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Thameslink route

� Service October to January simply not good 
enough – driver action, winter weather impact

� Worked hard to improve services

� Plus investment plans in key areas



£10million investment

Spread between:

� Improvements to Customer Information Systems

� Enhanced maintenance regime for class 319 
trains e.g. door mechanisms, heating elements

� Ticket barriers at Leagrave, Harpenden, West 
Hampstead, Finsbury Park – improved security, 
reduced fare evasion

� Increased discount and refund scheme



Improved customer information
More on all of this later

� Upgrades to infrastructure and software behind 
Customer Information Screens – by end of year 
with priority to Thameslink route

� New FCC website by end of July 
(involving key stakeholders in design)

� 260 PDAs gives frontline staff real-time 
information 



Increased fleet reliability
� Class 377:

– Full fleet finally available on 18 January (over 300 days late)
– Poor reliability addressed through travelling fitters and 

reliability improvement programme for June 2010

� Deferred class 319 C6 / traction reliability 
improvements re-commenced Aug 2009 for 
completion on schedule (May 2010)

� 319 door fault investment in new diagnostics 
equipment to aid early identification of train faults

� Repaired snow damaged 319 traction motors
– Initially 36 damaged motors, affecting 19 units
– Repairs completed by 10 February



Investment in you and our people

� Customer and stakeholder engagement
– Regular Meet the Manager events
– Passenger Panel (under consideration)
– Honest communication

� ‘Your Voice’ staff survey
– Action plans by department to affect change
– Do what we say we will do



Driver recruitment

� Working to become much less reliant on rest day 
and overtime work

� On TL 7 fresh recruits in training now and 
8 more from Monday next week

� On TL 34 more qualified drivers (10 in training 
now + 24 to follow)



Driver recruitment

� GN route – 18 more trainees

� Takes into account numbers expected to 
retire/leave/sickness

� Plus: 15 more for Thameslink Programme
14 more for GN ‘More Seats for You’



Performance update



Performance – all FCC

89.39% of trains 
arrived on time last 

financial year

� PPM for 09-10 full year was 89.39% against a target of 91.65%.

� Fleet and Infrastructure and problems affected TL performance.
� Infrastructure problems have affected GN performance. 

First Capital Connect PPM Comparison
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All FCC – full year to 31 March 2010



Performance – TL route

� PPM MAA was 86.54% against a target of 89.69%.

� PPM MAA is 2.42% lower than at the same time last year. 

Thameslink PPM Comparison
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Performance – GN route

92.96% of trains 
of trains arrived on 

time last 
financial year

� PPM for 09/10 year 92.96% compared to 93.62% last year.

� GN PPM MAA was 92.96% against target of 93.62%.
� PPM MAA was below target, and hampered by snow in periods 10 and 11.

Great Northern PPM Comparison
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Engineering performance

GN Route

TL Route
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Midlife EMU Unit Miles P13 MP5MD MAA
South West Trains Class 455 590,134 34,714 29,660
First Capital Connect Class 365 467,864 27,521 27,852
Southern Class 455/8 227,056 28,382 23,012
NXEA Class 321 507,727 24,177 22,729
First Capital Connect Class 321 36,772 36,772 22,624
Southern Class 456 98,660 19,732 19,225
NXEA Class 317/7&8 212,814 21,281 18,465
First Scotrail Class 320 90,352 8,214 15,777
Northern Class 323 122,153 13,573 15,072
Southeastern Class 465/1 255,855 11,630 13,670
NXEA Class 317/6 199,534 13,302 13,607
Southeastern Class 466 200,091 11,770 12,857
NXEA Class 315 317,340 10,237 12,855
Southeastern Class 465/9 206,570 13,771 12,791
First Scotrail Class 318 133,244 26,649 12,759
London Midland Class 323 179,417 14,951 12,755
First Capital Connect Class 313 230,744 9,614 12,652
First Capital Connect Class 319 781,235 13,021 12,634
Southeastern Class 465/0 271,812 12,943 11,663
First Scotrail Class 322 24,891 12,446 11,513
First Capital Connect Class 317/1 78,868 13,145 10,843
Southeastern Class 465/2 80,574 20,144 10,441
NXEA Class 317/5 109,897 10,990 10,090
Southern Class 442 77,840 19,460 9,499
London Overground Class 313 46,367 46,367 9,247
Merseyrail Class 507 153,142 6,126 9,051
Merseyrail Class 508 140,132 10,009 8,449
Northern Class 321 19,960 6,653 6,965
First Scotrail Class 314 54,100 3,607 5,663
Average 14,605 14,527



Customer service update



Customer Information Update

� CIS replacement software tender progressing

� Will create one system for all FCC
� More accurate information

� Fewer late notice platform alterations 
� Easier to manage during disruption

� Driver announcements: good practices 
being developed and encouraged



Customer information update

� Problem – how to get real-time information to 
our ticket inspectors, gate line and platform 
staff?

� Solution – Blackberry smart phones with 
internet access. 

� 260 devices by June 2010. 133 already issued 
to most ticket inspectors as well as gate line 
staff at W Hampstead 

� This week: Blackfriars, St Albans, Luton Airport 
Parkway, Elephant & Castle



Customer information update

� Blackberry gives access to:

• National Rail Enquiry staff services and 
other real-time information systems

• Emails sent from control 

• Company information

� www.firstcapitalconnect to be overhauled:

– more user friendly

– disruption updates clearer, more informative

– will involve key stakeholders in design 



Major projects update



Thameslink Programme Update

� All 23 new Electrostars delivered
� Another 2,400 seats in Dec 09 timetable
� 5,000 now year on year

� Number of short 4-car peak trains halved



TLP infrastructure progress

� Blackfriars: Over 400 people working on site; 
strengthening; riveting (37,000 replaced in all)! 

� Blackfriars: Rebuilding east side of bridge; closed 
20 Nov-16 Jan with trains running through



Blackfriars – 50,000 man hours a week



Farringdon; northern route

� Farringdon – new roof; ticket hall started
� New stations – West Hampstead; Bedford



City Thameslink

� £4.5m upgrade
� Platforms brought into 

use for 12-car
� Brighter, more secure
� More seats
� Lifts improved
� New ticket gate (Ludgate

entrance)



Platform extensions

� Completed Mill Hill Broadway, Luton Airport 
Parkway

� Building at Leagrave, Luton, Harpenden, 
West Hampstead, St Albans

� Flitwick – all 4 platforms, starting mid 2011
� Bedford – part of station redesign



Weekend and night-time closures

� Work area extends to Kentish Town with new 
timetable

� Overnight and Saturday Bedford and Flitwick 
services will use the EMT high-level platforms 
(1-4) at St Pancras International



Keeping passengers informed



December 2011 – initial 12-car trains

� Three four-carriage Electrostars allocated to 
FCC as part of Southern’s franchise 

� Expected eight services per day (three 
southbound and one northbound in the 
morning and vice versa in the evening)

� Approx 1,900 extra seats



From 2014 – new trains

� Fixed length

� Two designs
� Lightweight

� Walk-through
� 2+2 seating

� Different customer 
needs

� Cutting-edge 
information systems



From December 2016

� New fleet complete; many more 12-cars

� Up to 24 trains per hour in central London
� Great Northern route linked to TL

� New cross-
London 
destinations

� London Bridge
rebuilt



Other, non-TLP work

� Kentish Town – new night-time entrance
� Elstree & Borehamwood – new interchange
� Gatelines for Leagrave, Harpenden, West 

Hampstead
� Luton Airport Parkway – new entrance (gated) 

for far side of station
� Mill Hill – better lighting in the undercroft
� Luton station – redevelopment expected



Any Questions


