : 0!



L
1\ // snaopiodsuely T,
o

s o) Buuuns a1am SaIAIaS BU) ‘SUoNelS
asay) pasn | uayps dols )uawaoe|dal el
8y} Je uopew.ou) Bujjgejawy sy s1 2oy

8Q M
Jubis, 1xau InoA assym Jea|d Aiaa sAemje jou
S1 )l pue |Ied), B M0|j0) 0] paau noA aJay) 1ab
04 "J|@sl UoIjE]lS 8y} Wolj 8JUB)SIp 8UI0S
s| Aajanelg Je dois snq juawadeidal jies ay]

SNQ 3] JO 2IeMEUN 3] SWOS 10 swioyeld
uo jiem pinod aidoad ysu e s| a1ay)
210J2J9Yj] SUONB)S pauUUBWIUN 3JB 953}

sasnq
juawsoe|dal i) spiebal yum sonies
0) abueyd su} Jnoqe ‘spgns ajnb awos
‘abeubis s| 819y} S8oUBIUS UONHE]S Yloqg 1Y

uies} ay)
Jnoge o] Ing ‘sng 8y} JN0ge UONBWLIOIUI SWOS YlIM SUOIIBIS pauuewun

amseusenos  AO|OARIS PUR BpISaUING



snoojjiodsuesy i . 107 Sunp

mn_mmE:&

Aajanerg L_

aJjuao abe||IA
ayj ur juiod dn yoid ay) puly 0} paJinbai yjem e ajinb sem alay} AS|9AE)S 1Y

Aq UmmmcmEM“M;HMM >0—0>mﬂ.m v:m ot_wm—hv—:m



o

snaojjiodsues]

yels uo juelal Buiyiliens seyew pue
Mo}} uoljeLwojul siadwey pJeoq ainJedap e Jo ¥or| ayL

jrudiay aq 0y A} pue jueseaid aie
Aayl ing “Aym pue Jeym Buiop si oym Jes|o Alenonded jou
S)i ‘Uonels ay) Jo Juol) ay) Ul Yels AUBw 0o} JSOW|e SI aJay )|

S18)01} Y082 op Asy} pue Je)s WSYLON Jo
laquisw e si a1sy) Jaaamoy souepinb yusweoe|da.
|1ed 10} pako|dwa s10)oBIU0D 3l wea) ZIA YOiH,

‘auwoyuax)
Ul SB ABM SLWIES 8L} Ul psounouue Jou aiam Asy) 'Jaramoy
wdpg e 1B aneay [im J1 axif noA j1 urey Aouey ay) axej
ueo noA pue, ‘6°a ‘suley) Jnoqe BuISIApE Ye)S paAIasqo |

,5921A19S WIBYLON Jou, a1om Asy) asneosq
sulel) ey} Jo saw) Ay} JO aiemeun aq 0} pawielo
PaYySE UayMm 23140 18)21) 8y} Ul Jels Jo Jsquisul |,

19511 UOIIBIS 0) 1X8U 10 UOJIE)S Ul
10U Ing syjo0o0g — uonE]s au} 0} 1xau s| yaum doys e
9pISINO pals)| Seiul ulel) ay) yum ubis e sem alsy|

(lepuay pue swijoyuaxp 1. st )l Se) ajgeeae
sl Jejem pajjjog ‘uonaanp 1ybu ay) v ajdoad spinb 0) Ases
$S9| 210j2Jay) S1 )] ey} pue aaes| Asy) a.ojeq isnl dn yod
AJUo ued SaYoe09d Jey) SUBSW S|Y] “SIXE} SB YONs SIj0IYsA
18Yj0 0] SS809k SE ||dM SB Bale ay) wouy Buiuunt sadnes
sNq pajNpayos osie ale altey) Buness s Alan s
818y} pUE pajeaul|sp jou Si WoJj sasnq ay) 1ab oy ease sy

‘uo Burod sem Bulyjawos Jey] ssiw o) JNoYIp
aq pINoMm 1j "paie|suel) sem 8say) JO su() "82IAI8S
Juswaoe|dal el ay) Jnoge sisysod pue ssuenud
uonels ay) episino subis vy, os|e ase alay|

"siA YBiy ypm yels g saw je ‘se Auewl
se ‘Aq pajaaib aJe noA uole)s syl Je aAlle noA sy

‘Suled] JoJ paliwi| INg S|ge|IeAB UOIjewIojU|
‘J1e)s Juswaoe|dal [1el Jo s107 "pajppnw Ajpybis sawl Je pue ‘uonels Asng

UJOYLION
Aq pabeue

punoJb ayj uo :aJ3WIBPUIAA



snaojjiodsues
o

slebuassed
disy
0} Jje)s Jo S)o]

BuleyS UOHEULIOM| F

uone)s ayj up ;

L

BA1108Y)o 910w 8q PjNoo Buleys uoleULIO)U|
‘alWjoyuaxQ e uey} abeuew 0} eale }NoIIp dJow pue Asnqy

ussypoN Aq psbeuew wc_w—.:.—mﬁ: _;

S| UOIJE]IS SJaWIaPUIAN



snaojiodsues]

O L]
) 186 0} Ases jou

SI Ojui pO0Y) “‘Mou ) 0} pasn Buneb
ale S[es07 'SisSLINo) Joj Buisnjuod s}

asy /A1eixue yjim sjdoad

al) Aep sy uo ydepe 0} Buiaey Jo
Jeis o} Buiyje) say) auoliaas JoN
{apisauing pue As|9AE]S ‘|BpuS)
Ul 9]} Juasald se 10 s|ge|ieae
JUBJe YE]S JI SSUE URD SaNSS|
a|qe|ieae

aq 0} pue uoljewlojul Jybu

8y} aAIb 0] JIE]S UO Salja) WasSAS

Aliunjioddo passiwl B — sU|juo
s}@yol} JIsy) paseyaind oym asol)

uaas '‘Asuinol ay) BulyeLw jo asUBApPE Ui
sabueyd ayj Jo siEME S1 sUOAIBAS 10N

iBugy si1 jieJ) 8y Asjenels
JO 9SE3J B} U] "SUOHB]S SUI0S
1B @SBD Y] S| SB MO||0) O] iBd}, B
S1 248y} a1aym Aljeoadsy passiw aq
PN pue ajigns si oboj pue inojon

SUOI}08.Ip 8I0W
aJe 818y} assym Lwiojeld ay) Bunes
10 Jje1s Bui¥se uo saljal ]l juawow

ay] 1B — sWwijoyuaxQ Je |nyasn ag
PINOM 30IAISS Snq Juawiade|dal (el
0} siabuassed Bunoaip subis Jaiea|D

SIY) 9SEa p|NOM IXa3U 0p 0}
1eym pue papdnisip ale sad1A1as ey}
Bunesipul ubis Jes|d y "uoIsnjuoD
0} ped| pinoa siy| abeubs
Jo jeap 1ealb B JOU SEm BI8Y]
SUOHE}S 8y) ||B Je wuoyeld syl uQ

wJofie|d uo INO puels Syoe| sWoyuaxQ 18 Uolewloul pajulid
"awIjoyuaxQ uey) Jayjo suonels e Aenonied ‘yels uo aouelal ybiH

jels ybnouyj uayo si uoljewiojuj



I\ /7 snoopodsued}
OH

aplIs xau

888 " ALNIV1HIONN 2low S|
sJay] 1ey) si |eiauab u) sediAles
Juswaoeldal el 0} saldde yoiym
sasng ay} Yjim anss jesausb sy,

‘BuLIN220 SIY) Pajou jou pey Asy) JBY) pue |BnsSnun
Sem SIU) pIes Aay) ‘Janamoy siy) Inoge siebuassed
Jgnbal payse | usypy ‘dols pajnpayosun

ue ayew 0} PeY JOALIP SN 3U) OS 8J8WISPUIAA

1e snq Buoim 3y} uo jnd sem Jabuassed auD

2

Beq 6iq e pue Yjem Buoj

e pey aysg -episino Aem sulos Jnq
alay) dojs Ajjenjoe Jou Sa0p JI uaym
uone)s Agjaarig 0} Buioh sem snq
ay} ey} p|o} uaaq pey ays asnesaq
pajenbe Ajybis sem Ape| sup
‘saoles ay) buines| pue bBuipieoq
wes Ajysow alem siabuassed

weals Apea)ls e s| a1ay)

Nqg yeis Aq pejoadxa
10 a|npayss uo A|jou)s
sAem|e Jou a.am sasng

Bop e BuiAned pantasqo
sem Jabusssed sng ‘pinod

% Aay) Buiyifue sjepowiodse

Py 7 ?mzum& ajows pue
ajqeifal aiow — Aisnojnaud aisy) sem
Jeym ueyj jayag ‘8ainss Juelilig

pinom Aauy) paisabbng
JBJS awoyuax ‘s|lew|ue
10 ‘pjo4 Jou Op Jey] swa)|

o uea Aay} jeym

JO SaY1q Ou 8q pinoys aJsy) jey)
ae|ndys op sig)sod ay) ybnoy)y

810¢ aunr

puewsap
yojew pue Al 0} ley [euoneN
S9SN BJSULIBPUIAA 1B 13]|0JJu0d
ayL “Anpgixey pue Aj1oeded

$S99X® 9 0] sWaas aloy |

*‘a0IA19S UlRJ} pa|npayas ienbas
ay} se Asng Se Jou g sawy
1e Asng aq ueo Aay) Aes S1asn

Juanbalj JsABMOH “8J9ULIBPUIAA
woJj sojales Buiddols ise

auy) uo 1ebusessed e pey Jaasu pey
ay pies JaAup suQp ‘Ajdwsa Jo jainb
Aiaa aq 0) panlssqo sasng Auep

Buiop ‘jeuoisseyoud ‘Ajpustiy ase Aay

: 92IAI8S 8] BuIsn YlIm JuswSp JO S0UBPIAS
jueoliubis oN ‘uanbaly pue jenjound AjgAlje[a] USYO ‘UEs|d alem sesng

poofb ualjo aosualladxad sasng



I\ // sSnaopdodsuey o

0 Juauuyap snoinaid -aUj| |8y} UO BSN
Buiodai siabuassed o} pes| ued Jiayy Inoqe Aibue oA a.1e 10 SIIIAIBS SNQ aY) 9SN 0} ISNJol S|e20| IWO0SG
YoIYM SBURISLLININD aSal] SI I
pue pleoq 0] JNolp /PepmoLs aq
0] UBaS a.1aM SBSNg OU IBAMOY
‘SBOIAIBS JieJ 8Ly} JO UonoNpoUL
ay} o) enp sdeyiad ‘:gN

Apjoinb ssow

uonEUNSOP oY} 0} Wey)

196 j11m )1 Yy Aeyy 4 sng

g ayj aye} |im 2jdoad awos

<~

snq 8y} ploAe 03 uleu} ay} Joy 1abuo| jlem o} 1ajaud |ji)s Aew Aay) Janamoy
Aanebau ybuno jo Hujaa) e ojul aje|sues) JOU Op 9SaY) ‘JSASMOY JSOW J04

(Je2 e -2°1} JaeW 3y} U] 821042 & dALRY JO /pue asuslladxa snolaaid peq e pey
aney Aayy y Apenoiped — owWos 104 SN 0} Ja111eq B a¢ [|IM SWIDIUO0D asSak]|

ules) uey) Jayjes snq e uo pasiwoldwod eq o} Jybnoy)
HOojWO) "S8NSS| 8Je PUNOJE aAoW 0} ANjige ‘aoeds 'sSauyIIs [SABI) — MOJWOD)

uJ3oU09 SIY) aAey Jenoiled Ul sjeson)

‘sAe|ap |enuajod Jay)0 pue oiyel) 0] anp aye} |Im JI ewr} ay) Jnoge asjueienb
$$8 S| 219y} 1ey) pue sabuol ey im Aauinof jey) Bulssy — uaye) swi)
a|qissod JI pioae Jayjel

pinom Aayy uonexdwos pappe ue s,)| Jauies ‘ajebiaeu o} 0} a|qissodul s)

yuyy ajdoad jeyy Jou s1y 9)B6BIL LOWILIOD B SI UOIEWIOUI JNO PUlj 0} MOY ‘LU0
ob | 11 a1aym ‘asay) 186 [Im 1 swi yeym ‘axel (IIm ) Buo| moy Jo — Aulepsoun

liem Aten suob sy ing (g4y)
piom papealp e Ajjensn sjf

asay} buiyahb

‘sointes Buiosuuol e Bussw
‘uoljisuel) yjoows 'yeis
juesea|d — saosualiadxa pooo)

8IAI8S JIea snolaasd
3} UBY) S|qeIal BI0W / SB UBaq SARY 0} 80IAISS ay) pulj oym pue asn Auenbal
OUM 9SO} UM Spe} 0] Waas ssop siy) Ing ANjigelaiun jo Buijasy |eleusn

iH3 N 10

1SIX8 saoualladxa poob Ing way) Jnoge olSkeISNYua jou ale JSOoN

sasnq ay)} spJemo)} sapniiny



o)

snoojjiodsuely
i T

snq aif] paoejdss pey aoaias
e} mau sty Jubnouy Aleniut |

_ ____ oy Ty

-y jiseuoy
8q o} aJay 8q of )i Bunoadxa JUSEM |

10U S| ]| 8IEME 8G 0} pSaU 08
pue ajgejaLui fewliou ayj isnf si Huiy)
Aew swiog Jjels uswsoe|dal snq
ay] WoJj 83Ape UO Ajal Uey) Jayjel
SUOISIDBP UMO J1aL] @) BLU 0] Juem
oum 5/doad disy pinom uoyeuLojul
pajuud ajgejieae Alises aiop

uonoanp Buoim
ay) w Buiob suo Buniab Ajenusiod

/Buiod s1 i uaym Buimouy|
NoyULM Ule) B 40j Buljiem ale
a|doad uesW UBD UDIIEWIOMII JO HIE|
g ‘BuisIxe adIAlas JO SSaUaIEMY

e s

Sajnun

\Smﬂ_ e uf buines| swijoyusxQ

0] 80IAIBS Uled] e S aJaly]
nq sy nok buye) eq j.upinoys
Ajgeqoud |, sw o] pies s

\
y ——

& jeads Bunyjeuios
8q jsnw )} ‘uonejs Aiane je sojoyd
Buiye} ejdoad jo $10f mES 9M

301A185 aY] Yim Buiuaddey ussq
aABY Jel) sanssi syl 1noge Albue ale

oym s|eoo| Auew JsBuolle tejndod

S| pue |99} 1ubu, ay} sey aolAIes

s88sNq 3y} 1J0 ainssaid
ay} Bune) 'sweud ;sa166nq pue
abebbn| Jo $10] Yim Asng ale suled |

‘Alojelga|en pue jeinol si ulel] ay)
UC POOW PUE UBRSJD ‘|enjound adinles

Uiel} ay] Jnoge pieay saey
OyUM SISBISNUIUL |iel pue S{ed0] 10}
N0 SABp pue Sapu pue uaye] Buiag
sojoyd — suiel} sy} Ul jSaialul JO Sjo7

s|eoo| soses|d 0s UsIA 0] ajdoad sjoede os|e Y
‘siabuassed jybijep suibus pue sayoeod abejlsH

9A1923l ||oM dJe suleld]



o

snoojjiodsues)
I b
@ UOIJoBLL0D N0 passiu Aliesu
pue sauil} snqg Buoum ay) pjo} aiem am
BJBULIBPUIM 18 sy "epis Buoim ay}

07 05 0] pjo} asem ap [awjoyusxp
je] puno.ie auo ou sem aJayj

-

| ==
y — ¥ N

O Osjespuosyes] el
Je sewod ji se buoy sy “awn jo Ajusid
anei] | ‘parom jou we | [snq inoqy]

W\ s G
. / snoixue adoad saxew buijene.j
J Inoqe piesy | usym Ayeryur

M INOge Passal]S ‘PoLLIOM SEM |

—

» B .rnd e
E as1dins e Jou Sji 08 YIOA
MON Wiodj wie | i Yum pajod sni |

0B 0] paau Aay) aiaym 0} 186 pue Buoje s|ppnw 0} wasas Aay |

-

Gl

(WEEEDE

8Q UEd $S8NSsS| ‘apell 8q 0] SUOIIDSUUGD |BIonUD ale
2Jau} Usym ‘19AamoH 'aai1Mas ulel) seinbal J1ay) sem )i
Jueyy (apow Aepioy, w) Buinbio) alow ale pue sy u)
Jojor) USYO A3Y) se way) aseyd Jou op sAsuinol 518y} 0y
sabueyo os pue paxe|a!l a)inb ua)jo ale sI8|BAR)) 8INSIa]
jow 0} ¥} Jou pjnom pue palouue

Alan payoo} ajdnos ueulsc) auc ybnoyye ‘pessalisip
Kiqisia auo ou JaaamoH  snq ay) asn 0} 1821 Jubu ay)
aAe 1,uop A3y} JeU) pauIom aq J0 SNg B Yajed 0} saey
Asy) Aym puejsiapun jou Jybiw Asyy — Buisnjuoo aq ueo j

,hured) e st asay)
nq ‘snq e job aA} ;suel) jejod AueH 8y} jab o} Juem
noA op ‘wiy o1 pres |, sysuno) ases|d o} Ay Jybiw yeig

uo Buob si Jeym

puelSIapun AJUBSS@23u Jou op Asy] "uled) Jo snq lybu
ay uo nd jul 0B o} paau Aay} uonoanp ay) ul pajulod
186 pue uoieulSap JIaY) Jo aweu ayj Aes 0} pua) Asy)

Jers uswsaoe|dal el pue yejs uonels Joy ang
S| SIY} — aJNsun pue }so| Yoo] oym ajdoad yoeoidde 15

SJ10}ISIA 0} suaddey jeypn



snoojliodsues)

O
E Aljeuoissajoud
i i - AloA payels
S =3 - jUIBYLION S| 92INIDS
0 y 1oy Aed Jo pu 1B pue wen pjo ey} daayy ' '
0] jof sey aU0aWOoSs NG 98.1j S} MOUY e
| 1 Buipuny sj oym mow} of 8ol p.f
144
SJ99JUN|OA
Aem|iey
SHoBUD
1Se0D aweu JIpalo
1SOAA /OOINIOS 1010] 5189 aleo
es abejusH uotled wij /Mou) Luo( WISUYUON
Hpaid

10 10| B S)8b uouleq Wi ‘90IAISS JUSIBUIP B S| | 8ieme ale oym asoy} JO

ureJ} ayj buiuunua si oyp



I\ /7 sSnoojodsuely
o |

_—

3

4 any s1 jey) 1 feoljdays we | — sanod
' mau uo paules) aq 0} anBY SIBAI(]

P

- pajfeoues
usaq seuy }iq 1Sej 8y inq i uo jusds
Aauoul Jo Joi e pey Sy “aul Aoy e S,jf

L 4

Y S

b SUBALID Buninioas swajqo.id

—
o

- __

ysiuy 0} pajnpayos ale Aay) usym smouy Jo aoe|d
Bunje) ase suondnisip ay} Aym spuejsiapun auoAlana JoN

I S

0 asneo ay}
sem axLis ayj jey) pres Aayy s1exol
ayy jybnoq | uaym i pjoj Ay |

= TR

{
Y

uo Buiob st Jeym eapi ou aney
| ‘wie} ou ‘siaAp ou Usaq sey sy ]

E_

ute} ay} uo spienb yim
op o} Buiyjeiwos — sanssi buyqelawi

<—

o <¢Anuadap sianlp Jiay)
Aed jsnf Aay) jued Aysy -bBuiy) pools
€ S 4oiym uoioe axiis yjim op o) s jf

v

syiom Bussubug

s T,

® (ewwjoyuaxo
JE HBIS JO 1aqiuatu) tiayLIoN
Jnoge Buisnjuoo Ajjesauab 1sni s}

>

L.

T

E_
& N0 YoM JUupip )l Inq

‘eapi poob e sem }i jybnoyj Apogatios
1s8q sy} builsy ye aie Asy |

-

JuIodMmaIA |eoLIo)SIY B 8ABY 0) Aj8Y1| 8Jow ale s|edo "82IAIes 8y} 0] abueyo
8y} 1oj uoseal ay) ag o} ybnouy) siaALIp jo sbeuoys e pue syJom Buussuibus ‘sayS

sabueyd ayj 10} uoseay



o

snaojjiodsuely

3|qelaiun
puE MO|S 8q 0}

soe|d

pajejsuia)

paalaosad ase Aay) Ul 1 ) JUBaLU aABY op 0] pesu uaaq sey 80IAIBS
asneosaq sasng ay) jey) senss| ay) Aay) 1eym pue ob "s|en0] apnjout  JeinBay ay) pue abueyo
8sn 0} YsIm Jou op Jnoqe pajeljsnyy a1e 0} paau Asy) aiaym Rew syl B uaaq sey aseu)

10 @|qelaJun sasng
8y} a10jaq |0IAI8S
8y} punoj Jayye

oym si1abuassed
10 d0JAI9S
Juaweoe|dal el ay)

Buipuyy ut Aynoip
awos aaey Jo sbeq
Ui siy sjenobau

yjim SBNSSI U BABY
pue yloows AJsA
J pul} Ing 8dlAIaS

1BUI YUIU) ING S19M
oym Jo Juswsaoe|ds)
[leJ B Sem a1ay)

aAel jey) Jodsuel) Buisn yim wajqoud 0] aABY INq SNQ L) SN oYM 10 JeY) SJEME JOu Jayle
JO SUBAW JBYJo B pey aAeyY 991AJ8S SNQ 8y} 8sn 901AIBS |18 BY) 9SN ale Jnq 82IAI8S |18l
aABY OYM S|BOOT oym siebusssed oym s1ebuassed oym siebBuassed asn oym siabuassed
A
....\ ;
90INIBS s B
Buisn pajelisnuy mo:mm_uﬂwww_ouc_ ___ 20UBIUBALIODU! | mocwmmt_n
Buiptony PUE alemy pue a1emy ATl ) a1EME JON

b}

siobuassed 1o} asuanedxa
|njssasis e 8q ued )l usy) dnooiy e si a1ay) JI ISASMOH "89IAI8S Panpayos o) abueyo
B SE padljou aq UaAs Jou Aew pue juauwili}@p ou S| 8iay] ‘[|am diom Amwmo_zmm CINRVETITY

suoijoeau ui abues abny



I\ 7 snoopodsuery
o psjessni4  PessallS PSLUOAA

aLIos 10}
uolnoeal |eniuj

aouaiadxe
juanbauy ssa

snq Bunoadxa }I Aj4ejnoiued
AddeH

aouauadxa
usnbaly alop

urea| ****suoljoeal snq Juawase|dal ey

92IAIBS 3} pash 82u0 18)}aq SaWIBWos sNg 0} suoljoeay -ulel)
[e1oads B si )l pue Jaises s} asnedsaq Addey ajdoad seyew uayo uiel} sy

si19buassed Jo suoljowq



ve

ﬁmbuot._oam:mb
0

92/AIBS 8L} L} 1SN} |0 e

{,peap — LWsLNO);) Awouodauo joedwl peasalsd

S|e07

JReme Buikels ale eidoad fleinb e sesng

(43)nWoD) 818} LNLUSYO Sasng

oljeny
urpaAe|ap1eb juied ayj UBL} J8Mo|s B.1e sasng: ;

81004 UBY) SSI0M /1918 OU S}

auj} 8} UG §891AIBS JO AjUs|d

uo BuloB si jeum mousNoA Jses) je /ajqelel BioW ._

18)0B1RLD PUB SN|eA O 10| B SPPE 8DIA18S UBl]

aae|d:Gucim ayy ut Buiiem /Asuinolusy) oy sABIBQ

. Aswinol Bue| e jo pus sy} Je juem noA jeym ol /snq
Aqi|eAed) O} juem j.uop /Buidedxe eiem Aal) JBUM JON

LoleLLIOLY

BUOIM PaAIBDa] (1B3]0 JOU UCHBLLIOIUI MmsmE:_oU i

UOfJB}S 0} BSIE LWLOY /2BIE SNQ juswade|dss ys.
o}18b 0} disyy:0u /sBeq uim saulng [ears] o} Buiae

Sa0IAl195 0} sebueno Aue Jo aieme aq jou AR

injdigy /puey uo jels
Jo)jeq aJe sad1Alas Buosuuod sng

JOJOBIBLD DUB BMN{BA'J0 0] B'SPPE 80IAISS LRl ]

SIONSIA

81L0¢ aunr

annebapn

|elINaN

aANIsod

10edwi Biq e sy alay) wie|o

S|e20| 8Wos ‘Ajgsianuo)) ‘joedwi ou aaey sabueyd 99IA19S Y} ‘OWOS 104

si1obuassed uo joedu|




o
-

J.
o BINUILL JSBf Y] Je PajjaourRd
uaaq sey })i puy pue aalLe o}

1| // snooplodsipn

os Bulop siayio Jo Bupeay

10 sanss| asay) Bupualiadxe Jo
..... ynsail e se ‘|eiausb ul ulsyUoN
- 10 s90IAI8S JusWade|dal (1.l By}

- urjsnJ) 1dy) aoeld Jou op awWwosg
swajqo.d Usaq aABY B.18Y} SB 80IAIBS
SNQ © SEM 848U} PAASIS] BJOM M g
G -
SUOIDBUUOI PIEMUO INOA asof pue suonejs je papueys buleg

BJBULIBPUIA J& dn Uuin} 0] pioye Jued

WP, |
ajqeipaun sabueys aynuiw ysen
aie Uiaylop ‘ejiym B 10} peq uaaq sif
‘J noqe sjureduiod jo sjo7 i inoge
umop pue dn buiddoy st auoAiang

§ sulel] uey] jsyjel sasng

~

e Aem sayjoue ob jjim
Ay ‘taneay o) pasu sjdoad ji “wes ou suolje||aoued payradxaun
Buteq auayy Jnq ured) e }ob o) buipssu

ajdoad jnoqe $aLI0)s JBdaY NOA

MOU JUS]SISUOD 8JOW ]I pul} BWOS "aul|
oy} Uo senss| Auew 0) Jayal S|eoo| d|qelswi) Juswaoe|dal [1el ay) aioj0g

9oualIadxa aul saye] snoiadid




snaojyiodsues;
o

eale |eso| ay} oy juelodwi AIaA s}l [93)
pue Jl 9s0j 0] Juem }.uop Aay| ‘aousuadxa Jo siesk Auew

uo paseq suoluido ssaidxa Ajjuanbal) Asy] -(uled) mau sy)

1snfjou) sui] sayeT oyl Inoge ajeuolssed AIaA [88) s|eoo \
) 8uiq $8%ET] 8y} Inoge a) 99} S|e007 g o
L ureJj je1oads ayj oy
9JIAI9S 3lf} @sn Butyem we | — 10yjoq Ajensn J,upnom
0] A||eoytoads eale ay) Bunisia /duy B 932w 0} )i 8sn 0) | 8S.J0Mm J0B [aoinias et ayj] s
Buisooy aJe oym asoy) aie siabuassed Jo junowe Jjely . —
apud pue jsalajul JO 10| B SJOBIJIB I JqNOp OU S| @19y] ﬁ s

anjeA Ajjaaou
B sey j|os) adlAles pue 320)s Bujjjos ay) se pasionuo jou
ale s821A19s Jo Buiinpayos ay) pue uoljewIojul JO YOB| Y

®
JABJS Aay) ued — Aemyiey 1seon
1584 8y inoqe buifes ase sieoo7

Ayoedeo Jo 10| B 8)e} yoiym ] P
sooias snq Jejnbay ale asay) asneosq pue jussaid § e
1e ybiy 1ou ase Asy) asnesaq suoleoadxa paaoxs o} ® (wouooe feoo) syl 01 1500q & S

aiqe Bulaq uies) ay jo Juswa|d sawos aq o} Buiob sjasey| .

921AI8S Ul UIBwWaJ 0} )i J0j U9y
ale Auew pue SIOJSIA pue SiSeISnylud [Iel ‘S|e20| SNOLND JO aJNiXiw

Aym pue uied ayj buisn si oypa



)} snoojpiodsue]

[\
-

-

JUeLIOW 8L} J& BUCAIeAS o} jusiedde
jou s jevj} pue ‘juaisyip aie sbuly} e
‘aseme alem ajdoad j) Jeyeq aq b 3

‘aie seLlf] uielj ayjley; yuil) Aew Asy ]
‘8w ybnous aAes| j,ucp

pue dn winyisnl aidoad 1eyyjo ploy 126
0} AsED Jey) jou /sinpaLas /seLj ujel)

B yons Buiaey aze s|doad jealb s)

| 9|qelswy pesiAal 8Ly} 81ojaq Se BLUES Buj}

3U} aSNBO8q ‘}SU B S| 86U JOASMOH
ules) ey} uo Asuinof salisod

JuataIp

[—

[

-]

s

gl

| 'SNQ Juies) syj uo
PIfEA BJE SI9%0 JIa) Jl 8ins Jou aJe ajdoad

(Ajpuajsisuo Jou sdeylad) sasnq ay) Buisn

usym sjaxon wsylop Joy buiAed sjdoad aly

‘804§ JOU SI )1 Uiy}

4e1s sng ¢aq J,up|noys Asyy usym }i 1o}
BuiAed ejdoed a.e aal) s| adlAIes Ulel) 8U} J
BUI| 8Y) UO JUBLIISBAUL JO Yor| paAledsad

8L} 0s|e pue sjndsip [eLISNPUI 8L UM
1)U ABy| S8OIAISS By} UN O} LIBULION
Bunysod s 3 yonw moy uonsanb siebuassed

" suoned|dwod aABY SB0p ) Yanwl oS Sppe 991AI8s (1Bl 8y} ybnoyy e pue (saoiaias
uswaoe|dal [1el 18Yjo 0} Ajdde |im yoiym) Juswow ay) 18 walsAs ay) Yylim sanss| swos aq Aew aiay

SoNss|

)
1

gLoZ aunp

$SMouy
oym

o

Ve

¢ shed
oYM




o)

snoojjiodsues]

wiay) 10J 1s2q s uondo Jeym suILLIB)ap 0) B|ge aq
0) sioBuassed 0} 8|qQISS829E g PINOYS UOIBULIOU|

eale Bulyiem pajeubisap
pUB 8INJONJIS BJOW WOJJ JJBUSq PIN0D SIWISPUIAA

sdiy winyal

10} saLn a8yd pinoys siabiusssed jey) pue adnIes
pajnpayos Jenbal sy} 10U pue 801AIaS JuBWwaoe|dal
e S| SIU} JeY) JBS|D 8)BW PINOYSs 80IAI8S uled ]

wies) ay} Buipnjoul saolales
JNOQE UCIJBLLLIOJUI [|B SARY PINOYS JEIS ||V

ale suoido asoy) Jeym pue Sa2IAI8S 0)

sabueyo ale aiay) Jey) sidoad sus|e pue uonusie
sqeJb Jey) Buiyyawos sq pPINOYS 8J8lj} UolEe)sS

12 B 9ALIR 1O uone)s & e Jjo }ab ajdoad uaypp

Aauinol ayj 810joq |IBWS UE pUSS

£ 19118q 3ioMm pjnood 1By

sbeus
awos sjuasald siy} pue siabuassed 1o Ajxejdwod
JO 19Ae| B sppe }I Ing uolippe jealb e siI 82198 |IeY
sBunq so1ues palajeyd
ay) ey 1se4a)ul pue A)oygnd ayy ysyal Asy)
Aym si1 siy) pue Bulbewep ase suondnisip ay) jey)
Anunwwiod sy} ul Auew Joj asuas Buoss e s) asay |
ules) ay) Jnoge Apenoiped ‘ojul pajiwi|
PUE [JE]S OU @ABY AS9|SARIS pue apisauing
UOIBLLLIOJU S10LU BLUOS SPasau UONE]S [epudy]
punoie ajdoad jo Ajua|d
ale 813y} INq JNOBYD SI0W DIBULIDPUIAA  «
(sew 1210 1e sanss|
JO SBU0JS INQ) SSI|WEDS 3 PINOD BW|OYUBXD  »
asem sAsuinol pue suoiyisuel) ay) Auspio pue
Ases MOL JO SWLIB) Ul 80uBladXa JO XIW B sem a1ay |
‘Rawinol snq poob e pauodal ajdoad Auep
‘Aol pue uoISEI20 JO 9SUSS E PBY pUB SS820Ns
abny B aq 0] |8} sem ao1as ulel) jeioads ay |
‘9lqe|ieAR SUCdo alam alay ]
-ofi o} papaau Aay)
asaym o} job ajdoad xiompjay jo sawly pue sAep uQ

|ouoD

-

C
<2
@)
3
w

JaJes|o 1iq e 8q || p|nod il Ing ob 0} paau Aay} aseym o) }ob ajdoad
‘JuUaWIoW ay] 1B d|ge|ieA. 92102 S| 919U} pue Sa9IAISS JO 10| B ale alay |

suonysabbns pue suoisnjauo)



ST4
It # snoojriodsues)

i,
ey
o]

gL0¢ aunp

- S9JIAJISS 0] uondnJsi aulq saye

& @ S9sng
& © YUON 8yl o1 sulelj

& © 313WISpUIp) 01 Sulel]

0 =& € ©\epudy o1 sulely

e L
L 3 J .
2 -4 TR -
8] §a
1 ! 3 R X
[ 1] 5
, TED \ A h
T, R 1 L







Appendix E

A selection of comments about poor information which Transport Focus received
from passengers

03/06/18 Earlswood to London Bridge: Today's timetable had no fewer than 5 trains from the
May timetable removed between 9.45 and 10.21, and then the 9.45 was cancelled. This
meant a gap in service northbound from East Croydon of no less than 50 minutes. The 10.21
was then exceptionally delayed and | did not arrive until around 11.30 - a total delay of 1
hour 15,

14/06/18 Mill Hill Broadway to Blackfriars: As there is no reliable timetable and the online
information often differs to the situation at the station, | have taken the approach that | just
need to allow more time and just see what turns up (i.e. pot luck). There is no point being
angry as there is little point. It is clear that the company have no clue about stabilising the
service.

14/06/18 Finsbury Park to Moorgate: The trains yesterday (13 June) were just a series of
cancellations and re-ordered stopping patterns. The train this morning was cancelled with
no warning, no explanation and no apology as all passengers traipsed from one platform to
another.

14/06/18 Kings Cross to Knebworth: Waiting on train - announcement made that the train
'might’ run late as the driver is still in Letchworth. Announcement was made too late to get a
slower train that departed 3 mins before this one. What do | do. Wait here and see if a driver
turns up or go for the next fast train...? Decide to leave the train after a wait with no further
announcements. Only to then see it leaving with no announcement that it was about to. So
frustrating. the lack of information is awful.

15/06/18 Catford to Elstree and Borehamwood: The train that planned to get was removed
from tracker when | checked before leaving home (30 mins before due) - it wasn’'t cancelled
or delayed just completely not listed and will all the continued changes to the timetables
assumes it no longer existed so had to rush to go a different route so not to be late for work
(yet again} but by the time | got to Blackfriars tube station the train was back and running so
caused unnecessary stress, time and money!

19/06/18 Bedford to Blackfriars: So many short notice cancellations. | checked the app in the
morning and my usual train 7.52 is running. Arrive at the station an hour later and the service
is cancelled with no explanation. Forced onto a slower 8.01 which takes 15 minutes longer to
reach Blackfriars.

19/06/18 Stevenage to Kings Cross: 0751 cancelled, 0759 additional train rammed. Boarded
0810 driver announced, 'this is a non-existent train to King's Cross'. No idea where it came
from but a slow one into King's Cross!

21/06/18 Liverpool Lime Street to Earlestown: Because my scheduled train was cancelled
without notice (not shown on app either) and no substitute transport put on. | had to get a
service bus part way and have a friend pick me up there to get home.

22/06/18 Salford Central to Atherton: The 10:33 train to Southport was shown and
announced to be 12 mins late, then it disappeared off the screen. Station staff advised that
it must be cancelled, but no announcement. No reason was known.

o
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25/06/18 City Thameslink to Biggleswade: As has happened on a daily basis since the
introduction of the timetable, the 1709 and 1739 from CTK to PBO were both cancelled
without explanation. | have resigned myself to having to go to King's Cross to get out of
London in the evenings (I have successfully caught a train from CTK only once in the 7
weeks of this shambles) and did so again today. The train from KGX was then further
delayed on route.

27/06/18 Knebworth to Kings Cross: Arrived at 06:20 to find both the 06:13 and 06:28
delayed and the 06:43 cancelled. Waited for a while and the 06:13 was updated to running
over an hour late. | got a late running North bound service to Stevenage and managed to
squeeze onto another late running train to Kings Cross. | was around 25min late.

29/06/18 Grange Park to Stevenage: Checked the trains at 8.30 and the 09.42 to Stevenage
was on time. Arrived at the station fo find that the train has be cancelled between Hertford
and Stevenage. Meaning it took an extra 30 minutes to get to work. There was no
announcement that the change had been made - it was only because | happen to look at the
display board | noticed (something people who travel on the same train regularly often don't
do).

02/07/18 Hitchin to Stevenage: Checked National Rail Enquiries this morning at 7:59. From
Hitchin to Stevenage between 8:00 and 9:30 there were 5 trains listed with 3 cancelled
(8:11, 8:34, 9:11). This left just two trains in an hour and a half and they were only spaced
ten minutes apart at 8:37, 8:47. When | got to Hitchin train station the 9:11 has been
uncancelled, which | just can't get my head around. Why are Govia showing train as
cancelled if they actually then run them?

o
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Transport Focus, Fleetbank House
2-6 Safisbury Square, London EC4Y BIX

Charles Horton .

Chief Executive B5

Govia Thameslink Railway T
24 Monument Street

Londeon

EC3R 8AJ

07 June 2018 Ref. AS/2018/0101

Dear Charles

Clearly, it is deeply disappointing that a timetable change that was meant to bring huge
benefits to passengers has, for some, dramatically worsened a previously acceptable
service. Passengers on Thameslink and Great Northern, in particular, are continuing to
face far too much disruption and uncertainty. | believe that to deliver the stability
passengers need, GTR should introduce a formal temporary timetable which you can
operate reliably with the resources available to you now.

At a meeting on Monday with Nick Brown he assured me that GTR is working hard to
stabilise the service so that there are fewer late notice cancellations. At the moment
passengers are being advised to check before they travel each day. | do not believe this is
acceptable. An interim timetable in which you show only the trains you are confident you
can run, plus any supporting buses you will be providing, would allow passengers to plan
their journeys with certainty.

if you continue to present a timetable to the public which you cannot operate, it will further
frustrate passengers who rely on your services to get them to work, exams and make
other daily journeys.

It was good to hear from Nick that GTR is keen to encourage passengers to claim the
compensation they are due and that your teams are actively promoting this. He also
mentioned that GTR are offering season ticket enhanced compensation. It is really
important that passengers are clear about how they can claim and that any process is
easy to use. Does GTR consider the current offers of compensation are sufficient to win
back passenger trust? It would be good to hear what other compensation you are
considering.

As you know from my email yesterday, the Transport Focus board is meeting next week in
London and Manchester to discuss the current timetabling, information and performance
issues. | hope you will be able to attend the London meeting to discuss the situation as it
applies to Thameslink and Great Northern (as well as Southern and Gatwick) services.



| look forward to hearing from you.

Yours sincerely

I et

Anthony Smith
Chief executive
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7th Floor, Piccadilly Gate
Store Strest, Manchaester M1 2WD

. | 0300 123 0860
Mr David Brown info @transportiocus.org uk

Managing Director | www.transportiocus.org.uk
Northem L

Northemn House

9 Rougier Street

York

YO1 6HZ

7 June 2018

Dear David
Northern — recovering services and passengers’ confidence

We know unprecedented delays, cancellations and confusion have made life miserable in
recent weeks for many Northem passengers. When we met last month, | raised concems that
Northemn was failing to communicate with passengers. Not only failing to provide reliable
information about services to travelling passengers, but also failing to explain why services were
deteriorating and demonstrate understanding of the impact this was having on people’s lives.

Passengers will hope that the emergency timetable implemented this week allows Northern to
begin to stabilise services. However, those who have temporarily lost services, have every
reason to feel aggrieved, not least where buses now replace trains, as on the Lakes Line in
Cumbria.

We have welcomed the inquiry into what has happened — Transport Focus raised concems with
the industry about timetabling problems as long ago as last year. Today's passengers cannot
wait for the inquiry and are looking for three things from Northern now:

« Reliable train performance and clear communication about the timetable that will be
provided over the coming weeks.

« Compensation that recognises the extent of the disruption to people’s lives and Delay
Repay measured against the original timetable promised, not just the slimmed down one
now on offer.

= A robust plan to reinstate the 165 train services that have been removed from the
timetable as soon as possible.

Transport Focus is the oparating name of the Passengers’ Council
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While there has been an understandable focus on disruption over the past few weeks, we
should not lose sight of the sustained poor performance on some routes. For example, at the
tumn of the year, we talked with Northern, Transport for Greater Manchester and the office of the

Mayor of Greater Manchester about the poor performance on the Bolton corridor over the
autumn.

Through the commitment in Northem’s “Customer Promise” to compensate passengers where
there has been sustained poor performance, we discussed a potential free extension period for
season ticket holders and free travel on rail replacement bus services during the long-running
engineering works on this route. This approach equally applies for other hard-hit routes. We

also talked about the introduction of “Delay Repay 15", an improvement which is now urgently
needed.

As you know, the Transport Focus board is meeting in public next week in London and
Manchester to discuss the current timetabling, information and performance issues. 1 hope you
will be able to attend the Manchester meeting to discuss your plan to recover services and
passengers’ confidence in train travel.

David Sidebottom

Y rely

David Sidebottomn
Director
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Transport Focus, Fleetbank House
2.6 Salisbury Squarae, Londan EC4Y BJX

Rt Hon Chris Grayling MP
Secrelary of State
Depariment for Transport
Great Minster House

33 Horseferry Road
London SW1F 4DR

8 June 2018 Ref. ASf2018/0102
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Railway timetable crisis

When | wrole to you on 17 May [ talked about the ongoing pressure Transport Focus is putting on the rail
industry to address deficiencies in publishing accurate timetables so passengers can plan their journeys.
As you know, since then the railway timetable crisis has worsened significantly, with passengers using
Govia Thameslink Railway (GTR), Great Northern and Thameslink routes and Northern services having
to put up with an unacceptable level of delays and cancellations.

Northern have instituted a formal temporary timetable, inltended to give passengers certainty while they
sort out the driver training issues. We will be monitoring how this works, including surveying experiences
of those using the replacement buses on the Windermere branch. Early signs are that Narthern's
service is stabilising. On the Great Northern and Thameslink routes, GTR have not introduced a formal
temporary timetable. Passengers therefore have no certainty about which frains will and won't run. |
wrole yesterday to GTR calling on the company to introduce a temporary timetable that can be relied on.
Being honest about the service that can be operated reliably is vital to helping passengers struggle
through this crisis.

Compensalion to passengers must be generous and recognise that day in, day out delays and
uncertainly impacts on people's lives and well-being. This situation is different from an isolated detay
experienced once-in-a-while. Delay Repay enlitiement should be against the intended 20 May timetabie,
not the slimmed down one. GTR have already agreed to this, and we are pressing Northern to do the
same. But the industry must do more for particular groups of passengers. This should include those
travelling to and from Blackpool, Bolton and Windermere on Northemn, and those panis of the GTR
network that have borne the brunt of the unpredictable canceliations.

We understand that Northern is aboul 1o announce its compensation package. We would welcome
season ticket passengers receiving a refund equivalent to four weeks’ travel. But it is also important to
go beyond that and recognise the long-term hardship that passengers on the Blackpool, Bolton and
Windermere lines have faced. The compensation package needs to be continually reviewed in future
weeks — some passengers may continue to experience an unacceptable service for some weeks lo
come,
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Train companies must work hard to encourage take up of whatever compensation they offer. My
colleagues raised these points when they met Jo Johnson in Manchester yesterday and we will continue
lo press the train companies concerned.

Where the current situation has a particular impact on passengers, ticket restrictions should be further
relaxed in the short term and clearly communicated to passengers. One specific example is the Gatwick
Express where holders of Southern and Thameslink only tickets should be allowed to use Gatwick
Express trains until the situafion improves.

Stability and fair compensation are the top priorities. Afier that, passengars want to see a robust plan to
reinstate the missing elements of the intended timelable. We strongly encourage the reinstatement of
trains be phased in, rather than done all at once. This must not fail again.

Transport Focus has invited GTR, Northern and Network Razil to speak to our Board next waek — these
meetings are held in public. Also, we are inviting passengers who belong to our Transport User Panel to
let us know about their experiences. Our staff will continue to be on the ground observing as well. We
will use this insight to press the industry to make improvements where it can in the short term, while
maintaining focus in the priorily areas of stability and compensation. | will keep your officials fully
apprised and we will no doubt discuss the situation when we meet on 4 July.

We will co-operate fully with the Glaister inquiry with a view to understanding how the IT, procedural,
capacity and capability issues surrounding timelabling can be made to work better in the long term. We
are also conscious of the looming December 2018 timetable changes. We have proposals to discuss
with you on how the passenger input to these processes could be boosted.

To conclude, we believe the priorities are:

Stability: a timetable that runs reliably

Generous compensation for those passengers affected

Relaxing licket restrictions to help passengers get where they need to go
A robust plan to deliver the full intended May 2018 timetable.
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Transpant Focus, Fleetbank House
2.6 Sal sbury Square, London EC4Y 8JX

Charles Horton
Chief Executive 0300 123 0850

Govia Thameslink Railway

anthany.smith@iransportfocus.org.uk
www transportfocus.org.uk

Monument Place
24 Monument Street
LONDON EC3R 8AJ

Ref: AS/2018/0105

13 June 2018
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Railway timetable crisis

| am writing further to my letter dated 7 June and following yesterday's Transport Focus board
meeting at which the current timetable crisis was considered.

Stability and communication

The board is concerned that passengers on parts of Thameslink and Great Northern are not
getiing the service they are paying for and that it appears GTR cannot reliably deliver even the
pared back timetable. Lack of transparency about the service you are currently seeking to run is
also a concern.

Transport Focus requests that you consider the following as a matter of urgency:

1.

That you introduce a formal interim timetable on Thameslink Great Northermn which you are fully
confident you can operate, day-in day-out, while driver training is completed. A similar
approach at Northern appears to have stabilised the situation. The current approach involving
on-the-day cancellations on top of pre-planned service reductions is unacceptable.

That as part of that interim timetable you introduce an hourly Kings Cross-Peterborough
service, Monday to Friday, calling at all stations from Hitchin, restoring at least some normality
for passengers badly affected by the inability to reliably run the Horsham to Peterborough
service.

That you advertise the interim {imetable on your and the National Rail Enquiries websites,
showing the trains that you can run, the trains you cannot and the replacement buses that will
plug the gaps.

That in respect of buses replacing trains on a pre-planned basis, you 'bid' the bus schedules to
Network Rail in order that they are published in industry data used by National Rail Enguiries,
your own website and by all other information providers and ticket retailers.

That you ‘'bid' your interim timetable to Network Rail considerably further ahead than one week.
A journey plan today will show that next Monday you will be operating the full, intended 20 May
timetable, when clearly you will not. We suggest bidding the interim timetable on a rolling six-
weeks-ahead basis, given the industry's current Informed Traveller target. There is nothing to
stop you adding extra trains if you are confident that they can be delivered, but it is not fair on
passengers to advertise the full service when you know it cannot be delivered.



Compensation

We welcome your commitment to base Delay Repay entitlement on the full, intended 20 May
timetable. However we do not think GTR's 'sustained poor performance’ enhanced compensation
for season ticket holders is adequate. 12 out of 20 journeys over 30 minutes late is an
unreasonably high bar. And in any case, we are now well beyond the stage where two free return
journeys/vouchers to the value of a single journey, is sufficient redress for what passengers are
going through. It simpiy does not reflect the scale of impact on people’s lives.

We believe you should go beyond the Passenger’s Charter and offer:

s alump-sum payable to season ticket holders to reflect the hardship experienced

s a package to recognise the impact on regular travellers who do not buy season tickets - this
could take the form of a number of free journeys, similar to the London Midland offer after their
driver shortage crisis a few years ago.

| look forward to your early reply.

L.

-GWA

Anthony Smith

Chie,f;xecnﬁe’,—




>

A}pe;di X transportfocus N

Transport Focus, Fleetbank House
2-6 Salisbury Square, Londan EC4Y 8JX

0300 123 0850
anthony. smith@transporifocus org.uk
David Brown www transportfocus.org.uk
Managing Director
Northern Railway
Northern House
9 Rougier Street
York
YO16HZ

27 June 2018 Ref: AS/2018/0113

Dear David,

Thank you again for attending our Board meeting and answering questions about the disruption
following the timetable change.

Our Board pressed for more detail about the industry’s plans to compensate passengers. We can
only reiterate our view that the compensation should include:

» acash payment for season ticket holders to reflect the hardship experienced
= recognition of the impact on regular passengers who do not buy season tickets — for
instance part-time workers

* the adoption of a 15-minute Delay Repay 'trigger’ rather than 30-minute.

Passengers will welcome the improvement in punctuality and reliability that Northern's temporary
timetable has provided. However, the impact on passengers where services have been removed or
replaced by buses has been significant.

We welcome the news that Northern will serve the Lakes Line again from 2 July and are keen to
understand your plans to reinstate the remainder of the 165 services taken out of the timetable.
This must not come at the expense of this stability. It's vital that passengers’ trust isn't set back
further by a return to the unacceptable level of cancellations seen in the first weeks of the new
timetable. Can you confirm the full 20 May timetable will be in operation from August? We are of
course already within T-6 for that date.

Finally, recent weeks have highlighted once again the need to improve passenger information and
communication during disruption. We have considerable experience in this area and are keen to
help — Jordan will be in touch.



I look forward to hearing from you.

Yours sincerely

Chiel executive
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2.6 Salisbury Square, London EC4Y 8JX

0300 123 0850

Leo Goodwin
Managing Director
TransPennine Express
7th Floor

Bridgewater House

60 Whitworth Street
MANCHESTER

M1 6LT

www transportfocus.org.uk

27 June 2018 Ref: AS/2018/0114

Dear Leo,

Thank you for attending our Board meeting and answering questions about the disruption following
the recent timetable change.

Our Board pressed for more detail about the industry’s plans to compensate passengers. We can
only reiterate our view that the compensation should include:

» acash payment for season ticket holders to reflect the hardship experienced

» recognition of the impact on regular passengers who do not buy season tickets — for
instance part time workers

« the adoption of a 15-minute Delay Repay ‘trigger’ rather than 30-minute.

Passengers will welcome the improvement in punctuality and refiability on the network following
Northern's introduction of a temporary timetable. However, train performance remains poor. When
do you expect TransPennine Express'’s train performance to recover?

Finally, recent weeks have highlighted once again the need to improve passenger information and
communication during disruption. We have considerable experience in this area and are keen to
help — Jordan will be in touch.

Yours sincerely

anthony . smith@transportfocus.org.uk
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Transport Focus website updates during the timetable crisis

Week 1
How did it all go?

Some Northern passengers had a torrid time. Many trains delayed or cancelled in
the North West. One in seven of its services were cancelled on the first morning, with
a further 17 per cent delayed by at least five minutes. There were lots of staff around
and good information at places like Bolton but this no substitute for sticking to the
basic promise of the railways: running the trains on time.
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We were at St Pancras from early morning right through the peak Thameslink rush
hour. Yes, some trains were cancelled and some delayed but generally it seemed
alright. What was noticeable was the crowding. Changing times is pushing people
into different, already busy services. Trains need to be as long as possible. While an
eight-carriage train might have worked in the past the pressure on the system means
12 carriages are needed. We will keep a close eye on these crowding levels.

Transport Focus have also been out on Great Northern and Southern reporting
similar experiences. Lots of Govia Thameslink Railway staff were actively helping
passengers get to grips with the changes.

So, as passengers get used to the new times and as the industry gets used to
running them hopefully teething problems wili get ironed out.

You can read more about this in our chief executive's latest blog here.

transportfocus i/ i T
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Week 2

Northern has announced a temporary change to its timetable to help reduce delays
and cancellations.

Passengers have clearly been let down and will want to see services back to normal
as soon as possible. They need accurate information, at stations and online, now.

Continuing poor performance has eroded their trust in the railway. To start rebuilding
that trust we want to see an honest, realistic interim plan that leads to a return of
reliable services.

Passengers deserve better compensation for the misery they have experienced,
especially commuters who have paid in advance through their season ticket.

We continue to monitor the impact of the timetable changes. Transport Focus has
discussed recovery plans with senior staff at Govia Thameslink Railway and
Northern.

We are calling for:

» delivery of a reliable timetable quickly, one that passengers can trust and not
have to check every time they travel

« a focus on accurate, clear and consistent information that allows passengers
to make decisions about their journeys

« compensation that goes beyond the minimal obligation of Delay Repay.

Cancelled and delayed trains

This has clearly been another very frustrating week for passengers on some

> men  Northern and GTR train services with many trains
were either delayed, cancelled and crowded when a
service did turn up.

#Tile Horsham

S , § This morning a colleague was stuck at Horsham with
e pretty much every service between seven and eight
P o'clock cancelled.
oT1:3 Horsham
g, The 07.34 service is one of the new Thameslink

services that appears on the online journey planner
= one day, and not there the next. It was showing this
TR0 Wersham morning on journey planners and on the station
oBN3 City Themaslink "l screen as running but then cancelled just one minute
A Cacaind before departure.

s Coccallsd

o750 Horsham . w .
Plat, 1 » i Lack of confidence in information

o888 City Thameslink

The lack of confidence in information both online and
at stations is adding to passenger frustration.

(&)

N.-
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A colleague relayed a commute from Finsbury Park to Welwyn Garden City this
week. Trains are now much longer and therefore less crowded. However, the main
frustration from the timetable change is that all the informaticn is wrong on the app.
So she will turn up at the station and the app says that everything is running normally
and then there won't be a train for twenty minutes.

Our colleague said that it's particularly frustrating as the staff also have no idea what
information is correct. Whilst she appreciated that it wasn't their fault, it meant there
is no one to ask for updates. The other day the staff announced ‘We've lost a train,
it's just gone missing!’ which obviously isn't helpful info for anyone.

She feels this lack of information is the most frustrating part of the whole change
because it really affects her ability to plan.

Mixed experiences for passengers

A member of a rail user group reported that the main impact on him has just been
restricted choice travelling Harpenden to and from London. Out of 12 journeys this
week he had a seat on all of them, six right time journeys and just one journey that
triggered Delay Repay where delays are 15 minutes or more.

A fellow member of the group who travels from Leagrave to West Hampstead reporis
out of their 10 journeys one journey was on time and five journeys were more than
15 minutes delays. Six of the journeys were so crowded that passengers were
“crushed” against one another.

All Northern services between Oxenholme and Windermere have been cancelled.
One passenger travelling on Northern wrote us to tell about his concerns:

I really hope things improve. | have now stopped using the train as Northern cannot
be relied upon.

| don't envisage seeing any improvements on the horizon. What a mess itis...
The wider issue here is how and why were Northern allowed o even proceed with
the new timetable if they knew it was going to fail?

Or did they not even realise this? It is also interesting to note that the staffing issue
was quite late to emerge as a reason for the disruption. | am amazed that there is no
accountability anywhere.

| value bodies like Transport Focus as they really do get the issues from the
perspective of the customer. My concern is how much Northern have not been
honest — the delayed infrastructure handback from Network Rail has been
exaggerated. There is no owning up to their staffing issues or allowing Rest Day
Working to be pulled — surely they knew this would impact on delivery of the
timetable.

Anyway, thank you again for your efforts and please do keep the pressure on them.’

-0
transportfocus
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Passengers just do not trust the new timetable. Too often this week they have tumed
up at stations expecting to catch a particular train only to find it is not running or
delayed.

Monday update

Delays and cancellations continue for passengers on Thameslink and Northern
services.

Members of the Transport Focus team continue to go out and about looking at how
the introduction of the timetable is going, how passengers are impacted and how
operators are handling the disruption.

During the return to work after the bank holiday, on Tuesday, there were more than
250 cancellations on Northern rail services. Transport Focus also observed many
delays and cancellations on Govia Thameslink Railway services.

It is clear commuters have been let down and will want to see services back to
normal as soon as possible. They need accurate information, at stations and online,
which matches what is actually happening on the ground. Train operators and
Network Rail need to show that they can run things reliably even when bringing in
change.

We want to know when passengers can expect to see this settle down and when
they can rely on the new timetable. We're also calling for generous compensation for
passengers when things do go wrong.

-

transportfocus 4\
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Delayed
Canceled
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As many commuters get back to work after the half-term holiday next week we will
be locking to operators to get the timetable back on track.

In the meantime, train operators must:

« be generous with compensation when things do go wrong

+ have plenty of staff on the ground to help passengers

+« make sure there is clear, accurate and concise information at the station and
online.

- We're still keen to hear from you.
How has the timetable affected your
journey? You can tell us about your
PLEASE  © =) experience by tweeting us

3:;?:;:3:; ol @transportfocus.

PURCHASING =~

We continue to use this information
to feed back to individual operators,
transport authorities and Government
on where things can be improved

Thameslink

.If.l'

o
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Week 3

Friday 8 June
The end of a torrid week for passengers on Thameslink (GTR) and Northern.

There is still no sign of the promised stability on Thameslink, with some passengers
facing unacceptable gaps between services after cancellations. Some early, more
promising, signs following the introduction of a temporary timetable on Northern.

See our letters to both operators here.

In the letters, as well as calling for better services and compensation, we invited the
operators to attend special Board meetings in public.

These will be an opportunity to question the operators on what went wrong and,
importantly, exactly what is being done to get things back on track.

Relaxing ticket restrictions

We pushed GTR this week to relax ticket restrictions so that passengers can get the
first train that comes going to where they want to be. We suggested that passengers
with tickets normally valid on Southern or Thameslink-only should for now be able io
use the Gatwick Express. This is now happening.

Case study from last night
Abi, who is eight months pregnant, had a four-hour trek home from Huntingdon that
included a slow crawl on a coach to Hitchin.

In a diary she kept for us, she described herself as ‘hungry and sad’ as the minutes
ticked away and she still had no idea whether she had made the right decision to get
on the coach rather than wait for a train.

The journey should have taken 55 mins on Thameslink, and then another hour from

Finsbury Park to South London. It actually took over four hours after successive
cancellations at Huntingdon.

S
transportfocus /|
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She concluded: “| think it's easier for me to be
amused/upbeat by the complete bedlam because | only
do this one or twice a week. | cannot imagine how soul
destroying it would be to be stuck in this every single
day."

1884 London Kings Cracs

P Thameslink cancellations and poor information
S 7 |t Kiogs Crune A colleague tried to travel to City Thameslink from
— Harpenden this morning. Arriving at 9.50am, there was no
1815 Landon Kings Ovuea . B train until 10.22. He and fellow passengers kept checking
R the information boards wondering why there were no
288¢ } Landon Loes ot trains going south. There was no explanation. Eventually
a train arrived, extremely crowded, more like an early
2405 ondmoms Cma > momning commuter service than a mid-morning off-peak
train.

Replacement buses in the Lake District

Despite the temporary timetable that takes out 165 trains,
Northern passengers continued to experience delays and
cancellations.

We have been monitoring the situation on the line between Windermere and
Oxenholme in Cumbria, where much of the impact is felt. See our recent report.

Today we went back to the area to find out how passengers are finding the
replacement bus service . We found plenty of staff at Oxenholme and clear
information about where to find the buses. However, the bus timetable means some
long waits for connecting trains — more than 45 minutes on occasion.

At Kendal we found volunteers from the Lakes Line Rail User Group helping out
providing information to passengers. At 11.30am school children flooded through
after exams and overwhelmed the mini-buses — some passengers were left behind
until extra buses arrived.

2
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Some passengers felt that at least the buses were better than unreliable trains — but
frustrated that this is what it had come to.

Next week we're going to be out asking passengers on the Windermere route to
complete a simple survey about their experiences using the buses.

Thursday 7 June

Passengers continued to face too many delays and cancellations today. It appears to
affect both commuters early in the morning and those travelling outside of this really
busy time.

Those planning to use Thameslink peak trains into St Pancras this moming would
seriously question the impact of any stability in services promised by GTR earlier in
the week as they faced delayed and cancelled trains yet again.

The experience for those travelling to Kings Cross was better.

However, for those travelling later on the morning, the service did not improve — if
anything it appeared to get worse.
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The situation really did not improve through the morning as trains from Brighton to
London St Pancras were impacted by severe delays. Passengers arriving at
Horsham and Sutton stations found their services cancelled.

We challenged GTR this morning about automatic delay repay as we were made
aware that some passengers had heard this method of receiving compensation had
been removed by the operator.

o)
=
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We were assured that the operator had not removed this facility for its season ticket
holders and these continue to be processed as normal.

Where some confusion may have arisen for passengers is that in wanting to ensure
that passengers get the compensation they are entitled to, GTR advised passengers
that they may be best submitting a manual claim. So, trying to do the right thing but
got muddled up in communications.

Wednesday 6 June

Passengers on routes in the North West are being forced to adapt to the emergency
timetable introduced by Northern on Monday. We have continued to monitor
services.

This morning there were still delays and cancellations that will have undoubtedly
spoiled passengers' days, but so far not the widespread chaos of recent weeks.
Passengers should expect nothing less since 165 trains have been taken out of the
normal timetable and will be hoping the service begins to stabilise.

Trains arriving from North of Manchester were noticeably quieter this morning, while
we have heard reports of increases in passengers on buses and cars on the road. Is
this a sign that some passengers have had enough and are abandoning the train?

o8
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“My train was getting cancelled so
frequently and the new timetable meant
that the trains that did run were packed.
I've now started to drive which | hate but
| feel for the sake of securing my job and
family life I've got no choice.”

=]
transportfocus

Northern passenger feedback

Where lines have been sacrificed and left with a bus replacement service
passengers have every reason to feel aggrieved, not least on the Lakes Line in
Cumbria where buses replace all trains for the next two weeks. We are calling for
Northern to offer passengers Delay Repay compensation against the full timetable
as Govia Thameslink Railway has.

Passengers deserve compensation if they are 30 minutes late or more in arriving at
their destination because their service has been removed from the timetable or
replaced by a bus. It's vital the special compensation scheme announced this week
reflects the extent of the disruption to people’s lives. Passengers will be keenly
awaiting details from Northern about how to claim.

What's needed now is certainty about the timetable for the coming weeks. Northern
have said it won't run a full service until the end of July, but what should passengers
planning a journey for next week do? They need a published timetable they can rely
on.

Thameslink passengers call for better information

Colleagues were out on the ground during the Tuesday 5 June moming peak
reporting services through London Bridge and Victoria were running okay. When we
looked online it showed a few services delayed arriving into St Pancras and Kings
Cross.

A colleague reported it being extremely crowded during 5 June morning peak 0735
Wimbledon Chase to City Thameslink service.

O
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The evening peak so far this week has
been a real mixed bag. Colleagues
reported a relatively normal service at
Victoria. However, passengers arriving at
City Thameslink were faced with

, cancellations. Services from St Pancras

to Bedford all looked fine but services to
Luton and Peterborough were cancelled.

Information updates online are not
helping passengers and can be

B confusing. A colleague needing
| confidence on times of trains home to

pick up their kids checked as instructed
by GTR only to be faced with confusing
information about disruption.

=
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She fed back to say...

“What the hell does this mean?! My service is disrupted — does that mean delayed or
cancelled?? | now have no idea whether I'll make it back for nursery pickup and |
can't realistically be leaving work in time to get a 4.30 train home!”

Tuesday 5 June

Unprecedented delays and cancellations continue to make life miserable for some
Northern, Thameslink and Great Northern passengers.

The announcement of special compensation above and beyond the usual is
welcome. But passengers’ first priority is to get services running so that they can
plan their lives with some certainty.

An inquiry into what has happened and why is welcome — including an
understanding of how, despite strong assurances, these welcome invesiments and
potential improvements have gone so sour.

The relative roles played by governments, Network Rail and train companies need to
be analysed and understood so that timetable planning can be put back on a proper
footing for the long term. This can’t be allowed to happen again at the next timetable
change in December.

On 4 June our chief executive met with Nick Brown, chief executive of Govia
Thameslink Railway and pushed on the following improvements:

« stable timetable that allows passengers to plan better
» better information and lots of staff on the ground
« compensation over and above Delay Repay 15.

GTR assured him that they are working hard to develop the stability and information
for passengers. They agreed that better compensation is required.
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Yet more disruption for passengers...

Members of the Transport Focus team continue to go out and about looking at how
well the introduction is going.

It was not a good start on Thameslink on Monday 4 June as early morning delays
and cancellations into London St Pancras showed.

Later in the morning passengers at Blackfriars were faced with a screen full of
cancellations and delays.
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Passengers expecting to catch trains from London Bridge also faced delays and
cancellations.
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Northern rail emergency timetable

Despite the introduction of the emergency timetable Northern passengers faced
more disruption.

Under the new timetable around 165 trains a day have been cut until the end of next
month.

All services on the Lakes Line to and from Preston, Lancaster and Oxenholme are
operating as a replacement bus service.

One passenger told us about the impact the timetable disruption is having on their
life:

“I travel on the Bolton to Manchester line and, to be honest, it's hard to know where
fo start. Since before the introduction of the new timetables, Northern were
cancelling or delaying trains during rush hour. Introducing the new timetables has
exacerbated the disruption... Travelling to work has become a complete lottery...."

O
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Week 4

Thursday 14 June
Turn up and might go

How do you set your alarm for a train that might or might not run? That's what many
passengers are asking, as information continues to be patchy. It is turning into a real
‘turn up and might go’ situation.

Thameslink

Passenger comments and colleague experiences indicate that reliable information is
lacking.

Yesterday afternoon a colleague checked to see whether one of the new Horsham to
Peterborough trains would be running this morning (14 June). The National Rail
Enquiries website confirmed that the 7.34 was planned to run — but when he
checked again at about 7am, it was cancelled.
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Thinking he’d then catch the 7.40, he made his way to the station. Here the 7.34 was
still showing as cancelled, but he could see it at the platform so he checked with staff
on the information desk and was told it was definitely cancelled.

He made his way to the platform for the 7.40... and two minutes later there was an
announcement to say the 7.34 was running. After a quick dash he managed to catch
this train — and yet a recheck of the NRE app still showed it as a cancelled service.

Meanwhile at Three Bridges last night a Littlehampton train arrived just under an
hour late.

It was due to split somewhere on the route with only the front four carriages going on
to Littlehampton. At least that was what was being reported on the platform by some
passengers.

>
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However, because of delays due to a trespasser on the line between Gatwick and
Redhill, the whole train was going to skip intermediate stations and go straight to
Littlehampton. Platform staff didn't seem to know this, so didn't announce it.
Consequently passengers got on, and then off again, asking what was going on —
they were frustrated and confused.

There had been some sort of announcement on board but clearly not everyone had
heard it or understood it. They looked to station staff and fellow passengers for
assistance.

Just as confusing are some of the very vague announcements about cancelled
services heard at St Pancras. 'An operational incident’ is not clear enough. We have
challenged Thameslink to be more honest about the causes and to give assistance
with alternative transport.
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Northern

This morning a colleague attempted to get from
Manchester Piccadilly to Blackpool North, but the
direct train terminated at Preston. There was no
announcement — our colleague only realised when
the information screen at Leyland showed the train
as Preston only.

At Preston, the announcer said the Blackpool train
was going from the next platform, but the doors
closed by the time he made it. Platform staff
helped him get on further down where the
conductor was, but the lack of information may
mean that passengers were left behind.

On the way back he tried to catch the 2.23 train
from Blackpool North to Oxford Road. Though

o
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station screens showed it as ‘on time' it wasn't, and staff ushered waiting passengers
onto a train to Preston instead. There were no announcements or explanations.

Passenger feedback

Passengers responding to our daily survey are indicating poor and confusing
information too.

“Messed around going home. Got on a fast train (announced as fast & shown as fast
on the display boards). At the next stop | overheard a platform announcement saying
it was now slow (nothing announced by the driver). Had to change on to an already
packed Farringdon station & then change again at St Albans, where the station was
too packed for half the people trying to get to Harpenden to change platforms in time
for the next train. In the morning the train was cancelled for no reason.”

(Harpenden to City Thameslink)

The usual rail chaos with trains delayed by 30+ minutes or being cancelled. The
communication is extremely poor, you are left to figure out your own alternative
routes home

(London Bridge to Preston Park)

“Thameslink journeys have been utterly unpredictable so it's nerve wracking as well
as frustrating. Will there be a train with room to squeeze on? When will | arrive? How
late will | be? (Not will | be late as | know | will be) Should | just give up. After 25
years using the route I've no idea what the timetable is supposed to be. Online
information is no use as allegedly on time trains simply disappear between setting off
for the station and getting there.”

(St Albans to St Pancras)

“Change to train times but no information available at stations.”

(Bentley to Doncaster)

“Never sure if a train will turn up, and a lottery whether we get a seat. Never had this
uncertainty before timetable changes.”

(Hazel Grove to Manchester Piccadilly)
One angry passenger is avoiding travelling as much as possible:

“It's all a nightmare. The present Great Northern Thameslink chaos has meant I've
avoided travelling as far as possible. It’s like train roulette — no way of knowing what
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trains are running or where they're stopping. Last minute cancellations; departure
boards both locally and at Kings Cross that are pure fiction; on-train announcements
that contradict what was previously displayed; timetable apps that again bear little
resemblance to what actually happens; staff totally in the dark about everything.”

Wednesday 13 June

We are pleased to see that rail operators heeded our call to allow passengers to
travel with any company when affected by the timetable disruption.

National Rail Enquiries has set out useful info for disrupted passengers and you can
also see a list of which operators will accept which tickets here.

Yesterday we reminded people to claim compensation when delayed. As the
disruption carries on, it will be easy to lose count of delayed journeys. This handy
website may help — you can check whether trains were delayed:
http://recenttraintimes.co.uk/.

Gaps in services

Transport Focus is scrutinising the impact on passengers at stations where trains
have been removed and subsequent cancellations are resulting in long gaps in
services.
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Between 7 and 8am on weekdays there are 5 departures from Littlehaven towards
London of both Southern and Thameslink trains. The cancellation of the new
Thameslink services means that passengers are either forced to travel to London
Victoria, and then onto an already congested tube/bus network, or to change trains
at stations such as Three Bridges/East Croydon to reach their intended destination.
Often without being confident that their intended connection will arrive as planned.
That connection might be considerably busier, and as a result less comfortable, than
the direct train they would have caught.

During the off-peak period Littlehaven is fairly well served, with three to five trains an
hour, but the frequent removal of the new Thameslink trains again means that
passengers either have to change onto another mode once in London, or another
Thameslink train at an interchange.
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At the other end of the Horsham to Peterborough line passengers at St Neots are hit
much harder in the off-peak. There the Peterborough to Horsham trains are meant to
make up a half-hourly service, providing the only trains into London. As you can see
from the screen grab below from recenttraintimes.co.uk, St Neots passengers have
effectively been left without a service and no alternative:

inuboliend Pty btk sl bmsin Thers ba il
D Pt S e e Mrvegr ooy k= M Nodl v kel el kil TAILE e
= em hond ol L ]
" WM BR RR na L2 [ ] e
= anse EIN = A e N
= —a
L2}
E e S RN S ekl B e M — ]
[T - - cx=a
= 15 . gy o === LA
2 vrres e i [ ] " aild
n T S
= e L ]
-1 YT R W R s E (%]
ety [ -
E e M e D DN DR DM D
bt e | (2] s i
= LT Y e O i
o Ty [ AN T e S Ok |
= hinadmd e L - e | e
a »am - R .
=] = EE  CREN  EEDE
H e S O N O o MR .
ki ]
a Ty [ ] ] M Gem S
[ Temam LB S
a o % SN PR DDk ET S s
ul kit SN SR N e e SRR L
b T RS XN EE R PSRN PE Sl

A reliable timetable is critical. Where there is severe detriment like this to passengers
we are pushing Thameslink to urgently address the issue and be honest with
passengers about the impact.

Passenger feedhack
Northern

Comments from passengers responding to our overnight survey reflect the
stabilisation of Northem’s service:

“2 consecutive days the trains have had only 5 minufes delay....hooray.”
(Preston to Boiton)
However, a reliable train service doesn't just mean on time:

“The train was surprisingly on time, it is usually late. On the down side it had only 2
carriages instead of normal 4.”

(Atherton to Salford)

And the emergency timetable means some passengers have had to change their
plans:

“Again due to the emergency timetable | am getting a train 20 mins earlier, due fo
change of route the train is full of suitcases and busy... Just weary.”

(Widnes to Manchester Oxford Road)

Some passengers have given up on rail travel and found another way to make their
journeys:

“Before the timetable changes there was a direct train from Stockport to Kirkby.
Following the timetable changes this train was removed. | now have to go Stockport
O
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to Salford Crescent then from there to Kirkby. The first day of the new timetable the
journey took 4.25 hours due to cancellations. The second day took 3 hours or so. By
the third day I gave up and borrowed my son’s car which | have done every day
since. These changes together with Lime St closing means there is no longer any
certainty | can get to work and back in a reasonable manner.”

Thameslink and Great Northern

Some passengers have noticed an improvement:

“My train the 07.15 departure was not cancelled today. Indeed it ran virtually on time.
This is only the second time that this has happened since the new timetable was
introduced.”

(East Grinstead to London Bridge}
“Amazed we could actually get a train and not wait half an hour.”
{Harpenden to St Pancras)

When this is not delivered, as continues to be the case on many Thameslink and
Great Northern trains, passengers become bored:

“l am just tired of never being sure if the trains will run as per the timetable or how
long my journey may be if they are cancelled or delayed.”

(Harpenden to St Albans)

People become angry as they try to figure out what services are actually going to
run:

“I went to London Bridge for the 11.30 to Redhill. This train was cancelled as the
11.18 to Rainham was stuck on platform 4 with no driver thus blocking any other
trains from departing southbound. The 11.35 train to E.Croydon & Gatwick was
cancelled. The 11.51 to Redhill arrived several minutes late & arrived 15 minutes late
in Redhill or half an hour after 1 should have arrived at Redhill. On the way back |
was lucky as when | got to Redhill station at 14.01, the 13.49 train to London Bridge
was running 15 minutes late & | caught this train but it then got held up by a previous
slow running train at Purley. It arrived at London bridge at 14.45 & unsurprisingly the
14.48 Thameslink train to Abbey was cancelled!”

Tuesday 12 June

This is the second week of Northern's emergency timetable, and industry statistics
show services have begun to stabilise as a result of the reduced services and use of
replacement buses on some routes.

On Thameslink and Great Northern this morning there are still clear problems with a
number of late notice cancellations and delays on services from the north into St
Pancras and London Farringdon.
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One colleague travelled from Kings Cross from Ely on an extremely busy service
with two stops scheduled. The driver announced a further two stops — this made the
journey very stuffy and unpleasant and over 15 minutes late. There was much
grumbling from passengers. The driver apologised for the delay — however, it was
over the amount of time that allows passengers to claim compensation through
Delay Repay 15 so why not announce that?

We are gathering daily input from passengers through a short daily survey. We want
to hear how passengers are feeling, the impact on their daily lives and if they are
seeing any improvement week on week.

We are using this information tc demonstrate to rail companies how badly people's
lives are impacted, and to encourage a generous compensation offer. Last night we
heard that Northern passengers will receive a cash sum equivalent to one month’s
travel on the worst-affected routes. But passengers will want to know who is eligible
and how they claim so they can decide if this is a good deal.

For more on what we think about compensation see our news release or see
our guide to claiming.

We have also published our letter to Secretary of State Chris Grayling here.

Passenger feedback

Thameslink and Great Northern

Some passengers are angry about confusing information both enline and at stations
including one NHS worker:

“ Wrrong information shown on National Rail Website — Wrong information provided
by Gatwick Airport Train Staff. — Advised to take wrong (very slow) Thameslink train
to East Croydon to change to a connecting Southern train. Once we eventually got to
East Croydon, the connecting Southern Train was 15 minutes late.

“I trusted the Train Station staff which made me very stressed, angry and late. If they
had told me to wait at Gatwick Station for 5-10mins | would have been able to get the
direct Gatwick Express train to Victoria, for which | have an annual gold card ticket. |
would have got to work on-time.

“I was 30 minutes late for taking over from my colleague (a lone 24hour on-call
worker in a stressful NHS central London hospital). | myself, also a 24hour on-call
lone worker in the NHS, arrived at my work stressed and out of breath from running.
This could have dangerous, unintended consequences for patients in the NHS.”
(Gatwick to Victoria passenger)

Passengers are frustrated by constant delays and the impact on being late to work
and worried about how this is impacting on their reputation:

“Every train, every morning, has been delayed by 5 — 10 minutes. This may not
sound much but it means arriving at work 10 — 15 minutes late every day — or having
to leave the house 10 minutes earlier, well before 07:00. This is putting my position
at work at risk as | am seen as unreliable.”

(Tulse Hill to London Blackfriars)
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One passenger travelling from Royston to Cambridge summed up his indifference:
“It was a normal journey, nothing special and better this week as the train was a train
and on time!”

Northern
Where the emergency timetable means trains are replaced by buses some
passengers are losing out:

“I had to get a rail replacement bus from Ormskirk to Preston as the service | needed
to use is one of several peak hour services swapped for rail replacement bus
services in the emergency timetable. Journey takes extra 35 minutes.”

(Ormskirk to Blackpool North)

Others are seeing the benefits of stabilising performance:

“Leeds — Southport services seem to be stabilising, the 1620 departure hasn’t been
cancelled since the middle of last week. This is an improvement. Trans Pennine
services seem to be in less disarray, less disruption due to them running late.”
(Leeds to Mirfield)

Passengers haven't got what they paid for and want compensation:

“Train was 29 minutes late and was unable to get on that or the next one. Had to get
a bus. | have a yearly season ticket and have paid nearly £40 out on bus journeys
since the new timetable due to cancelled, delayed and overcrowded trains. | have
paid for a service and am not able to access it! | am unsure as to whether or not it is
worth me renewing my season ticket in July.”

(Swinton to Manchester Victoria)
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Week 5

Wednesday 20 June

Passengers on Thameslink and Great Northern continue to experience too many
short notice cancellations and delays.

Yesterday we met with Govia Thameslink Railway's chief operating officer Nick
Brown to discuss two key areas:

» the urgency of giving passengers a timetable they can rely on
* appropriate compensation.

Calling for an interim timetable

For a few weeks we have been calling for an interim published timetable that GTR
are confident they can run day-in-day out on Thameslink and Great Northern.

They confirmed at the meeting that a temporary timetable will be introduced in July
2018, the detail of this is still being worked on. In the interim GTR have agreed fo
publish a Monday to Friday interim timetable on its website and on online systems,
although this may still be subject to some cancellations.

GTR will also further improve communication of its remedial plan so that passengers
can have more confidence about which trains are expected to run and where bus
replacement is being offered. GTR will continue to recommend that passengers
check before they travel.

Appropriate compensation

We welcome GTR's commitment to base Delay Repay entitlement on the full,
intended 20 May timetable. But the enhanced compensation being offered is not
sufficient redress for what passengers are going through. We stressed to GTR that
the current offer must be improved and we continue to call for:

» a lump-sum payable to season ticket holders to reflect the hardship experienced
» a package to recognise the impact on regular travellers who do not buy season
tickets.

Passengers on Thameslink and Great Northern completing our daily survey back up
the need for both of these issues to be sorted out:

“It's the uncertainty. Every morning and every evening | wonder if the train will run,
will | get a seat, how crowded will it be? All trains seem to stop everywhere which is
adding a lot to the travel time.”

“Train was cancelled again along with it being cancelled on my way home last night
and already my 17.39 has been cancelled tonight already”
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“So many short notice cancellations. | checked the app in the morning and my usual
train 7.52 is running. Arrive at the station an hour later and the service is cancelled
with no explanation. Forced onto a slower 8.01 which takes 15 minutes longer to
reach Blackfriars”

“0751 cancelled, 0759 additional train rammed. Boarded 0810 driver announced ‘this
is a non-existent train to King’s Cross’. No idea where it came from but a slow one
into King's Cross!”

“Took 1044 from Cambridge to Kings Cross; originating from Kings Lynn, and only 4
coaches. People standing, and then additional stops made. Had seat, but
uncomfortable journey.”

“Went to catch 17:44 from Cambridge. Running late second evening in a row, Left
Cambridge approx. 18:03, arrived Waterbeach 18:17. Since introduction of new
timetables, trains more unreliable, cancelled and some trains removed completely
from timetable.”

Tuesday 19 June

Today the rail industry apologised at our public Board meeting for the frustration and
misery inflicted on passengers for the last month. They say there is a plan to restore
reliability and the missing 165 Northern services. Speakers included David Brown
(Northern managing director), Leo Goodwin (TransPennine Express managing
director) and Patrick Cawley (director of route sponsorship, Network Rail).

We held the rail companies accountable in public and gave passengers the chance
to ask questions. We shared the stories passengers have been telling us about the
impact of the disruption on their lives. We heard from the speakers why the timetable
change went so badly, then asked them how they were going to put it right,
compensate passengers and rebuild trust.

The companies have promised services will improve and that detail on special
compensation will be announced soon. In the meantime, we encourage passengers
to keep claiming the compensation you are entitled to and keep speaking up when
things go wrong.

Meanwhile, in London last night the Transport Select Committee heard from a
number of industry representatives about the timetable meltdown. We attended and
have written to the committee to reiterate what passengers are telling us.
Passenger feedback

Last night we asked passengers if they claim compensation, and what they think of
it.

« “The problem is it will not store my season ticket or photocard details. So
every time | have to fill them out again. This is a stupid waste of time. | should
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be able to store them and then change them when they change.” (Haywards
Heath to Clapham Junction)

“No, | have not claimed compensation. In the past | have found the process fo
be far too complicated and for very little return.” (Enfield Chase to Moorgate)
“No. | have weekly tickets and | don't think the Northern rail company will
compensate me enough for the couple of months of really horrendous
services.(Preston to Bolton)

“When | woke up and looked at the train schedule, | saw that three trains had
already been cancelled and one wasn't even showing as part of the
timetable. Yet again, | chose to drive so as to have some certainty to my
morning and evening commutes. Because | have, in most cases, chosen not
to lravel by train; company makes it impossible to claim compensation in this
situation.” (Elstree and Borehamwood to West Hampstead Thameslink

“Two trains cancelled in a row. The next one turned up 13 minutes late:
arriving at Blackfriars 14 minutes lale, just inside the delay repay window! |
am going to claim for the worst disrupted days. But the process when paying
by contactless credit card is a bit of a pain. So for a couple of pounds it's
almost not worth the hassle.” (Elstree and Borehamwood to London
Blackfriars)

“I still never know if my train will turn up or run on time and always anxious
about getting a seat. | have claimed when my journeys have been disrupted
but its not always made clear you can claim. Process is difficult and I often
wait months for my compensation. The compensation is hardly worth
claiming. I tend fo get back about £2 on a journey which costs me £9 and
doesn’t cornpensate for the stress and inconvenience. | don't think 30 mins is
fair either, i dont get compensation if my train is stuck waiting for a platform for
15 mins which can in turn make me miss a connection and later for

work!” (Chorley to Manchester Victoria)

“Claimed each and every time. Got a nice pile of vouchers as a result but
would prefer the trains to run to time.” (London Victoria to Haywards Heath)
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Week 6

Friday 29 June

We have been collecting passenger experiences for more than a month now. How is
this helping?

We have used your first- hand stories as evidence to demonstrate the need for
stable, more reliable timetables, better information and compensation.

Wins have included the compensation announcement for passengers in the north of
England and working with Thameslink to improve the clarity of the information on its
homepage, which sets out the overall situation and what passengers' travel
aliernatives are. We've also made recommendations for the rail2020 websites and
the FAQs.

We will continue doing this and will also make sure that lessons are learned so that
we, hopefully, never see such chaos on the railways again.

Here's a couple of examples of the ongoing experiences of passengers trying to
make journeys on a regular basis, and how they have felt over time.
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We've been hearing about the real impacts that this has had on people’s lives.
Here's just a few examples.

“My experience since the timetable change on 20th May 2018 has been dreadful,
even worse than usual. | work at Great Ormond Street Hospital in an exhausting,
demanding job , which is why | am unable lto travel to and from work by car. On
Thursday 14th June the previous trains from St Pancras to Flitwick had all been
cancelled. Three lrains after the 17:12 were also cancelled. When | got on the train it
was very crowded. However, more and more people squeezed on because so many
trains afterwards were cancelled. A woman next to me screamed as the door shut
and | was squashed against the handrail unable to move. At the first stop, St.
Albans, we fell out of the train when the doors opened. My back and shoulder have
been sore since this happened. | now have o travel south to Blackfriars to be able to
get on a train safely. | have reluctantly resigned from a job that I love, making
medicines for sick children. | have over 10 years NHS experience and | am leaving a
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department that is now severely understaffed. This diabolical service is not just
affecting me and my colleagues, it impacts on innocent seriously ill children. The
people responsible for this shambles need to be punished.”

“On this day | had to get to London Bridge in order to travel north to Stoke Newington
and train over 50 people .... cbviously | was late which is just not acceptable for
police officers ... | have been affected by southern strikes 40 days and now
Thameslink inability to run any sort of reliable timetable.”

“In total the journey took me about 90 minutes when it should have been around 60.
The return journey was no better. My total commute today took 3 hours rather than
2. This is currently typical (i.e. about 5 hours extra per working week spent
commuting).”

And passengers have told us what they would like the rail companies to do to help
them. Again, much of it seems like common sense:

“There is no certainty whatsoever around timetables, journey planner or live
departure boards. We are told to check these but there is no point as they aren't
accurate and change all the time. Trains disappear and reappear. We need to know
and understand which services will stop for us if other services are cancelled. They
should also provide more reassurance about buses or to refund taxis. But they won't
make any commitment. We are supposed to just accept the uncertainty.”

“The timetable is horrible and random. They should announce updates the night
before and have proper contingency plans. this is franchise so needs to pull their
socks up. Staff at the gate are so rude, they are told to take our tickets away so we
don't claim compensation, last week the staff harassed me lo retain my ticket, when |
said | needed it to claim he showed a very rude behaviour, Staff treat us as
enemies.”

“Make sure that the published timetable is the one the operator is going to use. And
make sure it’s staff are fully briefed. Simple lack of altention to detail! The passenger
is left to sort out the mess.”

What next?
We would love to hear about your journey — what happened and what the rail

company could have done fo help you. Click here to tell us as regularly as you would
like.

We will also send out specific surveys to passengers on our Transport User Panel —
at various points over the coming weeks and months, to get detailed feedback
through various developments until things are back to normal.

Monday 25 June

Northern's temporary timetable has been in place for more than three weeks now.
Passengers on some lines will welcome the improvement in punctuality and reliability
this has provided. However, the impact on some passengers where services have
been removed or replaced by buses has been significant.
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The Lakes Line between Oxenholme and Windermere has been one of the most
impacted, with no Northern trains for more than three weeks. However last week
trains made an unexpected return to the line as West Coast Railways —normally a

charter operator — stepped in and provided a shuttle service running alongside
Northern's rail replacement buses.

it's a remarkable story as this ‘DIY’ train service was put together at short notice, in
part thanks to the Lakes Line Rail User Group. We've been on the line again in
recent days speaking to passengers and seeing what they think of both the bus and
this unusual train service. Have these trains been enticing passengers and
holidaymakers back to the Lake District? Longer term, passengers will now want to
know when a full service will resume on this and Northem's other affected routes.

Meawhile in the south, both performance and information continue o disappoint
passengers.

Regular commuter Dan says:

“If | didn't have the option of going to Victoria this morning 1'd be a bit stuck. When |
arrived at Horsham station the 34 Thameslink service was advertised as on time at
07.34. Except there was no sign of it arriving from the Horsham depot two minutes
away. It's usually waiting in the platform — IF it's running. More often than not it isn't.
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“The information screen then switched to saying expected at 35. Then 36. When |
asked platform staff whether | should wait for the 34 or catch the 40 service to
Victoria they asked where [ was going. | said City Thameslink and they said “they
don't usually tell us about those trains (the new Thameslink services from Horsham)
— try to catch the 40 and change at Three Bridges for a Thameslink". There was then
an announcement to say “apologies to passengers on Platform 2, | know some apps
are showing the 07.40 service as cancelled, but it's not. It's actually at Christ's
Hospital and will be here shortly”.

“| got the 40 to Victoria as | have no faith or trust that GTR will get me to where |
actually want to go."
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Week 7
Tuesday 3 July

Yesterday Northern trains returned to the Lakes Line, with a shuttle service operating
between Oxenholme and Windermere supplemented with rail replacement buses.

Last month we were on the ground speaking with passengers and monitoring the
passenger experience, on both the buses and the interim West Coast Railways
trains. You can read our report here.

Getting Northern trains back in the lake district is great news, but passengers here
and in other areas affected by Northern's emergency timetable will now want to know
when the full May timetable will be introduced.

We are continuing to ask passengers for feedback on their journeys since the
timetable change. It's clear that some Northemn and TransPennine Express
passengers are still experiencing unacceptable disruption.

“The train was cancelled. Had to get a tremendously overcrowded TransPennine
Express to Dewsbury and then complete the journey by bus... It seems like the 1620
Leeds — Southport gets cancelled at least once a week at the moment.” Leeds to
Mirfield passenger

“The train was running approx 20 minutes late at departure from York. This is not
unusual since the timetable change. We passed through Leeds at which point we got
stuck behind another train on Plarform 16. This delayed our train further and we
finally arrived 40 mins late in Huddersfield. This is symptomatic of Trans Pennine
Express service performance following timetable changes... we didn't get any
explanation as to why it was late.” York to Huddersfield passenger

We have written to the Managing Directors of both Northern and TransPennine
Express. We have sought assurances on behalf of passengers about when
punctuality and reliability will improve and also reiterated our view on compensation
for affected passengers. You can find our letters here.

We have since welcomed the anncuncement by Transport for the North that
compensation for season ticket holders on affected routes has been agreed.
Passengers will look forward to hearing how they can apply.

Elsewhere, we're working on our input to the Office of Rail and Road Inquiry into the
whole timetable crisis. We're also meeting Govia Thameslink Railway later this week
to hear about preparations to introduce a new, stable timetable on Thameslink from
15 July.

9
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Week 8
9 July

We've just entered the eighth week since the 20 May timetable change went so
badly wrong on Northern and Govia Thameslink Railway (GTR). In the north west
the situation has been stable in recent weeks, if far from brilliant in terms of
punctuality, but what happens next?

For Thameslink and Great Northern passengers, things have been anything but
stable. Everything is riding on the interim timetable that starts on Sunday 15 July —
one week to go! It's difficult to overstate how important that 15 July timetable is in
bringing stability, getting away from a large number of cancellations every day and
letting passengers start to rely on trains again. You can download next week's
Thameslink timetables here.

What is Transport Focus doing?

In the north of England we're continuing to press for generous compensation for
passengers affected by the timetable crisis. We've welcomed what's been
announced, but as ever the devil's in the detail. If it's right that compensation starts
from 15 minutes delay on Thameslink and other train companies, why not for
Northern and TransPennine Express passengers? We're also pressing Northern to
be clear with passengers what's happening from 1 August onwards (oddly, a
Wednesday) - it's only three and a half weeks away.

®ﬂ0f tgefn Tikckets  Destinations  Statons  Hein logn Q) O

A Temporary timetable changes

Monday 4 June to Tuesday 31 July

tabes Ling, BlXkpog!_ Lancashire, Hanthetier and Liverpocl Gy Redion khet afe
afectes

And we continue to monitor how things are running, including on the Windermere
line where after a near-perfect Saturday there were three out of eight trains were
cancelled yesterday.

O
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On Thameslink and Great Northern, we're pressing GTR to publicise the new
schedules widely, to get the new schedules onto apps and websites and — above all
— make sure the changes deliver that all important stability. We'll be closely
monitoring how it's goes next week. We're also pressing on compensation for
Thameslink and Great Northern passengers — the detail missing from last week’s
announcement must come soon. And we've asked the Office of Rail and Road to
investigate reports of dangerous levels of crowding on some Thameslink platforms
as a result of signalling problems on 21 June.

We're also putting together our inputs to the Glaister Inquiry into the whole 20 May

crisis. And we’'ll be doing the same for the Blake Johnson review by Rail North into
what happened in the north of England.

0.
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Give us a stable timetable now

The current timetable chaos on Thameslink, Great Northern and Northern is as
saddening as it is deeply frustrating for passengers.

Take Thameslink passenger Kelly. Three weeks ago she had a reasonable and
improving service, with the last National Rail Passenger Survey score showing her
fellow passengers were also recognising the improvement. Now she’s having to work
from home because her service has been wrecked. How on earth has the rail
industry managed to replace timetables that basically worked, with ones that just
can't be delivered. We've been warning since November about problems in getting
accurate timetables finalised. We were told that, bar some initial teething problems, it
would be ok. How wrong the industry turned out to be....

What to do next?

Passengers need a stable timetable — one they can rely to get them to work, exams,
shops and airports. Northern decided to declare a temporary timetable, removing
165 trains each day, to buy time to get the driver training finished. Has this started to
stabilise things? Let me know about your experiences since it came in. It has also
begun to fee! very quiet in places. Are people taking to buses and cars instead in the
North West?

Thameslink and Great Northern haven't gone for a temporary timetable and
passengers are facing uncertainty and confusion — even about the timetable GTR is
attempting to run. At times it is bizarre. As well as multiple cancellations of the trains
that are advertised, this morning the 0605 Peterborough to London Kings Cross
Great Northern train actually ran, but with hardly any passengers because it wasn’t
showing on websites and apps.
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Passengers need a service they can trust

This has to change. At a meeting on Monday afternoon with Nick Brown, GTR’s
Chief Operating Officer, | made it clear that passengers need a service they can
trust. There needs to be a properly-advertised interim timetable that will run reliably
until there are enough drivers trained to introduce the promised timetable

properly. Expecting passengers to cope with the current lottery is unacceptable.

Northern's short-term solution has of course left some routes abandoned in the
short-term, with trains replaced with buses. Those passengers have every reason to
feel aggrieved, not least on the Lakes Line in Cumbria where buses replace all trains
for the next two weeks.

We are calling for Northern to offer passengers Delay Repay compensation against
the timetable which should have been running, as GTR has done. Passengers
should get compensation if they are 30 minutes or more late getting to their
destination for whatever reason, including because their train has been withdrawn or
replaced by a bus.

But it's not just about Delay Repay. The special compensation scheme announced
this week must recognise the human impact — the extent of the disruption to people’s
lives. Northern needs to get on with providing this compensation — details ‘in due
course’ really doesn’t wash. And it is the same for some parts of the Thameslink and
Great Northern networks — the impact has been so severe that passengers deserve
more than just Delay Repay.

We'll continue gathering feedback from passengers and monitoring the impact on the
ground, while pushing the industry to get stable interim timetables in place and to
provide decent compensation.

Anthony Smith
6 June 2018
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More rail chaos

Earlier today Transport Focus met rail minister, Jo Johnson MP, in Manchester. The
minister was there to see senior stakeholders and leam first-hand about the issues
caused by the recent timetable and disruption chaos.

Our Manchester-based director talked to the minister about the impact on
passengers, what has gone wrong, and most importantly what needs to be done to
restore a reliable service and faith in the railway in the north.

We explained our asks for passengers to the minister:

» reliable train performance and clear communication about the timetable that
will be provided in the coming weeks.

» compensation that recognises the extent of the disruption to people’s lives
and Delay Repay measured against the original timetable promised, not just
the slimmed down one now on offer.

» arobust plan to reinstate the 165 train services that have been removed from
the timetable as soon as possible.

These are key points, amongst many others, that we are reinforcing on behalf of
passengers to organisations including Northern, Transport for the North and the
Mayor of Greater Manchester.

An illustration of the impact.... A colleague took a day’s leave today to be around if
needed to drive her daughter to college for her A level exams — as they weren'’t
confident the trains would run properly during this timetable chaos. As it turned out
the trains did run, but it illustrates the decisions people are needing to take to be
sure they get to critical appointments.

Govia Thameslink Railway (GTR) today offered to get students to exams by taxi if
needed. A sensible, responsible decision — but the very fact it has been necessary
tells a tale.

Passengers continued to face delays and cancellations on Thameslink services
today, and it appears this is being felt by commuters early in the morning and those
travelling outside peak times.

Those travelling on Thameslink trains into St Pancras this morning would question
the success of GTR's promises to stabilise the service - it again faced delayed and
cancelled trains. The experience for Great Northern passengers into Kings Cross did
seem better, however.
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London St Pancras Internationa

Station (optional)

| §
]

Due Origin Status Platform Details
07:10 Brighton 07:47 8 Details
37 mins late |
07:35 Horsham 07:43 B Detalls |
8 mins late
07.39  Bedford 07:42 A Datails
3 mins late
07:40  Brighton Delayed B Detalls f
07.42 Margate On time 12 Datails
07:42 St Albans Clty Delayed A Detalls |
07:43 Rainham (Kent) On time B Datalls
07:45 Gatwick Airport Cancelled Detalls

The situation really didn’t improve through the morning as trains from Brighton to
London St Pancras were impacted by severe delays. Passengers arriving at
Horsham and Sutton stations found their services cancelled.

We continue to argue that GTR should introduce a formal temporary timetable on
Thameslink, one they know they can deliver. Stability matters to passengers.

This morning we asked GTR to confirm that it is still doing automatic Delay Repay -
there having been some suggestion that it had been suspended. We've been
assured that it hasn't and season ticket holders will get compensation as normal.

We'll keep up our monitoring. And please let me know about your experiences —
whether north or south.

Anthony Smith
7 June 2018
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Must do better next week!

It's an understatement that it's not been a good week for many Govia Thameslink
(GTR) and Northern passengers. There's not been much progress with the stability
promised by GTR at the beginning of the week, with cancellations leaving long gaps
in the service at some stations. There are early signs that the Northern temporary
timetable is starting to help, though. Stability is crucial — the industry must do better
next week. We've written to both GTR and Northern about this and you can see the
letters here.
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Thameslink cancellations and poor information

One of my colleagues arrived at Harpenden station at 9.50am this morning to catch
a train to City Thameslink, only to find no train until 10.22. He and fellow passengers
kept checking the information boards wondering why there were no trains going
south. There was no explanation, all they could see were six trains going the other
way to Luton and Bedford.

Then various of the northbound trains were cancelled or had the dreaded “delayed”
appear next to them. There was still no explanation. Eventually a train arrived,
extremely crowded, more like an early morning commuter service than a mid-
morning off-peak train.

Replacement buses in the Lake District
Despite the temporary timetable that takes out 165 trains, Northern passengers
continued to experience delays and cancellations. It has been better, but it's still not

good enough.

Some of the passengers most affected by the interim timetable are on the line
between Windermere and Oxenholme in Cumbria. We were monitering on the
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ground there last month, at a time when passengers were experiencing a chaotic
service. You can read our report here.

We were back there today speaking to passengers about the bus service that's
replacing trains on the line for at least another three weeks. We found plenty of staff
at Oxenholme and clear information about where to find the buses. Oddly, the bus
timetable means some long waits for connecting trains — more than 45 minutes on
occasion.

At Kendal we found volunteers from the Lakes Line Rail User Group helping out
providing information to passengers. There's no shelter or waiting facilities there, not
a problem on a nice sunny day, but what if the weather turns? At 11.30am there
were school children coming home earlier than normal after exams and
overwhelming the mini-buses — some passengers were left behind until extra buses
arrived.

What did the passengers make of it all? On one hand a sense that the buses were
better than the unreliable train service provided of late. But there was frustration that
it has come to this. Next week we're going to be asking passengers on the
Windermere route to complete a simple survey about their experiences using the
buses.

Great Northern cancellations

Back on GTR, we heard from eight-months-pregnant Abi who had a pretty grim
commute home yesterday from Huntingdon to South London. The journey should
have taken 55 mins (5.41- 6.36pm) on Thameslink, and then another hour from
Finsbury Park to South London. It actually took over four hours after successive
cancellations at Huntingdon. How awful!

Relaxing ticket restrictions

We have pushed GTR this week to relax ticket restrictions so for the moment
passengers can get the first train that comes going to where they want to be. We've
suggested that passengers with tickets normally valid on Southern or Thameslink
only should for now be able to use the Gatwick Express. | am pleased to hear that a
decision has been made to do this. This is sensible and will be welcomed by
passengers.

To reiterate, achieving stability is crucial. Next week we'll continue to push train
companies on this, and also the need for generous compensation for passengers
receiving a raw deal. Next Tuesday the Transport Focus board meets in public in
London and we've invited GTR and Network Rail to attend.

Anthony Smith
8 June 2018
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Week 5: train roulette on Thameslink,
more certainty in the north

Tonight the Transport Select Committee is guestioning the rail industry over the last
few weeks’ melidown. We'll be there — those who can't make it can watch it on
Parliament TV.

Tomorrow we'll be quizzing the managing directors of Northern and TransPennine
Express, David Brown and Leo Goodwin, and Network Rail director of route
sponsorship Patrick Cawley, at a public meeting in central Manchester. It's not too
late to sign up to come along — click here to find out more.

Or you can submit questions by tweeting @transportfocus using #timetablecrisis.

While things have stabilised in the north of England, in the south and east
passengers who use Thameslink and Great Northern are still playing train
roulette. It's just not fair to leave passengers guessing whether their train will run
tomorrow.

Govia Thameslink (GTR)'s efforts to stabilise the timetable is just not working. There
are still far too many late-notice cancellations and delays, on top of pre-announced
cancellations. Online and station information is confusing and inconsistent.
Passengers have completely lost confidence in their trains.

One passenger travelling from Meldreth to Cambridge summed up their frustration:

“Two consecutive trains listed as running on the app, but cancelled last minute after |
had left work and fravelled to the station. No point in going back to work so had to sit
on the platform.”

We are again urging GTR to publish an interim timetable that works and passengers
can rely on. They cannot be expected to wait until mid-July for certainty.

We have written to rail minister Jo Johnson MP specifically about better
compensation for passengers.

We are calling for:

» alump-sum payable to season ticket holders to reflect the hardship
experienced

« recognition of the impact on regular travellers who do not buy season tickets —
for instance part-time workers or regular leisure/business passengers. This
could take the form of a number of free journeys.

« special offers/marketing deals designed to rebuild trust/confidence once
services have returned to normal

« for Northern passengers, the adoption of a 15-minute delay ‘trigger’ rather
than 30-minute.
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One bit of good news. West Coast Railways is running a train backwards and
forwards between Oxenholme and Windemere, a line where Northern has
suspended trains entirely at the moment. Well done! We're pressing for these trains
to show in the National Rail journey planner.

Anthony Smith
8 June 2018
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Turn up and (maybe) go: timetable
problems persist....

The weekend looms
As the weekend approaches, where are we on the great timetable crisis?

Northern has become more reliable and oddly, in a seemingly parallel universe, the
rest of the network has generally been running OK. The large-scale Southern and
Gatwick Express timetable changes went well. Many passengers will have noticed
nothing. However, those affected have noticed a lot.

Thameslink and Great Northern, which between them carry a huge number of
passengers, have yet to stabilise. July 15 sees an interim timetable finally
introduced. Short-notice cancellations, poor performance and patchy information are
the side effects of a system out of kilter. Who knows when we passengers will see
the full, promised, timetable that we've been paying for in advance for years.

Return of (scheduled) trains to the Lakes Line

After Northern's suspension of services on the Lakes Line between Oxenholme and
Windermere a replacement bus was put in. Then a charter train was also organised
by local MP Tim Farron and the energetic chair of the local user group Robert Talbot.
Northern trains return on Monday July 2nd.

Keen to understand how this was working for locals and visitors we had a researcher
there, talking to passengers, this week. While the sun helps it all seems to have
worked well and has had an energising effect — maybe a blueprint for future services
on that sort of branch line? [t also acts a brilliant case study of replacement services
for a very varied group of passengers. See our report.

Back to predictable unpredictability?

It seems odd to think we are getting back to where we were on May 19. In other
words, an industry that is still have difficulty publishing some timetables more than
six weeks in advance. These ongoing problems continue to have a sapping effect on
passengers all around the country.

At the weekend | was talking to someone who organises tours where guests often
want to travel by train. He can't sell tours if he can't find out well in advance if trains
will be running. So, he hires some coaches, goes through real hassle having to take
temporary booking until timings are confirmed and, worst of all, has had to cancel
some tours.

A passenger travelled from Peterborough to Ipswich on Sunday moming. He had an
epic journey because the first train was so late. It involved two replacement buses —
while on one of them, he could actually see the supposedly-cancelled train running!
People were ringing their employers from the coach and at stations saying they
would be late — this is having real impact on people’s lives.
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My colleague who comes in from Streatham on the Wimbledon Loop Thameslink
services in South London has had days and days of not being able to get to work as
huge gaps appear in the timetable and the later trains are so crowded she, eight
months pregnant, cannot risk the journey.

Complain!

Our advice is always complain — make your voice heard. But what about many
people who simply don't travel? A contract is still in existence, but the train company
has not fulfilled their part of the offer by running a train. Also, the useful Delay Repay
kicks in after 15 minutes but that should not stop you complaining if you are 14
minutes late especially if it happens repeatedly.

Who is in charge? Who takes responsibility?

This question has arisen hundreds of times in recent weeks. The answer is everyone
and no-one. The rail industry, governments, staff and unions all bear some
responsibility but no single person is totally at fault.

While welcome investment is being made all over the country, there is an enduring
feeling that no-one is in overall charge. Passengers tell us they want a clear sense of
who is in charge of their service. Has the time come again to put one person clearly
in charge of the whole system? They wouldn’t have to own or run every cog in that
system, but would provide the much-needed overview to make sure the cogs mesh
in future. Otherwise, fares will continue to rise and passengers will make other
transport choices.

Anthony Smith
29 June 2018
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There and back again — a tale of
timetable crisis woes

Sunday before last one of my colleagues got first-hand experience of the passenger
impact when timetables aren't finalised early enough. He needed to get from
Peterborough to Ipswich on a Sunday morning before the first through train. This
route starts up very late on a Sunday, 09:50 in the summer and 11:50 in the winter.
Hopefully Greater Anglia will improve on this when the new trains arrive.

The previous day National Rail Enquiries (NRE) said that, with a very early start, it
would be possible to get to Cambridge in time for Greater Anglia’s 09:14 train to
Ipswich. It involved going south to Hitchin and changing there for Cambridge — both
Great Northern trains. Even finding that out took some doing, involving clicking on
‘alterative trains' to those that were showing as cancelled. Many passengers would
already have given up. Knowing the current timetable problems my colleague
checked again just before heading for bed. The crucial train from Hitchin to
Cambridge at 08:26 had now disappeared! Not showing as cancelled, just
disappeared from the journey planners altogether. From thinking his plans were
sorted, he was back on NRE researching.
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Although the early trains from Peterborough to London were cancelled, a click on
‘alternative trains’ showed a train to Hitchin — and then an hour later one into Kings
Cross, just giving time to get to Liverpool Street. Talk about putting obstacles in the
way of people who just want to get from A to B. Rising early on Sunday he found
that, overnight, rail replacement buses from Hitchin to Cambridge via Royston had
appeared in the NRE journey planner, meaning he could make the 09:14 from
Cambridge after all!

There was a final twist to the information challenges facing passengers that Sunday.
Passengers at Royston were directed to the 08:00 replacement coach to Cambridge,
which set off on time and called in at the intermediate stations. Two passengers
boarded the coach at Shepreth at 08:19 just as the level crossing barriers
descended for the supposedly-cancelled 08:19 train to stop. The cancelled train
really did run, here’s a picture where you can just about see it a couple of minutes
later in the platform at the next station, Foxton!
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Now my colleague was making a leisure journey, albeit a time-critical one. But it
stood out to him how the timetable crisis is having real impact on people getting to
work and going about their lives, even at the weekend. This isn’t just a Mondays to
Fridays problem. He overheard a number of people phoning their employers to say
they would be late for work that Sunday — hopefully those passengers still have a job
to go to next Sunday.

If anybody was in any doubt, this illustrates why Transport Focus is pressing Govia
Thameslink Railway hard to publish a timetable it is confident can be delivered
reliably. Services need to be put into journey planning systems with full details of any
buses that will be covering gaps in the service. It also underlines why it's crucial that
the rail industry gets back to publishing accurate timetables 12 weeks in advance. If
trains and replacement buses aren't correct in journey planning systems passengers
are left frustrated, potentially stranded and many will just walk away concluding that
it's all too much hassle. It is called ‘Informed Traveller' for a reason.

Anthony Smith
4 July 2018



