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 Subscriptions 

Subscriptions for 2014/15 were due for payment from 1 April.  Around 30 members are yet to pay; if this 

includes you, please send a cheque for £3.00 (single membership) or £5.00 (joint membership) as soon as 

possible.  

Thank you  

Malcolm Howe  

Treasurer  

149 Crabtree Lane  

Harpenden, AL5 5RD  

malcolm.howe@aptu.org.uk  

APTU / FCC annual meeting 

The presentations from our meeting in June are available on our website: 

 FCC: http://aptu.org.uk/pdfs/aptumeeting2014_fcc.pdf  

 Network Rail: http://aptu.org.uk/pdfs/aptumeeting2014_networkrail.pdf  

mailto:malcolm.howe@aptu.org.uk
http://aptu.org.uk/pdfs/aptumeeting2014_fcc.pdf
http://aptu.org.uk/pdfs/aptumeeting2014_networkrail.pdf
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Govia  

What will happen on 14 September? 

The Franchise will move to Govia at 2am on 14 September. The 

Operating company will be called “Govia Thameslink Railway” (‘GTR’ for 

short). No doubt there will be quite a lot of re-branding with the 

extensive appearance of the GTR Logo and complete removal of the 

First Group / FCC logo (this is already well underway).  However, 

apart from that, it appears that not a lot will change immediately – 

virtually all existing staff will transfer across to the new Franchise 

under the Government’s TUPE regulations and virtually all (including 

most of the Directors) will continue in their current role until 

sometime in Spring 2015, when the organisation for the full 

franchise will start to be put in place for the incorporation of Southern in June 2015.  No doubt there will 

be a new website, although given the investment that has been recently authorised by the Government for 

the current FCC website, I do wonder if it will survive (albeit totally re-branded). 

The timetable will be unchanged from 14 September, with no changes until December 2014 (see below).  

At a Stakeholder meeting last month, Govia confirmed that all other existing non train services provided by 

FCC will continue; therefore, for instance, the following services will still operate: 

 On-line Delay Repay 

 Twitter – with the same or extended hours (undoubtedly, though, with a new name) 

 Journey electronic alert services.  Note: On this, I have heard suggestions that the Terms & Conditions 

we have accepted are with First Group, rather than FCC, so there may be an issue with data transfer 

and we may all need to re-register. 

The only service that I have heard may not be transferred is exclusive to the Great Northern (their mobile 

ticketing service). 

There will, at least in the immediate future, be no change to the fare structure, so the evening peak 

restrictions will remain in place and Carnet tickets will still be available.   

Timetable changes 

It is still unclear what the service frequency between Elephant & Castle and Gatwick Airport will be from 

December 2014.  We have continued to lobby for the continuation of 4 trains per hour to Gatwick Airport 

(with 2 trains per hour continuing to Brighton). 

Network Rail have told us that they have made a recommendation on options to the Train Operators, but 

we have yet to hear the outcome of that decision.  The major concerns are: 

 Reliability:  On the plus side on this, 

the timetable will have some slack in 

it as all journey times off-peak are 

effectively extended in duration by 15 

minutes, as journeys will take up the 

path of the ‘next’ train 

 Now During blockade 

St Albans 10:02 10:18 10:02 10:18 

Blackfriars 10:35 10:50 10:35 10:50 

London Bridge 10:42 10:57   

East Croydon 10:55 11:11 11:11 11:25 

Gatwick 11:11 11:27 11:27 11:41 
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 Rolling stock: Any decisions in this area will require Government agreement if an 

increase in Rolling stock is needed (remember that the existing rolling stock needs to all 

support two trains per hour London Bridge to Brighton) 

 Drivers (As for rolling stock) 

From December 2015, GTR have stated that there will be 4 trains per hour between Gatwick and Bedford.   

This is part of a planned total re-cast of the Brighton Main Line timetable. So far as we can tell, there will 

be: 

 Two ‘Fast’ trains – ie to run nonstop from East Croydon to Gatwick Airport via the “Quarry Lines”. 

 Two ‘Slow’ trains, which will stop at Redhill, Purley and possibly elsewhere between Gatwick and 

East Croydon. 

There is a timetable consultation this autumn and we will review and comment at that time.  At this stage, 

our main concerns are the potential increase in travel time and uneven gaps between arrivals and 

departures (as happens at the moment at Brighton). 

If there any members who feel they would particularly benefit from the new direct travel opportunities to 

Redhill, Purley and other stations between Gatwick and East Croydon, please do let me know, including 

reason for travel, when and how often you travel (we know there is demand to Gatwick, we do not know 

about demand for other destinations. 

In the medium term 

Excluding Thameslink associated changes such as the changes to the service pattern and the introduction 

of the Class 700s (the Siemens City Desiros) and more 12 car trains, the following are key features: 

 Stations with 1 million or more journeys per year to be staffed during train running hours.   

 For Thameslink North this means staffed for around 164 hours per week (or more) as there is a 

regular service from around 6am Sunday through to around 2am the following Sunday.  This will 

extend the current ‘always staffed’ stations from Luton, Luton Airport Parkway and St Albans to 

Harpenden, Radlett, Elstree & Borehamwood, Mill Hill Broadway, Cricklewood and West 

Hampstead Stations.  

 FCC have already extended the hours of staffing for some stations and more are, I understand 

underway.  The staffing hours are 6am to midnight. 

 More fast services to Bedford between 22:00 and midnight. 

 More stopping services to St Albans on Sundays. 

 Roll out of Smart ticketing by September 2015.   Initially, this will provide an alternative way of handling 

existing ticket types, but is clearly a critical springboard to more innovative ticket types. 

 Extension of Oyster Pay as You Go to Luton Airport Parkway [including Airport buses] to St Albans 

inclusive (also by September 2015). 

 Major improvements to St Albans and Luton stations. 

 Delivery of Wifi to 104 stations – broadly the same as those staffed during running hours.  There are no 

current plans to provide on-train Wifi. 

 Ticket gatelines at Cricklewood and Mill Hill Broadway. 
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 Additional overnight services from central London to Luton Airport (also calling at West 

Hampstead Thameslink, St Albans and Harpenden) and presumably also running on to 

Luton for operational reasons (from December 2015). 

Govia’s website on GTR 

There is no GTR website as yet, however there is a set of useful information at http://www.govia.info/gtr/.  

This includes (all links lead to PDF files): 

 Franchise timeline  

 Franchise presentation 

 Route Factsheet for Bedford to Central London 

 Route Factsheet for Brighton Mainline  

 Route Factsheet for Wimbledon loop (also Southern Metro and West London line) 

  Who are Govia? 

Govia is a joint venture between: 

1. Go Ahead, a UK Listed Company formed in North East England in 1987 as part of de-regulation of 

the Bus Industry.  The Go Ahead share is 65%. 

2. Keolis, a French company, owned 70% by the SNCF (France's national state-owned railway 

company) and 30% by the Public Pension Fund of the Canadian province of Quebec. The Keolis 

share is 35%. 

Govia currently operates Southern, Southeastern and London Midland.  Keolis, in a joint venture with First 

Group is involved with First Transpennine Express and has interests in the Nottingham Tramway. 

Both have various transport interests outside the UK. 

Govia’s Franchise Press Release 

We have received this from Govia regarding their award of the Franchise: 

Govia is delighted to have been awarded the new Thameslink, Southern and Great Northern franchise; 
the UK’s largest in terms of passenger revenue. The new franchise will be instrumental in delivering the 
benefits of the £6billion Thameslink Programme. 

We look forward to continuing to work in partnership with stakeholders and communities to make the 
franchise a success, building on the strong relationships we already have through our current train 
operators, and the engagement undertaken during the bid period. 

The new franchise, which starts on 19 September, encompasses all of the services currently operated as 
First Capital Connect, and, from July 2015, all services operated by Southern, including Gatwick Express. 
It will also incorporate some services currently operated jointly by Southeastern and First Capital 
Connect, which will transfer in December 2014. 

During the course of the franchise the Thameslink identity will be re-introduced and Southern and 
Gatwick Express brands retained.  Our plans focus on improving the customer experience and include 
two new train fleets for Gatwick Express and Moorgate services in addition to overseeing the 
introduction of the Thameslink trains already ordered. Our plans include the following: 

New trains 

 108 new Gatwick Express carriages designed for airline travellers by 2016 

 150 new metro carriages for Moorgate services in 2018 

http://www.govia.info/gtr/
http://assets.goaheadbus.com/media/cms_page_media/1273/GTR%20franchise%20timeline.pdf
http://assets.goaheadbus.com/media/cms_page_media/1222/GTR%20franchise%20presentation.pdf
http://assets.goaheadbus.com/media/cms_page_media/1273/Factsheet%203%20-%20Thameslink%20Central%20London%20to%20Bedford%20route.pdf
http://assets.goaheadbus.com/media/cms_page_media/1273/Factsheet%204%20-%20Southern%20Metro,%20Wimbledon%20Loop%20and%20West%20London%20Line.pdf
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 1,140 Thameslink Class 700 carriages already ordered from Siemens delivered between 
2016 and 2018 

 More services 

 10,000 additional morning peak seats into London 

 26% more morning peak carriages into London 

 50% more passenger capacity created 

 Improvements to services including: 
o Up to 24 trains per hour during the peak periods through the Thameslink core (St Pancras to 

Blackfriars), up from 15 per hour today, an increase of 60%  

o More direct services to and from Gatwick Airport including a new direct Cambridge to Brighton 
service  

o Improved Brighton Main Line services 

 Stations and staffing 

 £50m investment to enhance all 239 stations including improving access, installing electronic 
information screens and working with local authority partners on the redevelopment of St Albans 
and Luton stations 

 Staffing hours increased: 100 busiest stations staffed from first to last train 

 Simplified ticketing and extension of ‘the key’ smartcard 

 104 stations with free wifi 

 £1.5m on station access improvements including increased cycle storage and electrical vehicle 
charging points 

 Improving standards 

 Timetables designed to improve punctuality 

 20,000 days of customer service training for frontline employees 

 Investment in technology such as smartphone apps and websites to improve real-time information 
make door-to-door travel easier 

 On-hand assistance for passengers during Thameslink Programme 

 Local community focus 

 Continuing support of Community Rail Partnerships 

 Providing young people with work experience and mentoring 

 Award winning education programme Go-Learn used with local schools 

 £1m per year for local communities to spend on improvements at stations 

David Statham (FCC MD) 

It was announced today that David will become Managing Director of Southeastern from 15 September.  

He commented: 

I start my new role on 15 September, and intend to stay as MD of FCC right up to the end of the franchise. 
I am as committed as ever to making sure we hand over our business in great shape to the new operator 
with a smooth hand-over, and that we look after our passengers right up to the last minute of the last day.  

It has been a real privilege to have been involved in this business from the bid phase in 2005 right 
through to the hand-over to the new operator almost nine years later.  

During this time, I've worked with lots of talented and committed people, and have seen colleagues from 
across FCC do great things for our customers, often under really challenging circumstances. 

As regards the second half of the first paragraph, I am sure this is true, as he will not be wanting to sit in 

meetings of Govia management, listening to complaints about the previous incumbents. 

David’s appointment completes a round of musical chairs, with the previous MD of Southeastern, Charles 

Horton having been announced as GTR CEO over the summer.  
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FCC comment 

On 23 May the Department for Transport announced that it decided to award the Thameslink, 
Southern and Great Northern franchise to Govia. This was disappointing for people across FirstGroup and 
particularly at First Capital Connect and the bid team that made our case to operate TSGN.  

First Capital Connect was established in 2006 as the operator for the Thameslink and Great Northern 
franchise and the company is proud of its record in that time.  

One of our major achievements has been acting as a key partner in delivering the £6.5bn Thameslink 
Programme, along with Network Rail and other companies within the industry. Milestones achieved 
include the first 12-carriage trains to operate on the route, the extension of Blackfriars platforms across 
the Thames, redevelopment of Farringdon station and extension of platforms across the network.  

We have also managed an increase in passenger volume to 118m in 2013/14; a 37% increase from 86m a 
year when the current franchise began. From early on in the franchise we knew that capacity was a major 
issue for many customers and we have worked hard to address this since.  

Part of our efforts to improve capacity has been the introduction 144 new vehicles onto the Thameslink 
route delivering an extra 14,500 seats at the busiest times of the day, and doubled the number of cross-
London rush hour trains from 7/8 per hour to 15 trains per hour between St. Pancras International and 
Blackfriars.  

At the busiest times of day there are now 12,500 extra seats on the Great Northern route – an increase in 
capacity of more than 22%  

Overall, we have increased passenger satisfaction scores since the start of the franchise, including 
improved scores in the latest independent survey by Passenger Focus for areas including station upkeep 
and how well the company dealt with disruption.  

FCC has taken great strides in communicating with its passengers and now has a 24/7 Twitter service, 
free SMS and email feed alerts as well as a brand new website with mobile capability and real time feeds.  

Until the franchise ends in September we will be working with the successor operator to ensure the 
transition is managed to the benefit of passengers and the many hard-working staff who make up the FCC 
team. Senior managers from FCC are having meetings with the new operator’s management team. Now 
that the contract for the new franchise has been signed by the DfT and Govia, more details are emerging 
about the TSGN franchise.  

For the duration of our franchise we will continue to deliver improvements to our routes that should 
result in tangible benefits to our customers with over £2.5 million worth of work planned which will 
include:  

 Enhanced maintenance programmes for trains  

 Station Improvements  

 Upgraded website  

 ‘Rainbow boards’ with route-specific information  

 Customer service training for 600 staff  

 Enhanced cleaning regime for our trains  

 ‘Virtual’ assistants at key stations  

Reminder – Service changes 23 to 31 August  

From Saturday 23rd August to Sunday 31st August FCC services will not be calling at London Bridge (nor will 

Southern services).  There are various re-timings ~ more so northbound than southbound. 

Services will be busier as there will be no trains between Croydon and London Bridge – some of these 

passengers can be expected to go to Blackfriars and City Thameslink instead.  More information at: 

thameslinkprogramme.co.uk/August14.    

http://thameslinkprogramme.co.uk/August14
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A revised timetable is available by selecting your travel date at 

http://www.firstcapitalconnect.co.uk/plan-your-journey/planned-timetables-changes/ - or via 

the on-line planners at firstcapitalconnect.co.uk, nationalrail.co.uk and realtimetrains.co.uk. 

Most Brighton services will call at Elephant & Castle.  The Kent Long distance services will not run north of 

Blackfriars. 

There will only be one 12 carriage train per day Tuesday to Friday.  Southbound this will be the 0730 from 

Bedford (0802 St Albans) and northbound the 1802 St Pancras (1754 Blackfriars).  This is because of 

increased journey times.   For instance, tomorrow, the carriages forming 0804 from Bedford to Brighton 

return to Bedford at 1305.   Next Tuesday, they return at 1337.  FCC therefore need to find rolling stock for 

2 extra trains.   Also, as FCC trains will need to carry some of the Southern travellers from East Croydon 

who normally go to London Bridge, there is no real option to reduce capacity from Brighton. 

Wifi 

FCC have rolled out free Wifi (from O2) at 3 stations on the Thameslink Route: Bedford, West Hampstead 

Thameslink and Elstree & Borehamwood, with “Luton and Elephant & Castle launching at a later date”.  

More details at: www.firstcapitalconnect.co.uk/about-us/media-centre/news/2014/first-capital-connect-

turns-travel-time-productive-time-passengers/. 

The original press release also mentioned that the service would be available at Blackfriars, City 

Thameslink, Elephant & Castle, Elstree & Borehamwood, Harpenden, Luton Airport Parkway, St Alban and 

St Pancras International.  We will ask FCC what has happened regarding these stations. 

12 carriage services on Sundays 

FCC have informed us that a number of trains will be 12 carriages long until the end of the franchise.  As 

yet the times they run have not been publicised for the 24th and later.  A good “hint” if browsing any real 

time journey planner is that these services will not stop at Elephant & Castle (if not routed by London 

Bridge).  

Fare changes 

Contactless payment for Oyster Journeys 

It has been confirmed that it will be possible to use contactless cards to pay for National Rail Journeys in 

the London Travelcard zone from “later this year”.  This will be after the extension to the Underground and 

London Overground on 16 September.  This is a TfL managed scheme, visit their website for more details. 

GroupSave changes 

GroupSave pricing and arrangements have now changed.  The discount is now a flat 34% for 3 to 9 adult 

travellers.  If travelling only on FCC child tickets cost a flat £2.  For families, it will usually make sense to buy 

an adult ticket for the first child and then child’s tickets.  

More details at: firstcapitalconnect.co.uk/tickets-and-fares/off-peak-tickets/groupsave/  

http://www.firstcapitalconnect.co.uk/plan-your-journey/planned-timetables-changes/
http://firstcapitalconnect.co.uk/
http://nationalrail.co.uk/
http://realtimetrains.co.uk/
http://www.firstcapitalconnect.co.uk/about-us/media-centre/news/2014/first-capital-connect-turns-travel-time-productive-time-passengers/
http://www.firstcapitalconnect.co.uk/about-us/media-centre/news/2014/first-capital-connect-turns-travel-time-productive-time-passengers/
https://www.tfl.gov.uk/fares-and-payments/contactless/is-contactless-for-me?intcmp=8282
http://firstcapitalconnect.co.uk/tickets-and-fares/off-peak-tickets/groupsave/
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The ‘Overnighter’ ticket 

FCC have now started issuing the Overnighter ticket – travel out from 2pm on a Friday or 

Saturday and return before noon the following day.  Around 25% less than an off-peak return and valid to 

London, Brighton, Cambridge and Stevenage.   More details at 

http://www.firstcapitalconnect.co.uk/tickets-and-fares/overnighter/.  

Latest performance 

The most recent performance summaries we have received are as follows: 

 

These ratios are typical of recent performance; of 

note is the 3%/5% movement in the portion 

allocated to FCC within the month of May.  This 

would appear to largely caused by a single incident 

on 7 May – a train failure at Blackfriars, which 

caused 1,982 delay minutes and 53 cancellations. 

 

 

 

 

 

 

 

 

Passenger Focus: The Passenger’s relationship with train companies 

Passenger Focus recently published the results of research on the factors behind passenger’s relationships 

with train operating companies.  The full results can be read on their website 

(www.passengerfocus.org.uk)[Direct Link].  I’ve picked out a couple of key points: 

To improve passengers’ trust in the rail industry, train companies not only need to get the basic service 
right day-to-day, they need to put effort into building long-term relationships with their passengers.  This 

http://www.firstcapitalconnect.co.uk/tickets-and-fares/overnighter/
http://www.passengerfocus.org.uk/
http://www.passengerfocus.org.uk/news/articles/what-relationship-do-passengers-have-with-train-companies-
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is a main finding of the most recent Passenger Focus research, Passengers’ relationship with the 
rail industry, published today1. 

Passengers are broadly as positive towards the rail industry as they are to supermarkets and airlines, and 
higher than towards banks or energy companies.  

The research found that some individual train companies (TOCs) are well trusted. But there are others, 
particularly some of those operating in London and the South East, that inspire less trust and, at best, 
more ambivalence in passengers. 

Anthony Smith, Passenger Focus’s chief executive, said: “There is much that train companies - and 
governments - can do to improve trust.  It is important for train companies to get the basic service right 
ahead of everything else. Then building on closer relationships with their passengers is important. One 
way is through high quality communication. Passengers should feel that train companies are ‘on their 
side.  We believe these issues should become part of new franchises.’”  

Trust consists of three elements: service, relationship and judgement.  Service elements affect day-to-day 
issues such as punctuality, reliability, helpfulness of staff and value for money. They are the foundations 
for building passengers’ trust.  Also, they are features increasingly being incorporated into new railway 
franchises.   

Relationship factors are important to focus on to build trust once the service elements are in place.  Some 
train companies have developed good relationships with their passengers. Communicating directly and 
proactively with passengers goes down well with them.  Particular problem areas for communication 
identified by the research are confusion over ticketing options and when there are delays or 
cancellations.  Communicating honestly, and with integrity and transparency can inspire trust.  

Many train companies score well on the third trust element – judgement. They are seen to have high 
principles, a good reputation and show leadership.  However, judgement does not contribute as much to 
trust as service and relationship. 

Neither FCC nor Southern scored well in the report, but in general Southern scored slightly better than 

FCC. 

I’ll be digesting this report more thoroughly and we’ll look to work with GTR to tackle these sorts of issues. 

Class 319 refresh 

You may have noticed, or even travelled on a Class 319 with a white body and blue doors.  This is part of a 

mechanical overhaul of the Class 319s, FCC had this to say: 

First Capital Connect (FCC) passengers on the Thameslink route may have noticed a train with a new 
colour on the outside.  

This is the first Class 319 train to have undergone the fleet’s latest scheduled mechanical overhaul – a C6 
as it is known in the industry.  

The overhaul, which takes four weeks per train, ensures the ongoing operational reliability of the 319 
fleet. The scope of the work includes a complete service of mechanical and electrical parts and systems.   
This includes the brake system, power equipment, door mechanisms and interior components such as the 
heating.  

This livery follows the colour scheme of the new Class 700 Siemens Thameslink trains and the refreshed 
Class 365 trains on FCC’s Great Northern route.   It acts a blank canvas for the future operator’s brand. 
There are no changes to the interior in this phase of the work.  

FCC Engineering Director Robin Kay said: “This overhaul is part of our ongoing fleet management schedule 
to maintain and improve the reliability of our trains for our passengers.” 

As travellers on the train will have noticed, the interior remains unchanged. 
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Assisted Travel 

Passenger Focus have recently probed the effectiveness (or otherwise) of Passenger Assistance 

arrangements.  Their report (which is not operator specific) is here: 

http://www.passengerfocus.org.uk/research/publications/passenger-assist-summary-report; if any 

member has direct (or indirect) experience of FCC’s delivery of this service, it would be good to get some 

feedback. 

Office of Rail Regulation on Compensation 

The Office for Rail Regulation (“ORR”) has recently looked at: 

As the consumer authority for the industry, we decided to look at passengers’ awareness of the rail 
industry arrangements for compensation for delays and refund rights, and the extent to which they 
exercise their rights under these arrangements.  

Their key conclusions were: 

 We found that passengers’ awareness of their rights is low, with only one in five of those taking part in 
the survey we commissioned saying that they were confident they had a reasonable understanding of the 
industry specific arrangements for compensation and refunds, while two in five said they knew nothing 
at all about them.  

 A lack of readily available or easily accessible information appears to be a key reason for this, with only 
around one in five saying that they thought information was readily available when there are delays and 
around half saying that they were not particularly confident that they could even find the information if 
they looked for it.  

The survey also identified a number of other issues associated with the process of exercising 
compensation and refund rights, including: uncertainty as to whether a claim would be successful and 
confusion around the process; the length of time required to make a claim; and that compensation is paid 
in vouchers.  

They also noted that Delay Repay is the Government’s preferred mechanism for compensation and remind 

us all that we are entitled to a full refund if we decide not to travel because the train is cancelled or 

delayed (note: different arrangements apply for season tickets).  The full report is here: 

http://orr.gov.uk/__data/assets/pdf_file/0014/10670/passenger-compensation-and-refunds-report-2014-

02-21.pdf. 

By way of reminder, on-line Delay Repay is available on FCC’s website at 

https://www.firstcapitalconnect.co.uk/customer-care/delay-repay/. 

My personal experience from reading FCC’s Twitter replies is that they regularly remind of the need to 

claim Delay Repay.  

Rail Industry Financials 

The Office of Rail Regulation has published its latest statistics on financial performance in the rail industry; 

these cover 2012-13.  Of most direct relevance is the relative positioning of FCC for Net Subsidy: 

Rank TOC 
Subsidy 
Ratio 

Amount 
£m Include? 

1 East Coast 2.4% 16  Y 
2 South West Trains 0.5% 5  Y 
3 First Capital Connect -5.6% -31  Y 
4 Greater Anglia Abellio -12.1% -75  Y 

http://www.passengerfocus.org.uk/research/publications/passenger-assist-summary-report
http://orr.gov.uk/__data/assets/pdf_file/0014/10670/passenger-compensation-and-refunds-report-2014-02-21.pdf
http://orr.gov.uk/__data/assets/pdf_file/0014/10670/passenger-compensation-and-refunds-report-2014-02-21.pdf
https://www.firstcapitalconnect.co.uk/customer-care/delay-repay/
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5 Southern -12.8% -90  Y 
9 Southeastern -50.7% -348  Y 

14 LOROL -99.9% -138  Y 

19 Northern Rail -260.7% -713  Y 

(A negative number represents a net payment to the Government) 

It is not clear to me why the Southeastern susidy ratio is so high. 

Full details at http://orr.gov.uk/publications/reports/gb-rail-industry-financial-information-2012-13.  

FCC’s Customer Wave Monitoring 

FCC uses the National Passenger Survey questions in its own ‘Customer Wave’ monitoring.  The latest 

update is as follows: 

The latest results (Period 2) from our Customer Wave Monitor (CWM), which mirrors the questions 
asked in the National Passenger Survey (NPS), have revealed some encouraging progress on many scores 
for the First Capital Connect franchise.  

Upkeep/repair of station buildings & platforms has remained at 
74% and this represents stability following the same result in 
Period 1 of the current railway year.  

Satisfaction with facilities and services at stations has gone up to 
55% demonstrating that an increasing number of passengers are 
satisfied with the amenities that are available to us when they visit 
one of our stations. We are aiming to improve this score even 
further by investing more in customer information systems for the 
remainder of the franchise.  

An important factor for our passengers and for our staff is 
personal safety and security. In this area we are pleased to see that 
our score has hit 74%. We take safety and security very seriously and this result is one that we are 
pleased with, but one we will be seeking to build on in the coming months.  

Outside train cleanliness is something that may passengers offer us comments on and at 61% satisfaction, 
well over half of our passengers are pleased with the outside cleanliness of our trains. We recognise 
though, that we have more work to do in this area and will continue to work hard to ensure our trains’ 
cleanliness meets the standards our passengers expect and deserve.  

The most important factor to most passengers is punctuality and how we deal with delays. Our score for 
punctuality in the Customer Wave Monitor has remained stable at 42%.  

Many of the factors that cause delays are outside our direct control, issues like infrastructure and 
challenges other operators are facing. But we recognise the importance of dealing with the factors within 
our own business that contribute to delays and we will be working hard to minimise the disruptive 
factors that affect our services.  

Satisfaction with the ticket-purchasing process remains strong at 74%. Our mobile-ticketing app is yet 
another way for passengers to buy their tickets and the scheme is proving extremely successful so far. 
Along with our planned new website, we are aiming to make the ticket-purchasing process simple and 
efficient for as many passengers as possible.  

We are delighted to see a 9% increase in satisfaction with upkeep and repair of stations which now 
stands at 75%. Our teams are constantly working hard to make sure that our stations are maintained to a 
satisfactory standard and following this result we will be working to see what other improvements need 
to be made to maintain and surpass this level of satisfaction.  

Key Results  
Factor  Result  

Attitude/helpfulness of the 
staff remains  

75%  

Connections with other 
forms of public transport  

76%  

Car Parking facilities  47%  

Connections with other 
services  

79%  

http://orr.gov.uk/publications/reports/gb-rail-industry-financial-information-2012-13
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Class 700s – Number of seats 

There was an error in the seat numbers table in the last edition (apologies).  Here is the 

updated table (changes in Bold Maroon): 

 Class 319 
(See note 1) 

Class 377 Class 700 

8 car train    

1st class seats  24 20 (see note 3) 52 (see note 4) 

Standard class seats  526 456 375 (see note 5) 

Standing 274 322 730 

TOTAL 824 798 1,157 

12-car train  (see note 2)   

1st class seats  36 30 (see note 3) 52 (see note 4) 

Standard class seats  789 684 614 (see note 5) 

Standing 411 485 1,100 

TOTAL 1,236 1,199 1,754 

Notes 

1. Class 319 configurations vary, this is typical for a unit with First class seats. 

2. Theoretical, Class 319s cannot run in public service as 12 coach services – this is only allowable for empty 

coaching stock movements. 

3. As delivered, double this number; campaigns by APTU and others resulted in 1 of 2 areas on each FCC 377 

being converted to Standard class. 

4. We understand that most or all bidders for the TS&GN franchise are planning to only run with one First class 

section (26 seats).  We are not aware of plans for the introduction of First Class on current Standard Class 

only services (Wimbledon loop and most Sevenoaks services) and will lobby against its introduction should it 

be suggested (I think this is unlikely, particularly given announcements such as the reductions in First Class 

seating on First Great Western’s High Speed Trains). 

5. Includes 11 tip up seats (8 car) / 12 tip up seats (12 car). 

Bustitution on the Abbey Flyer (St Albans to Watford) – August & December 

Although away from our line, I thought this worthwhile mentioning as it is sometimes used by Thameslink 

travellers as an alternative during times of disruption.  London Midland have this to say (via Railfuture): 

Buses will replace trains from 9 until 25 August.  Alternative road transport will run from Watford 
Junction to St Albans City train station, calling at all stations on the Abbey Line.  Normal train service will 
resume on Tuesday 26 August. 

As previously outlined, buses will also replace Abbey Line services from 30 November until 29 
December 2014. Passengers are advised to check and plan their journey arrangements in advance before 
travelling. Journey planning information and online timetables have been amended to reflect the changes 
that will be in place.  Visit www.nationalrail.co.uk/watford for more information.  

London Midland have arranged with FCC for their tickets to be valid during these blockades. 

The proposed Brent Cross Parkway station 

Here is the latest from Network Rail (via FCC): 

We have been working with Hammerson for quite some time regarding their overall development plans, 
including the new station. The station, as envisaged, would serve the new development and be sited 

http://www.nationalrail.co.uk/watford
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between the existing Cricklewood and Hendon stations, broadly parallel with the existing waste 
terminal.  There are no plans to change the current status of either Cricklewood or Hendon 
stations. 

The idea and business case for the station has been developed by Hammerson - their demand analysis 
suggesting a footfall akin to East Croydon once the development is fully mature.  However the station has 
tended to be at the back end of Hammerson's programme, putting it somewhere in the late 2020s. 

A recent development has seen Barnet Council wishing to take the lead on the development of the land 
south of the North Circular.  The Council is negotiating the purchase of the Cricklewood Regeneration 
Limited development company from Hammerson.  This includes the potential new station, which the 
Council wishes to see at the forefront of its development. This would place the station now earlier in the 
programme, possibly around 2020.   

Harpenden – Decked car park 

It currently looks as if this proposal will not proceed due to a funding shortfall.  £2.1m is available from the 

DfT and costs are estimated at £2.9m (£3.6m if full planning permission is needed).  As a result of this, 

there will be reduction in the planned increase in cycle bays (was to be 300, now to be 180 additional; they 

are now available.  I understand negotiations and discussions are still underway, so it is not a definitive 

“no”, although this is unlikely to progress meaningfully until after GTR is up and running. [Source: FCC at 

Harpenden Transport Forum, 10 April 2014].   

Regards 

Neil 

Neil Middleton 

20 August 2014 


