Meet the Manager 

30th June 2011
The 05.03 train ex Shoeburyness needs to be lengthened as more people are boarding the train?
There is currently no 05.03 x Shoeburyness – there’s a 04.59 (via Laindon) or 05.13 (via Rainham)

04.59 is a 4 carriage train; and has sufficient seats for everyone, until the service reaches Upminster, after which, around 30 passengers stand.  The train is back to within seated capacity upon departure from West Ham, from where there are 252 passengers on board – for a 292 seater train.  We will continue to review passenger numbers on board the service.

The 05.13 from Shoeburyness (via Rainham) is already an 8 carriage train.

Annual Tickets, problems with tickets always needing encode exchanges
Season tickets may require an encode exchange in order to replace the magnetic strip on the back of the season ticket. We advise customers not to place their season tickets near their mobile phones or their company identification/door passes as these are two examples of what can remove the memory encoded in the magnetic strip. 
Between 07.45 – 0800 leaving Benfleet it is very busy and you can never get a seat.
We are aware that during this particular time those services are extremely busy from Benfleet.  We have monitored the services running from Benfleet and customers are advised to catch the 07.24 from Shoeburyness (i.e. 7.46 from Benfleet), this train is 12 carriages in length and arrives at Benfleet with significant numbers of spare seating capacity and follows shortly after the 07.42 (which is busy)
The 18.36 x Fenchurch Street is an 8 carriage train, but the first train that customers can use with bicycles is 18.51 and this train is only a four carriage train do we know why?
We currently have an 18.33 or 18.40 services from Fenchurch Street along with the 18.51 which is the first train bicycles are permitted on. The length of our trains are linked with maximising customer seated and standing capacity on targeted services and is not linked to the number of bicycles carried.

The toilets on the train are disgusting and the cleaners are not cleaning them they are just signing the sheets to say that they are.

The toilets onboard our services are checked prior to our trains leaving the depot and again at Fenchurch Street. Unfortunately we do experience occasions when the toilets are left in a mess during the journey, this is however rectified at Fenchurch Street where we have turnaround cleaners present.
There is not enough security on the route, too many incidents go unpunished

We have rostered security staff across stations and late night services from Fenchurch Street.  In addition to this we have also rostered c2c’s Revenue Protection department to cover the c2c network across different stations and different times of the day and days of the week.
Could we extend off peak trains to 8 carriages during the half term holiday?

Unfortunately we would not be able to extend all services to 8 carriages during the half term holidays, doing so would have considerable consequences for the upkeep and maintenance of the fleet, which takes place based on there being a number of trains stabled at depots during the off-peak.

However, wherever it is operationally possible, the 0905 from Shoeburyness will be 8 carriages during the school holidays.

Peak trains between Upminster and Barking are less frequent than in the off peak? Up to 20 minutes late, why?
We currently have a 15 minute gap between peak trains from Upminster to Barking, (07.17 - 07.32, 08.18 - 08.33). We currently run at least as many peak hour departures from Upminster to Barking as there are during the off-peak (6 per hour)

The passenger flow from Upminster to Barking is supplemented by London Underground’s District Line, which operates every 3 – 7 minutes.

The 07.36 x Pitsea used to be a 12 carriage train and is now 8 carriages, why?
The length of this train was reduced some two and half years ago in order to facilitate the corrosion repair and re-paint programme which is now complete. The deployment of the carriages was reviewed ahead of the May 2011 timetable, which saw some extra capacity provided on the Tilbury route and particularly on the Ockendon branch where frequency is restricted by the single line – and so the only option remaining is to provide extra length in carriages.
Tickets at Rainham customers are very annoyed at others just walking over the bridge & exiting the station unchecked on the other side

Thank you for your feedback this information has been passed onto our Revenue Protection & Security Manager and appropriate action will be taken.
Compliments to the staff at Shoeburyness ticket office Pam and Neville for a brilliant service they are always happy to help.

Thank you for your feedback this praise has been forwarded onto Pam & Neville and their Line Manager

When services leave Shoeburyness a whistle is blown to indicate the train is ready to leave, this is a good reminder for customers can this not be done on all services?
Unfortunately this can not be done on all services other then a 12 carriage train. We have on board Train Captains on every 12 carriage train which is why a whistle is often blow prior to those services leaving Shoeburyness station. All other services do not have Train Captains on board as we are a driver only operation.

Cold trains in the winter, and no air conditioning working in the summer why?
We have experienced several carriages that have had reduced air conditioning available. This problem has now been rectified and those carriages are now back in service.

Why don’t we have all the calling points on the PIS screen, this would help people travelling who don’t know the route?

Unfortunately we are unable to input the full calling pattern of every train this is due to mandatory announcements which we have to ensure we make. Due to the short distance between stations this would not help customers as it would announce calling stations that have already been called at. We ensure that train calling patterns are listed on our Customer Information Screens at the station.

Quite carriage often peoples noisy I phones are a disturbance can you not stop people using them?
We carried out a series of Quiet Zone exercises last year whereby we have re enforced the Quiet Zone carriages. 

We continue to monitor the Quiet Zone carriages daily during both the morning/evening peaks.

Why is a postcode required when buying a monthly ticket?
Upon purchasing a monthly or yearly season ticket we require your postcode in order to register your details on our customer database, these details include name and address and post code and full details of the ticket you have purchased. This information would be needed should a duplicate ticket be required or should you require a change to your ticket due to travel patterns changing.

Why is the lift at Leigh on Sea closed 30 minutes prior to the station closing?
The Leigh on Sea staff have now been briefed that the lifts are not be closed 30 minutes prior to the station closing. Should you experience any further inconvenience please do not hesitate to contact us.
