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Cross Country rail franchise

There is an online version of this questionnaire that allows you save or print a copy of your response:

https://www.gov.uk/government/government/consultations/cross-country-rail-franchise

Introduction
 
Thank you for taking the time to read the consultation document and to respond to the questions. Your views will contribute to the formulation of specification for the next Cross Country rail franchise.

Confidentiality and data protection

We are not asking for any personal data as part of this consultation. If we receive any it will be securely deleted.

Our privacy policy is on GOV.UK. 

Responding
1. Are you responding:

	  
	on behalf of an organisation? (Go to question 2)
	X

	
  
	as an individual? (Go to question 3)
	


Organisation details
2. Name of organisation

	TravelWatch SouthWest CIC



Your journey
3. Do you mostly travel on the Cross Country network as:

	  
	a leisure passenger?
	X

	  
	commuting to and from work?
	X

	  
	a business passenger?
	X


4. What is your most frequent journey (station to station) on the Cross Country network?

	 
TravelWatch SouthWest’s response to this consultation reflects and consolidates the views of a range of stakeholders from across the South West of England who attended TravelWatch SouthWest consultation events and input to this response in writing. TravelWatch SouthWest covers the geographical area encompassed by Cornwall and the IoS, Heart of South West, Dorset, Swindon and Wiltshire, and Gloucestershire LEPs. 
In October 2017, following several months of consultation, TravelWatch SouthWest published a paper, Connecting the Dots. This set out thinking from stakeholders throughout the South West on regional priorities and the successor arrangements to both the Cross Country and the Great Western rail franchises. Following the publication of the GWR and XC consultation documents, TravelWatch SouthWest held specific consultation events to further explore regional views and invite further detailed comment.




5. How regularly do you travel by Cross Country?
	



	Every day
	

	4 to 6 times a week
	

	2 to 3 times a week
	

	Once a week
	

	Once a fortnight
	

	Once a month
	

	Less than once a month
	

	Once or twice a year
	

	Never
	


6. What type of ticket do you usually buy?

	  
	Season ticket

	  
	Full fare

	  
	Advanced ticket

	  
	First class ticket

	  
	Standard ticket

	  
	Other:


7. How do you buy your ticket?

	  
	Online (Cross Country website)

	  
	Online (alternative operator)

	  
	At station

	  
	On train

	  
	Other:


Awareness

 8. How did you hear about this consultation?

	  
	Poster

	  
	Internet

	  
	Station e-board

	  
	On train consultation

	  X
	Other: DfT Consultation notice in GOV.UK



Passenger survey
Information on these questions is included in the 'Cross Country passenger rail franchise' consultation document.
 
9. What are the particular services, routes and times of day where you think crowding on Cross Country services needs to be addressed most urgently?

	· Bristol-Exeter and vice versa throughout day
· Cheltenham-Birmingham during peaks
· Almost all cross-Birmingham services, but particularly during commuter peaks
· Birmingham -Bristol- Exeter throughout the day in school holidays.


 10. Rank the following in order of priority for improvement for your future Cross Country services. Rank 1 for most important to 6 for least important.

	more additional summer only services  
		 3




	later times of last trains  
		 




	more frequent weekend services  
		 1=




	earlier Sunday morning services  
		 4




	earlier times of first trains  
		 




	more frequent weekday services  
		 1=






Which routes and stations and why?  
	We seek increased frequencies on those parts of the network where potential demand is greatest for longer-distance, end-to-end journey opportunities.  In particular we seek improved timings between principal hubs on the Bristol-York and Bristol-Manchester trunks.
TravelWatch SouthWest considers that there is a strong case to be made for a 7-day railway in light of changes in the patterns of weekend social and economic activity.
We advocate service specification to include the following hourly service patterns for trains starting/terminating in the South West (complemented by adjustment to other operators’ service specifications where appropriate to ensure no reduction in service levels and quality overall and, where needed, improved interchange arrangements, e.g. cross-platform, additional platform staff, planned connections, etc.):
1. Plymouth-Totnes-Newton Abbot-Exeter-Tiverton Parkway-Taunton-Bristol TM- Bristol Parkway-Cheltenham-Birmingham New Street-Derby-Sheffield-Leeds-York (fast service) with certain services extended to/from:
a. Penzance, Newquay (summer) as now, 
b. Newcastle, Edinburgh and Aberdeen, working via Doncaster, 
c. Torbay, daily, to provide change-over-time arrival/departure at Paignton.
2. Bristol TM-Bristol Parkway-Birmingham New Street-Stafford-Crewe-Manchester (fast service) with certain services extended to/from:
a. Liverpool or Preston or Glasgow
3. Bournemouth-Southampton-Southampton Airport-Basingstoke-Reading-Oxford-Birmingham International-Birmingham New Street-Stafford-Stoke on Trent-Macclesfield-Stockport- Manchester (fast service)
4. Plymouth-Totnes-Newton Abbot-Exeter-Tiverton Parkway-Taunton-Bridgwater/Worle-Bristol TM-Bristol Parkway-Cheltenham-Worcester Parkway-Birmingham New Street-Wolverhampton-Stafford-Stoke on Trent-Macclesfield-Stockport-Manchester with certain services operating:
a. via either Weston super Mare or Gloucester 
b. Torbay, daily, to provide change-over-time arrival/departure at Paignton.
5. Bristol TM-Bristol Parkway-Cheltenham-Worcester Parkway-Birmingham New Street-Tamworth-Derby-Chesterfield-Sheffield-Wakefield-Leeds-York
6. Cardiff-Newport-Chepstow/Lydney-Gloucester-Cheltenham-Ashchurch-Worcester Parkway-University-Birmingham New Street-Tamworth-Burton-Derby-Long Eaton-Beeston-Nottingham
7. Swindon-Oxford-Coventry-Birmingham International-Birmingham New Street-Derby-Nottingham with certain services operating:
a. via Didcot.
8. Bournemouth-Brockenhurst-Southampton-Southampton Airport-Winchester-Basingstoke-Reading-Oxford-Banbury-Leamington-Coventry-Birmingham International-Birmingham New Street-Tamworth-Derby-Chesterfield-Sheffield-Wakefield-Leeds-York with certain services extended to/from:
a. Newcastle and Edinburgh, working via Doncaster.

These service patterns tailor the existing provision to reflect:
· The shifts that have taken place in XC usage, particularly the significant growth in demand between the SW, the Midlands, Manchester and Yorkshire and the relative decline in demand for XC through-journey travel to those destinations where low-cost air carriers have a highly competitive offering.
· Known demand for significantly faster services on the Bristol-York, Bristol-Manchester and Reading-Manchester trunk sections. (Speed should average at least 120kph between each major conurbation linked by the strategic road network.)
· The need additionally to serve new growth points, e.g. Bridgwater (Hinkley Point etc.), Worle, Didcot, Southampton Airport Parkway, Swindon, Worcester Parkway.
· Recognition that on those parts of the network more remote from major metropolitan agglomerations, passenger needs may be served better by enhancement of other operators’ services provided that some existing through XC services are maintained to ensure through travel opportunities at appropriate arrival/departure times – particularly important for the leisure market. Encouraging those making short-distance trips to use local services must be facilitated by improvements to their reliability, regularity and service quality: this particularly applies to the Exeter-Newton Abbott corridor. (Intelligent train planning should allow redeployment of train sets of flexing of normal schedule during peak leisure periods when business demand is less.)  For the avoidance of doubt, we are not proposing and reduction in the number of calls made by trains at stations such as Totnes or Tiverton Parkway; rather, we argue that the public good might be best served through integrated timetable planning on common route sections, such as those served by both XC and GWR or XC and SWR, each operator concentrating on their core business so that XC services meet the needs better of the market for longer-distance inter-regional travel avoiding London.
· An assumption that XC should, as far as possible be a fast InterCity service adapted to the changing demands of inter-regional (non-London) passenger flows.  XC should not be conceived as a safety net for inadequate intra-regional service capacity to the disadvantage of inter-regional connectivity, service quality and journey times.  Our suggestions aim to combine a core of limited stop services on the core parts of the network where journey-time is the principal consideration with a network of long-distance services, the principal purpose of which is to provide inter-regional connectivity between the principal settlements through which they pass whilst seamlessly connecting with other routes at passenger-friendly hubs.
· We acknowledge that part of the market for rail travel comprises people who place particular value on through services and note continuing evidence that around 30% of potential rail passengers say that they would be deterred from making a journey by the need to change trains en route.  This intelligence is reflected by our proposals for the extension of a limited number of services on the core routes to/from more distant destinations and our related observation that, where a change of trains is required, this should be facilitated by measures to make connecting between trains easier (timings, platforming, platform assistance, platform shelter, platform positioning guidance etc.)
· It is assumed that operators may wish to add additional stops, reflecting commercial opportunities.  For example, and when running on routes away from the core where line speeds constrain journey-time competition with the strategic road network, such as west of Newton Abbot, the competitive appeal of rail may lie in the inclusion of additional intermediate local stops.


 
11. What changes would you like to see to the way Cross Country currently sells and provides tickets?

	All tickets should be available on-line and provided in a digital format that can be displayed on a mobile device or downloaded should the passenger wish for a printed copy of the ticket. The act of purchase should provide passengers with an automatic link to real-time information which can be displayed on the passenger’s mobile device. The system should be compatible with Mobility as a Service, accommodating through end-to-end journey planning and ticketing, irrespective of operator or mode. The purchase should also provide automatic delay/repay should circumstances warrant it and a link to a service-specific customer feedback system.


 
12. What changes would you like to see to the Advanced Purchase on the day (APOD) system?

	APOD appears to be an irritant to some passengers, particularly occasional travellers who may not be familiar with the system.  We suggest that, while discounted fares for last minute travel are to be welcomed, APOD should not be linked to seat reservation entitlement due to the inconvenience caused for any already-seated passengers who may find that their unreserved seat has disappeared from under them.


 
13. What additional information would be useful to you when planning your journeys or making connections onto other services?

	Passengers should be enabled as ‘informed consumers’.  They should have access to the range of relevant journey options and prices, information on planned disruption and, where possible, a clear indication of optimum joining and alighting positions in order to be closest to exits and interchanges at the passenger’s chosen station (cf www.firstoffthetube.co.uk ). Free Wi-Fi should be provided on all services, and mobile phone reception in carriages should be improved. It is critical at times of disruption when passengers need to contact other people about delay. 


 

14. How would you like the information (in question above) communicated to you?

	On line or down-loaded to the passenger’s mobile device or provided in a simple leaflet at the time of purchase from a ticket agent. Digital connectivity should be exploited: for example, information from on-train sensors could be sent to waiting passengers’ mobiles to help them position themselves on departure platforms to gain easy access to empty seats on board the trains, incidentally trimming station dwell times.


 
15. How do you believe Cross Country staff could be more effective in providing service and assistance that passengers need on a modern railway network?

	We note that a disproportionately high number of XC passengers are not frequent train users.  Anxiety seems to feature in many people’s journeys with XC – from ‘will I get a seat?’, ‘can I get coffee?’, ‘how do I get into the loo and lock it?’, ‘will I still get a connection?’ to ‘is my luggage safe?’.  Prospective franchisees need to be innovative and imaginative is addressing this, drawing on the potential of a digital railway to provide users with relevant and timely information as well as on effective staff work.
· Training for all staff in need for awareness of passengers’ needs, particularly Persons with Reduced Mobility (not just disability awareness training).
· Obligation on franchisee to engage meaningfully in collaboration with transport users’ bodies, statutory and non-statutory (such as TravelWatch SouthWest) in seeking to build their understanding of users’ needs and aspirations.
· Provision of additional platform-assistance staff etc. at major interchanges or in travel peaks (particularly to assist occasional leisure travellers or at times of disruption).
· The franchisee should arrange with the station operator at all staffed calling-points where XC does not have its own station staff to provide assistance and information on the platform for XC passengers and at times when there is service disruption / bus replacement.  


 
16. What comment do you have on improving the overall passenger experience before, during and after the journey?

	· Passenger satisfaction is driven, above all, by performance and reliability.  XC must be dependable: its trains must run as advertised, both as to schedule and to facilities advertised.  
· If the new XC is to realise its potential as an attractive option to the strategic road network for longer distance travel it must also achieve new heights of service quality.  The product as a whole has to be user friendly: affordable, dependable, accommodating and mindful of the full extent of a passenger’s potential needs during a long journey – from inviting refreshments to clean loos.
· Many XC passengers make connections with other rail services as part of their journey, for example, in to and out of local services at Bristol Temple Meads and Exeter St Davids. Interchange should be made as easy as possible by timetabling connections to minimise waiting times and enabling cross-platform interchange.
· The remuneration of the successful franchisee’s top management should be linked significantly to user satisfaction.


17. How could the way in which Cross Country deals with your complaints and provides compensation to you be improved?

	The franchisee should make a clear statement of what it believes to be its obligations under the Consumer Rights Act 2015 and say how it will help consumers exercise their right to redress without recourse to the courts.


 

18. Rank your priorities for improvement to the carriage layout for long distance inter-city Cross Country trains? Rank 1 for most important to 7 for least important.

	More seats  
		 6




	More table seats as opposed to ‘airline’ seats  
		 1




	More comfortable room for short distance standing  
		 5




	Cycle storage  
		 7




	Seats that align with windows  
		 4




	Greater leg-room  
		 2




	Extra room for luggage  
		 3






Where and when do you think these facilities are most required?  
	The design of rolling stock interiors needs to be determined by passenger needs.  Longer-distance passengers need to be assured of suitable accommodation on board, but more seats on a train is not really a substitute for more trains with seating suited to longer journeys.  Longer distance travel demands comfortable seating whenever possible.  A seat-pitch of 30” may be acceptable on a Ryanair 737-800 for a 1-2-hour flight but it is not acceptable for a 5 hour journey on an InterCity service. Greater leg-room also holds out the prospect of increased local luggage storage space. Leisure travellers, particularly, need generous luggage storage and most worry if it is not in line of sight.  Business travellers – surely the market sector with the great potential, particularly if XC can compete with motorway travel and offer an environment that is conducive to working – need reliable wireless access and table-top work-space.  
It is hard for the lay observer to judge when any substantial improvement can be achieved unless the shortage of capacity is first dealt with – in essence, a new fleet of trains with more seats, capable of traversing the section of the route between Exeter and Newton Abbot reliably during spring tides.
Seat design should recognise that passengers require deep cushions for adequate comfort on longer distance journeys.


 
19. Rank your priorities for improvement to the carriage layout for local trains on Cross Country? Rank 1 for most important to 7 for least important.

	More seats  
		 1




	More table seats as opposed to ‘airline’ seats  
		 5




	More comfortable room for short distance standing  
		 2




	Cycle storage  
		 7




	Seats that align with windows  
		 6




	Greater leg-room  
		 3




	Extra room for luggage  
		 4





 
20. What other comments or suggestions do you have about the on-board experience?

	For some passenger comfort on Voyager trains compares poorly to that on HSTs as it does to the comparable modern equipment used by the major continental operators.  But we are aware of the subjective nature of these observations. Specific complaints include, the Voyagers suffer from odorous toilets, there is tiring vibration from the under-floor engines, seats are poorly positioned in relation to windows, overhead storage space is limited by the vehicle’s tilt profiling and the racks are inadequate, the synthetic interior cladding creates a bland and uninspiring internal ambiance.
It is hard for the lay observer to judge when any substantial improvement can be achieved unless the shortage of capacity is first dealt with – in essence, a new fleet of trains with more seats, capable of traversing the section of the route between Exeter and Newton Abbot reliably during spring tides.


 




21. Do you have any other views on how the future Cross Country franchise could be improved that have not been captured in the questions above?

	· The near coincident expiry of the Great Western and XC franchises should be used to secure a coordinated approach to future service provision where there are common sections of route (Bristol-Paignton/Penzance with GWR) with a balanced interval service. The shared use of staff, maintenance arrangements and depots should be considered
· The franchise should focus on a central purpose: the provision of an attractive InterCity service designed in every aspect to command the principal inter-regional travel flows outside London.  Once the purpose is established, trains (including the rolling stock used) should be fit for purpose. This presumes a vital point: where XC services are reshaped to focus on InterCity services provided by local operators should be amended and enhanced to ensure no diminution overall in the service offering for short-distance users.
· The South West tourism industry is of national importance and one in which XC could play a significantly greater role.  Torbay and Bournemouth, the largest leisure destinations on the south coast, each attract around 1.2 million overnight visitors annually while Newquay has a greater population than Exeter during the season.  The greater part of the South West tourism market comprises people from outside the region.  Longer-distance leisure travel favours the use of trains providing InterCity levels of service quality.  Ideally, arrival and departure times for this market should be geared to accommodation change-over times.  
· Rolling stock should be equipped to run on both ‘classic’ routes and HS2 and its extensions.  
· Rolling-stock should also be ‘weather-proofed’ to enable all-weather running between Exeter and Newton Abbot.


Qualifying question
 
22. The rest of this survey is mainly designed to be completed by rail industry stakeholder representatives, however you can complete this if you wish.

Crowding issues and ideas to respond to
Use the consultation annex to help inform your response.
 
23. Which of the following potential measures do you think could overcome crowding caused by short distance commuters using long distance Cross Country trains, assuming that suitable alternative services are available?

	  
	Removing calls from towns closest the conurbation centre either completely or just at peak times.

Yes 


	  
	Retaining calls at such stations but restricting them to pickup/set down only?

No


	  
	Removing the validity of multi-modal tickets on long distance trains?

No

	  
	
Other:
	The removal of stops would only be acceptable if equivalent services were provided by another operator. Regulatory/franchise specification interventions may be required to ensure improved connectivity with other franchises at hubs through improved timetabling and platform arrangements and also the provision of acceptable capacity to absorb local demand displaced from XC.   






Provide specific instances where these may be applicable.  
	West Midlands Rail, TfN etc should be required to address their local commuting saturation issues while, in the SW, XC, SWR and GWR should be required to integrate their service scheduling on common route sections.


 
24. If it were possible would you agree with transferring these local routes to the West Midlands franchise:

	
	Yes
	No

	Birmingham to Nottingham
	 
	  

	Birmingham to Leicester
	
	  



Why?  
	 Outside territorial scope of TravelWatch SouthWest, although we would draw your attention to our proposal for Service 7 which might be achieved by combining a new Swindon-Birmingham service via Oxford as an extension of the existing hourly Birmingham-Nottingham service.


To improve the service pattern and network to offer journeys that better meet your needs

Use the consultation annex to help inform your response.
25. Would you like to see any other routes or stations transferred to or from the Cross Country franchise?
	Yes
	X

	 No
	



Routes to transfer
26. Which routes and stations and why?
	Swindon -Birmingham New Street might usefully be established (or relevant present services recast) as a XC route.  Swindon - which is the UK manufacturing base for Honda and BMW and UK home for UK Research & Innovation and the national Research Councils, the National Trust, a number of major financial services, IT, energy and other groups - lacks direct dual carriageway links to the Midlands. VirginXC offered Swindon-Birmingham via Cheltenham Spa as its route VT0 from the launch of Operation Princess in 2002 to the end of 2003.  During this period FGW ran a Bristol Temple Meads-Bath-Chippenham-Swindon-Oxford service. Some of these trains called additionally at Didcot, others ran fast between Swindon and Oxford via the Foxhall Curve.  Although operated by Class 165/166 Thames Valley units limited to a 90mph maximum speed, it was well-patronised.  It had the incidental benefit of relieving congestion on the largely single carriageway A420 between Swindon and the A34 at Oxford as well as providing a link between major research centres. The service was dropped in an attempt to improve performance on the Great Western Main Line which had limited success.  It emerged during TWSW’s consultations that there is a strong case for a Swindon-Oxford-Coventry-Birmingham International-Birmingham New Street service (enhancing connectivity at Oxford as well as at Birmingham International) with the possible provision of a stop at Didcot, a major growth centre as well as the hub serving a cluster of major research institutions.  (The demand for reinstatement of a through service between stations on the Great Western Main Line west of Didcot and Oxford is apparent from Table A.10 of the DfT’s Great Western Rail Franchise: Stakeholder Briefing Document of August 2018.)
In terms of station calls, it was suggested that rerouting via the Grand Junction Line,  with an addition of a stop at Crewe could usefully be added to Bournemouth-Manchester and the Bristol-Manchester fast services to provide connections to Liverpool, Chester and the North Wales coast.
As previously noted, a strong case was made for the introduction of XC service calls at Bridgwater.  Bridgwater, with a population approaching 40,000, is the centre for major investment – the £18 billion investment in Britain’s first new nuclear power station for a quarter of a century employing over 25,000 over its lifetime – with EDF expecting to draw on a TTW area within 90mins travel time, together with the massive investments planned for the Hunstpill Energy Park Enterprise Zone and the Somerset Energy Innovation Centre – all of national economic significance.  
The significance of Worle was also emphasised to us, both as a railhead for Weston-super-Mare with a population fast approaching 100,000 with 10,000 new jobs and 6,000 new homes planned by 2026, and as the potential gateway to Bristol International Airport whose annual passenger numbers are projected to increase from its present 8 million to 20 million a year by the mid-2040s.



Changes
The East Coast service north of York aspirations are listed in the consultation document.
27. If the network was unable to cope with all the service enhancement aspirations north of Northallerton on the East Coast mainline, would a:

	
	Yes
	No

	curtailment of one of the existing Cross Country services be acceptable (with the resources redeployed to enhance other existing or new routes)?

	X  
	  

	diversion of one of the existing Cross Country services be acceptable (with the resources redeployed to enhance other existing or new routes)?
	X  
	  


 
Why / why not?
	From a SouthWest perspective, the competitive success of low-cost airlines has significantly diminished the relative demand for long-distance rail travel on those routes on which it competes with air.  This contrasts with the large increase in demand between the South West, the Midlands, Manchester and Yorkshire.  The redeployment of resources from some of the longest-distance services to ameliorate pressure on core routes (incidentally enhancing much needed reliability) would therefore be acceptable, subject to two provisos.  First, some existing through XC services are maintained to ensure through travel opportunities – particularly important for the leisure market. (Intelligent train planning should allow redeployment of train sets of flexing of normal schedule during peak leisure periods when business demand is less.) Secondly, other operators’ service specifications are adjusted where appropriate to ensure no reduction in service levels and quality overall and, where needed, improved interchange arrangements, e.g. cross-platform, additional platform staff, planned connections, etc..  (We would note that the revenue cost of sufficient additional station staff at York to maintain a minimum presence of three people at any time during the operating day to assist passengers making cross-platform connections into services to and from destinations north of York is likely to be significantly less than the leasing costs of a modern multiple-unit express train whilst wending its way from York to Aberdeen and back.) 


28. Do you think the department's minimum specification should preserve exactly the existing pattern of services and station calls rather than offer an opportunity to change?

	  
	Yes

	  X
	No



Comments:  
	Patterns of demand are dynamic.  Our proposals have attempted to meet the changes that have taken place since the last competitive award of the XC franchise whilst emphasising the importance that we attach to better integration of service planning with those of other franchise operations.  TWSW supports changes which include the enhanced and extra services set out in Q 10 and do not reduce the level of services inter-regional services linking the South West to the rest of the Country.


Extremities of the network changes

The extremities of the network information is listed in the consultation document.
 
29. Should bidders be given flexibility to make limited changes to the extremities to the network so that benefits such as reduced crowding in the centre of the network can be provided?

	
	Yes

	X
	Yes, but only if alternative services are provided by other operators with no overall service diminution.


	
	No



Comments:  
	We accept that there may be a case for redeployment of resources from some of the longest-distance services to ameliorate pressure on core routes (incidentally enhancing much needed reliability) would therefore be acceptable, subject to five provisos.  
· First, some existing through XC services are maintained to ensure through travel opportunities – particularly important for the leisure market. (Intelligent train planning should allow redeployment of train sets of flexing of normal schedule during peak leisure periods when business demand is less.) 
· Secondly, other operators’ service specifications must be adjusted where appropriate to ensure no reduction in service levels and quality overall and, where needed, improved interchange arrangements, e.g. cross-platform, additional platform staff, planned connections, etc.).  
· Thirdly, proposals must be subject to separate consultation with stakeholders and local authorities with an interest in the routes in question. 
· Fourthly, the proposed services should be are in place at the start of the franchise and guaranteed for its duration of it. 
· Finally, to facilitate passenger convenience and reflect the integration of the country’s rail network, coordination of XC services with those of other TOCs is essential.


 
30. Do you agree that the current level of Cross Country services to the following routes are the minimum that must be specified for:

	
	Yes
	No
	

	West of Plymouth to Penzance?
	X
	
	

	Exeter to Paignton?
	X
	
	

	Newton Abbot to Paignton?
	X
	
	

	North of Edinburgh to Aberdeen?
	
	X
	

	Southampton to Bournemouth?
	
	X
	

	Guildford?  
	
	X
	

	Bath?
	
	X
	

	Cardiff to Bristol Temple Meads?
	
	X
	


 
31. Do you agree that the changes to the following routes would be acceptable if a similar or improved service was provided by another operator:
 
	
	Yes
	No

	West of Plymouth to Penzance?
	X
	

	Exeter to Paignton?
	X
	

	Newton Abbot to Paignton?
	X
	

	North of Edinburgh to Aberdeen?
	X
	

	Southampton to Bournemouth?
	X
	

	Guildford?
	X
	

	Bath?
	X
	

	Cardiff to Bristol Temple Meads?
	X
	






Bidder station stop flexibility
32. Should bidders have some flexibility to make fewer calls at some stations, for example if that enabled them to accelerate services?

	  X
	Yes

	  
	No


33. On what routes could this be introduced?
	We seek increased frequencies on those parts of the network where potential demand is greatest for longer-distance, end-to-end journey opportunities.  In particular we seek improved timings between principal hubs on the Bristol-York and Bristol-Manchester trunks.
We advocate service specification to include the following hourly service patterns for trains starting/terminating in the South West (complemented by adjustment to other operators’ service specifications where appropriate to ensure no reduction in service levels and quality overall and, where needed, improved interchange arrangements, e.g. cross-platform, additional platform staff, planned connections, etc.):
1. •	Plymouth-Totnes-Newton Abbot-Exeter-Tiverton Parkway-Taunton-Bristol TM- Bristol Parkway-Cheltenham-Birmingham New Street-Derby-Sheffield-Leeds-York (fast service) with certain services extended to/from:
a. Penzance, Newquay (summer) as now, 
b. Newcastle, Edinburgh and Aberdeen, working via Doncaster, 
c. Torbay, daily, to provide change-over-time arrival/departure at Paignton.
2. Bristol TM-Bristol Parkway-Birmingham New Street-Stafford-Crewe-Manchester (fast service) with certain services extended to/from:
a. Liverpool or Preston or Glasgow
3. Bournemouth-Southampton-Southampton Airport-Basingstoke-Reading-Oxford-Birmingham International-Birmingham New Street-Stafford-Stoke on Trent-Macclesfield-Stockport- Manchester (fast service)
4. Plymouth-Totnes-Newton Abbot-Exeter-Tiverton Parkway-Taunton-Bridgwater/Worle-Bristol TM-Bristol Parkway-Cheltenham-Worcester Parkway-Birmingham New Street-Wolverhampton-Stafford-Stoke on Trent-Macclesfield-Stockport-Manchester with certain services operating:
a. via either Weston super Mare or Gloucester 
b. Torbay, daily, to provide change-over-time arrival/departure at Paignton.
5. Bristol TM-Bristol Parkway-Cheltenham-Worcester Parkway-Birmingham New Street-Tamworth-Derby-Chesterfield-Sheffield-Wakefield-Leeds-York
6. Cardiff-Newport-Chepstow/Lydney-Gloucester-Cheltenham-Ashchurch-Worcester Parkway-University-Birmingham New Street-Tamworth-Burton-Derby-Long Eaton-Beeston-Nottingham
7. Swindon-Oxford-Coventry-Birmingham International-Birmingham New Street-Derby-Nottingham with certain services operating:
a. via Didcot.
8. Bournemouth-Brockenhurst-Southampton-Southampton Airport-Winchester-Basingstoke-Reading-Oxford-Banbury-Leamington-Coventry-Birmingham International-Birmingham New Street-Tamworth-Derby-Chesterfield-Sheffield-Wakefield-Leeds-York with certain services extended to/from:
a. Newcastle and Edinburgh, working via Doncaster.

It is assumed that operators may wish to add additional stops, reflecting commercial opportunities.  For example, and when running on routes away from the core where line speeds constrain journey-time competition with the strategic road network, such as west of Newton Abbot, the competitive appeal of rail may lie in the inclusion of additional intermediate local stops.



Minimum specification
 
34. Should the minimum specification have the number of trains from each station to Birmingham but give bidders the flexibility to decide where the trains go after Birmingham?

	  
	Yes

	  X
	No



35. Are there stations within the geography of the Cross Country network that should receive calls that they currently do not receive (include examples and supporting evidence)?

	In terms of station calls, it was suggested that the addition of a stop at Crewe could usefully be added to Southampton-Manchester services to provide connections to Liverpool, Chester and the North Wales coast.  The possible inclusion of a stop at Manchester Airport for at least one of the services was mooted.  (The airport, the third largest in the UK after Heathrow and Gatwick, currently handles 28m passengers annually and has capacity for almost double that. Growth was 9% in 2016 and 6% in 2017.)
As previously noted, a strong case was made for the introduction of XC service calls at Bridgwater which already has a population of almost 40,000.  Bridgwater is the centre for major investment – the £18 billion investment in Britain’s first new nuclear power station for a quarter of a century employing over 25,000 over its lifetime, together with the massive investments planned for the Hunstpill Energy Park Enterprise Zone and the Somerset Energy Innovation Centre – all of national economic significance with those plans changing Bridgewater to a significant travel-to-work destination.  The significance of Worle was also emphasised to us, both as a railhead for Weston-super-Mare with a population fast approaching 100,000 with 10,000 new jobs and 6,000 new homes planned by 2026, and as the potential gateway to Bristol International Airport whose annual passenger numbers are projected to increase from its present 8 million to 20 million a year by the mid-2040s. There is also a sustainable-transport case for reducing the daily rush-hour congestion on the M5.  Users’ representatives in the Torbay area, having drawn our attention to their survey work demonstrating the previously under-reported demand from longer-distance travellers for through services, also noted the importance of Torre as a calling point.  There are more than 100 hotels, guest houses etc. within a half-mile radius of this station.


 
36. Are there stations beyond the geography of the Cross Country network that should receive calls that they currently do not receive (include examples and supporting evidence)?

	Swindon -Birmingham New Street might usefully be established (or relevant present services recast) as a XC route, possibly with extension to Nottingham by combining it with the existing service to Nottingham that originates in Birmingham.  It would have the coincidental benefit of meeting the the demand for reinstatement of a through service between stations on the Great Western Main Line west of Didcot and Oxford that is apparent in Table A.10 of the DfT’s Great Western Rail Franchise: Stakeholder Briefing Document of August 2018.  Swindon - which is the UK manufacturing base for Honda and BMW and UK home for UK Research & Innovation and the national Research Councils, the National Trust, a number of major financial services, IT, energy and other groups - lacks direct dual carriageway links to the Midlands. VirginXC offered Swindon-Birmingham via Cheltenham Spa as its route VT0 from the launch of Operation Princess in 2002 to the end of 2003.  During this period FGW ran a Bristol Temple Meads-Bath-Chippenham-Swindon-Oxford service. Some of these trains called additionally at Didcot, others ran fast between Swindon and Oxford via the Foxhall Curve.  Although operated by Class 165/166 Thames Valley units limited to a 90mph maximum speed, it was well-patronised.  It had the incidental benefit of relieving congestion on the largely single carriageway A420 between Swindon and the A34 at Oxford as well as providing a link between major research centres. The service was dropped in an unsuccessful attempt to improve performance on the Great Western Main Line.  It emerged during TWSW’s consultations that there is a strong case for a Swindon-Oxford-Coventry-Birmingham International-Birmingham New Street service (enhancing connectivity at Oxford as well as at Birmingham International whose airport handled almost 13 million passengers in 2017, growth being 12% in 2016 and 8% in 2017) with the possible provision of a stop at Didcot, a major growth centre as well as the hub serving a cluster of the UK’s major research institutions.


To improve and simplify fares and ticketing
The current Cross Country fare structure is mentioned on page 26 and 27 of the consultation document.
 
37. What changes would you like to see to the current Cross Country current fares structure?

	We would like to see a more rational fares’ structure – one which cannot be made a nonsense of by split-ticketing by those in the know.  There is a general perception that the XC franchise generally delivers poor value for money for passengers; several of our respondents noted the disparity between day return (which are often available over only limited distances) and period return fares. As an organisation which brings together user groups and those bodies who are stakeholders in public transport provision from across the South West we consider that a sensible target would be to ensure that direct fares should never cost more than what can be achieved by split ticketing.  That is both transparent and fairer to all.  We judge that there is considerable potential to expand XC’s share of the inter-regional market; fairer pricing should be seen as a tool with which to achieve this, combined with a step-change in service quality (especially seat availability, free access to WiFi, the carriage environment, train cleanliness  and luggage storage provision – as evidenced by Transport Focus research).



To improve access, information and making connections
 
38. What more could be done to improve access and provide facilities for those with disabilities or additional needs?

	· Without a new fleet of trains with additional capacity there will continue to be an over-crowding problem that impacts adversely of PRMs: when luggage space is short, for example, the areas designated for wheel-chair use inevitably become over-flow luggage stores.
· Improved wheel-chair space and proper monitoring of the use of that space by train crews.
· Improved on-train information.
· Passenger-facing XC representation at each major station.
· Rail replacement services suited to needs of PRMs, including a ban on the use of buses and coaches not providing disability access.
· Provision of additional platform-assistance staff etc. at major interchanges or in travel peaks (particularly to assist occasional leisure travellers or at times of disruption).
· Training for all staff in need for awareness of passengers’ needs, particularly Persons with Reduced Mobility (not just disability awareness training).



To improve the on-board experience
 
39. Which initiatives would you suggest to try to reduce the disturbance caused by the ‘churn’ of passengers alighting and boarding at frequent station calls?

	· Introduction of a tier of regular, fast, limited-stop services.
· Innovative and imaginative exploitation of the potential of a digital railway to provide users with relevant and timely information.  Where possible, a clear indication of optimum joining and alighting positions in order to be closest to exits and interchanges at the passenger’s chosen station -(cf www.firstoffthetube.co.uk ).

· Amongst the other suggestions made during consultation, it was suggested that the introduction a coach marked as being for short-distance passengers should be explored.  Variations on the theme of securing less disturbance included the idea of part of the train being identified as for families with young children, quiet coaches and parts of the train flagged as ‘working’ areas.  There was also a view that there were too many non-essential PA announcements.  

· A number of consultees drew attention to the importance of a suitable all-days and all hours catering provision, attuned to the needs of longer distance travellers.  Many stations served by XC do not have suitable catering outlets, or catering outlets that are open at all times when the trains are running.

· The toilets on Voyager trains were the subject of particular comment.  They exude an unpleasant odour (even when seemingly clean) which carries into the adjoining vestibule area and they are prone to failure.  Failures appear difficult for on-train staff to remedy and toilets can remain out of service for a substantial part of a long-distance trip. On occasions there is more than one toilet out of action on a four-car train.  This can cause severe inconvenience for passengers, particularly during busy periods when it is necessary to make one’s way to another coach.  If no reasonable design solution can be found, the franchisee should arrange for toilets to be serviced during the course of the journey.




Engagement improvement
Stakeholders are explained on page 30 of the consultation document.
 
40. Are there any improvements to the level stakeholder engagement by Cross Country that you would like to see and how could stakeholder engagement be improved?

	Compared to TravelWatch SouthWest’s experience of other operators, XC franchisees have performed poorly in terms of engagement.  Unlike some of the other public transport companies with which we work and that are also linked to the major holding groups, the present XC incumbent does not contribute financially to the cost of, nor does it participate much in, TravelWatch SouthWest’s activities. Their top-team seems too stretched to find time easily to attend stakeholder meetings, particularly those that we hold at weekends when bona fide passengers are more likely to be available.  This is in contrast to other operators, Network Rail, representatives of DfT and local government. TravelWatch SouthWest is always keen to fulfil the role of an informed, and occasionally frank, friend.  Our mission is to make sure that the views of public transport users in the South West are heard, understood and, where appropriate, acted upon.  XC has not always made use of the resource that we represent to the loss of itself, the franchisor, and that of public transport users.


41. Does Cross Country provide a sufficient level of support to relevant Community Rail partnerships in your experience?

	  
	Yes

	  
	No



Community Rail partnerships engagement
 
42. Has their support improved in the last year to 18 months?

	  
	Yes

	  
	No


 
This improvement has resulted directly from the provisions in the current Direct Award to Arriva that Community Rail Partnerships should receive support. It is appreciated that because of the vast geographical coverage of XC there are many CRPs, but Arriva is considered to have been slow to act on this new responsibility.  On non-financial support, XC management is really stretched and their attendance at meetings is poor compared to regional operators.  Given the considerable geographical area served by XC this is not surprising, but more staff resources are needed for effective community engagement.
43. Provide ideas on what more you feel the franchise could do to help the relevant Community Rail partnerships?

	Financial support for CRPs must continue at the same if not higher levels. TWSW considers that additional sums should be made available to support leisure and tourism projects developed jointly by the franchisee and CRPs. (For example, we would like to see, and help with, more targeted marketing of trains with empty seats e.g. off-peak day visits from the West Midlands to Weston-super-Mare.) This will require the franchisee to have regionally based staff to give the necessary time and commitment to both CRPs and stakeholders, something that has been lacking to date.  Over the last two years the current franchisee has been a valuable participant in certain joint projects, for example work undertaken with the Severnside CRP jointly with a University, addressing the needs of disadvantaged passengers, and on community information films.  



Final comments
 
44. Any other comments?


	TravelWatch SouthWest notes that over the four years from 2013-14 the XC franchisee has received more than £64m compensation from Network Rail for planned disruption on the network (Schedule 4 Payments) and, for unplanned disruption (Schedule 8 payments).  While a small proportion of this will have found its way to passengers as compensation for delay we firmly believe that such monies should be ring-fenced and used for investment that demonstrably results in passenger benefit. 
Several of our consultees, including the British Transport Police, drew attention to the importance they attach to CCTV: it is wanted both to monitor the interior of the train and, at stations, to monitor (and deter) poor behaviour throughout the public areas (including passenger lifts. 
Amongst the other significant themes to emerge during our consultations were:
· It was felt that the consultation document might have been strengthened had the Department attempted to define in general terms the broad policy outcomes that it intends the specification to deliver beyond crowding, the shape of the network and customer experience.  In other words, it is not entirely clear as to what the Government sees as the purpose of the XC franchise.
· There is a widespread perception that the XC franchisee could do more to engage with regional stakeholders and derive practical benefit from so doing.  The sub-regional and regional engagement and focus of GWR is cited as a model of good practice in this respect.
· It is widely felt that train operators generally, and XC in particular, could do more to promote links with local bus operators at those stations where their trains call.
· There is a near-universal view that, the Secretary of State’s view that XC should help grow the economy by linking markets and people across the country cannot be realised unless the Government takes steps to ensure more adequate provision of local services, particularly in those locations where the XC product is presently weakened by a confusion of roles: is it an InterCity service or safety-net provision for local commuters? 
· In the South West, the franchise is seen as an important determinant of the success of the tourist economy as well as being a sustainable and potentially attractive alternative to the over-crowded strategic road network.  It is vital to the inter-regional and intra-regional connectivity of the South West and this the delivery of economic growth.  If the new franchise is to have a realistic prospect of satisfying the needs and expectations of those driving economic growth in the part of the UK, such as the massive employment growth associated with Hinkley Point C and the cluster of associated developments, the franchise specification should acknowledge this regional dimension.
· A thriving business depends on its understanding of new market opportunities and improvement of service to encourage more business: for this to happen XC needs a staff presence in the SW. 
· TWSW considers that more collaboration with other TOCs with regard to train crews, maintenance of rolling stock and depot use could reduce the cost of operating services. In the far South West for instance could not GWR staff crew XC trains between Exeter and Penzance / Paignton removing the need for a separate XC unit in Plymouth and taxiing of XC crews across Cornwall. 
· It is also noted that the current franchisee is moving the maintenance of the HST fleet to Laira.  This assists in securing skilled jobs in Plymouth and such arrangements should be encouraged.
In October 2017, following several months of consultation, TravelWatch SouthWest published a paper, Connecting the Dots.  This set out thinking from stakeholders throughout the South West on regional priorities and the successor arrangements to both the XC and the GW rail franchises.
The paper noted the massive growth projections for rail travel in the South West, driven by the planned substantial new housing provision, new jobs and consequent population increase.  (The Government forecasts a 17% increase in households by 2036, LEPs and local authorities expect substantially more.)  We see the next CrossCountry franchise as an important in helping to deliver this growth sustainably. Connecting the Dots argued that the near coincident expiry of the Great Western and XC franchises should be used to secure a coordinated approach to future service provision where there are common sections of route (Bristol-Paignton/Penzance with GWR) with a balanced interval service. The shared use of staff, maintenance arrangements and depots should be considered.  This remains our position.  Connecting the Dots can be downloaded from http://travelwatchsouthwest.org/documents/ 
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