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December 19 Timetable Change 

Thank you for meeting with us on 23 rd January to allow us the opportunity to discuss the factors 

affecting our performance since 15t h December and the provision of information to customers. As 

agreed, we have set out in this letter a summary of our discussion in response to the points raised in 

your correspondence of 9th January. 

We fully accept and acknowledge that our performance in December was unsatisfactory and caused 

a great deal of inconvenience to customers for which we have issued an apology. As discussed, we 

have made further timetable amendments to improve the resilience of our service, which since the 

start of January are delivering improved reliability. We have also made a public apology to customers 

and have recently launched an enhanced customer compensation scheme for season ticket holders. 

We discussed in detail at out meeting, the factors which impacted our ability to operate a reliable 

service in the first weeks of the December timetable, which arose very late in the timetable process. 

As outlined, we worked swiftly to resolve the issues and mitigate to the best of our ability the impact 

on performance. At all times we sought to provide customers with appropriate, accurate, timely 

information to allow customers to plan their journeys with a reasonable degree of assurance through 

a range of communication channels as described in this correspondence . However, the scale of the 

late notice disruption to service in the first two weeks of the timetable did make it extremely 

challenging to provide accurate advance notice of cancellations in all instances. 

We discussed at our meeting when these factors arose and communication to key stakeholders . We 

have also set out below the information that was provided to customers in and around the amended 

timetable and during the period of disruption . 

I trust this correspondence, alongside our meeting, assures you of our efforts to provide a reliable 

service and provision of timely and accurate information to our customers. 

Yours Sincerely 

Leo Goodwin 

Managing Director 
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Customer Information Provision 

We took a number of steps to alert customers to the changes to our timetable from 15th December 

including: 

• Issued press release to all media 06/12 https://www.tpexpress.co.uk/media-

centre/n ews/2019 / d ece m ber/tpe-cu stome rs-advised-to-check-befo re-they-t rave I-ahead-of

dece m ber-ti meta bi e-cha nge 

• Dedicated website page created and regularly updated showing amendments/cancellations 

listed station by station: bit.ly/Dec19TPE 

• Customer comms w/c 09/12 -Meet the Manager sessions held at York, Man Vic, Leeds and 

Liverpool across the week 

• Social media campaign and messaging 

• Customer messaging uploaded to all on train PIS and CIS screens 

• 'Check before you travel' announcements onboard 

• Management volunteers and customer ambassadors at various locations across network 

supporting customers w/c 16/12 

• Tweet the Manager session held 19/12/19 with the Head of Timetabling 

• Posters at stations 

In addition to the general press and media and website information to highlight changes to our 

timetable we made direct contact by email with customers who had booked on cancelled services 

through TPE and trainline . 

As well as the cancelled service emails which are included in the Appendix, we also amended all 

booking confirmation and pre trip emails to all customers . 

We made the decision to extend the temporary amended timetable following the start of the new 

timetable as a result of the performance deterioration observed in the weeks prior to Christmas.In 

order to draw customer's attention to the amended timetable we took the following actions, in 

addition to the specific direct messaging that took place as outlined in question 4. 

• Repeated social media messages (Facebook/Twitter) 

• Reiterated customer messaging in proactive press release regarding season ticket holder 

compensation https://www.tpexpress.co .uk/media-

centre/news/2 02 0/ja nu a ry/tra n spe n nine-express-to-refund-fare-increase-for-season-ticket

h o Ide rs 

• Regional media including MD interviews, statements and articles. 

• National media including MD interviews, statements and articles - main BBC National News 

6pm & 10 pm Tuesday 7 January 

Any disruption to services beyond the amended timetable is notified by our Control Team to 

colleagues and customers using the following channels, examples of which are included below 

• Updates of all amends and cancellations via Tyrell to TPE and other rail staff 

• Additional frontline staff and managers at stations to be able to convey latest updates and 

help customer with their onward journeys 

• Daily updates on social media with a link to Journey Check which showed all cancelled 

services 

https://www.tpexpress.co.uk/media
https://Christmas.In
https://www.tpexpress.co.uk/media


• Specific messaging on Journey Check page for customers 

• Full breakdown of customer advice on website, station specific - a link to this page is being 
issued every day to customers - https://tpexpress.co.uk/travel-updates/december-2019-
timetable-changes 

• Customer messaging uploaded to all On train Passenger Information Systems (PIS) and 

Customer Information Screens (CIS) 

• A link from the homepage of the website straight to the Dec 19 page 

• 'Check before you travel' announcements onboard 

• Contact made with the NRCC (National Rail) on 11/12 to get a bulletin added to the National 

Rail website. https://www.nationalrail.eo.uk/service disruptions/239230.aspx 

• (Further contacted on 31/12 to amend the date to 24/01. They have since amended the date 

again recently to show 31/01. 

• Stakeholder and media comms issued last Friday with press release and a list of FAQs -
https://tpexpress.co.uk/media-centre/news/2019/december/tpe-customers-advised-to
check-befo re-they-trave I-a head-of-dece m ber-ti meta ble-ch a nge 

https://tpexpress.co.uk/media-centre/news/2019/december/tpe-customers-advised-to
https://www.nationalrail.eo.uk/service
https://tpexpress.co.uk/travel-updates/december-2019
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Examples of Customer Information 
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TransPennine Express Trains 
Decembe< 11. 2019 · 6 

! Please be aware that timetables \•,ill be changing from Sunday 15 
December ! 
We're making a number of changes as ,...,e continue to focus on the reliability 

of our serviees 

Find out more and check before you travel - http://bit. ly/Dec19T PE 

FROM 15 DECEMBER 2019 

TIMf TAH L. [ CHAt~c,E · 

~"1 TransPennine Express Trains -r December 14, 2019 at 5:0 1 PM· 0 

! Please remember that timetables are changing from tomorrow! ! 
As we introduce the new timetable, we encourage you to check before you 
travel to ensure you receive the most up to date information abOut your 
Journey 

For more Information, please visit http://bil.ly/Dec19TPE 

CHECK 
BEFORE YOU 
TRAVEL 
FROM 15 DECEMBER 2019 
TIMETABLE CHANGE 

-TPE Custom er Assist @TPEassist • Dec 6, 2019 

TransPennine Express cus tomers are advised to check: before they travel 
ahead of our timetable change on December 15th · bit.ly/TPEDec19 

-TPE-Customer Assist @TPcassisr- Dec 11~2019 

! Please be aware that timetables will be changing from Sunday 15 
December ! 

We're making a number of changes as we continue to focus on the reliability 
of our services 

Find out more and check before you travel • bit ly/Dec19TPE 

http://bil.ly/Dec19TPE
http://bit.ly/Dec19TPE
https://M#'.r-.eJ


TR.At45H.M.-~ TICKETS TRAVEWNG WITH US EXPLORE THE NORTH & SCOTlANO HELP OFFERS 

EXPRESS 1111 
Liverpool to Edinbulllh route timetable changes 

We are making a nurrber of temporary changes lo services along lllis parficulaJ rou!J! fD enable us to rol 
out our new Ceet of tra:ns_ We had elq)OCted to be operating a rew more of OLM' new lrains at tlirs stage but 

due lo a maintenance badoog and infrastructure issues, whlch has caused a delay in tra'rtlng oor on train 

staff, along with the late delivery of some of our new trains, we are a lillle betvld wi1h lliJS 
We are \\'Diking hard to bmg si the new trains as soon as we possbly can and once we do, we v,i l 
reintroduce these services. 

Use lhe drop down boxes below for full details of each affected location_ 

ToetAcc.epCaoce ... 
Alerallons kl S8lviaJs at liYerpool ... 
Alerations lo services at lea Green .... 
Alll!lations to services at Newton-le-Willows ... 
Alle(ebons to serv,ces at Manchesler VIClona ... 
Altefations to services at Stalybndge ... 

• Statements/articles in regional/national press plus MD interviews with BBC and ITV 

TransPennine Express O @TPExpressTrains • Dec 19, 2019 

We're now live with William, who is on Twitter to answer your questions until 
18:001 

As we're expecting a high level of questions, he will respond to as many 
customers as possible during the hour 

#TPEDec19 

-¥ TransPennine Express $ @TPExpressTrains, Dec 19, 2019 

One hour to go until our Tweet the Manager with William, our Head of 
Train Planning! 

He will be availab le to answer your questions regarding the recent 
timetable changes between 17:00 - 18:00 

Please remember to use the hashtag #TPEDec19 

#Tweet 
TheManager 
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TPE Customer Assist @TPEassist • Jan 8 

! Our temporary timetable has been extended until 31 January ! 

This includes additional alterations to our services. Please check here for 
more information - bit.ly/Dec19TPE 

We're sorry for the inconvenience this will cause to your journey 
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! Ou.T te mporary tirooa!Jle llas been extended ul!l!ill 31 Jamuary ! 
Tills f111cfmles adllit ional altera".fol'ls to our sel!",1res. :P,le= dileck llare 
for more inJoonatioo - llttp:lllxt.t:,•JDec19W E 
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December 2019 limetable Changes I Travel Updates I 
TransPennine Express 

• Dedicated website page created and regularly updated showing amendments/cancellations 
listed station by station : bit.ly/Dec19TP E 

TRANSPEtl.NI~ 
TICKETS TRAVEL UPDATES TRAVEWNG WITH US EXPLORE TH E NORTH & SCOTLAND HELP OFFERSEXPRESS 

JANUARY 2020 TIMETABLE CHANGES 
Temporary timetable changes to some of our Liverpool - Newcastle - Edinburgh services 

https://TRANSPEtl.NI
https://TPEXPRESS.CO.UK
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IMPORTANT INFORMATION 

'N 2ae 
Si=T-.ir~ _ 

Plea.se note tha.t you are irec:eiY'ing this em. b:ecause you are booie onto 1he abO'W'e 
se.rvice, even - you.- joamey dc,es not rnece.ssarily starl 'in Manc:ftesiPr.Airport, o.- end in 
Edinburgh_ The calling pattern of this. senr:-c:e is: 
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FuU dE!'lails on tlhe,se cancel :aoons and the e.au se bef;{ d them can be found on our 
website-_ 

https://Si=T-.ir


,~ TransPermlne Express Trains 
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! Alease Ire aware tl'lat timela'tl~ ,1,;m IJe Changing from Sunday 15 
llJerem!Par ! 
\.'•l'elre ma:1'iing a ,rrrnJlbar ~f ,olranges as •:, -e con1Lilue to focus on the reliability 
Ill! rnr.rser~~= 




