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Caroline Pidgeon MBE AM 
Chair of the Transport Committee 
London Assembly  
City Hall 
The Queen’s Walk 
London   SE1 2AA 

Rupert Walker 
Strategy and Planning Director 
Network Rail  
James Forbes House 
27 Great Suffolk Street 
London   SE1 0NS 

28 February 2019 

Dear Caroline, 

Broken Rails report 

Further to Andrew Haines’ letter to you in December I would like to provide Network Rail’s 
response to your report “Broken Rails: a rail service fit for passengers”. 

We welcome the report’s focus on delivering real change for passengers and recognise that 
we can do more to deliver a better and more joined up railway. 

Central to this will be the recently announced changes to Network Rail to make sure it is 
unequivocally on the side of passengers and set up to drive better performance by putting 
railway users’ needs at the heart of all our thinking. 

During the next control period, starting in April, we will be significantly investing in operations, 
maintenance and renewals to improve train service reliability and performance. 

This follows a series of major infrastructure upgrades across London, for example 
Thameslink and Waterloo, to allow longer trains and more frequent services. We are also 
developing the cases for further upgrades to benefit passengers in London, including on the 
Brighton Main Line, at Woking and at south London stations suffering from overcrowding. 

Greater collaboration between Network Rail and Transport for London is also essential to 
improving the service passengers in London experience. 

To build this partnership and improve the way Network Rail works in London we have 
commenced the following initiatives: 

• Developing a joint London rail strategy with Transport for London, as recommended
in your report

• Establishing a London strategy team within Network Rail to coordinate cross-London
rail strategy with the local route teams

• Discussing with stakeholders the merits of setting up a London strategic forum for rail.
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This approach will help us to jointly identify and build the case to address important issues 
for London rail, such as accessibility and overcrowding at stations. 
 
If you would like to meet in person to discuss our response in more detail, please don’t 
hesitate to get in touch. I would be happy to update the Transport Committee on progress 
later in the year.  
 
Yours sincerely,  
 
 

 
 
 
Rupert Walker 
Strategy and Planning Director (South) 
 
 
cc  Jonathan Fox, TfL  
 
Attached: Appendix - Network Rail’s response to the Greater London Assembly Transport 
Committee’s report “Broken Rails: a rail service fit for passengers”. 
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Appendix – Network Rail’s response to the GLA Transport Committee’s report 
“Broken Rails: a rail service fit for passengers” 
 
Response to Recommendations 1-6 
 

Recommendation 1 - Effective small-scale 
interventions  
Network Rail needs to deliver a plan to 
enable more frequent and longer trains to run 
on existing infrastructure across London, 
using a series of strategic, targeted 
upgrades. The Mayor and TfL need to press 
the Department for Transport and Network 
Rail to deliver these priority projects urgently.  

• Network Rail’s focus for the next five years is 
improving train service performance by 
making changes to put passengers first and a 
significant investment in operations, 
maintenance and renewals during Control 
Period 6 (CP6).  

• It follows major upgrades across London 
during the current control period to enable 
more frequent services and longer trains 

• For example, improvements at London Bridge 
and Waterloo have enabled significant 
increases in the number of passengers 
getting seats. Passengers are now benefiting 
from bigger and better stations with new 
platforms for more trains and better 
connections. 

• The Thameslink Programme and other CP5 
investment has increased capacity and 
connectivity through central London and 
beyond. Full deployment of the class 700 fleet 
and expected new metro area rolling stock 
through the upcoming Southeastern franchise 
award will complete a step change in 
capacity. 

• Network Rail is developing further proposals 
to unblock bottlenecks at East Croydon, 
Woking and at several congested junctions on 
the West and South London Lines. Currently 
at business case stage, these projects will 
allow both longer trains and more frequent 
services. We welcome support for our funding 
applications as these cases are developed 
over the coming years.  

• Through partnerships with the private sector 
we aim to transform the passenger 
experience and address severe overcrowding 
at London Victoria, Clapham Junction and 
Liverpool Street. 

• We recognise that although we have a 
number of planned upgrades and projects 
which will bring benefits to passengers and 
freight users across London we recognise that 
these could be better expressed in a single 
London plan and are establishing a team to 
do this. We will continue to work with the DfT, 
TfL and train operators to review the optimum 
allocation of capacity as the market for 
services into and around London continues to 
evolve. 
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Recommendation 2 - Healthy Stations  
The Mayor and TfL should produce a Healthy 
Stations Charter based on the principles of 
their Healthy Streets Approach. The aim 
should be to deliver a drastic improvement in 
how stations can be accessed by cyclists and 
pedestrians, including by passengers with 
disabilities. Every station should be assessed 
against the Charter in partnership with 
passengers using that station. 

• We fully agree that we should develop a clear 
vision for the enhanced experience we want to 
offer our passengers at our stations.  

• We are working on this with train operators 
(TOCs) to better understand passenger 
priorities, the first step in building a ‘Healthy 
Stations Charter’. One of our transformation 
workstreams is passenger journey mapping, 
which will highlight the areas along the 
passenger journey where we are getting it 
right and wrong for all passenger types. This 
will be used to drive decision making within the 
South East route to ensure there is full 
understanding of the impact our decisions 
have on passengers. 

• We will be looking at ways to improve access 
for passengers with both visible and non-
visible disabilities at our stations. Our ambition 
is stations which can incorporate autonomous 
and integrated travel for everyone, with the 
option for assisted help to be available if 
needed.  

• We are fully committed to working with TfL on 
this to ensure passengers should experience 
the same level of seamless service and 
accessibility wherever they travel.  

• We are increasing the availability of cycle 
parking at Charing Cross station, with two tier 
racks being installed, to integrate a better 
cycle to rail experience. We have also bid for 
funding from the DfT to improve the facilities at 
Victoria and Cannon Street stations and we 
are reviewing the wayfinding to existing cycle 
rack provisions for our passengers 

• Our Railway for Everyone study, which will 
report in the Spring, will identify opportunities 
to remove barriers and make rail travel a more 
attractive option for all. 
 

Recommendation 3 - A new approach to 
passenger engagement  
TfL, Network Rail and Train Operating 
Companies need to recognise that 
passengers care about their local stations 
and the services they can access there. For 
every station in London, regardless of its 
management, there should be dedicated 
passenger engagement with a specific 
station user group for people using that 
station. 

• Network Rail has recently announced changes 
to become a more customer focused, service 
driven organization. This includes devolving 
operating capability to a more local level, so 
we can deliver a better service for passengers. 

• Work to become more engaged with 
passengers is already happening, for example 
the introduction of a station transformation 
team on the South East route, with a remit to 
increase passenger satisfaction at the 
managed stations, a first for Network Rail. 

• We are currently measuring passenger 
satisfaction through the National Rail 
Passenger Survey; however, we understand 
its limitations and are looking at improved 
methods for measuring passenger satisfaction 
and collecting their feedback, such as using 
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“Happy or Not” buttons and sentiment analysis 
from social media. 

• We work very closely with London Travel 
Watch and Transport Focus to ensure a 
coordinated industry approach for service 
enhancements at our stations. 

• We run frequent meet the manager sessions 
within our stations. These are vital forums for 
our management to understand the 
passengers’ views and make decisions which 
are focused on delivering benefits for them.  

• In collaboration with train operating companies 
we have introduced a workstream to address 
the way our passengers receive information 
during disruption. This will ensure passengers 
receive a consistent message across various 
forms of communication and allow them to 
arrange alternative travel where required.  
 

Recommendation 4 - A single rail strategy 
for London  
London has no rail strategy. TfL and Network 
Rail should produce a rail strategy for 
London that all parties will commit to 
implementing, which will improve rail services 
for passengers in London.  

• Although London has a transport strategy with 
many recommendations relevant to the 
railway network, we agree this is a gap for 
London rail holistically, and further work is 
required to identify the next level of detail 

• TfL and Network Rail have already developed 
a remit for a joint strategy and will work 
together on a shared vision and objectives for 
rail in London and the wider London 
commuter area, which will outline in more 
detail existing priorities for enhancement and 
a timetable of priorities for strategic 
development.  

• Together with TfL we will begin detailed work 
on the strategy soon, including stakeholder 
engagement. 
 

Recommendation 5 - Improving 
accessibility  
The money available for accessibility 
upgrades, so that everyone can get to the 
trains they need, is far too small. The 
Department for Transport needs to 
reconsider the amount of Access for All 
funding available and ensure all priority 
upgrades are delivered in the next five years. 
The Mayor and TfL should strongly press the 
Department for Transport to increase 
funding. 
 
 
 
 
 
 

• Network Rail is mid-way through a study 
(Railway for Everyone) which will identify 
prioritised opportunities to remove 
impediments and offer rail travel as a more 
attractive option for more people – the study 
will report in the Spring.   

• Whilst this is a network-wide study it will 
identify opportunities in London to compliment 
TfL’s priorities. 
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Recommendation 6 - Increase funding for 
London’s rail network  
TfL should consider all options to increase 
funding for London’s rail network. This 
includes funding Network Rail schemes 
where necessary, and contributing to projects 
outside of London’s boundaries, such as 
freight routes, where this will enable the 
provision of more frequent and bigger trains 
for passengers in the capital.  

• We are keen to identify opportunities to 
maximise benefits within London including 
schemes outside the capital.  

• We plan to produce a framework for 
investment in London interchange stations. 

• Network Rail will continue to make the case 
for investment with partners such as TfL, the 
GLA and business groups within and outside 
London. 

• As part of our Open for Business programme 
we are making it easier for other 
organisations to invest in the railway and work 
with Network Rail. 
 

 
 
Notes / Comments on the detailed report 

1.4 – The growth in demand and the strain 
on infrastructure impacts rail passengers. 
London’s rail services are too often crowded 
and unreliable. Rail passengers reliant on the 
national rail network also face expensive 
fares. On top of this, Londoners who rely on 
national rail services often still contend with a 
few trains per hour compared to the “turn-up-
and-go” service offered across much of the 
Underground and London Overground 
networks.  
 

• The focus for CP6 will be improving reliability 
and performance through a significant 
investment in operations, maintenance and 
renewals, as well as developing the cases for 
investment in several large improvement 
schemes to benefit London commuters, 
including on the Brighton Main Line, at Woking 
and at Clapham Junction.  

• The recent work to increase capacity on the 
central London Thameslink route is an example 
of the way that services can act like an 
alternative Tube line, in this case delivering 
trains every 2-3 minutes through central 
London between Blackfriars and St Pancras 
International. Improvement work on the 
Brighton Main Line is also a key part of a £300 
million government-funded programme to tackle 
delay hotspots and boost the reliability of the 
railway in the south east, including the 
expanded Thameslink network. 

 

1.7 – Network Rail sets out plans for the 
future of the rail network in five-year windows 
called Control Periods. Network Rail is 
currently in the process of finalising plans for 
Control Period 6 (CP6) which will run from 
2019 to 2024. Each of Network Rail’s 
devolved routes publishes its own plans for 
CP6. For London, this means plans for the 
rail network are covered by the six route 
businesses that converge on the capital. A lot 
of the focus in CP6 will be on maintenance 
and renewals in order to help improve the 
reliability and efficiency of the railway. 
 
 
 
 

• Network Rail currently develops strategy and 
produces industry studies covering London on 
a corridor (or route) basis. This generally 
focuses on rail services into a London rail 
terminal. To develop a more consistent 
approach in the future, strategies will also be 
developed on a London-wide basis giving focus 
to issues such as passenger interchange 
between National Rail and TfL services and 
orbital rail capacity.  
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1.8 – From 2019, rail enhancements (new 
projects rather than maintenance and 
renewals projects) will no longer be agreed 
as part of the five-year control period 
planning process. This means there will no 
longer be a list of committed enhancements 
projects which will be undertaken during the 
five-year control period.  
 

• The Rail Network Enhancements Pipeline 
(RNEP) sets out a new approach for rail 
proposals that require government funding. 
This approach will create a rolling programme 
of investment, focused on outcomes that 
provide benefits for passengers, freight users 
and the economy. It also has the advantage of 
moving government investment in 
enhancements away from a rigid five year cycle 
and ensuring projects are properly scoped 
when committing to a budget. 

• Network Rail will continue to make the case for 
investment with partners such as TfL, the GLA 
and business groups within and outside 
London. 

 

1.10 – Network Rail’s plans, though moving 
in the right direction, are limited. TfL notes 
that while these projects “move us firmly in 
the right direction, […] continued major 
investment will be needed beyond that to 
keep pace with London’s growth.” Equally, 
London TravelWatch notes that many of the 
proposed Network Rail enhancements are as 
yet “largely unfunded”. 
  
 

• We are keen to develop strong cases to 
support our investment plans, and that these 
meet the needs of passengers and freight 
users, and funders’ requirements.  During the 
next five years we will be concentrating on 
improvements on the Brighton Main Line, at 
Woking, Clapham Junction and several 
congested south London stations and welcome 
the stakeholder support we’ve already received 
for these schemes.   The RNEP process means 
that funding decisions for our future plans get 
taken progressively as the schemes develop 
and we and the supply chain are ready to 
commit to cost and schedule.  With high 
demand for Government funding there is a 
need to work with third party investors to help 
deliver the enhancements London needs. 
 

1.19 – A metro-style rail service across 
London’s suburban network has long been 
talked about but has yet to be delivered. We 
look at the impact that bigger trains and more 
reliable and frequent rail services would have 
on suburban London. We argue that many of 
the steps to achieve this ambition have been 
identified. But now, Network Rail needs to 
implement a plan of strategic and targeted 
upgrades in order to deliver on these 
ambitions. For their part, the Mayor and TfL 
need to press the DfT and Network Rail to 
deliver these upgrades.  
 

• A significant investment will be made in CP6 to 
help the railway to operate more efficiently to 
improve reliability and performance. 

• The recent work to increase capacity on the 
central London Thameslink route is an example 
of the way that services can act like an 
alternative Tube line, in this case delivering 
trains every 2-3 minutes through central 
London between Blackfriars and St Pancras 
International. Improvement works on the 
Brighton Main Line are also a key part of a 
£300 million government-funded programme to 
tackle delay hotspots and boost the reliability of 
the railway in the south east, including the 
expanded Thameslink network. 

• The Thameslink Programme and other CP5 
investment to improve power supply and 
lengthen platforms across the Southern Region 
has increased capacity and connectivity 
through central London and beyond. Full 
deployment of the class 700 fleet and expected 
new metro area rolling stock through the 
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upcoming Southeastern franchise award will 
complete a step change in capacity.  

• To meet continued forecast increased demand 
in London and the surrounding region during 
the next 10-15 years, Network Rail is 
developing further proposals to unblock 
bottlenecks at East Croydon, Woking and at 
several congested junctions on the West and 
South London Lines. Currently at business 
case stage, these projects will allow both longer 
trains and more frequent services 

2.12 – Londoners have waited too long for 
these improvements – the rail industry needs 
to find a way forward to ensure these 
upgrades are delivered. Network Rail must 
prioritise delivery of strategic, targeted 
upgrades that together will help ensure more 
frequent and longer trains across the 
network. In short, moving towards metro-
style services wherever possible. For their 
part, the Mayor and TfL need to press the 
Department for Transport and Network Rail 
to implement these small-scale, immediate 
projects. This targeted and coordinated 
approach should bring real benefits to 
passengers across the suburban rail 
network.  
 
 

• A significant investment will be made in CP6 to 
help the railway to operate more efficiently to 
improve reliability and performance, following 
major investment during CP5 to allow longer 
and more frequent trains. The recent work to 
increase capacity on the central London 
Thameslink route is an example of the way that 
services can act like an alternative Tube line, in 
this case delivering trains every 2-3 minutes 
through central London between Blackfriars 
and St Pancras International. Improvement 
works on the Brighton Main Line are also a key 
part of a £300 million government-funded 
programme to tackle delay hotspots and boost 
the reliability of the railway in the south east, 
including the expanded Thameslink network. 

• The Thameslink Programme and other CP5 
investment to improve power supply and 
lengthen platforms across the Southern Region 
has increased capacity and connectivity 
through central London and beyond. Full 
deployment of the class 700 fleet and expected 
new metro area rolling stock through the 
upcoming Southeastern franchise award will 
complete a step change in capacity.  

• To meet continued forecast increased demand 
in London and the surrounding region during 
the next 10-15 years, Network Rail is 
developing further proposals to unblock 
bottlenecks at East Croydon, Woking and at 
several congested junctions on the West and 
South London Lines. Currently at business 
case stage, these projects will allow both longer 
trains and more frequent services. 
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2.14 - London’s railway stations are not 
always welcoming gateways to the rail 
network. The area surrounding London’s 
stations can feel unpleasant and poorly 
integrated into the local area. In our meeting 
with rail passenger  
groups, we discussed how the environment 
around stations is often not well cared for 
and that this can make people using the 
stations, particularly at quieter times of day, 
feel unsafe. 
 
 
 

• The introduction of our Station Transformation 
Programme has increased the focus in this 
area. We recognise that in the past the 
integration between our stations, the local 
environment and community could have been 
better, and we have already started work to 
improve this. 

• We are working closely with the business 
improvement districts associated with our 
stations and are engaged with the work they 
are completing to regenerate the local areas, 
including how the stations interact with the local 
community.  

• We have introduced an outreach programme 
partnered with local charities which will bring 
about a dedicated resource that will be working 
with the homeless community at our stations. 

• In addition, we are embarking on the installation 
of TAP London card readers that provide a safe 
and secure way for our passengers to donate to 
homeless charities in a sustainable manner and 
discourage the giving of food and money to 
those begging in the local area. 

• We will be using the exhibition spaces that we 
have in our stations to showcase the local 
community through exhibitions such as choirs, 
bands, art exhibitions and local theatre 
productions. 

• We are working closely with the British 
Transport Police and have run security events 
at the stations to engage with passengers on 
important campaigns such as ‘See it, Say it, 
Sorted’ and cycle theft.  

• Network Rail teams use their volunteer days to 
support and help local communities and 
charities, building relationships and forging long 
term connections locally. 
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