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By email 

Phil Whittingham 

Managing Director 

Avanti West Coast 

North Wing Offices 

Euston Station 

London, NW1 2HS  

 
23 August 2022 
 
 
Dear Phil 
 

 

Reduced Timetable 

 

I am writing to express concern about the passenger experience since the introduction of the 

reduced timetable on Sunday 14 August. 

 

We recognise the challenges facing Avanti West Coast since mid-July in delivering the full 

timetable. This has resulted in multiple short-notice cancellations, in particular at the weekends, 

causing frustration and inconvenience for passengers. 

 

We further recognise the difficult decision reached by implementing a reduced timetable across 

the Avanti network. The stated aims of the reduced timetable, include: 

 

• ensure reliable service delivered, so passengers can travel with greater certainty 

• timetable aims to balance capacity with connectivity alongside other operators on 

parallel routes by maintaining a service across most of the Avanti network 

• work with Network Rail and other operators to review loadings, resources, adapt and 

align plans 

 

However, observing the initial delivery of the reduced timetable the above aims are not being 

met consistently. By not doing so, passenger frustration and inconvenience is exacerbated, 

leading to passenger detriment. 
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It is striking that passengers have suffered because the changes have not gone well. It has not 

stopped last minute cancellations, so passengers are still facing uncertainty and left 

inconvenienced. 

 

It is also concerning that on a daily basis some services travelling between London and 

Manchester are full and standing, resulting in the Train Manager making the sensible decision 

to declassify the train. 

 

At this difficult time for passengers, I would expect to see clear empathy and support from 

Avanti for your customers. For example could the website provide a set of simple clear 

messages on the front page to help passengers navigate this complex situation? 

 

I should be grateful if you consider the following points Transport Focus has identified since the 

introduction of the reduced timetable with a view to improving delivery of the service offered: 

 

• delivering a punctual and reliable (reduced) timetable on a consistent and daily basis 

• adapt and align plans with passenger capacity constraints to provide more trains per 

hour between Manchester and London 

• proactively alleviate crowding on services by relaxing peak restrictions and declassifying 

• confirmation of reduced timetable in booking systems providing clarity of communication  

• addressing confusing and contradictory information on timetables and ticket sales (see 

enclosed example)  

• manage seat reservations for passengers rebooking from services taken out of the 

timetable and where reservations are duplicated 

• continued availability of affordable book in advance ticket types, where this has not been 

possible (currently) consideration of retrospective compensation 

 

In addition, it would be helpful in due course to understand what plans you have for restoring 

services. We would welcome such a plan to consider how restoration of services will be 

communicated in advance to passengers. This would allow informed choices about travel plans. 

 

I look forward to hearing from you. 

 

Yours sincerely 

 

 

 

Anthony Smith 

Chief executive 

 

 



 

   
 

Encs 

 

 

Copy: Richard Braham, Head of Stakeholders & Public Affairs, Avanti 

Georgia Ehrmann, Head of Development & Planning, Avanti 

           Steve Montgomery, Managing Director, First Rail 

 

 

Encs - Contradictory and confusing information on timetables and ticket sales 

 

Wording on the Avanti West Coast website – stating that ticket sales and reservations are 

suspended from 14 August – 11 September. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

This is then contradicted by a table below this message showing that tickets are available to buy 

for some dates within the 14 Aug-11 Sept period. 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 



 

   
 

 

 

 

 

 

 

 

This table also omits 19 September – 23 September entirely.  

 

Journey planners then give different information to what is in the table above. A journey search 

for dates showing in the table as ‘no timetable’ or ‘no tickets’ offers both times and tickets. 

 

For example: 14 September is shown as ‘tickets available’ on the journey search calendar. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

And the following times and prices are shown 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

   
 

 

 

 

 

 

It is imperative that clear, consistent information is provided – and that information provided on 

websites is kept up to date.  

 

All screenshots taken on 23 August 2022. 

 

 

 
 
 
 
Yours sincerely 
 

 
 
 
 
Anthony Smith 
Chief Executive  
 

 


