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e Speak up for transport users in discussions with policy-makers and the
media,;

e Consult with the transport industry, its regulators and funders on matters
affecting users;

¢ Investigate complaints users have been unabl
providers, and;

¢ Monitor trends in service quality.
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Executive Summary

This paper presents the principles that need to be applied to gain an adequate
level of service for the transport users of London. Itis an update of a document
produced in 2003 by London TravelWatch. This paper updates our aspirations
with the changes in London’s transport since that date.

Since 2003 progress has been made towards some key areas of London
TravelWatch’s aspirations. Notable successes are:

over the funding
n and Gospel Oak to
s, rolling stock and

London Overground — Transport for London has
and management of the North London, West
Barking Lines. The considerable investmen
infrastructure is delivering considerably i
opening of the East London Line a fre vice will be

Croydon in the south.

Southern 2009 Franchise — the metr i ad the off-peak service
pattern extended later in th [ day to Saturday being

Routeing and stopping patterns should ideally be the same each day to
make the services easily memorised

The network should be available to provide the maximum possible service
to passengers whilst allowing sufficient — but no more than sufficient —
time for maintenance
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1 Introduction

London TravelWatch believes that the ‘Requirements for Train Services’
principles should inform all London area rail decision making, both short and
long term, because the timetable is the core of the railway’s product. Without a
timetable which meets the needs and aspirations of both existing and potential
users, investment in all other aspects of rail services (however important) will be
ineffective.

The London TravelWatch recognises that much of what it
investment and that it will take more than ten years to a
London TravelWatch therefore draws particular attenti

vocates requires
the goals in full.
the scope for:

e Bringing evening services up to t
e Introducing later last trains.

¢ Re-planning timetables t
services.
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2 Progress Towards London TravelWatch Train Service
Principles

Since the publication of London TravelWatch'’s original paper ‘Requirements for
Train Services’ in 2003 a lot has changed in the rail industry. In some instances
considerable progress has been towards London TravelWatch’s principles for
trains services. Notable successes have been:

e London Overground — Transport for London has t
and management of the North London, West L
Barking Lines. The considerable investment j
infrastructure is delivering considerably im
opening of the East London Line a freq
provided between Dalston in the nor
Croydon in the south.

over the funding
and Gospel Oak to
ions, rolling stock and
ervices. With the
rvice will be

d West

Crystal Pala

e Southern 2009 Franchise — the met
pattern extended later in the evening o

ad the off-peak service
ay to Saturday.

table for Virgin and

hility of the network for passengers and freight users.
larly reducing weekend closures and allowing later

¢ New Franchises — the Essex Thameside, Greater Anglia and Intercity
East Coast provide an opportunity to enhance the train services on these
routes. This is something that London TravelWatch will be pressing
funders and bidders to achieve.

www.londontravelwatch.org.uk 5



3 What Passengers Want

'What the passengers want’ provides the basis for the London TravelWatch’s
discussions and consultations about train service plans with train operators,
Transport for London (TfL), London Underground and the Docklands Light
Railway (DLR).

3.1 The Good Timetable

London TravelWatch believes that a good timetable should include:

e Services should be as frequent as can be econ

the less waiting time there is (passengers
more than they dislike spending time on
up-and-go’ service, for which you do
next service will always be along i
expect to have to time their journ
convenience of the operator, and t
modes too. Such a service also mini effects of cancellations.
Six departures per hour ( [ rage wait of five minutes) are
the minimum that will achieue : ere a turn-up-and-go
) lockface’ pattern,

. Although it would be difficult to justify daytime

the clock, to the individual passenger making a time-
insocial hours (e.g. to/from an early or late shift at work
inan es i@l public service), the bus or train is no less important than to
el in greater numbers at other times of the day. The
standard off-peak timetable must operate seven days a week (with a
slightly later start-up being acceptable on Sundays) and late into the
night. All-night services are needed between central London and key
outer areas (including rail interchanges), as well as covering other
important locations (notably airports).

e Opportunities should always be taken to improve journey times,
particularly on rail networks through higher performance vehicles or
infrastructure improvements. Inter-operator and inter modal connections
must be convenient. Good connections can make a dramatic difference
to end-to-end journey times, and long waits for connections are

www.londontravelwatch.org.uk 6



particularly irritating. A turn-up-and-go service eliminates these
automatically. Good connections coupled with fast journey times can
compensate for the journey-time benefits of through services, so trade-
offs may be possible in order to achieve the best overall result.

e Service routeings and stopping patterns should ideally be the same all
day, every day to make the facilities more passenger friendly and
memorable.

3.2 Achieving the Good Time Table

These requirements must be pursued in the context of operational practicability,
value for money and any other short term constraints th y face operators.
However, when developing plans for infrastructure an ng stock investment
London TravelWatch expects the industry to take a f these requirements.

take account of these issues when deve
projects and minor upgrades.

However, London TravelWatch [ st routes — including those

arrangement is
the other direction.

vices travelling in one direction to be the mirror image of

3.3 Priorities

Naturally London TravelWatch wants to see these very reasonable requirements
implemented as soon as possible. However, we recognise that on some routes
they are a step-change from present provision and that investment will be
needed to achieve them in full. Equally, we believe that on most routes there is
scope for improvement within the constraints of the present system.

In general the strategy for implementation should:

www.londontravelwatch.org.uk 7



e Bring stations with low frequency services up to a higher standard where
this can be done by adding stops to existing trains;

e Bring evening services up to the same frequencies as daytime off-peak
services;

e Review first and last train times, particularly where overnight engineering
hours seems excessive in relation to the amount and frequency of work
actually carried out.

www.londontravelwatch.org.uk 8



4 Journeys Within the London TravelWatch Area

The following principles apply to rail services at stations within the London
TravelWatch area.

4.1 Monday to Friday — midday off peak & evenings

Within London Travelcard Zones 1-6 (see Figure 1) a minimum of six trains per
hour, at regular ten minute intervals where possible. London TravelWatch
believes that six trains per hour is the minimum standard for a ‘turn up and go’
metro service. This is a service level where passengers t need to refer to
the timetable when planning their journey.

At stations beyond the London Travelcard Zones ing to the
boundaries shown in Figure 2, a minimum of f
minute intervals where possible.

passengers except for metro ser
purpose designed metro rolling st
time should be limited to ten minute

www.londontravelwatch.org.uk 9



The named stations are London TravelWatch’s minimum standard for service
frequencies at stations in the London TravelWatch'’s area (Not all routes and
stations are shown on the diagram)

Please note that these are the London TravelWatch'’s broad aspirations and it is
recognised that certain stations may be ‘special cases’ and are therefore not
able to match London TravelWatch’s minimum trains per hour aspirations. All of
the routes will be analysed in close detail and practical local issues discussed
further in the individual route supplements that will be produced to accompany
this paper.

Figure 1 - Area of minimum six trains per hour l
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The named stations are London TravelWatch’s minimum standard for service
frequencies at stations in the London TravelWatch area (Not all routes and
stations are shown on the diagram).

Please note that these are the London TravelWatch'’s broad aspirations and it is
recognised that certain stations may be ‘special cases’ and are therefore not
able to match London TravelWatch’s minimum trains per hour aspirations. All of
the routes will be analysed in close detail and practical local issues discussed
further in the individual route supplements that will be produced to accompany
this paper.

Figure 2 - Area of minimum four trains per hour '
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The named stations are London TravelWatch’s minimum standard for service
frequencies at stations in the London TravelWatch area. Please note that these
are the London TravelWatch'’s broad aspirations and it is recognised that certain
stations may be ‘special cases’ and are therefore not able to match London
TravelWatch’s minimum trains per hour aspirations.

Figure 3 - Area of minimum two trains per hour
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4.2 Monday to Friday - peak

Peak hour frequency should be no less than off-peak.

There should be sufficient capacity to ensure that no passengers have to stand
involuntarily for more than ten minutes.

Peak service timetables should be constructed so that off-peak patterns and
timings apply all day and that peak services are made up by adding extra trains
to the basic off-peak pattern. Exceptionally, where capacity constraints make it
impossible to adhere exactly to this principle, every effort should be made to
ensure that any broken links (i.e. journeys which can be made by through train in
the off-peak) are provided with quick connections instea

e day.

restricted Sunday
maintenance pragtice [ d and methods revised so that the train

on, Euston, King's Cross, Liverpool Street and
addition connections, where possible, should be

ng an early (pre-06:30) Eurostar departure from St
general this means a first arrival in London by not later
to Saturdays, 07:30 on Sundays.

Pancras Inte
than 06:00 on

In addition, on Sundays within the London Travelcard Zones, rail start-up times
should be synchronised with the night bus network in such a way that for any
locality with a direct night bus to central London there should be no more than a
30 minute interval between the departure of the last night bus and the departure
of the first train.

For the benefit of both long-distance travellers and passengers visiting London
for evening entertainment, last departures every day from London termini should
be no earlier than 00:30 to stations in the Zones and 24:00 to other London
TravelWatch area stations.

www.londontravelwatch.org.uk 13



Orbital services should have first and last train times synchronised with those on
radial routes.

4.6 Night Services

All operators should consider running a 24-hour service, at least between
Central London terminals and key interchange stations, particularly on multi-
track and bi-directionally signalled routes where trains can operate around
maintenance work.

4.7 Journey Times

ntral London
achieved as
more distant

The target maximum journey time between the appropria
terminal and all stations in the zones should be 30 min
appropriate by a mixture of fast and semi-fast servic
stations and all-stations services in the inner are

Good inter-operator and inter-modal i ssential between all
Tramlink and bus services,
ience and frequency to
Travelcard Zones
inary (i.e. non-period)

focusing on key interchange loca
the passenger. Integration of ticket
should be a priority, ane
fares.

Key interchangé
central London jo
following iQns:

larly important for making non-
avel via the central area, include the

Clapham Junction — for Watford via West London Line, the north via
West London Line and Reading, south coast, Salisbury, Exeter, Bristol
and all stations on London orbital routes

e East Croydon — for south coast - cross-London via Thameslink - Watford
via West London Line

e Finsbury Park — for Piccadilly and Victoria lines, and services to Hertford
and Stevenage

e Gatwick Airport — for south coast

www.londontravelwatch.org.uk 14



e Highbury & Islington -

e Lewisham — for DLR, and services to Kent and south east London

e Luton and Bedford — for East Midlands and South Yorkshire

e Redhill — for East Croydon, Tonbridge, Reading and north via Guildford

e Seven Sisters — for the Victoria line and services to Enfield and
Cheshunt

e Slough — for Oxford / Worcester — Gloucester, enham, Bristol, South

Wales and West of England
e South or West Ruislip — for Banbury
e Stevenage — for North East and S

e Stratford — for East Anglia and Eur
connection point from and to Docklan

Key interchanges should also include good links with the Croydon Tramlink,
Docklands Light Railways and bus services. In outer areas where train services
are less frequent, interchange with buses should be well co-ordinated.

4.8.1 Airport Services

All airports with direct rail access should be served by rail services at all times
when flights (including night flights) are scheduled and should cater for the
needs of airport workers.

www.londontravelwatch.org.uk 15



Broadly this means that existing night services to Gatwick and Luton (including
through services on the Thameslink core) should continue to operate, and
services to Stansted should be increased as necessary in line with earlier and
late flight times.

4.8.2 Leaf fall season

In the short term, on sections of line where autumn leaf fall is a problem, the
principle of re-scheduling trains to depart slightly earlier (or arrive slightly later)
than normal is accepted in the interests of maintaining overall service punctuality
on the London network. However the practice of some operators in simply
adding time between the penultimate stop and the terminus (or issuing a general
declaration that all trains will arrive at the terminus later t ormal) is deplored
as this provides no passenger benefit and can only be as an attempt to
massage the punctuality statistics.

However in terms of integrated transport this préetice i ble as it risks
disrupting both rail-rail and bus-rail connecti n the longer the industry
is therefore expected to find environmen d technical solutio that
timetable adjustments of this type are n

4.8.3 Emergency timetables

There are circumstances in whi
temporary or emergency timetableé exam ituation was the
disruption caused by snow and ice ' i

passengers. LondQq nds that train companies maintain a
' swiftly implemented. These

ated to passengers also needs to be
ess will set out how the website information,
ebsite, media and announcements will be

he full information as quickly as possible.

The full Sature should operate. Bank and public holiday services at
present are a cO hotchpotch with different operators providing Sunday
services, Saturday'€ervices and special services. This destroys connections
between different operators’ services and makes it very difficult for passengers
to understand what services are available. System-wide standardisation on
Saturday services should be an immediate priority for the industry. The only
exception should be for operators whose Saturday services presently finish
earlier than on Mondays — Fridays (e.g. EastCoast and Virgin West Coast); in
these cases services should be extended to normal Monday — Friday finishing
times to cater for late evening travellers.

4.8.5 Christmas Eve

Services should operate until the normal daily finishing times.
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4.9 Christmas Day

All airport routes should operate train services as appropriate to flight times.

Within the London Travelcard Zones, rail operators should work in conjunction
with TfL to operate a day-long co-ordinated rail and bus network to provide a
limited but strategic service across London. Each route should operate at least
every 30 minutes This special Christmas Day network should be extended to
serve other principal London TravelWatch area stations at least hourly. Rail
tickets should be valid on appropriate bus routes.

4.9.1 Boxing Day

All airport routes should operate train services as appr e to flight times.
Within the Zones, trains should operate at a mini
Sunday start and normal daily finishing times. should be that all
stations should be open; where operators co should be

closed this should be a matter for consult i tch. This

special Boxing Day timetable should be
other principal London TravelWatch area

4.9.2 27" - 30" December

ondéy — Friday peak

London TravelWatch g ervices to be operated. As
with Bank and puk [ dardlsatlon between operators should
be an immediaté

es within the London TravelWatch area should be
one hour after midnight to allow passengers to travel
es need to be adequately publicised by the provider

well in advanc ear’'s Eve.

www.londontravelwatch.org.uk 17



5 Engineering and Maintenance

5.1 Introduction

London TravelWatch’s view of maintenance possessions on Network Ralil
focuses on the needs of passengers, including the need for National Rail to play
a full part in an integrated transport system for London and the surrounding area.

5.2 General requirements

maximum possible
e than sufficient —

The Network Rail network should be available to provide
service to passengers whilst allowing sufficient — but n
time for maintenance.

London TravelWatch recognises that in the shogt t problem with
overcoming maintenance arrears, SO movem rack availability

performance standards than hitherto. Howe not automatically accept
that this means that possession ased or even remain as
generous as they are. We belie igher performance should lie
in:

Based on this philosophy we believe that it should be practical for maintenance
to move towards the system successfully used by London Underground and
DLR, whereby there is a short overnight closedown of around 4 hours (approx.
0100 — 0500, but varying according to precise location and the needs of the
passenger service) with an additional 2 hours (i.e. 0100 — 0700) on Sunday
mornings.

Where four tracks (or more) are available, we would expect overnight

possession arrangements to be flexible enough to enable all-night services to
operate where appropriate. In certain special cases where there are only two

www.londontravelwatch.org.uk 18



tracks, we would look to the provision of bi-directional signalling to permit night
time operation for airport services.

We accept that special possessions would still need to be taken for major
renewals. As now, these should be considered on their individual merits as to
whether the work should be divided into a series of short possessions or one
extended blockade.

5.3 Routine maintenance possessions

Authorised maintenance times should be based on London TravelWatch'’s train
service requirements, as described in this paper in section 4.

5.4 Special possessions

Where special possessions are planned, the |ndu
the (rather ObVIOUS) basis that people who buy

make its plans on

Particular care needs to be taken to avoi i i utes at
the same time for example:
e Liverpool St. — Southeno

Dminent publicity to be disseminated at least ten days in
advance 8 the day, on websites and both on the route and on lines
connecting with it (even if the latter are run by a different train operator or
by London Underground)

¢ In the former Network South East area, the practice of displaying, at all
stations, a weekly network wide map of engineering disruption should be
resumed

e The equivalent London Underground notice should be displayed at
‘Network' stations and the 'Network' map at Underground stations

www.londontravelwatch.org.uk 19



e Low-floor fully accessible buses to be used (except for long journeys
where coaches are required, in which case special arrangements should
be made to assist disabled and luggage laden passengers)

e Adequate number of buses to match the train loading patterns of the
services including facilities for luggage, buggies and cycles to be
provided

e Temporarily closed stations to be clearly identified as such, with the
replacement bus timetable clearly displayed with clear directions to the
bus stops

bus stop signs, so
are and to prevent

e Bus stopping points to be clearly marked by te
that passengers and drivers alike know wher
disputes

e Buses to display destinations and int
the front of the vehicle

to buses and trains. Staff should be fu d on all aspects of the
disruption, especially on i and ticketing availability —
normal and substitute ticketi

2d to the passengers. If gates are not
provided at the gate line to direct and

www.londontravelwatch.org.uk 20



6 Train Services to and from Outside London
TravelWatch Area

Except as regards frequency, services to and from stations outside the London
TravelWatch area should be organised on the same principles listed for journeys
within the London TravelWatch area. Particular attention is drawn to Sunday first
arrivals in London from long distance origins such as Penzance, Plymouth,
Swansea, Preston, Scotland; these should be no worse than 2 hours later than
on weekdays (the present practice with first arrivals ofte r 1200 and for
some places much later is quite inappropriate).

As a minimum, sufficient longer-distance service at key interchange

weekdays and for ‘Friday out - Sunda journeys, with travel times
suitable for leisure travel . between 1000 & 1400

e Avoiding the need to doubl

www.londontravelwatch.org.uk 21



7 Consultation Process

7.1 How London TravelWatch will use feedback about timetables from

transport users

All comments and queries on timetable consultations from transport users
should be addressed to:

London TravelWatch

6 Middle Street

London EC1A 7JA
Telephone 020 7505 9000
Fax 020 7505 9003

Email enquiries@londontravelwatch.

e If it is appropriate a London Travel ember of staff will raise the
. Details of correspondence

London Ttz on responses and send a copy to all
those v th us on the ISsue. The only exception to this will be if
the

Train Operators
e Inform London TravelWatch of proposals to be tabled at the Annual
Timetable Conference. Proposals can be considered in confidence if
necessary. Arrangements for this should be discussed with the
Committee Administrator.

e Discuss these proposals in advance of the conference if they involve
significant changes to the pattern or structure of their services

¢ Inform London TravelWatch of ‘as bid’ proposals to Network Rail
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e Discuss with London TravelWatch any significant changes (e.g. rejected
bids, deleted calls or timing variations of 10 minutes or more) between ‘as
bid’ and final decision

e Supply full timetable, as per franchise agreements, as early as possible.
Although not specified in franchise agreements, it is helpful if operators
can provide a summary of changes between ‘old’ and ‘new’ timetables.
Where services are little changed this will be acceptable instead of a full
print, provided the latter is available on request.

e |n addition, train operators are expected to comply with any consultation
procedures specified by the Office of Rail Regulati

sufficient time to enable the proposa

e Supply details of all new es.
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