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It’s getting better (official)  
 

 
 
The NPS also highlighted areas where passengers were not happy. Particularly regarding the availability of 
staff on trains. If you would like a copy of the survey results, they are available on the Passenger Focus 
website www.passengerfocus.org.uk

The results of the latest National Passenger Satisfaction Survey (NPS) from 
July to September 2006 are now available. The NPS was established in 1996 
and, under the auspices of rail users watchdog, Passenger Focus, carries out 
independent research amongst passengers to get their views on train 
company performance across all areas of their operations.  
 
For Southeastern it’s encouraging news. All benchmarks have been achieved
and the percentage of passengers feeing we are doing an excellent good job
on both trains and stations has increased since the beginning of the year and
is now above 10% for both stations and trains. Overall, more than three
quarters of our customers feel we are either trying our best or doing a good 
job – a marked improvement from a few years ago.  However, these results
are certainly not cause for Southeastern to become complacent as we are
aware there’s still a long way to go to improve.  

 

Why have fares gone up? 
 
 
 
 
 
 
 
 
 

Quite understandably, we have received many enquiries about the
forthcoming fare increase in January 2007 as no one likes to see prices
increase. We outlined the reasons for the regulated fare increase to our
stakeholders earlier this year, but it may help you to deal with questions if 
we explained the reasons for the increase in more detail. 

The average figure of 6.3% is based on a Department for Transport (DfT) formula of RPI + 3%. This increase 
was in the franchise bid document prepared by the Department for Transport, so irrespective of which 
company had won the franchise, this would be the level of increase faced by Southeastern passengers from 
January next year. As you may know, the bid was predicated on declining government subsidy with the aim 
of the successful bidder becoming a paying franchisee by the end of the franchise period.  Please note that 
this is the average: some fares will go up by less than 6.3% but some will go up by more and this generally 
applies to stations enjoying the more frequent, and faster services to London.  
 
It is worth pointing out that previous Government-imposed fare regimes held fares lower than inflation for 
several years in the past, and this has resulted in some fares to London being lower now than on 
privatisation in 1995. This is because before Government changed its fares regulation policy in 2003, rises 
on regulated fares (which include season tickets) were limited to RPI – 1%, plus a further adjustment of plus  
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Cont’d… 
 
or minus 2% depending on train performance. For the Southeastern network poor performance under 
previous franchisees, usually meant that this worked out as RPI – 3% overall.  
 
Finally, the DfT has stated that passengers will pay more towards the cost of rail travel and make a bigger 
contribution to the cost of funding improvements than other taxpayers, or in other words, fare increases will 
form a bigger part in funding enhancements than direct subsidy. This may be unpopular with rail users, but it 
is Government policy and we and other train operators have to work within it.   
 
In the last few years there have been improvements in services, with new trains, a better station environment 
and a much more punctual and reliable service. We are committed to delivering even bigger improvements 
with further upgrades of the existing network, but this requires substantial investment that needs to be paid 
for.  
 
Since Govia took over on 1 April performance is beginning to improve, complaints are down, we are investing 
in new trains, upgrading stations, improving information systems and the trend is in the right direction. 
However, we know there is still a lot to do, no one likes paying more and it's up to us to demonstrate that 
passengers are getting value for money.  

 
 

Railway Enforcement Officers 12 months on    
  

 

This month marks the first anniversary of 
Southeastern’s Railway Enforcement Officer
scheme and officers were re-accredited in a 
ceremony at Hayes station on 13 December by the 
BTP Chief Constable, Ian Johnston. 
 
The REOs enforce the Railway Bylaws and act as a
reassuring uniformed presence on the network.
Their role is to curb the type of anti-social behaviour 
that can spoil the journey for our passengers and  

deter people from using the railway, such as drunken and rowdy behavior, smoking in unauthorised areas 
and generally behaving in an intimidating manner. The REOs are accredited by the British Transport Police 
and while they do not have powers of arrest they have authority to issue penalty fares, confiscate alcohol and 
eject passengers from stations and trains. In the last 12 months the REOs have intervened in over 30,000 
incidents and have made a real difference to security and more importantly, passenger assurance on our 
network. 

 
 

More trains 
 

Our new timetable came into effect on 11 December 2006. Routes from Ashford to London have seen 
additional services arriving in London on the shoulders of the early morning peak. And after 19.00 we are 
also laying on additional trains on both metro and mainline routes via London Bridge from Mondays to 
Fridays to deal with overcrowding. For Hastings line passengers its also good news with more frequent 
services from Charing Cross via Tunbridge Wells and two trains per hour on Sundays for most of the day. 
The small number of late night and early morning trains previously withdrawn from the timetable to give 
Network rail more time to do engineering work have now been re-instated. 
 
These changes are the result of our consultation process and part of our franchise commitment to provide 
additional services.  

 



 

 

 

 
 
Graffiti vandals jailed  
 
19-year-old James Lyons, of Downham has been jailed for 12 months and given a five year Anti Social 
Behavior Order after being found guilty of causing tens of thousands of pounds worth of damage during a 
graffiti spree across the Southeastern network. Lyons was already in breach of a 12-month supervision 
order and a three-year ASBO for a string of criminal damage and graffiti offences incidents across the 
southeast.  
 
Its been said before but its worth repeating. Graffiti is not ‘art’ its crime. The money used on removing it 
would be better spent on improving services and it creates an unpleasant and intimidating environment 
for our passengers.  
 
 
Car Park Mark 

 
 
 
 
 
 
 
 

 

The Safer Parking Scheme has awarded Southeastern its first park
mark award for Sevenoaks station car park. The awards are only
given if it can be demonstrated that there are measures in place to
deter and reduce crime. As a result of our investment programme at
Sevenoaks there are regular patrols, CCTV and enhanced lighting.
We are working to ensure that more of our car parks achieve the
coveted award. 

Seasons Greetings 
 
Instead of sending Christmas cards this year, we will be making a donation to the Railway Children, a 
charity that helps runaway and abandoned young people who congregate in and around stations in Britain 
and across the world. Full details about the work of this very worthwhile organisation can be found on its 
website www.railwaychildren.org.uk
 
A Merry Christmas and a Happy New Year to you all and we look forward to meeting many of you as 
possible you next year. Please click here to view our Christmas message 
http://www.southeasternrailway.co.uk/main.php?page_id=374  
 
 
Is my train on time? 

 
Results for Period 8 
 
Here are the performance figures for the last four weeks. Unfortunately it’s clear that the autumnal 
seasonal weather has caused problems with performance, particularly in our Metro area, and we 
apologise to our passengers. The prime cause has been slippery rail conditions caused by the recent 
combination of leaf fall and wet weather. For safety reasons, drivers have to reduce speed, which 
disrupts the timetable and causes delay and inconvenience to our passengers. While the rail industry’s 
response to poor driving conditions has improved over the years, there is still a lot more work to be done.    

 
Mainlines Target Performance on 

average this 
period 

Performance on 
average over past 
year 

Threshold for 
season ticket 
discounts 

Train service 
punctuality 
(percentage of 
peak hour trains 
arriving within 
five minutes of 

 
 
85.0% 

 
 
90.6% 

 
 
90.5% 

 
 
82.0% 
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their advertised 
arrival time) 
Train service 
reliability 
(percentage of 
the advertised 
train service 
actually 
operated) 

 
 
99.0% 

 
 
99.7% 

 
 
99.4% 

 
 
98.0% 

Metro Target Performance on 
average this 
period 

Performance on 
average over past 
year 

Threshold for 
season ticket 
discounts 

Train service 
punctuality 
(percentage of 
peak hour trains 
arriving within 
five minutes of 
their advertised 
arrival time) 

 
 
89.5% 

 
 
83.7% 

 
 
87.4% 

 
 
86.5% 

Train service 
reliability 
(percentage of 
the advertised 
train service 
actually 
operated) 

 
 
99.0% 

 
 
99.0% 

 
 
99.2% 

 
 
98.0% 
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