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Performance — Thameslink -

Public performance measure (PPM)

76.9% PPM (5 February— 4 March)

Major incidents that affected
performance:

» 23 — 24 February - Storm Doris severely
impacted performance — the P12 PPM would
otherwise have been 79.4%

» 23 Feb: 2,413 delay mins were attributable to
the damaged Overhead Line Equipment
(OLE) in the St Albans / Harpenden area and
1,073 mins to bad weather in Sussex

» 24 Feb: a further 924 delay mins resulted
from the same damage, which was repaired
over the weekend of 25-26 Feb and handed
back approximately 07:30 on Monday 27 Feb
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London Bridge impact on performance
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Since 20 December 2014 the
Thameslink cross-London route
through London Bridge has been
closed to allow the station to be rebuilt

It will reopen to cross-London
Thameslink services in May 2018

Since December 2014 all trains to and
from the Brighton Main Line have to go
via the heavily congested route
through Herne Hill and Tulse Hill

The impact of any performance issues
on the Brighton Main Line on the
Public Performance Measure (PPM)
was greatly underestimated by the DT
and Network Rail.
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Now appearing on the Thameslink routes:
Siemens Class 700 trains

Key features

« 115 fixed formation trains on order (55 x 12-car and 60 x 8- &

car)

New depot at Three Bridges

Enhanced depot facilities at Hornsey

28 units currently in traffic covering 220 trains per day

Reliability is gradually improving but, with just 4,100 miles

between failures, it is still only just half as good as any

other UK fleet

« Two software upgrades were implemented in February in
response to train failures. More software upgrades to come
as necessary

e The DfT, who specified and ordered the Class 700s, have
agreed that Wi-Fi and seat back tables will be installed.
Timescales awaited

« Action being taken to resolve excessive temperature on
peak services

ThamesLink/
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Peak capacity: More 12 car trains

Thameslink 1Zar trains since November 2016

AM Peak (DfT defines as arrives London 0-03%9)

Eight services (previously three

Dept Bedford 0618 |0654 |0658 |0730 |0734 |0748 |0824 |0854
Dept Harpenden |0646 |0720 |0731 |0756 [0806 |0822 |0857 |0926
Dept St Albans City0652 |0726 |0738 |0802 [0812 |0828 |0903 |0933
Arrive St Pancras (0714 |0744 |0756 |0820 |0832 |0848 10924 [0954

PM Peak (DfT defines as departs London 1-4839)
Seven services (previously three)

Dept St Pancras 1604 164§ 1704 171§ 1734 1807 1832
Arr St Albans City | 1625 1709 1720 1736 1750 1820 185(
Arr Harpenden 1631 1715 1726 1756 1824 185€
Arr Bedford 1705 1749 1753 1813 1823 1853 1923
Original 12car

services

Additional 12car

services
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Increasing peak train capacity - current

Current Peak Thameslink Train capacity

AM Peak (arrives London St Pancras 0700-0959)

Luton Harpenden St Albans City Elstree & Borehamwood
Vehicles|Capacity |Vehicles|Capacity |Vehicles|Capacity |Vehicles|Capacity
Dec-1% 224 20,300 224 20,300 284 26,200 128 12,300
Feb-17 2441 31,000 244 31,000 304 36,700 128 13,100
Increase 20 10,700 20 10,700 20 10,500 0 800
%age chande  8.9% 52.79 8.9% 52.79 7.0% 40.19 0.0% 6.59
PM Peak (departs London St Pancras 1600-1859)
Luton Harpenden St Albans City Elstree & Borehamwoo(|
Vehicles|Capacity |Vehicles|Capacity |Vehicles|Capacity |Vehicles|Capacity
Dec-1% 228 21,600 2120 20,100 280 26,700 120 11,800
Feb-17 2441 30,600 224 27,800 296 35,700 120 12,100
Increase 16 9,000 12 7,700 16 9,000 0 300
%age chande  7.0% 41.79 5. 7% 38.39 5.7% 33.79 0.0% 2.59
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Increasing peak train capacity —from 21 May

Peak Thameslink Train capacity from 21 May 2017

AM Peak (arrives London St Pancras 0700-0959)

Luton Harpenden St Albans City Elstree & Borehamwoo(

Vehicles [Capacity | Vehicles |Capacity | Vehicles |Capacity | Vehicles [Capacity
Dec-1% 224 20,300 224 20,300 284 26,200 128 12,300
May-17 248 34,400 248 34,400 3120 43,100 136 18,500
Increase 24| 14,100 24 14,100 28 16,900 8 6,200
%age ch 10.79 69.59 10.79 69.59 9.9% 64.59 6.3% 50.49

PM Peak (departs London St Pancras 1600-1859)

Luton Harpenden St Albans City Elstree & Borehamwoo(
Vehicles |Capacity | Vehicles |Capacity | Vehicles |Capacity | Vehicles [Capacity
Dec-1% 228 21,600 212 20,100 280 26,700 120 11,800
May-17% 252 34,800 232 32,000 308 42,500 128 17,500
Increase 24 13,200 20 11,900 28 15,800 8 5,700
%age ch 10.59 61.19 9.4%  59.29 10.09 59.29 6.7% 48.39
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Class 700 high capacity trains

o 2+2 seating throughout, so wider aisles encourage passengers
to move through the train

« Passenger Information Screens show current loading in each
carriage, encouraging movement through the trains

* No interconnecting doors between carriages so easy to move
from one carriage to another

 Fixed formation, so no redundant drivers cabs between front
and rear of trains

* Wide doors with stand-back areas allow faster boarding and
alighting; passengers are more ready to stand in the wider
al sles without fear of Dbeing ‘tra
their destination station
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Working to improve performance

An early resolution of the RMT and ASLEF
disputes on Southern (SN) will have a
positive impact on Thameslink (TL)
performance as TL cannot be divorced
from what happens south of the river

Initial poor reliability of new Class 700s
has resulted in 28 year old Class 319s
staying in service longer than planned
Siemens responsible for both the build
and the maintenance of Class 700s
Two software downloads being
implemented to resolve current
reliability issues, including short-
formed trains
The five remaining peak 4-car Class
319 services will be replaced by 8-car
Class 700s in May
By end June all Class 319s will have
been cascaded out
Weekday driver-related cancellations
now almost at zero
£320m Network Rail investment to
reduce infrastructure-related delays
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Removing need for additional station
stops, e.g. at Redhill, and eliminating
excessive dwell times at SN stations

Our Rail Operating / Service Delivery
Centre is a finite resource. Much of
their time has been swallowed up
managing heavily reduced SN services

As a result TL train service
management has not been the main
issue for them and that has had a
negative impact on service recovery
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Driver recruitment and training

No of
qualified
Date drivers

Jan-15
May-15
Dec-15
May-16
Aug-16
Dec-16
31-Jan-17
14-Mar-17

It takes 12-14 months to train a driver

from scratch

327
327
330
343
354
370
369
372

GGGGGG

trainees

18
59
83
96
91
134
148
159

EEEEEEEE

Driver Target

356
366
371
371
371
390
390
390

» Classroom theory
o 24 weeks

 Train handling with instructor )
e 250-350 hours

* Final assessment
e Up to 2 weeks

Eﬁ@ ThamesLink/




Customer compensation

...Delay Repay - the facts

U First TOC to launch Delay Repay 15
U Top of the ORR table
U 6 a uDRdad Key Go users from Summer 17

Dedicated | Dedicaied | Directlink | PDF delay | Dedicaied
paper poster or from clalm form onling
chalms contact | homepage | on website |  clalm
Toamm card prOCess

" el W

Arriva Tralns Walea

i Most generous comp in industry — - - B
v w v v w
1 .. v 4 v v v
. Raising awareness _ — = = = =
U  Promoted at every opportunity London Midiand L2 v v v v
[ v s - f’
: - v - ol l
2. Ease of making a claim r—— - - - -
U >85% are online claims Calsdonian Sisepor RNV x v v v
U  Form simplified — multiple claims Croea Country |0 = e ol L
Graater Anglla " o - & "
rains East Cosst v - o Y v
3. Speed of providing a decision Virgin Trains West Coast [ v v * v
U Invested to auto process = = - - -
U >65% within 4 working days [ — = e e — - - - —
U ALL within 20 working day SLA ro——1 = v v v ot
U Manual intervention — claim error v x 4 k™ v
l s - E ol
L X TTL Rall Sarvices — London ® - o o -

4. Flexibility of payment options Overgroumd e T Rall .
i Since Oct 16 includes BACs, Paypal and to Credit / Debffcara Sl . . :
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Our unigue contract

« All farebox revenue is passed to the DfT, who determine the level
of all fares increases

» All performance income from Network Rail is passed to the DfT

 The DfT funds all payments against Delay Repay claims but GTR
funds the necessary administration costs

 GTR receives a payment from the DfT for running the franchise.

 The payment varies and depends on performance against Service
Delivery, Customer Experience and Ticketless Travel benchmarks
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2018 Timetable - Update
Phase 1 of consultation ran from September to 1 %E%ggg

8 December
e !\(,‘

" Radusiee0gd” " Transforming,
north-south

« Range of communications channels used — e ... <ol
reaching out to all " : ====== _ London

* Open, honest, transparent conversation about
what the train service should be in the future

« Over 10,000 responses received

» Earliest a train operator has gone out to
consultation

Next steps:

» Have prepared a report for DfT with
recommendations

* Phase two launching late spring / early
summer 2017 detailing full weekday and
weekend timetables one year prior to start
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Station enhancements - Luton

» Working with Luton Borough Council to support their development of a
Master plan for the station redevelopment, which will include a new
footbridge and lifts to all platforms

* Three new waiting rooms currently being installed: one at the north end
of platforms 1/ 2, one at the north end of platform 3 /4 and one at the
south end of plattorm 3/ 4

 All waiting rooms, including Café Kimbo on platforms 1 / 2, will have
step free access

» Working with Network Rail to resolve on-going water cascade from
footbridge above entrance to stairway on platform 3 /4
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Station enhancements — Luton Airport Parkway

* We are working with London Luton Airport and their
consultants on the development of a mass transit link
between our station and the airport terminal

* Works have just been completed to allow step-free
boarding of the shuttle buses that we operate from the
station to Luton Airport terminal

» See the photographs overleaf
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Luton Airport Parkway (before)

Bollards protecting glass canopy prevent buses drawing up to kerb

> &
G it ThamesLink/




Luton Airport Parkway (after completion)




Elstree & Borehamwood

Doorways to platform and bus interchange
widened to reduce congestion
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Other station enhancements

» Elstree & Borehamwood: This station has one of the highest footfalls on the
Thameslink North route. The widening of the access to the platforms and the
bus interchange has helped, but we are conducting a feasibility study on
increasing the size of the station building. It will be completed by end Summer.
We are working with industry partners and local authorities to explore how the
outcome of the feasibility study could be taken to the next stage

 West Hampstead Thameslink: We plan to install internal lighting plus CCTV in
the existing waiting shelters on platforms 2 / 3 later this year. We are also
looking to resource funds for a heated waiting facility on this island platform

« Harlington: New platform signage has been installed
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St Albans City — Transformational Change Programme
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St Albans station capacity

o A feasiblility study is underway for the provision of a second
footbridge at St Albans station. It is being led by GTR in
partnership with Network Rail.

e Once the feasibility study has been completed, passive
provision will be made for it in the design of the station
redevelopment

 Extra staff are in place on island platform 2 & 3 each
weekday evening peak to ensure passengers are kept safe
as they queue for the stairway to the footbridge.
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