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TravelWatch SouthWest is a community interest company that was formed to promote the interests of public transport users in the South West of England (comprising the counties of Devon, Dorset, Gloucestershire and Somerset and the unitary authorities of Bath and North East Somerset, Bournemouth, Bristol, Cornwall, North Somerset, Plymouth, Poole, South Gloucestershire, Swindon, Torbay and Wiltshire).  It first existed as the South West Public Transport Users Forum, on an initiative of the Rail Passengers’ Committee for Western England using its powers under the Transport Act 2000.  Membership of the TravelWatch SouthWest CIC is open to every 'not-for-profit' organisation in the South West of England whose sole or principal purpose is to represent the users of any public transport service or to promote the development of public transport services.  This includes those representing persons with reduced mobility (PRMs), the elderly, etc.  It now has over one hundred affiliated organisations.
As befits its regional remit, TravelWatch SouthWest’s consultation response is focused on the needs of public transport users within the South West of England.  This means that our consultation comments deal principally with the needs and aspirations of users and potential users of South Western Railway Franchise services on the routes radiating from Salisbury on the West of England Line together with those on the South Western Main Line which serves Bournemouth, Poole and Dorset. It also reflects comments from stakeholder groups who potentially would benefit from the development of through services from the West of England Main Line to locations west of Exeter and who feel that their needs are insufficiently addressed by the current South West Trains franchise.
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Response from TravelWatch SouthWest CIC to Stakeholder Consultation on South Western Railway Franchise.

It is a long way from London to Exeter, even by the South Western route. As the westbound train crosses into the South West near Grateley it has travelled much less than half way on its 172-mile journey.  Weymouth, at 168 miles from London, is almost as distant while Grateley is only a whisker over half way to Bristol.  That’s why we have called this franchise consultation response The Other Half.
TravelWatch SouthWest considers that the western sections of both the West of England Line and the South Western Main Line reflect distinctive and important service groups or markets, a number of whose characteristics are markedly different from those parts of the South Western Railway Franchise where there is a greater focus on London commuter traffic.  The South West is characterized by: 
· Significant population and housing growth (current Local Enterprise Partnership plans envisage around 20,000 new dwellings each year to 2026); 
· A demographic profile that is skewed towards older age groups (with relatively high disposable incomes as a consequence, as well as enhanced PRM needs); 
· Economic growth that is focused on the region’s dynamic urban agglomerations (such as Bournemouth-Poole and Exeter), which face the economically debilitating challenge of urban congestion, and regeneration of the coastal resorts and some of the former market towns;
· A surge in the demand for inter-connectedness within the region to intermediate destinations such as Bournemouth, Yeovil and Salisbury as well as to employment and regional service provision hubs, both within and beyond the present franchise area.
We are glad that, in undertaking this consultation, the Department for Transport has indicated its readiness to take account of passenger research conducted by Transport Focus.  The National Rail Passenger Survey results are based on the actual experience of existing customers. The experience of those who have taken the train to raises concerns about the inadequacy of existing capacity.  
There has been rapid growth in passenger numbers and a difficulty in keeping up with demand in some parts of the South West. Population growth has been unprecedented here in the last decade; the projections are for this to continue.  The Local Enterprise Partnerships (LEPs) and Local Authorities (LAs) have an increasingly clear view of the future focusses of population growth and where employment sites are likely to be. Transport is an enabler, and a growing population will need to move around. But transport should also enable economic growth.  The franchise specification must take account of local plans and aspirations to ensure sufficient capacity for travel between centres of population, commerce and education at the right time of day.  
Whilst welcoming the consultation, stakeholders in the South West expressed widespread concern that the Department for Transport should acknowledge the importance of the South Western Railway Franchise to the other half of the franchise area - the South West.  It has distinctive needs that should not be confused with those of London and the Home Counties. We trust that the Department took from its two consultation meetings with TravelWatch SouthWest a clearer understanding of its importance as an essential complement to the Great Western Rail Franchise in large parts of the region.












Response to Consultation Questions
1. Passenger Satisfaction 
a) Do you support the key priorities that have been identified through the Transport Focus research?  

As with many data that includes the South East of England, the high level numbers are skewed by London. Users of the new franchise in the South West have priorities that differ significantly from those whose journeys are more closely linked to the London area. The detailed break-down of the route-based research undertaken by Transport Focus[endnoteRef:1] highlights the distinctive nature of the survey responses from users of the West of England Line route.  (Unfortunately, comparable data were not available for those parts of the South Western Main Line in Dorset although the West of England Line data may give an indication of attitudes elsewhere in the more distant parts of the franchise.)   [1: Endnotes
      See particularly, Table 2.6 of the National Rail Passenger Survey South West Trains TOC Report Spring 2015 (Wave 32), Results by route, Building block/route data for South West Trains, Transport Focus 2015.  Transport Focus also commissioned qualitative research from AECOM in 2015.  The research was, perhaps necessarily, focused on the dominant passenger flows in the current South West Trains franchise – generally those closest to London.  This was reflected in the composition of the fourteen focus groups of which only four were carried out in the western half of the franchise, in Bournemouth and Salisbury, near its eastern extremity.  The relevance of the findings is therefore likely to be limited when considering the new franchise as a whole.  The DfT should bear this short-coming in mind when commissioning any future exercises of this sort.
] 


Overall passenger satisfaction is significantly higher than that for users of the South West Trains franchise generally (at 85%, compared to 80%).  We welcome the Rail Executive’s assurance that it will seek to maintain this high score in awarding the new franchise; we plan to monitor performance against this bench mark. 

The results for the more detailed measures employed by Transport Focus provide further evidence of the distinctive needs and expectations of users of the West of England Line’s station facilities compared to the South West Trains franchise as a whole:
· Satisfaction with ticket-buying facilities (at 86%, 11% points better than for the franchise as a whole); 
· Cleanliness of stations (at 80%, 10% points better); 
· Availability of station seating (at 61%, 23% points better).
These factors are the building blocks of the 81% score for overall satisfaction with station facilities and provide a timely reminder of the value to passengers of station staff.  
A similar message emerges from the measure of satisfaction with train facilities although overall satisfaction with these, at 79%, is barely above the figure for the SWT franchise overall (perhaps because of the relatively new rolling stock used compared to that on the West of England Line).  What does stand out is the satisfaction with: 
· Provision of information during the journey (at 83%, 15% points better than for the franchise as a whole);
· Ease of being able to get on and off the trains (at 90%, 11% points better);
· Availability of staff (at 63%, 13% points better). This is most telling and important given earlier work by Passenger Focus on passengers’ priorities for improvement, where it was identified as the key driver of passenger dissatisfaction; 
· An 86% satisfaction score for how well SWT deals with delays (compared to the depressingly poor franchise-wide score of only 36%). 
The Transport Focus work helps illuminate the short-comings of the West of England service in users’ perceptions that are unlikely to be recognized immediately by members of the railway community: the route scores marginally worse than the franchise as a whole for the upkeep and repair of the trains and for their cleanliness (at 74% and 70% respectively, 2% and 5% points below).  This is not to decry the excellence of the work of the Salisbury depot, which is unrivalled throughout the national network; it does, perhaps, reflect on the perceived inadequacy of the Class 158 and 159 fleets used on the route.  
Finally, at 58%, a significantly higher proportion of West of England Line passengers felt satisfied with the value for money of the price of their ticket than is the case for the franchise as a whole with a disturbing low 35% satisfaction score.  It would be disadvantageous to do anything that might undermine present positive passenger perceptions of value for money if passenger satisfaction is to be sustained into the future.
The significant general point to be made is that the views of current West of England Line users do not appear to reflect those priorities identified through the National Rail Passenger Survey building-block research, summarized in paragraph 2.37 of the DfT’s Consultation document.  Nor does the qualitative research specially commissioned by Transport Focus[endnoteRef:2] purport to capture the views of those in the western half of the franchise area.  The challenge is not just to ensure that present high levels of satisfaction in the South West are maintained but, in order to develop higher satisfaction across the whole franchise, to raise them further. [2:       Ibid
] 

b) Are there other priorities you believe should be included to inform the new franchise specification?   

We would welcome formal clarification in the franchise documentation that the Government is committed to the provision of a service that in no part will fall below the quality standards currently achieved by the South West Trains franchise.
The Transport Focus research points to the generally high quality of most aspects of the service provided to the South West by the present franchisee.  For this reason alone, we welcome the verbal assurances given by representatives of the Rail Executive at meetings with TravelWatch SouthWest that it will seek to maintain this high score in awarding the new franchise; we plan to monitor performance against this bench mark.  
We consider it axiomatic that existing levels of service quality should be maintained and, as far as practicable, improved further. (In this context we note the particular importance of staffed stations in the more peripheral parts of the franchise area.)  However, stakeholders in the South West have identified further priorities with which to inform the new franchise specification.  Priorities should also reflect the needs of non-London flows and the differing conditions away from the London commuter belt:
· Connections between rail services and between rail and other onward travel modes work dependably;
· Journey ambience and facilities are appropriate for the duration of the journey;
· Intra-regional connectivity, especially in the Exeter and Bournemouth and Poole travel-to-work areas is of particular importance: the further potential of these local markets should be addressed.   
The current franchise provides two broad areas of service within the South West: the local travel to work/urban centred links, which are mainly of short to medium distance, and the longer journeys that serve the important tourism/leisure industry on the South West.  (This is not to ignore the importance of travel to London and the wider South East.) 

Analysis of station footfall data shows that services in the South West have experienced particularly strong growth in demand for trips around the major agglomerations.  For example, ORR data[endnoteRef:3] show that footfall at the six West of England Line stations east of Exeter has grown by more than 77% in the last decade whilst footfall from the six outlying stations in the Bournemouth and Poole agglomerations shows a growth of almost 50% in the same period. [3:       Estimates of station usage, 2014-15, ORR 2015, and previous years.  See, for example, http://orr.us1.list-manage.com/track/click?u=36ea8663f596ae78980625801&id=bdd6189db8&e=f7964a237b
] 

There is local stakeholder demand for the introduction – or, in some cases, the reinstatement – of through services linking agglomerations that are beyond the boundaries of the proposed franchise or the present service network: Brighton and Plymouth; Swindon and Southampton via Southampton Airport Parkway.  There are determined calls from west of Exeter, particularly Torbay, for the revival of through services to London Waterloo; for communities along the length of the West of England Line, value is seen in good connectivity with south-east destinations via Woking and Clapham Junction.  
Route research by Passenger Focus for the DfT on the Brighton–South Wales service, in connection with the aborted Great Western Franchise competition in 2012, demonstrated that 40% of the overall sample of current passengers and 46% of commuters would be deterred from travelling if this involved changing between trains.  This may reflect the demographic skew of users of this service, which is likely to have much in common with users of both the Dorset section of the South Western Main Line and the West of England Line[endnoteRef:4].  On a more general basis these findings are reinforced by Gröna Tåget 2, the Swedish research carried out for KTH, the Royal Institute for Technology in 2013 (funded by Trafikverket, the Swedish road and rail infrastructure manager, and Bombardier).  This showed that there is a 25% decline in the propensity to travel by rail when a change is involved. [4:      Some of Passenger Focus’s early research in connection with the aborted planned renewal in 2013 of the Great Western Franchise is still in the public domain.  This shows an aggregate of 31% of passengers surveyed whilst using inter-regional services would have been unlikely to have made the journey if there had been no direct services and they had to change trains. See http://www.transportfocus.org.uk/research/publications/great-western-research-ports-cdf-inter-regional  Resistance to changes was highest amongst business travellers, for occasional travellers and for those aged 65+.
] 

Means must be found to secure the capacity to ensure resilience of the national network without the scheduled regular service on any route being displaced.   This is not just a question of increasing line capacity but also of attending to the present vulnerability to flooding of the West of England Line, especially where it intersects with the River Axe, the River Clyst, River Otter and the River Yeo[endnoteRef:5].  The Line is not presently a reliable alternative when flooding of the Somerset Levels disrupts GWR services to the Far South West. [5:      For a map of flood risk see http://watermaps.environment-agency.gov.uk/wiyby/wiyby.aspx?topic=floodmap#x=368682&y=121387&scale=10 
] 

The triple challenges of maintaining a dependable service, ensuring sufficient capacity to accommodate growth and securing the resilience of the system, place a premium on innovative solutions.  They are frequently inter-related and particularly acute at times when sections are required to act as diversionary routes (e.g. at times of diversion away from the South Western Main Line of container traffic from Southampton or the diversion via the West of England Line of Great Western traffic between Castle Cary and Exeter).
We were pleased to learn from senior Network Rail Executives, led by their Chief Executive, at a meeting of the Parliamentary All Party Group for South West Rail on 12th January 2016 that Network Rail is carrying out a study designed to ensure the delivery of an hourly pathway for Great Western Exeter services when diverted via Yeovil.
There is a need to address the particular characteristics of the markets served by these routes – the fact that they are not dominated by London commuter traffic to the extent of other parts of the franchise, the specific demographic skew of the sub-regions served with their relatively high percentage of PRMs, the significance of the leisure market (including the ‘second-home’ or ‘weekender’ market) and the growing importance of intra-regional connectivity along the routes.
We would emphasise the importance to passengers of adequate staffing of stations and trains.  Stakeholders would resist any further attempts to reduce the periods during which there is a recognizable ‘official’ presence at stations and on trains (whilst accepting that there may be community-friendly ways of achieving this linked to the opening station facilities for appropriate retail or community use). 

Where a staffed ticket office cannot be justified on commercial grounds but appropriate station facilities exist we urge that a station person should be present so that they can be used by passengers and information made available.  A staff presence can give potential passengers the confidence to use train services.

We strongly advise that the specification should require the successful bidder to establish a system of stakeholder engagement at least as good as that established by the present Great Western franchisee, including effective engagement with and the provision of material support for TravelWatch SouthWest CIC and with community rail partnerships in the franchise area.

Stakeholders would like provisions in the specification that encourage intra-modal connectivity: rail is just one part of the public transport network.  This is important when considering the needs of dispersed communities, in contrast perhaps to the requirements of many London commuters.  While a number of bus links currently exist, connectivity is not assured and we are led by bus operators to understand that, properly facilitated, there is certainly a case for more.  This appears to apply throughout those parts of the franchise beyond the London-area. There is significant potential at stations like Andover, Basingstoke, Dorchester, Guildford, Poole, Salisbury, Winchester and Yeovil.  Likewise, the ability of Southampton Airport with its excellent continental links to act as a rail-connected hub for much of South Central and South West England is grievously under-exploited.
2. Franchise Objectives 
a) Do you feel that these are appropriate objectives for the South Western franchise? 

The franchise objectives identified by the Government are widely endorsed (although one stakeholder response made the valid point that there could be some merit in separating the central purpose of each directive from potential delivery options).  
 
b) Are there any further objectives you believe should be included? 
· The objectives should acknowledge distinctive regional and sub-regional characteristics and also aim to support the economy and quality of life in the large number of market and coastal towns in this diverse and elongated franchise area.
The western part of the South Western Railway Franchise must be developed to deliver a transformation in the rail services to the markets and communities of the key axes it serves – the South Western Main Line through Dorset; the West of England Line through Salisbury to Devon; and the lines through Salisbury from Bristol and Swindon to Southampton Airport and the South Coast.  These are central to the ability of LEPs and local authorities to deliver the Government’s priorities for supporting economic growth.  Reflecting the Secretary of State’s emphasis on the importance of door-to-door connectivity, rail services can play a core role in connecting people with jobs, providing access to key service hubs, making better sense of our transport assets and attracting investors to parts of the country with the capacity to accommodate investment and meet pent-up housing demand;

· We urge the Rail Executive to reconsider the length of the franchise; we suggest a franchise of perhaps fifteen years’ duration with a mid-term review point. Despite the relatively short proposed franchise duration, the context in which the specification is prepared should be compatible with the 2036 planning horizon on which the LEPs are focused in developing their strategies.  Only by making provision for the development of high-quality services over the longer term will the Rail Executive be able to meet the Secretary of State’s aim to ‘support the economy of the South Western franchise area by offering high quality rail services to, from and across the franchise with service levels that reflect the specific requirements of the different markets served’[endnoteRef:6]   A number of stakeholders would have welcomed a franchise of longer duration than the 7–9 years currently envisaged;   [6:       See Table 3.2. of the South West Railway Franchise Consultation document, 2015
] 


· Thought should be given to how best to deliver a service on the franchise's key axes in the South West to accommodate the needs of both longer distance and more local users.  This examination should not exclude consideration of infrastructure enhancements where this is essential to adequate service provision; 

· TravelWatch SouthWest recommends that the South Western Railway Franchise specification should require the successful bidder to cooperate with Network Rail in the preparation and delivery of an infrastructure enhancement plan with a commitment from the Department, as with the Northern Franchise.  The specification would address long-term capacity issues, service reliability resilience strategies and establish a route map for delivering the full benefits of digitalization and electrification of the key axes (See appendix 1).  It should be subject to meaningful consultation and capable of winning acceptance as a key spatial planning tool for LEPs and local authorities through to 2036; 

· The Franchise specification should make particular provision to accommodate the aspirations of the Peninsula Rail Task Force (PRTF) whose membership is drawn from local authorities, the private sector and other stakeholder organisations including TravelWatch SouthWest.  The PRTF has established the importance to the South West of a resilient network, improved connectivity and sufficient capacity; it commands considerable political support.  PRTF has asked the Government to explain the benefits of creating a separate Devon & Cornwall franchise and we understand its scepticism.  However, we do consider that there is a serious case for the creation of a cross-operator business unit, jointly with representatives of local transport authorities, LEPs and TravelWatch SouthWest.  This would provide strategic direction in service delivery and development in the far South West, much in the way that the Devon & Cornwall Community Rail Partnership has been effective in revivifying local lines that were previously regarded by many as no longer fit for purpose. 

3. Capacity 
a) Considering the planned schemes to deliver additional capacity, what are your views on additional opportunities to deliver more capacity elsewhere within the franchise area?  

We do not consider ourselves in a position to answer this question without greater access to the post-Hendy Review infrastructure assumptions or to the related timetable assumptions. The Wessex Route Study proposed a minimal suite of incremental enhancements under the Wessex Capacity Programme and we are sceptical that even these would be sufficient to accommodate the level of growth both seen and anticipated in parts of the South West.  We look forward to the eventual announcement of Network Rail’s long-awaited electrification strategy, noting that Network Rail’s electrification planning seems to have anticipated two phases for AC electrification of the West of England Line (Salisbury and Basingstoke and Salisbury and Southampton and Eastleigh, principally to form a freight diversionary route from Southampton Docks), followed by electrification from Salisbury to Exeter).  We do consider that GWR’s experience in the use of bi-mode equipment could have relevance for the development of longer-distance services on the West of England Line and on the routes between Bristol and Swindon and the South Coast.
  
b) Are there particular services or routes where you believe there is a need to introduce additional capacity to address overcrowding? 
Well over a quarter of passengers surveyed (29%) in the Spring 2015 NRPS dissented from the statement that there was sufficient room for all passengers to sit or even stand on the West of England Line. Although passenger concern with over-crowding may appear from the Transport Focus research to be less acute there than in totality of the current commuter-dominated franchise, this is an appalling indictment of service provision on a route with end-to-end journey times of well over three hours.  Considerable dissatisfaction is also observable on the South Western Main Line where long-distance passengers frequently find themselves standing from London Waterloo to Winchester (66 miles). Casual observation at key stations like Exeter and Salisbury confirms that trains ‘full and standing’ are common place in the South West outside the Monday to Friday peaks. There are related issues that need to be addressed, such as the inadequacy of rolling stock for accommodating luggage and the difficulty of securing a group of seats for a family, particularly if the franchisee does not offer seat reservations.
c) It may be possible to increase overall passenger carrying capacity by introducing different rolling stock that has more standing space and/or modifying the internal configuration of trains, including rebalancing first and standard class seating. Do you have views on these potential rolling stock changes? 
 
More standing is not appropriate for the mainly medium–longer journey lengths, and the passenger demographic. Stakeholders would not welcome such ‘fudge’ solutions, particularly when it is apparent from the Transport Focus research that users are dissatisfied with the present Class 158 and 159 equipment.  TravelWatch SouthWest is mindful of the continuing hostile passenger reaction to the reconfiguration to higher-density seating of First Great Western’s standard class Mark III stock.  We consider that new equipment, appropriate to the lengthy trips involved, is required for the dieselised key axes.  The point has been made that any attempt to reduce luggage space on longer-distance SWT services in order to provide more seats should be resisted, particularly in light of the high proportion of leisure market passengers on the key axes.  The seating configuration must be for a great number of 2+2 seats with tables (reflecting the market being served) and adjacent luggage space (an essential on a longer distance journey if passengers are to ‘keep an eye on their baggage at all times’).

4. Future impacts on demand 
a) What factors may impact on demand for travel on the new South Western franchise, drawing on local impacts in particular? 

The areas of the South West region, comprising the Heart of the South West, Swindon & Wiltshire, Dorset and the West of England (Bristol area) LEPs served by the three key rail axes (West of England Line, Bristol and Swindon to South Coast and the South West Main Line) are committed to a period of significant growth.  This means that provision must be made for significant annual growth of around 7%. Headline data include the following:

· The creation of new employment opportunities is expected broadly to mirror the projected increase in new homes. It is planned to deliver around 20,000 new dwellings each year with a commensurate number of new jobs[endnoteRef:7]: [7:  This data is based upon the LEPs’ published Strategic Economic Plans.  Most of these are currently being revised and it is understood that the published figures are likely to be reviewed upwards.
] 

· Heart of the South West LEP’s ‘Transformational Scenario’ projects 179,000 new homes and 163,000 new jobs by 2030;
· West of England LEP alone is planning for 85,000 new homes and 95,000 new jobs by 2036;
· Wiltshire & Swindon LEP is projecting 64,000 new homes and 47,000 new jobs over the twenty years to 2026; 
· Dorset LEP is basing its projections over the twenty years to 2033 on the creation of 62,000 new homes and 50,400 new jobs.
· ONS Subnational Population Projections for the South West estimate a 6.9% population increase in the decade to mid-2022;
· The demographic structure is expected to be even more skewed towards older people, frequently those more dependent on good public transport.  It is projected that around 20% are likely to be 70+ by 2037 (compared to a projected figure for England as a whole of 15.3%);
1. A greater part of the growth is expected to be in the urban areas: Bristol alone is projected by the Government Office for Statistics to experience the fourth fastest population growth (after London, Birmingham, and Manchester) by 2036. Bournemouth was in the top 10 of cities or large towns for growth in both population and jobs in the ten-year period to 2013 according to Centre for the Cities. 
· There is significant planned growth around market and coastal towns which fall on the boundaries of urban/rural classification, e.g. plans for a Western Dorset Growth Corridor centre on additional dwellings and employment space around key market towns such as Weymouth, Dorchester, Gillingham and Sherborne.
Tourism is an important contributor to the economy across the region but seasonal flows are also one of the biggest generators of road congestion. Tourism-by-train is vital for many but will not flourish unless train services meet the needs of visitors.  This means dependable and comfortable services provided at times when people want to travel, linking those points on the railway network between which people want to make their leisure journeys, whether for long weekends in the country or in the holiday peaks.
The Government has announced the creation of three new and extended Enterprise Zones: 
· The Dorset Green Technology Park on the former Winfrith Atomic Energy Authority site in Purbeck; 
· Bristol Temple Quarter; and 
· Bath & Somer Valley; and 
· The Heart of the South West Enterprise Zone site at the Exeter & East Devon Growth Point.
These are expected to lead directly to the creation of several tens of thousands of new jobs.  They all lie within the area served by the key rail axes (West of England Line, Bristol and Swindon to South Coast and the South West Main Line).  
The LEPs identify the building of higher-value jobs through developing knowledge-based businesses as a key driver in delivering their strategies.  Development opportunities along the West of England Line include: 

· Investment in the Met office super-computer in Exeter Science Park linked to the establishment of a Global Environmental Futures Campus with Exeter University; 
· Development of the aerospace and advanced manufacturing sector with Bristol, Bournemouth and Yeovil as vital components in a wider South West cluster; 
· Opportunities to capitalise on Wiltshire’s role as the heart of the British Army with the billion pounds or so of investment planned by the MoD in connection with Army Basing in and around Salisbury Plain; 
· The significant investment being made in the five Military Towns of Ludgershall, Tidworth, Larkhill, Durrington and Bulford to secure viable options for Service Leavers and Military Reservists and their families;
· The cluster of microbiology-based expertise that is growing rapidly in and around the Porton Science Park. 
The South West has experienced considerable success in developing its higher education facilities: Sir Andrew Whitty’s Review of Universities and Growth acknowledged their contribution to start-ups and SMEs.  But, from a transport user perspective, they have an even greater impact: more than 200,000 students are in higher education in the South West at locations served by the key axes. 
These largely knowledge-based economic opportunities are realistic prospects.  Realisation will depend on their being under-pinned by an adequate transport infrastructure for growth, ensuring dependable transport and connectivity. 
The adequacy of transport and connectivity is also vital in addressing the challenges facing the region’s many rural communities, home to around half its population and frequently faced with adapting to fundamental challenges to their traditional industries and market failure. Good transport connections enable employment opportunities and housing development and provide a means of accessing markets, employment, key services and leisure.  
The Swindon & Wiltshire LEP has made a particular point of recognizing the importance of urban centres in enabling growth: its Growth Deal recognizes the potential of the city of Salisbury in providing much-needed office, retail, leisure and other employment space with a readiness to invest in improving access in and around it, including more sustainable forms of transport. It further emphasises the importance of the West Wilts corridor from Salisbury to Chippenham, a corridor presently with an inadequate rail service despite being on one of the key axes.  
Southampton Airport has achieved fourfold growth in the last twenty-one years.  It currently handles almost 2 million passengers each year with flights to more than 40 destinations around Europe.  With the adjacent Southampton Airport Parkway station, it is potentially well connected for rail-air passengers, not just those using the South West Main Line but also, given the development of appropriate services calling directly at that station, passengers using the Bristol and Swindon to South Coast route.

We draw the attention of the Department to the implications for the South Western Railway Franchise of aspects of the Department of Communities & Local Government’s running consultation on its proposed changes to national planning policy.  Paragraphs 15–18 of the Consultation document[endnoteRef:8] outline the Government’s support for higher-density housing development around commuter hubs to help meet a range of housing needs including those of young first-time buyers. It proposes a change to national planning policy that would expect local planning authorities, in both plan-making and in taking planning decisions, to require higher density development around commuter hubs wherever feasible.  It is clear that sub-regions served by the key axes are encouraged to take a disproportionately large share of England’s need for additional housing.  This change in national planning policy is likely to be of particular significance if the quality of life for which the South West is so attractive to many is to be safeguarded and political hostility moderated. DCLG defines a commuter hub as: [8:      Consultation on proposed changes to national planning policy, December 2015: see https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/488276/151207_Consultation_document.pdf 
] 

· “a public transport interchange (rail, tube or tram) where people can board or alight to continue their journey by other public transport (including buses), walking or cycling; 
· “a place that has, or could have in the future (TWSW’s italicization), a frequent service to that stop.” 

It follows that we strongly recommend that surplus railway property should be safeguarded for potential railway use or directly related development.

5. Train Service Specification 
a)  Where, if anywhere, would you like to see any changes to first and last trains on the South Western network and why? Do you have any evidence to support this?  

There is distinct dissatisfaction amongst users of the South Western Main Line with journey times in Dorset.  These are seen as a significant deterrent to economic growth.  The problem is accentuated by the stopping patterns of the twice-hourly Weymouth services.  By inserting stops at Bournemouth suburban stations into the ‘faster’ services between London and Bournemouth and omitting them from the ‘slower’ services, total journey time from London Waterloo to Poole, Wareham, Dorchester and Weymouth is prolonged unduly.  Timings are not helped by low journey speeds: these can average as little as 33mph on the notoriously under-powered electrified line between Poole and Dorchester, a route that is paralleled by the seasonally congested A35.   Weymouth and Dorchester stakeholders have argued for the introduction of through services via Castle Cary to Reading and London Paddington.  They make the point that, even with the present low line speeds of the Heart of Wessex line, Weymouth–Paddington could probably be achieved in 145–160 minutes, significantly less than the timings delivered currently by services on the South Western Main Line.  This routing would provide a useful link with Crossrail, Heathrow services and, in the longer term, with HS2 at Old Oak Common.

TravelWatch SouthWest receives a steady stream of complaints about the early timing of last trains on the West of England Line.  These currently depart at 2020 (Monday-Friday; 1920 on Saturday) from London Waterloo and 2025 from Exeter (with a change at Basingstoke).  In our experience the availability of a ‘last train’ influences peoples’ preparedness to make use of the penultimate train, and of course reduces an evening visitor’s ability to use the daytime services.  In effect, the careful traveller relies on the potential fallback of a ‘last train’ in case they should they be delayed.

Similarly, there is continuing frustration at the relatively late arrival at London Waterloo at 0850 (Monday-Friday, 1050 on Sunday) of the first train up from Weymouth.

b)  Where, if anywhere, would you like to see any changes to weekend trains on the South Western network and why? Do you have any evidence to support this?   

We surmise that there is a significant potential market to be exploited for weekend travel – ‘second-homers’ and ‘long-weekenders’ leaving London on Friday afternoon and needing to return on Sunday evening and the body of more than 200,000 students in higher education at destinations served by the key axes.  In addition, on-train research amongst West of England Line passengers which was undertaken by the now defunct statutory Rail Passengers’ Committee for Western England in 2004, West Country–Waterloo: The Real Alternative[endnoteRef:9] identified a significant demand in connection with weekend leave from service personnel at bases served by the railway. [9:      Westcountry -Waterloo: The Real Alternative, Rail Passengers Committee for Western England, June 2005
] 


There should be an earlier first train from Exeter St David’s to Waterloo on a Sunday (currently 0925 with an arrival at London Waterloo at 1304).  We consider that the Sunday afternoon service between Salisbury and London Waterloo should be half-hourly after mid-day on Sundays and that the Sunday-evening pattern on the South Western Main Line should be brought forward to mid-day in winter and be all day during the summer.
 
c)  Would you support a specification which is flexible enough to allow the operator to review how station calls are allocated to train paths in order to improve overall line capacity? What impact might this have on passengers?
Capacity issues should be addressed, as far as is reasonably practicable, through appropriate selective investment in infrastructure and rolling-stock rather than through the suppression of passenger demand by deleting station calls.

We are resolute in our view that service specification should be developed in a way that makes passengers’ needs the priority consideration.  While ‘skip-stopping’ may be one option for consideration it should be approached with great caution since its impact may fall particularly hard on those seeking to make shorter-distance journeys. As rail is often somewhat less competitive with cars for shorter distances, the proportion of travellers using rail through lack of an alternative is likely to be relatively high, so the dis-benefit per passenger of skip-stopping is likely to be high. As the revenue benefit of these passengers to the operator is low, the operator’s financial incentive does not align with the wider economic appraisal. Thus there is a need for regulatory intervention or specification in the franchise agreement.  While ‘skip-stopping’ may sometimes be appropriate for gaining capacity, its application needs appropriate control or adjustment of incentivisation. Where frequencies are enhanced then skip stopping may be appropriate to speed up services, but it should not be forgotten that good passenger numbers are reinforced by reliability, consistency and service. 
d) Respondents are invited to propose any changes to the current service pattern which they feel should be considered and to explain their rationale, for example by identifying specific local factors which might influence the future level of passenger demand which should be reflected in a revised specification.
 
We welcome the verbal assurance provided by the Rail Executive that the baseline service specification for the South Western Railway Franchise will be no less that the level of service currently provided under the present franchise. We have received strong representations concerning the current inadequacy of the level of service offered on the Bristol–Salisbury–London Waterloo route where there is widespread passenger demand for a service every two hours, particular from users in the West Wiltshire growth area whose population is projected to grow to be rather larger than that of Poole or Exeter[endnoteRef:10].  [10:     Wiltshire population estimates and forecasts suggest that the populations of Trowbridge and Westbury will both expand by more than 21% by 2037 to over 80,000, giving a combined total with those of the almost contiguous towns of Bradford-On-Avon, Melksham and Warminster of over 150,000. Forecast produced in June 2015 using POPGROUP software developed by Bradford Council, the University of Manchester and Andelin Associates.
] 


Additionally, although it is still early days, there have been expressions of support for the experimental service between London and Yeovil Junction via Westbury and Yeovil Pen Mill with the point being made that a more evenly balanced provision of services across the day should bring commercial benefit. There is also a desire for the utility of these services to be enhanced by connecting with Exeter services at Yeovil Junction.

We have also received suggestions that the route pathing provision for trains between Swanage and Wareham should be extended to Bournemouth.

There is potential demand to support the development of additional services utilizing the key axes.  The following have been put forward to TravelWatch SouthWest for wider consideration:

· Extension of the Devon Metro from Exeter to Axminster providing an all-day half-hourly service, meeting better the demonstrable and predicted demands of the dynamic Exeter Travel-to-work-area.  This might be integrated with a twice-hourly service on the West of England Line west of Salisbury, with one service running fast between Salisbury, Gillingham (footfall 423k in 2014-15), Yeovil (214k), Axminster (386k) and Honiton (391k), the other calling at all stations;

· Extension of the Trans-Wilts Swindon–Melksham–Westbury service to Salisbury and its integration with the Salisbury–Southampton Central service that also serves Southampton Airport Parkway;

· A two-hourly service between Poole–Bournemouth and Bristol (noting that the AA route planner suggests a typical off-peak journey time of 137 minutes compared with a current journey time by rail with a change at Southampton of 21 minutes longer);

· Reintroduction of a daily through service between Brighton and Plymouth via Salisbury (aimed principally at those deterred from rail travel by the prospects of a change of trains);

· Reintroduction of through services between points west of Exeter and London Waterloo.  It has been suggested that especial consideration should be given to users of the Barnstaple line, which has no through services to London; it is a widely held view that the Class 159 units currently stabled between turns at New Yard, Exeter might be diagrammed more productively. Torbay interests, in particular, draw attention to the population size of the conurbation – the second only to Bristol in the South West – which is boosted by the annual presence of over 1 million overnight visitors and more than 3.75 million day trippers[endnoteRef:11] – reportedly similar to the numbers for Bournemouth and greater than those for Brighton.  Additionally, we have been told that NHS workers already form an unusually high proportion of the market between the Exeter travel-to-work-area and Torbay where there is a major general hospital adjacent to the site of the proposed Edginswell station. In order to counter the relatively low patronage of through London Waterloo–Torbay services before their withdrawal by the Strategic Rail Authority, proponents argue that through trains to Torbay via the West of England Line would meet the needs of those deterred from rail travel by the prospects of a change of trains or by the paucity of through Great Western services from London Paddington – particularly tourists.  There is also said to be a market for those requiring intra-regional connections, including people seeking access to Hampshire, Kent, Surrey and Sussex, as well as the convenience of Waterloo (as opposed to Paddington), and the generally cheaper fares available on this route.  [11:        http://www.englishrivieratourism.co.uk/documents/Torbay%202012%20Official%20Tourism%20Statistics.pdf  Tourism accounts for 21% of local employment.
 ] 


· Other proposals suggested to TravelWatch SouthWest included: 
· Introduction of a through service between Southampton and Weston-super-Mare; 
· a through service between Weymouth and Exeter via Yeovil Junction or works to ensure easy inter-change between E-W services on the West of England Line and N-S services on the Heart of Wessex line (aimed principally at those deterred from rail travel by the prospects of a change of trains or road traffic conditions on the A35);
· ‘Corby-style’ peak hour London commuter services using the military freight line between Ludgershall and Andover, reflecting the MoD’s investment in – and the rapid expansion of – the five Military towns and for which Ludgershall provides a railhead.
TravelWatch SouthWest is also aware of considered support for new stations or infrastructure improvements at the following locations:
· Wilton, relieving Salisbury congestion and providing a suitable and much needed railhead for a bus link to Stonehenge;
· Porton, relieving Salisbury and Grateley and serving the Porton Science Park;
· Chard Junction (previously a station site with an existing passing loop) to serve a significant part of South Somerset. The recently adopted South Somerset District Local Plan projects an increase of 15,950 dwellings and 50 hectares for employment by 2028 with 11,250 new jobs for the district in total.  While a sizeable part of this development will be in Yeovil, which is scheduled to take at least 7,441 new dwellings, Chard will receive 1,852 with 17 hectares for employment and Crewkerne 961 new houses and 10 hectares for employment;
· Cranbrook East as part of the east-of-Exeter development;
· Stations to serve the growing demand for travel within the Bournemouth-Poole urban area, such as at Talbot Village west of Bournemouth, to serve the two university campuses with their 20,000 students.
There is local authority support for improvements at Yeovil Junction, enabling greater connectivity with the Bristol–Westbury–Weymouth services.  Ideas range from the provision of a south to west chord of about 200 m, creating a spur that would make the station fully connected from all directions, to construction of a PRM-friendly lighted footway, or possibly a travellator, between Yeovil Junction and a simple platform on the adjacent Weymouth line.  There is, in any case, a need to remedy Yeovil Junction’s inaccessibility for PRMs and, with the planned major housing and employment growth of Yeovil, improved onward bus links.

6. Performance and reliability 
a) Are there any specific stations or services where you believe reliability or punctuality should be improved? 
b) Where possible, please explain your reasoning when responding to this question.   

TravelWatch SouthWest has received representations concerning the inadequacy of depot facilities for the South Western Railway Franchise and the consequent over-dependence on the Salisbury Train Care facility, almost 90 miles away from the Exeter St David’s present terminating point for West of England Line services.  There was a widely held view that there were efficiencies to be gained through closer working generally between train operating companies in the more peripheral locations.
The specification of punctuality and reliability should be composed in a way that makes connections between services more, not less, reliable.  

We are attracted by the provisions made in the Thames Great Northern Rail Franchise specification that were intended to improve the passenger experience[endnoteRef:12]. This obliges the franchisee to monitor and publish how it is performing against a new Passenger Experience Metric.  This combines the results of Transport Focus’ National Rail Passenger Survey and an independently audited assessment of the standard of facilities and services provided by the operator. The set of indicators used to measure the quality of facilities and services on board trains and at stations (called QuEST) is a modification of the tried-and-tested SQUIRE (Service Quality Incentive Regime) process used by Transport Scotland for the ScotRail Franchise.  (We know from Transport Focus research that performance and reliability are key drivers of passenger satisfaction.)  As with a number of other franchises, we consider that the franchise agreement should include financial incentives to encourage the franchisee to meet or exceed these performance targets throughout the length of the franchise.  [12:        See The Combined Thameslink, Southern & Great Northern Franchises.  Stakeholder Briefing Document & Consultation Response, Department for Transport, September 2013. https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/245205/consultation-responses-tsgn.pdf   
 ] 


7. Managing disruption 
a)  Respondents are asked to suggest what mitigating actions and steps the South Western operator should be expected to take to meet the needs of its passengers both during the planned disruption to the franchise as a result of enhancement works and when ‘force majeure’ events, such as extreme weather or unplanned events that impact the smooth operation of the network. 

The West of England Line is used to provide a diversionary route for FGW services to the far south west in times of severe weather, or planned engineering works between Castle Cary and Exeter.  The issue was addressed in Network Rail’s Wessex Route Study[endnoteRef:13] whilst also considering the requirements to run [13:         http://www.networkrail.co.uk/long-term-planning-process/wessex-route-study/  August 2015
] 

· An hourly Exeter to London Waterloo service;
· An hourly diverted far south west GWR service (currently only one train per two hours can be accommodated);
· An hourly Devon Metro service between Axminster and Exeter.

These services were modelled in various combinations using both the current diesel-service timetable and a potential AC overhead electrified timetable.  In all cases an extension of double track sections and new loops were recommended. This work should be prioritised.  In the meantime, we consider that there is a strong case for fare discounting at times of disruption.   

b)  Respondents are asked to consider whether they would support replacing first/last train services with alternative transport where it can be demonstrated that a longer period of engineering access for Network Rail would improve the infrastructure reliability and reduce disruption overall. 

We consider that where this is the only reasonably practical option it is essential that passengers are given at least six months well-publicised notice of planned disruption, that the infrastructure manager should automatically be penalized for failure to exploit a possession efficiently (with the proceeds of any fine being used to benefit users) and that regular passengers should receive a discount to their fares for curtailment of service or the inconvenience caused by road replacement transport.  Further, it is vital that the use any such transport should not inconvenience PRMs.

8. Partnership working and collaboration 
a) We are interested in your view on the best way to achieve efficient operation of this railway through partnership and collaboration. Please describe how such working arrangements might support this objective.  
Stakeholders applauded the spirit of this question whilst making the point that, since the abolition of the institutions of regional governance, they are, in practice, largely excluded from the deliberations of local authorities and LEPs who have a poor record in looking beyond their administrative boundaries – the PRTF mechanism being a rare sub-regional exception.  

TravelWatch SouthWest can point to a number of useful examples of partnership working and cooperation in the South West and how this has been achieved.
· GWR, and before that First Great Western, has demonstrated how investment in the recruitment and appointment of dedicated area managers with a brief to develop stakeholder relations, including work with local authorities, LEPs and local opinion leaders, has yielded improved understanding of the wider needs of the communities served by their franchisees as well as the opportunity to attract new investment in the railway.  We would urge every bidder to give consideration to the benefits of this way of working;  
· Efficiencies, and access to local intelligence and insights, has also been achieved through close working with, and material support for, the work of TravelWatch SouthWest, the Devon & Cornwall Rail Partnership and other Community Rail Partnerships.  Again, this approach – as demonstrated by GWR – has much to commend it;  
· Further, and as indicated in some of our previous answers, there is considerable scope to achieve more efficient operation by closer collaboration between franchisees – making depot facilities available, possible cross-working of crews and equipment serving the more peripheral outposts of the franchise.  We particularly endorse the PRTF’s call[endnoteRef:14] for future franchises to have more porous boundaries, enabling innovative opportunities for cross-boundary services to be explored with other franchisees and stakeholders and with the prospect of easier implementation. [14:        On Track. The Twenty Year Plan.  Interim Report, Peninsular Rail Task Force, October 2015
] 

· We consider a constructive working relationship with the infrastructure manager to be essential.  To this end we recommend that the successful bidder should be required to agree an infrastructure development plan with Network Rail and to publish it in a form that makes it suitable both for consultation with stakeholders and to help shape a common vision and development timetable for delivery throughout the franchise area.  This could be included in LEP and local authority plans and funding (if necessary);
· Local authorities in the South West have established collaborative frameworks for the development of Station Travel Plans to which both GWR and SWT have contributed.  We would like such working practices to be sustained and extended through the duration of the new franchise;
· We consider that the successful bidder should be required also to establish meaningful public transport planning arrangements with local transport authorities and with representatives of users.  This should take account of the emergence of any possible combined local authorities[endnoteRef:15]; [15:        Local Democracy, Economic Development and Construction Act 2009
] 

· Bidders should be asked to identify ways in which closer collaboration with bus operators might be promoted.  Poole has pioneered Quality Bus Partnerships, delivering the UK’s highest increase in bus ridership over the last decade outside London and showing that modal shift can be achieved. Can innovative train operators act as a catalyst for significant modal shift elsewhere in the South West through collaborative work on timetabling, route planning and combined ticketing initiatives? 

9.  Community rail and other local partnerships 
a)  What opportunities are there for Community Rail Partnerships and other local partnerships to expand their role and range of activities to support local communities, businesses and other organisations? 

TravelWatch SouthWest is an enthusiastic supporter of the work of our colleagues in the Community Rail movement, noting their very real achievements throughout the South West in working with the region’s principal train operating company to deliver immense service quality improvements and remarkable increases in patronage cost-effectively.  We would encourage support for the creation of additional partnerships covering the Salisbury–Exeter route in particular.

The principles underlying Community Rail may lend themselves to other applications in the transport sector – to community bus partnerships and to community support for the improvement of, and engagement in the use of, station facilities as with ACoRP’s Community Stations scheme. We consider the latter to be of particular value where stations may not be staffed all day.  Above all, we see that strong community engagement can lead to the delivery of innovative rail services better suited to passengers’ needs, as is evidenced by the achievements of the Three Rivers Community Rail Partnership and the TransWilts Community Rail Partnership in cooperation with supportive train operating companies.  The successful bidder should be obliged to earmark funds for further partnership development. 

The Great Western Railway Direct Award included a commitment to a Customer and Communities Improvement Fund (CCIF).  The South Western Franchise should make a similar commitment and support the extension of the Devon and Cornwall Rail Partnership to cover relevant sections of the West of England Line (with a contribution commensurate with those made by GWR.) 

10. Island Line 
The Island Line lays outwith the franchise territory with which TravelWatch SouthWest is actively engaged.

11.  Third party funded changes  
a) Are you aware of any proposals for third party funded changes?  

We are aware of the significant funding that is likely to be available for rail service provision in connection with the expansion of the Cranbrook settlement and the Exeter and east of Exeter Growth Point Local Enterprise Zone, including the provision of a developer contribution to an additional new station at Cranbrook East.  

The following infrastructure schemes have been included in the list for consideration as part of the Swindon & Wiltshire LEP’s Strategic Economic Plan refresh:
Salisbury station interchange improvements (inter-modal);
Wilton Station (including Salisbury Station capacity enhancement);
Westbury additional platform;
Bradford Junction-Thingley Junction (TransWilts line) capacity enhancement;
Chippenham additional platform.
We referred earlier to reinstatement of a passenger service on the Ludgershall branch, presently limited to military traffic.  We understand that a funding contribution could be available from the MoD in connection with Army Basing in and around Salisbury Plain and the significant investment being made in the five Military Towns of Ludgershall, Tidworth, Larkhill, Durrington and Bulford to secure viable options for Service Leavers and Military Reservists and their families.  

Further, we understand that the newly appointed Managing Director of Stagecoach South is keen to work with the successful bidder and local authorities to improve bus-rail connectivity at Basingstoke, Andover, Winchester, Guildford and other well-placed locations through much of the South Western Railway Franchise area. 

MetroWest is the West of England LEP’s £100m project to enhance local rail services around the Bristol–Bath urban area.  Phase 1, opening 2019, will see a re-opened Portishead Line and half hourly services on the Severn Beach Line and local stations to Bath Spa.  Changes to services in the South Western Railway Franchise from Salisbury to Bath Spa and Bristol Temple Meads could usefully complement, but not prejudice, those of MetroWest and be planned as such. 

12.  Stations 
a) What improvements would you like to see at the station(s) you use to enhance your journey experience? 
b) Please indicate the name of the stations and your rationale for your specific comments.

It is apparent from the Transport Focus research on passenger satisfaction with the South West Trains’ franchise that, in absolute terms, there is significant dissatisfaction with the facilities and services available at stations.  Only 55% of passengers overall say that they are satisfied (with marginally more, at 57%, of those using the West of England Line).  We are concerned that any move to curtail further the presence of staff at stations will undermine this further, particular since access to PRM support, toilets and waiting rooms usually depends on this.   In relative terms, West of England Line passengers appear particularly dissatisfied with the choice of available shops, eating and drinking facilities (only 36% satisfaction, well below the otherwise rather poor showing at 54% for the franchise as a whole).  There are likely to be exceptions to this: Axminster has a uniquely characterful and enterprising, independently run, station platform café while Yeovil Junction boasts a tea room.  

More generally, we understand that where rural stations serve a comparatively small number of passengers at certain times of day, staffing can appear to be an excessive cost. It is clear from research that passengers value a staff presence at stations, whether to give advice, help PRMs, allow facilities like station lavatories to be available or just provide a reassuring presence that heightens passengers’ sense of security.  In 2008 Passenger Focus consulted on a proposal by South West Trains to reduce ticket office opening hours at 114 stations.  It received thousands of concerned responses from which it concluded that ‘passengers had unanimously agreed that they wanted staff at the station for advice and assistance on ticket sales to make sure they’re getting the cheapest ticket’[endnoteRef:16]. The watchdog’s research found that passengers chose to use the station ticket office over the ticket vending machine for a number of reasons. These included passengers requiring advice from staff because their ticket is unavailable or because they found the fare structure difficult to understand, because queues at ticket vending machines (TVMs) were too long or because of the passenger’s inability to use or their dislike of ticket machines. Passengers also believed staff to be important for security and to maintain facilities.     [16:        http://www.transportfocus.org.uk/press/passengers-object-to-south-west-trains-plans-to-reduce-ticket-office-hours  
] 


This has been partly recognised in the Thames Great Northern Franchise where larger stations have a staff presence from first to last train each day and where bidders were obliged to give an undertaking to maintain existing staffing hours at smaller stations unless the Secretary of State specifically consents otherwise[endnoteRef:17].  However, we have already noted the value of ACoRP’s pioneering work in developing its Community Stations scheme and there may be other ways of ensuring a suitable human presence at stations.  Despite increasing use of on-line ticket purchasing, the case for retaining staffed stations still remains compelling. [17:         See The Combined Thameslink, Southern & Great Northern Franchises.  Stakeholder Briefing Document & Consultation Response, Department for Transport, September 2013.  Op. cit.
] 


We have received representations about stations where it is not possible to platform a train for its whole length: the platform deficiencies of stations as contrasting as Tisbury and Clapham Junction are an indicator of the lack of coherence that seems to prevail.  In both cases passengers may find themselves seemingly marooned in a section of the train without sufficient to access a platform in either a convenient or timely way.  (We have not received representations concerning Whimple and Feniton, which also have short platforms.) 

A further consideration is the need for adequate shelter and seating at stations: we are disappointed to learn that the recently opened Cranbrook station is considered by some of its users to be unnecessarily open to the elements.
We would expect that the franchise agreement would oblige the successful bidder to continue to cooperate in implementing existing Station Travel Plans that provide co-ordination of evidence, funding and project management for interchange and onward travel, and in developing further plans with further evidence- and community-led refinement.
Finally, we see the franchise competition as a timely prompt to review the division of station maintenance arrangements between the successful bidder and Network Rail.  Maintenance responsibility for stations is currently divided, the TOC handling the lower levels while Network Rail is responsible for everything above 8 feet.  This can leave an attractive station marred by a tatty and dirty station canopy.  We recommend that the TOC should be given full responsibility for maintenance of its stations.

13.  Door-to-door journeys 
a) What are your proposals for providing passengers better and safer access to different modes of transport at stations (including bus, car, cycling and walking)? 
b) What opportunities exist for improved integration between modes, citing relevant examples to support your comments? 

TravelWatch SouthWest is committed to the promotion of cross-modality and the improvement of the door-to-door journey experience.  We have a number of observations to make on this issue: 
· There is an excellent opportunity to improve the integration of rail and bus services.  The South West Main Line serves the eighth largest agglomeration in the country: South East Dorset, with almost 500 000 residents, has been recognised for its success in promoting modal shift. Poole has delivered the highest percentage increase in bus patronage over the last decade (outside of London), with the number of journeys doubled from 5.3m in 2004-5 to 10.2m in 2014-5.  Councils have invested in infrastructure (high-quality shelters, real-time information and bus priority) to support commercial bus operation. A multi-operator smartcard is also available for the conurbation, all buses having ITSO-compliant ticket machines.  Recent LSTF funding has ensured that the major interchange hubs have also been significantly improved, including Bournemouth Interchange. The successful bidder should work in partnership with the Local Authorities and bus operators to manage, develop and actively promote a pilot mobility strategy based on the Hamworthy – Christchurch station boundaries;
Considerable potential for improved connectivity exists at station hubs throughout much of the South West.  For example, an improvement to intermodal transfer at Salisbury is proposed as an LEP scheme. It is suggested that the new franchisee assists in developing this scheme:
Car parking is at capacity, but owing to congested access and air quality issues, simply increasing car parking on-site is not favoured;
Reopening the north entrance to the station would facilitate access to the new University Technical College on nearby Wilton Road;
High-frequency bus services pass close to the station, but bus stops are basic with narrow with poor walkways to the station;
There is evidence of high use of bus for access to the station (in the region of 300 journeys per day inbound);
Despite its importance as a destination and the high share of journeys on foot to/from the city centre access to the station is in need of improvement;
Army rebasing will see large increases of population in the five Military Towns around Salisbury –Tidworth’s population alone is projected to grow by more than two thirds to over 35k by 2037. These urban expansions will rely on intermodal access at Salisbury, Grateley, Andover (all of which have a shortage of station car parking capacity) or the reinstatement of a passenger service on the Ludgershall branch, presently limited to military traffic.
· Facilitation door-to-door journeys depends on effective information availability (particularly about the current times of bus services, their routes and calling points, operators and fares – including forewarning of ‘exact fare’ requirements), the availability of suitable shelter at station bus-stops and possibly the reassurance of CCTV monitoring, adequate flagging of bus stops and suitable directional signage (both in terms of how to find a bus stop at a station and also in relation to route direction).  There also needs to be some assurance for passengers that connections between a late-running train and a ‘bus-branch’ service will be maintained within prescribed limits;
· Demand-responsive transport, such as shared taxis or minibuses, could mitigate lack of onward transport at stations serving more rural catchments, particularly in the evenings and on Sundays.  Local authorities in the South West are grappling with severe pressures on their revenue It was suggested to us that car-share provision could usefully be made available from the forecourts of larger stations, together with charging points for electric vehicles;
· We are surprised at the limited extent to which cycle hire is available at stations in the South West, particularly in tourist areas.  We consider that the development of station-based cycling facilities may be one of the potential ancillary uses for surplus station premises;
· A comprehensive programme of car-park enlargement is required at many stations in the South West. Many stations are railheads for large rural catchments, making adequate car parking essential.  Although the Transport Focus passenger satisfaction research suggested that West of England Line users were rather more satisfied with facilities for car parking at stations than was the case for the South West Trains franchise as a whole (at 66% satisfaction, 19% better than for the whole franchise) the franchise-wide response was almost certainly distorted by the very low satisfaction scores achieved in London (24%), the Metro area (35%) and the Reading/Windsor routes (41%).  The 66% achieved by the West of England Line is not a good score in absolute terms.  It almost certainly reflects the shortage of car parking capacity at key stations along the route such as Gillingham and Salisbury.  This is significant since any longer distance passenger who lacks confidence in being able to find a car parking space at their chosen station is likely to opt to make their journey by road.  Bidders should be required to specify their proposed solution to parking pressures, including working with local authorities on the provision of park and ride access.  We would expect such proposals to look at both the long and short term: the planned upgrade of the A303 trunk route will almost certainly lead to road congestion and delays over the years of the works.  It may be that a solution would involve the creation of a number of strategically placed parkway hubs;
· We consider that the new rail franchise could do much to enhance connectivity with airports in the South West and beyond.  There is clearly a requirement for easy access to Gatwick, making the importance of Clapham Junction as a connecting point suited to passengers with luggage particularly important.  TravelWatch SouthWest has received representations from Wiltshire passenger groups concerning the gaps in the stopping pattern of trains at Woking from the West of England Line: there is a clear demand for an adjustment to the stopping pattern of what is currently the 0514 off Yeovil Junction to permit an arrival at Woking that would connect with the 0720 departure of the RailAir bus to London Heathrow; there is currently a gap in Woking calls of more than one and a half hours;
· The franchise has a unique advantage at Southampton Airport Parkway with its proximity to the terminal buildings.  While Exeter Airport, with just 800,000 passengers annually, has only 40% of Southampton’s patronage levels, it too is an important regional asset: the potential benefit of a road shuttle link between the new station at Cranbrook and the Airport should be explored.  Bournemouth Airport, which currently handles slightly fewer passengers than Exeter, benefits from an hourly bus link with Bournemouth station.

14.  Fares and Ticketing 
a) What are your views on the availability of retail staff and the ability for passengers to have widespread access to ticket buying opportunities (e.g. through new and improved approaches such as smart ticketing, increased advance purchase ticketing or via mobile phones), adequate measures to ensure vulnerable passengers are not disadvantaged, and more effective customer service by both station and on-train staff?   
b) Do you have any evidence to support your views?  

It is clear from research that passengers value a staff presence at stations, whether to give advice, help PRMs, allow facilities like station lavatories to be available or just provide a reassuring presence that heightens passengers’ sense of security.  In 2008 Passenger Focus consulted on a proposal by South West Trains to reduce ticket office opening hours at 114 stations[endnoteRef:18].  It received thousands of concerned responses from which it concluded that ‘passengers had unanimously agreed that they wanted staff at the station for advice and assistance on ticket sales to make sure they’re getting the cheapest ticket’. The watchdog’s research found that passengers chose to use the station ticket office over the ticket vending machine for a number of reasons. These included passengers requiring advice from staff because their ticket is unavailable or because they found the fare structure difficult to understand, because queues at TVMs were too long or because of the passenger’s inability to use or their dislike of ticket machines. Passengers also believed staff to be important for security and to maintain facilities.  Although there is increasing use of on-line ticket purchasing the case for retaining staffed stations is still compelling.  [18:         Op. cit.  See end-note xiv
] 

 
15.  Smart ticketing 
a) What are your experiences of using smartcard technology within the franchise area to date?
b) To what extent do you believe that smartcard technology could be used to manage passenger demand and to create an integrated journey experience for passengers? 

We anticipate that a shift is underway from smartcard technology to the use of contactless payment cards (CPCs).  The latter will rely heavily on back office skills and should create increased opportunities for innovative ticketing products.  We look for a firm commitment to and timescale for the implementation of smartcards, cross-modal travel cards and transition to CPCs on South Western Railway Franchise services.  To provide an integrated journey experience ticketing that can be used with local bus services and other train operators is critical.

16.  Passenger Information  
a) Are there areas of improvement in customer information and engagement you would like to see before, during and after your journey?  

We welcome the opportunities created by the technologies associated with Androids and i-Phones to enhance the provision and extent of real time information to some passengers.  We have been impressed by the research findings on smart ticketing developed by Transport Focus, amongst others[endnoteRef:19], over the last two years. The information gathered represents a useful contribution to the sector’s understanding of both the opportunities inherent in new technologies and the information needs of passengers.  In particular, we note the finding that when things are going wrong passengers wish to know the likely impact of the disruption on their journey plans.  It is important that this information is available to passengers both over the air and, particularly given that not all passengers will have access to the necessary technology, through the ready availability of trained, competent staff who are no less well informed than the user of a mobile device.   [19:        See, for example All Ways Travelling: To develop and validate a European passenger transport information and booking system across transport modes, a  report prepared for DG MOVE, European Commission by a project consortium led by Amadeus, 2014: http://ec.europa.eu/transport/themes/its/studies/doc/20140812-july9thversion-awtfinalreport.pdf  The main Transport Focus work can be found at http://www.transportfocus.org.uk/research/smarter-travel 
] 


It should be noted that there is increasing evidence that, at times of disruption, in the absence of on board information from personnel or information points, many passengers increasingly turn to social networks for information.  As is evident from an increasingly frequent number of incidents, information gleaned this way can lead passengers to make potentially dangerous decisions, for example, causing them to evacuate a train innocently on to a live railway[endnoteRef:20].  During our consultations we were also reminded of the importance of letting prospective passengers know more clearly at the journey-planning stage about the availability of on-train catering and the level of service offered.  We were also reminded of the importance of at-seat catering provision for PRMs.  [20:        See, for example, the Rail Accident Investigation Branch report into a safety incident between Dock Junction and Kentish Town on 26th May 2011 when, after being stranded on a train for around three hours with little or no ‘official’ information, passengers forced the doors and alighted on to the track. https://www.gov.uk/government/.../120523_R072012_Kentish_Town.pdf 

























APPENDIX 1

PRINCIPAL RECOMMENDATIONS MEASURED AGAINST GOVERNMENT'S PROPOSED OBJECTIVES FOR FRANCHISE
 (To be read in conjunction with text)






APPENDIX 2

Infrastructure Enhancement Plan 
For the reasons set out in section 2b, above, TravelWatch SouthWest considers that train service enhancements are required (see section 5, in particular) to maximise the potential of this franchise and its contribution to developing the economic growth of the area.  These can only be realised if track and signalling and station projects are carried out. We therefore propose that, as in the recently awarded Northern and Trans-Pennine Franchises, the franchise specification should require the successful bidder to cooperate with Network Rail in the preparation and delivery of an infrastructure enhancement plan to which the Department for Transport, Network Rail and the new Franchisee would be committed.  An indicative list of projects that TravelWatch considers should be in this plan is set out below. 



Control	Project						Comments / Purpose 
Period 5                                                          
End 2018           Enhance signalling to                                          	 Facilitates extension of the  
                            provide protection for                                        	 enhanced Exeter - Barnstaple
                            turn-back trains at Cranbrook Station             	 planned in the GWR Direct Award                                                                                                         
                                                                                                             	 to Cranbrook.

End 2018           Revise the track and signalling at                     	 To facilitate the additional train
                            Exeter St David’s to provide full                        	 movements ensuing from the    
                            operation between platforms 2 and 3            	 timetable enhancements in the 
                            at Exeter Central and 1 and 3 at St David’s    	 GWR DA plus the additional 
                            and splitting of platform 3 at St David’s to      	 trains to Cranbrook and to 
                            allow occupation by 2 trains and                      	 Axminster in the future.
                            departure in opposite directions. 

By 2019              Re-open the northern entrance to Salisbury        	 To link the station to the new
                            Station                                                                            University Technical College and                 
                                                                                                                     provide easier access for local
                                                                                                                     residents. LA & LEP funding.

By 2019              Revise the platforms at Salisbury Station               To remove the blocking of the 
                            providing a direct line from the train depot            main lines west of the Station by 
                            Into the platforms                                                        movements to and from the depot.
   
By 2019                Agree the final scheme of works advised              To be ready to carry out projects in
                               by Network Rail’s Castle Cary – Exeter Study.      the first 2 years of CP6 to provide 
                               Prepare implementation plan and develop          line capacity and resilience for 2 
                               the projects to Grip 4                                                trains per hour Exeter - Axminster
                                                                                                                     and 2 trains per hour diverted                          
                                                                                                                     from the GW route each way.

 By 2019                Extend Gillingham station car park                        This station serves a large    
                                                                                                                     catchment and has one of the                        
                                                                                                                     highest passenger totals on the     
                                                                                                                     line west of Salisbury.               

2018/9                     Traction power supply regularisation                 Raise line speeds and increase                       
                                  Dorchester South-Moreton                                  route flexibility and reliability.                                                                                                                                        



CP6                          

2019 - 2021          Build dynamic loops                                       Projects identified in the
                               just east of Whimple and                              Castle Cary – Exeter Study                                                                 
                               just east of Crewkerne Stations                   (see above).

2020                         Woking Flyover                                                       Unlock main line capacity, improve      
                                                                                                                     reliability Weymouth & WoE Line. 

2020                      Resilience work to safeguard the                  Identified in the Castle Cary -
                               line between Yeovil – Exeter from                Exeter Study (see above).
                               flooding and landslips 

2020                      Extend Tisbury loop eastwards                     To speed up the service and 
                               as dynamic loop                                               allow full day 30 min service 
                               						 Waterloo – Yeovil.

2021                      Add lifts to the footbridge at                         The increased service between
                               Honiton station for disabled access             Exeter and Axminster will entail
                               to both platforms                                             trains calling at both platforms 
                                                                                                            all day. 

2021                      Build new station at Cranbrook                    To provide for the expanding           
                               East and new bridge to replace                    Cranbrook to 20,000 population
                               Crannaford Level Crossing                             and remove crossing to assist
                                                                                                           the new station. Funding from 
                                                                                                           LAs, Developers & Growth Point.

2021                      Build car park at Pinhoe station                   Required to accommodate
Demand-driven by new housing      and improved train services.
                                                                                                          LA and LEP funded.

2022                     Build new station at Wilton on                     To provide rail P&R for Salisbury;                                       
                              Westbury line                                                   Railhead for Stonehenge bus link.                                                                                                     .                                                                                                         LA & LEP Funded.


2022                    Electrification Basingstoke –                           Will allow conversion of the 
                             Salisbury station and Wilton                           Waterloo – Salisbury service to
                             Station as part of Electric Spine                     dual voltage emu operation 
                             diversionary route.                                           and cascade of dmu fleet.                  
                                                                                                        
2022                   Re-instate platform at Westbury                    Facilitates development of Trans-
                                                                                                          Wilts services. 
                                                                                                        
2024                    Yeovil Junction Hub /                                       Improved connectivity between 
                             Interchange - Waterloo line                           West Country and South Coast
                             and Weymouth –Westbury line                     and East Devon with Wiltshire.  
             

CP7

2025                   Upgrade the Andover – Ludgershall              LEP and MoD funded as part of re - 
                            Line for passenger service and                        basing troops back to England at 
                            electrification                                                      Ludgershall and Tidworth. 

2026                   Basingstoke grade separation                          Improve reliability of West of
                                                                                                           England and Weymouth services.
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] 


Examples of best practice with inter-modal information include Bristol Temple Meads and Reading.  Both stations are managed by Network Rail.  There are screens in the station foyer showing the next 10 or so buses departing from nearby bus stops.  Reading Buses has installed screens inside its buses which display departure times (including any lateness or cancellations) for the next 10 or so trains from Reading as the bus nears the station.

17.  Service quality 
a)  What areas of customer service within your end-to-end journey would you expect to see monitored and reported on to improve the service quality for passengers?  

The prime measure of operational performance should be passenger satisfaction.  We strongly recommend that this should be provided within the scope of the National Rail Passenger Survey and with sufficient granularity to identify route-by-route performance etc.

18.  Passenger compensation 
a) Please provide details of your experience with the current delay repay passenger compensation arrangements, and suggestions for how this might be modified in the new franchise to make compensation more transparent and convenient for passengers. 

As far as possible, payment of passenger compensation should be automated when owed.  We see developments such as CPCs furthering this. A number of stakeholder groups have made the point that passenger-facing train staff should be equipped with adequate supplies of claim forms for distribution to passengers at times of serious disruption and that they should also be encouraged to draw passengers’ attention to the possibility of compensation at such times.  We received the further suggestion that compensation should be made when advertised services, such as on-board catering, were not available.

19.  Security and Safety 
a) Do you have any proposals to improve security and safety at stations and on trains that you would like us to consider?  
b) Please provide details of the stations(s) and/or train(s) where appropriate that have informed your comments, and provide supporting information where available. 
 
There is a general view that passengers are reassured by the sight of staff on stations and trains together with widespread support for the way in which British Transport Police discharge their duties.  The deterrent vale of CCTV is generally acknowledged.  It has been suggested to TravelWatch SouthWest that, with the widespread availability of CCTV, the franchise specification should require the franchisee to prove that its CCTV systems are working effectively.  
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