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MAKING PUBLIC
TRANSPORT THE

NATURAL CHOICE…
PUBLIC TRANSPORT HAS HUGE POTENTIAL TO DELIVER SOCIAL AND ENVIRONMENTAL BENEFITS.
IT IS VITAL THAT TRANSPORT DEVELOPS TO REFLECT THE CHANGING EXPECTATIONS OF OUR
CUSTOMERS.

We aim to improve the attractiveness of rail, coach and bus
travel by operating services which are:

> Safe
> Punctual and reliable
> Affordable
> Accessible
> Integrated

Our ultimate aim is to provide quality services which attract
customers in greater numbers.

FOCUSING ON PERFORMANCE TO GROW OUR
BUSINESS The success of our business is inextricably
linked with our ability to improve the performance of our
services.We work closely with our partners to create value
for money services that meet the needs of customers today
– and also in the future.

We do this against the background of demographic changes
and specifically the Department for Transport’s (DfT)
Planning Policy Guidance note 13 (PPG13) which promotes
higher density residences on brown field sites. In the West
Midlands, bus patronage levels have consistently out
performed the national average for other major conurbations,
currently by nearly 30%, due to a combination of new
vehicle investment, driver training and marketing. However,
greater affluence in the West Midlands coupled with
increased congestion on the roads makes the promotion
of public transport more challenging each year.

We have already seen improved patronage through the
introduction of quality partnerships as illustrated in Chart 5.
Quality partnerships are a major part of the on-going
monitoring which keeps key indicators such as passenger
numbers and performance quality under constant review.

Quality partnerships involve investment by both the council
and the operator in improved infrastructure such as bus
priority measures, new bus stops, improved information as
well as the introduction of new buses.TWM have been
successful in rolling out the quality partnerships illustrated
below to date and we aim to sign the bus industry’s first
statutory quality partnership in the current financial year. As
a Group we have continued to invest funds in such initiatives.

Cumulative growth since opening (by percentage) (Chart 5)

Our trains business has experienced encouraging growth as
illustrated in Chart 6.

UK train passenger journeys for Group TOCs (m)
(Chart 6)
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SAFETY Safety is fundamental to our business and is
directly related to our continued success. It is not open to
negotiation or compromise.While it remains true that rail
is one of the safest of all modes of transport, we are not
complacent.

We strive to provide services which continue to be safe for
customers, staff and the communities in which we operate.

During 2003 we made progress on a number of fronts
in our efforts to develop more co-ordinated safety
management systems. Our TOCs have developed a train
driver competence management system which has been
designed to take account of good practice from across the
railway industry.We have also developed a comprehensive
training course for all driver managers.

All divisions have created safety plans for 2004 which set out
detailed targets and objectives for improvements in safety
performance and in safety systems.These plans are being
complemented by the development of a Group safety plan
for 2004-06 which sets out the Group’s strategy over the
next three years.

During the year, the Group’s TOCs were involved in 86
signals passed at danger (SPADs) compared to 80 incidents
in 2002 (Chart 7).The vast majority of SPADs do not place
our customers or the train in any danger. All trains and key
signals are now equipped with the Train Protection and
Warning System (TPWS), which ensures that the train
is automatically halted if a signal is passed at danger.This
reduces the likelihood of a severe accident occurring as
a result of a SPAD.

Improved driver training will help us address this issue in
2004, but we are also encouraging Network Rail to carry
out further work on signals which are passed regularly,
where this is appropriate. During the year we launched a
new driver train stimulator for Central Trains in Birmingham.
We intend purchasing further units for use by other Group
TOCs during 2004.

SPAD performance for 2002/03 (per million train miles)
(Chart 7)

In our coach business, comments received via the Well
Driven scheme (Charts 8 – 9) fell by 16% in 2003 due to
a concerted effort to follow up each complaint and target
drivers receiving more than one complaint.

Well Driven Scheme – Comment levels compared 2002/03
(Chart 8)

Well Driven – Types of complaint 2002/2003
(Chart 9)

Of our TWM fleet currently, 39% of buses are fitted with
CCTV, an increase of 29% during 2002. All new buses
purchased by TWM are now equipped with digital CCTV
technology. In addition by the end of this year, 200 of the
fleet will include new “CrystalEyes” technology which
incorporates two on-board plasma TVs which show live
pictures from around the bus as well as customer information
and programmes including the weather and quizzes.This
investment enables us to monitor events on-board and also
brings a new level of peace of mind to customers and staff.
Where CCTV is installed on buses we have seen significantly
lower levels of graffiti.

At ScotRail the CCTV centres at Paisley and Dunfermline
provide 24 hours coverage of 33 stations across the
network. Across our network we are looking to increase the
number of stations which hold secure station status, which
requires investment in station security.

Testing for the use of alcohol and drugs by employees is
carried out regularly within our operations.
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PUNCTUALITY & RELIABILITY Punctuality and
reliability are key to making public transport more attractive.

Particularly within the rail industry, punctuality remains a
major issue and one which all operators are addressing as
a matter of urgency. Although our TOCs achieved figures
broadly in line with their peers during 2003 (Chart 10),
there were some exceptions.

MML’s performance was specifically impacted by the Channel
Tunnel Rail Link work at St Pancras. In addition, the
introduction of new services between Manchester and
London were introduced in record time. At Central,
congestion issues at Birmingham New Street through which
many of Central’s services operate, also affected performance.

SRA Performance figures for NX TOCs at 31 March 2003
(average) (Chart 10)

1999-2000 2000-2001 2001-2002 2002-2003

Central Trains 84.9 77.2 74.2 70.6
c2c 88.0 86.3 82.1 86.3
MML 85.7 75.7 74.2 73.6
ScotRail 92.1 86.8 82.2 82.1
Silverlink 86.2 78.3 82.9 83.9
Wagn 90.1 79.1 74.8 78.7
Gatwick Express 85.5 74.6 81.1 82.1
Wessex Trains 87.8 80.0 81.3 81.1
Average for NX TOC 88.4 81.8 79.0
Average for Railway 79.1 78.0 79.2

Source: SRA Annual Report 2002/03

Customer feedback on punctuality and reliability of services
is also gathered through the SRA’s National Passenger
Survey (NPS). Chart 11 highlights customer satisfaction with
reference to punctuality and reliability. In addition Charts 12
– 16 illustrate additional data from the NPS which illustrates
our performance in specific categories over the last year.

Customer satisfaction with punctuality and reliability
(Chart 1 1)

Within our train operations we recognise that a closer
relationship between the engineering and operational sides
of the business will deliver further performance
improvements.We are reorganising our engineering function
to give greater focus in this respect.We continue to work
with Network Rail, our key suppliers and the industry to
drive up the level of performance.

On buses, new automatic vehicle location technology (AVL)
provides more accurate monitoring of the fleet. A £4 million
project in TWM resulted in this technology being installed on
300 buses to date. In addition easy-access vehicles, dedicated
bus priority measures and smartcard technology, backed up
by additional staff training, can all improve performance.

In our coach business, the new customer service
questionnaire initiative received almost 50,000 responses in
the first few months, representing a response rate of 5%.This
initiative forms part of a long term commitment to listen to
our customers, respond to their changing needs and to
deliver service improvements. During December, customers
rated National Express coach services overall at 75 (where
100 is excellent and 66 is good) with 89% stating that they
would probably or definitely recommend National Express
to a friend or relative.

Overall satisfaction (Chart 12)

The attitudes and helpfulness of the staff (Chart 13)

MAKING PUBLIC TRANSPORT THE NATURAL CHOICE (continued)
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The provision of information during the journey
(Chart 14)
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CASE STUDY
NO.2REINVENTING

COVENTRY…
working together for better public transport

Key opinion formers in Coventry did not feel that the TWM
brand of our West Midlands bus business, adequately
reflected their local aspirations. Understanding the need for
visible improvement, TWM worked alongside partners,
Centro and Coventry City Council, to draw up a Concordat
setting out a continuous improvement strategy for the next
five years.

Thanks to a review of customer needs, investment in
vehicles, branding and technology, bus services in Coventry
City have been transformed, not least by a smart new Travel
Coventry livery. Now led by a dedicated managing director,

The helpfulness and attitude of staff on train
(Chart 15)
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the Coventry business is built around a local team meeting
local needs. A £2 million investment in articulated buses has
been supported by smartcard technology for fare payment
and a new website that displays real-time schedule
information. Two-thirds of the fleet is now easy-access, with
an average age of just seven years.

The result is an increase in passenger numbers, a new
relationship with the local authority and a greatly improved
relationship with the TGWU. In 2004 we will respond to
recommendations of the external body we appointed to
review the entire Coventry network.
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AFFORDABILITY Cost is a key component of an
attractive public transport system. 99% of TWM’s of
operational run at full commercial risk with no subsidy.

We recognise the importance of working with the Passenger
Transport Executives (PTEs) on proven initiatives such as
Travelcards. On TWM bus services, the average fare is the
lowest in the country outside London and senior citizens still
enjoy free travel after 9.30am on weekdays and all day at
weekends.

Coach fares remain very competitive, with 50% of journeys
costing less than £10.We are rolling out best value £1 fares
which allow customers booking online to travel to and from
selected locations, for just £1.

We have continued to introduce schemes to make rail travel
more affordable, including £1 fares and 2-for-1 initiatives on
key routes into London. Recent changes by the SRA in rail
fare regulations will not have an effect on our policy of
maintaining a wide range of fares, including attractive
promotional and pre-booked tickets aimed at filling empty
seats with new travellers.The increases in regulated fares
mean we have a larger “window of opportunity” in which
to manage the lower priced ranges.

ACCESSIBILITY AND INFORMATION As part of the
DfT’s planning policy, transport operators are encouraged
to make public transport more accessible.Within our bus
operations we have addressed this development through the
West Bromwich Mini-link bus which provides a feeder
service into the main TWM’s network.

From a manned customer information point at Liverpool
Street railway station to a GPS system that displays real-time
data on screens at bus stops in the West Midlands, we
support and invest where appropriate in a wide range
of schemes aimed at giving customers greater access
to information.

In the West Midlands, we will be piloting a short message
service technology (SMS) scheme during 2004.This will send
information to customers on their mobile phones, enabling
them to stay at home until the bus is approaching their
nearest stop.

The internet continues to grow in importance, not only
as an information channel but also as a convenient way to
purchase tickets.Train businesses such as Midland Mainline
(MML) encourage customers to book on-line and the
ScotRail sleeper was the first train service in the UK to offer
e-tickets. National Express coaches became the first ground
transportation company in the UK to issue e-tickets. 40%
of our coach travellers who buy on-line now choose the
e-ticket option.

We continue to focus on improving systems and are growing
coach direct sales through the internet or our own direct
sales channels (Chart 17).

Coach division internet sales as a % of total
sales growth (Chart 17)

We are keen to improve access for all customers, able and
less able. However, specific improvements designed for
disabled travellers can benefit everyone.We have programmes
in place to ensure compliance with the requirements of the
Disability Discrimination Act (DDA) 1995 in all our UK
divisions.We report DDA related issues in greater detail on
page 28.

We believe that public transport has a key role to play
in social inclusion. Over the past five years, we have
participated in the Government New Deal scheme which
provides free travel for the unemployed who are attending
job interviews and offers half price season tickets.

Within our bus operations we have maintained scheduled
mileage and network coverage within the West Midlands at
a consistent level.TWM has also signed up to the industry-
wide stability package which restricts the number of changes
that can be made to bus services in one year. At the end of
2003 we commissioned a study to analyse how bus services
in the West Midlands and Coventry can be further improved.

Towards the end of the year we also signed the Coventry
Concordat as discussed in the case study on page 11.

INTEGRATION Train, coach, tram and bus services
do not operate in a vacuum. Many passenger journeys
encompass at least two different modes of transport and
although it is difficult to create a meaningful measure of
progress, it is our aim to integrate our services whenever
possible.

We recognise that there is always scope for improvement,
but are proud of the many areas where integration works
well, the West Midlands conurbation being an excellent
example. However, it is a fact that some rail stations are
poorly situated for the main bus flows. It is essential that bus
customers are served with routes that take them quickly and
directly to where they want to go. Dundee is an example
where most bus routes focus on the commercial centre.

MAKING PUBLIC TRANSPORT THE NATURAL CHOICE (continued)
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CASE STUDY
NO.3

C2C:
TRANSFORMING

THE ‘MISERY LINE’…
Not for nothing was the line from London to Southend known as the
‘Misery Line’ in its pre-National Express Group days. Over-crowded, dirty and with
out-dated trains the line personified everything that customers thought was wrong with UK rail services.

Today, it is transformed. Gone are the old slam door carriages, the unexplained delays and the
unacceptable performance. In their place is a brand new air-conditioned c2c fleet, half of which
carries CCTV technology, a new fare structure to encourage travel and a new more open and
communicative interface between rail staff and customers. Off-peak volumes are up through
promotions including £1 fares into London at the weekend. In the most recent customer survey, 81%
of customers reported that they were satisfied or very satisfied with the service. Following extensive
consultation with the trades unions and passenger groups, Driver Only Operation (DOO) will be
introduced during 2004. Over half of the guards employed on these services have been redeployed
in additional full time customer facing roles.
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We remain alert to opportunities for improving integration
where all passengers will benefit, and there are further good
examples to report this year :

> The completion of the Bull Ring project in Birmingham
has enabled the restoration of good connections
between the majority of city centre bus routes and the
rail stations at New Street and Moor Street;

> Further roll-out of the PlusBus scheme, which enables
passengers to buy their rail ticket with “go-anywhere”
validity for the bus network in their destination town or
city. Gaps in coverage are rapidly being reduced, and
most Scottish cities were added during 2003.The
Hertfordshire County Council “Interlink” schemes will
be added during 2004 serving a range of major
LondonLines stations, such as Watford and Stevenage.

> Whilst ScotRail has always been in the vanguard of
integrated multi-modal ticketing, until now such tickets
have not been available for purchase on the bus itself. In
partnership with First Edinburgh buses, we have brought
on-bus purchase of integrated ticketing to Scotland, with
a range of through bus-rail journeys to Edinburgh via
Newcraighall.

> The famous “Eden Branch Line” which links with the
world-renowned Eden Project in Cornwall to the rail
network with a dedicated bus link is now carrying two
million passengers each year.This is from a standing start
when Wessex Trains and its partners launched the link
operated by The Truronian Bus Company.

All bids for train franchises now include a commitment to
explore the opportunities for integration and for linking with
other forms of transport. Recent developments have included
the abolition of the charge for carrying cycles on ScotRail.

With inevitable engineering works on the rail network, the
provision of quality rail replacement coach services is also a
key service which the Group provides through its coach
operations.

INVESTING TO INCREASE PATRONAGE New trains,
new coaches, new buses… refurbished stations, new
destinations and new liveries… 2003 saw many examples
of how the Group is investing to make travel a more
comfortable and pleasant experience. Since privatisation we
have introduced new trains onto our c2c, Central Trains,
Gatwick Express and ScotRail services. New trains will be
introduced at MML during the course of this year.

During the year, the 1000th low floor easy-access bus was
brought into service at TWM. New buses, including
articulated single deckers (‘bendi buses’) were also
introduced in Coventry.We continued to encourage local
people to discover their neighbourhood via initiatives such as
the Balti Triangle and Tolkien Trail campaigns in Birmingham
and bus guides to Solihull,Walsall and Sutton Coldfield.

In coaches, we took delivery of 17 new Volvo B12Bs, each
with air conditioning, CCTV and toilet facilities.We are also
progressing our ‘Future Coach’ project, which involves us
working closely with manufacturers to identify and meet
future needs, including compliance with the requirements
of the DDA.

On trains, we completed the transformation of the c2c
service and are on target to complete the refurbishment of
the MML rolling stock by May 2004, at a cost of some £20
million. Stations have been made safer and more welcoming
across the network, with the introduction of new cafés and
refreshment stalls as well as improved waiting areas and
information systems.

Technology has been a strong theme throughout the year,
as we invest to meet the growing expectations of today’s
customers. In addition to information screens, many new
buses and coaches incorporate screens which show local
information and entertainment, such as wildlife films and
news reports.

RECOGNITION FOR EFFORTS External recognition of
our efforts across our UK operations during the last twelve
month period included:

> National Customer Service awards 2003 were awarded
to Matt Foster of Central Trains (named Young
Customer Service Professional of the Year) and Shona
Ruffin of Midland Mainline (Customer Service
Professional of the Year);

> The Coach division won a Regional Gold Award and
Grand Prix Award from the Institute of Public Relations
for the National Express coach rebrand launch;

> Midland Mainline received an award, “Best
Relaunched/Redesigned Newsletter” for their relaunched
internal “Express” magazine at the “British
Communicators in Business” awards in May;

> TWM’s Operation Safer Travel initiative was awarded a
“Highly Commended Community Safety Certificate” in
the Crime Concern Awards 2003.Their submission was
based around our “SMART Schools project;” and

> BAA Heathrow Gold Award to National Express
coaches as part of BAA’s Clean Vehicle programme.

MAKING PUBLIC TRANSPORT THE NATURAL CHOICE (continued)
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CASE STUDY
NO. 4

BUILDING QUALITY
PARTNERSHIPS…

making passenger priority measures a reality

Our bus business is committed to implementing new quality partnerships
working alongside key stakeholders, such as PTEs, local authorities, the
police and representatives of passenger groups. Priority bus channels
increase bus speeds and the environmental efficiency of the bus.

In the West Midlands, the award-winning Line 33 has seen passenger numbers grow by 50% since
1997. Operating between Birmingham City Centre and Pheasey, the continued success of Line 33 was
constrained only by capacity. As part of the 2003 new vehicle order, we introduced low-floor double
deck buses and saw a 40% increase in capacity. The new buses are based on the Volvo B7TL chassis
with Wrightbus Eclipse double deck bodies. This is a very visible statement of TWM’s continuing
investment in the West Midlands and demonstrates our support for inexpensive, accessible and
efficient public transport for all.

ACHIEVEMENTS during 2003

� Continued focus on train punctuality
and reliability

� Greater coordination of safety
management systems

� Improved driver training

� Roll-out of further modal integration
initiatives

� Continued introduction of low-floor
easy access vehicles into the bus fleet

� Increased external recognition of
efforts

HIGHLIGHTS
On-going   Signing of Coventry Concordat

On-going   Roll-out of best value fares in
Coach division

OBJECTIVES for 2004
• Continued patronage growth

• Focus on reducing SPADs

• Pilot SMS technology in Bus division

• Roll-out of integrated transport
schemes


