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Dear David

Informed Traveller, T-12

| am writing to express concern that, after many years in the ‘good books’, LNER is currently
struggling with T-12. Clearly, this has journey planning, retailing and price implications for
passengers.

Today, it is still not possible to buy tickets on your website on 23 December or between Christmas
and New Year — and no explanation why not (screenshot A). On some days it is possible for
passengers to buy tickets on other websites with little or no warning that timings may change
(screenshot B). And it is not just Christmas: the industry’s weekly report of inaccuracies in the
public timetable shows that LNER does not have everything correct until T-4 more generally
(screenshot C). Late resolution of the Sunday train plan is also impacting on some, but not all,
Monday mornings when LNER is not opening reservations on early trains. This gives a huge price
hike to use them: £56.50 to £136.50 on the 0440 York to London on 9 December (Screenshot D)
and probably £38.50 to £136.50 on other dates. Passengers would be hard pushed to find out —
let alone understand — why on seemingly random Mondays there are no Advance tickets available
on these early trains.

| should be grateful if you would let me know how this situation has arisen and the steps LNER is
taking to get back to achieving T-12 routinely. | would suggest that an immediate priority is to
ensure that passengers do not pay more as a consequence, as is clearly happening on some
Mondays.

Yours sincerely

Antho mith
Chief executive
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