Meet the Manager @ Fenchurch street station September 2011
	CUSTOMER COMMENTS

	OUR RESPONSE

	December 2011 Timetable changes

	General question on how the timetable change will affect customers commute.
	Our December 2011 timetable is now available in hard copy at our stations and also on-line at our c2c rail website.

	Do we still have plans to increase stops at West Ham?
	Yes, the timetable change in December will see more of our peak trains stopping at West Ham.


	Mainline services Chalkwell; Leigh; Benfleet; Pitsea and Basildon

	0700 ex Chalkwell is standing room only as its only 8 car – it needs to be 12 cars?
	We are aware that our mainline services are getting busier. The 0700 ex Chalkwell averages 422 passengers and the 0708 ex Benfleet is one our most popular trains.
Our entire fleet is fully deployed throughout the morning peak and we make every effort to ensure that each train formation matches the number of passengers using each service.

However, at the moment there are no alternative services which could be reduced to allow us to provide more 12 car services. 


	0703 ex Leigh on Sea told last Nov that it would become a 12 car but this has not happened - why? 
	

	0708 ex Benfleet is 8 car and leaves about 150 passengers behind - so why not make it 12 car and fewer stops between Shoeburyness and Benfleet to ease congestion. 


	

	0715 ex Benfleet is 8 coaches why not 12 to minimise over-crowding
	

	Benfleet/Pitsea services between 0742 - 0812 are standing room only.
	

	0757 ex Benfleet is over crowded and hardly ever gets a seat.
	

	Usually the 0805 ex Pitsea which is also crowded as only 8 car - why not 12 cars?
	

	0703/0734 no seats; there are no seats on the 0715 & 0724 ex Basildon 
	

	There is usually only standing room available from either Upminister or Laindon. Is it possible to alter the timetable not to stop at Upminster to relieve the already congested trains?


	Fast trains are popular and we try to allocate formations according to demand.

There are significant numbers of customers who get on at Upminster and it would therefore not be appropriate to reduce these services. 



	Tilbury Loop services

	0632 from Chafford Hundred is quite packed as a 4 car - why not 8 car;

0635 EX East Tilbury 4 car train is over crowded, when is it going to be 8 cars?
Unable to get a seat to or from Upminster

The 0827 ex Rainham is only 4 coaches but 8 are needed.

Request for more trains to Chafford between 1703 -1732 and for 12 car trains?


	The 0632 departing Chafford Hundred has an average of 266 passengers and 337 from Upminster, where alternative services are available 4 mins in advance and just 5 mins behind. 
There will be an additional departure from Chafford at 0615 for Upminster from December which should give more options to get a seat.

Our entire fleet is used throughout the morning peak and it is not possible to run more services or additional 8 or 12 car formations.

We have extended our platforms on the Tilbury Loop for 12 car lengths. This will allow us to run trains in 12 car formations if we get more trains. However this is unlikely during our current franchise term.

	Late night services

	Over crowding late at night on a one-off journey last Friday 2340 ex Fenchurch street - there were no seats and standing all the way - why not provide more coaches?
	The demand for our late night services fluctuates considerably during evenings. The 2200 averages less than 200 passengers. 
Some standing does occur but the stopping pattern means that seats usually become available from Barking and Upminster.

We will continue to review late night service demand. 

	2200 ex Fenchurch str train is normally 4 cars but why not 8 as it is well patronised.


	

	West Ham match days

	West Ham football - trains are 4 carriages. Need to be strengthened to 8 cars during match days.


	We strengthen 3 post match services to 8 coaches as the demand is greatest at this stage but the pre match demand is spread over a much wider period.  

Standing does occur on a number of services between Upminster and Barking but not normally east of Upminster. 

	Information
	

	Passenger received our email just before leaving his office that we had disruption but that was not the case when he arrived at Fenchurch street. 
	

	Why can’t we have destination information of our stopping patterns announced before the train departs each station? 
	We are pleased to announce that we are aiming to introduce station stopping pattern announcements with our new timetable in December.

	Lack of communication during disruption on trains;
	We are developing our train communication systems and this should improve our drivers’ ability to give better and regular information during your journey especially if there is disruption. 

	General comments
	

	We received feedback several comments on the quiet zone. 
	Our quiet zone is a self policing environment. However in addition we have provided visible signs and we make regular announcements to reinforce the message asking passengers to minimise any noise that could cause a nuisance.

	We received feedback on air-conditioning and heating on our trains. 
	Our engineers carried out a maintenance programme to fix all faulty air-conditions and heating on our trains during the Summer period. 

	Cycles on trains
	

	The first evening peak train available for bicycles is the 1845 but the prior train at 1840 has spare capacity. Can we review the start and finish times.
	We are reviewing our cycle policy in the new year.

	No bicycles allowed on 1830 to Grays but it is half empty and the next train, the 1854 which does allow bikes is only 4 cars and is packed.
	

	Why are bikes on trains before 7 o’clock in the morning and not made to stay in the allocated space for bikes? 

Why are bicycles on peak services especially when they are not fold-ups;
	We only allow non-folding bikes on our peak trains. We aim to prevent passengers with non folding bicycles to board trains during the morning peak trains. 



	Tickets; ticket gates and fare evasion
	

	Green arrow on ticket gates sometimes doesn't work with the tickets (causes queues); could we place notice on gate to let customers know when a gate is not working.
	We are looking to use a notice cover for the Oyster touchpad and also an "out of order” flag that is visible above head height. 

These improvements should be in place early in 2012.

	Fare evasion was reported at a number of our stations (Shoeburyness, Thorpe Bay, Westcliff, Grays and Rainham) for example - young lads evading fares by climbing over the station fence.
	We are aware of fare evasion at some of our stations and our Revenue Protection team continue to carry out intelligence led exercises to apprehend fare evaders. 

We are also reviewing the adequacy of fencing at some of our stations with network Rail

	Maintenance of our Main Exit barriers at Fenchurch street and use of paper tickets to exit the station. 

Problem is lots of passengers trying to exit station and too few taking tickets and most are for Oyster cards
	We are aware that the magnetic strip on our tickets occasionally fails and the congestion caused at ticket barriers during the morning rush hours.

We recommend that customers replace faulty tickets at our ticket offices as soon as possible. Using your ticket through the barriers gives you quicker entry and exit from the station than having to wait for our gateline staff to check your tickets. 

Along with other train operators we are continuing to look for an improved type of ticket.

	Enquiry about making Smart tickets more widely available. 

Also concern at the queue lengths at Laindon station and the ticket office not always opened at 0645? 
	Smart tickets are the future of ticketing. Our ability to introduce smart tickets on c2c is reliant on an ongoing wider rail industry approach. 

Laindon ticket office is not normally closed at that time of the morning. 

We carried out a recent investigation to look at the staffing and level of ticket issues at the station and are currently looking into how we can reduce queuing times.
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