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Hello everyone,

We are certainly living in strange 
and unprecedented times. The 
Coronavirus pandemic has swept 
the world and we, along with many 
countries are in lockdown.

I would like to thank all our bus and rail 
colleagues who are currently helping 
other key workers – from NHS staff 
to care home workers – get to where 
they need to go. Buses and trains 
provide a vital service during this 
time for people to access hospitals, 
supermarkets and places of work. 

Since the Government introduced 
guidance to avoid non-essential 
travel, we have seen significant 
drops in passenger numbers. UK bus 
passenger journeys are at less than 
10% of normal levels. This has meant 
we’ve had to pause all non-critical 
business activity and put valued 
colleagues on furlough. We welcomed 
the news that the UK Government will 
be providing £167m of new funding 
for buses for 12 weeks. This will, we 
hope, enable us to cover the costs of 
providing vital services during this 
time of crisis (see page 2).

The DfT has set-up Emergency 
Measures Agreements for all rail 
franchises across the country, which 
will now operate for six months 
as management contracts. This 
includes GTR even though it was 
already on a management contract.  
This means we can continue to 
support colleagues across rail while 
services can be reduced. At the end 
of March, we received a Direct Award 
Contract to continue operating the 
Southeastern franchise, which will 
provide continuity and stability to 
colleagues during this challenging 
time (see page 2).  This will also 
operate as a management contract.

Across all our international 
businesses, we have had discussions 
with relevant authorities aimed 
at ensuring service patterns 
meet current needs, and that our 
businesses remain financially viable. 

We often talk about social isolation 
and how it affects our communities, 
but it can affect colleagues just as 
much. Through this time of social 
distancing, make sure you keep 
connected with your friends, family 

and workmates in any way that is 
safe. Technology can do so much - 
this month I gave a business update 
to more than 150 people in Head 
Office thanks to Microsoft Teams. 

There are many good news stories 
in here – from our bus companies 
creating children’s activity sheets to 
help parents during school shutdowns 
(page 3), to GTR creating its own hand 
sanitiser supply chain (page 4).  

I appreciate that things remain 
uncertain for all of us, but thank 
you for all you are doing to support 
each other, our customers and wider 
society at this time.

I would like to end with my sympathy 
for the families of our colleagues 
who are currently in hospital due to 
COVID-19 and our sincere wishes 
that they get well soon.

Keep safe,

David Brown,  
Group Chief Executive
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This is a worrying time for colleagues, but we would like to 
assure you that your health, safety and wellbeing are our 
top priorities. We have significantly increased our cleaning 
regimes and will continue to investigate more options to keep 

you protected. We are supporting those who are working at 
home by providing up-to-date information and assistance on 
working remotely. Make sure you keep up-to-date with the 
latest news from your operating company. 

A message from 
David Brown
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This month Go-Ahead welcomed news that the government 
will be providing a funding package to bus operators across the 
UK. It will be offering £167million worth of funding for 12 weeks. 
This is a positive step for our regional buses in the UK and will 
help bus companies continue to provide essential services to 
key workers during the Coronavirus pandemic. Bus patronage 
has fallen by about 90% since the Government’s guidance for 
people to avoid all non-essential travel. 

Phil Southall, Oxford Bus Company and Thames Travel Managing 
Director, said: “This is welcome news from the government and 
will enable the continuation of vital bus services. It provides 
some stability for us at a challenging time and is crucial to 
ensuring we can cover costs for essential services.”

Martin Harris, Managing Director of Brighton & Hove Buses, 
said: “The additional funding made available by the government 
will help us continue to ensure passenger load numbers are  
well managed and to maintain the two-metre guidelines,  
while still getting key workers and other people to where  
they need to be.”

At the end of March, the Department for Transport decided 
to issue a Direct Award Contract to Govia to continue 
operating the Southeastern rail franchise. The new contract 
started on 1 April and will run until 16 October 2021. There will 
be the option to extend this further at the DfT’s discretion 
until the 31 March 2022.

The new arrangement is different to the old franchise. This 
time it is a management contract, which reflects the DfT’s 
response to the Coronavirus outbreak. During the crisis, 
Southeastern is continuing its focus of providing services  
for key workers.

Looking further ahead, Southeastern will aim to deliver 
customer experience improvements. This includes boosting 
capacity as more rolling stock becomes available. Govia  
(Go-Ahead 65%, Keolis 35%) has operated Southeastern since 
2006. Punctuality has increased by nearly 10% in the last two 
years, and customer satisfaction hit a six-year high (81%) in 
the most recent National Rail Passenger Survey.

David Statham, Southeastern Managing Director, said: “We 
continue to work with our industry partners to ensure that 
services are available to get people working in healthcare, 
food and other vital public services where they need to be. 
When customers are able to begin travelling as normal, we 
look forward to reconnecting our communities and further 
improving capacity, performance and customer satisfaction.”

Direct award for Southeastern
Providing continuity during Coronavirus uncertainty 

Down-to-earth

Bus funding is welcome
Buses play a crucial role in these challenging times 

Down-to-earth
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Go-Ahead bus companies are keeping children entertained 
by providing home activity sheets to support parents. The 
idea was kickstarted by bus company Go South Coast, who 
receive year-round requests from parents to give depot 
tours to their bus-loving children. 

Go South Coast launched an online “bus school” for 
enthusiastic passengers in the Isle of Wight, Bournemouth 
and Southampton, with worksheets on its website including 
bus-themed maths, English and art activities. 

Go North East also published fun sheets that parents can 
print at home, including a ‘Where’s Wally?’ style puzzle, 
colouring-in challenges and an activity booklet filled with 
word searches and spot-the-difference puzzles. 

Meanwhile Konectbus and Go North East also encouraged 
drivers’ children and grandchildren to keep their minds active 
by drawing pictures of rainbows, which are displayed on bus 
windows and in bus stations. One of the pictures reads: “My 
daddy is a bus driver, so please be nice.”

Go-Ahead’s Commercial and Customer Director Katy Taylor 
said: “Buses don’t just take people from A to B – they’re a 
lifeline for many people. We need to continue to support our 
local communities during these troubled times in any capacity 
that we can. We hope that our activities will help young ones 
have a bit of fun and learn more about buses. We would like to 
thank our hard-working bus drivers and their families for their 
dedicated professionalism during these difficult times.”

Keeping kids busy 
during Coronavirus
Supporting families during school shutdowns

Down-to-earth
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From depot to 
bottling plant

Brighton & Hove Buses is introducing its first team of 
Mental Health First Aiders (MHFA) who will be on hand 
to support bus colleagues. The first aiders come from an 
array of different departments, offices and backgrounds 
and are there to support colleagues in need. 
Head of HR Kathryn Lynch said: “We all have points in our 
lives when things become overwhelming and we need to 
turn to someone else for a bit of help. It’s especially true 
now with the Coronavirus causing so much uncertainty, 
anxiety and fear. There is no shame in saying you need 
a hand. Admitting you are vulnerable and that you are 
suffering takes strength. Mental Health First Aiders are 
there for you to talk to: you are not alone.”
Managing Director Martin Harris said: “I am 100% behind 
this scheme; it’s one of the things I love most about this 
company, that we stand up for one another. I encourage 
colleagues to reach out and ask for help, please don’t 
suffer in silence. Good mental health is just as important 
as physical health. I’d like to thank all of those colleagues 
who have trained to be part of our first group of Mental 
Health First Aiders.” 

Proactivity in times 
of adversity
GTR’s Southern Railway team has transformed its depot into 
a hand sanitiser bottling plant. The team in Horsham, West 
Sussex, set up the system in less than a day when they found 
that their normal suppliers had started to struggle to fulfill 
its usual order. Within a matter of hours, the team decanted 
hand sanitiser into 1,000 bottles and made deliveries across 
the network.

Logistics Manager Tessa Holme for the South of GTR’s 
network said: “We make sure each delivery we get is able 
to be spread as far as possible, and in a few hours the 
team were able to run like a factory production line. Once 
decanted they then distribute to locations from Gillingham, 
Ashford, Barnham, Brighton, London and Bedford (and 
everywhere in between).”

Meanwhile in the North, the team of 11 at Letchworth 
Distribution Centre in Hertfordshire have been working to 
keep Thameslink and Great Northern teams stocked up.

Letchworth Distribution Manager Sarah Collett said: “For the 
past month we have been operating a full service to all Great 
Northern and Thameslink southern depots by supplying them 
with all kinds of material from ticket stock, stationery, bags, 
boots, posters, leaflets, COVID-19 supplies including sanitiser, 
wipes, sprays, gloves and much more. I am so proud of my 
team for their contribution to ensuring stations are kitted out 
with their every need, on top of movement of IT equipment, 
lost property, water, furniture and still carrying out minor 
works on stations.”

Get by with a little help 
from your colleagues 

Down-to-earth

Down-to-earth
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Colleagues across Southeastern 
have been doing their bit to ensure 
their passengers, and each other, 
can maintain the two-metre 
distance required for successful 
social distancing.  From brightly 
coloured floor markings leading 
up to ticket machines, to reminder 
signage dotted about stations, 
team members have transformed 
common spaces to keep everyone 
safe, with stacks of positive 
feedback received from key workers 
still using the train service to help 
keep the country moving.

Train operating companies are following Southeastern’s 
footsteps during Coronavirus to help victims of domestic 
abuse. Companies, including GTR, are now offering to 
cost the cost of train tickets to women or men, and their 
children, to travel to a recognised refuge. The National 
Domestic Abuse helpline has seen a large increase in calls 
since the lockdown began.  

The ‘rail to refuge’ scheme was first introduced by 
Southeastern in 2019 and has already helped several 
women to escape domestic abuse. The initiative 
was proposed by one of the train operator’s station 
managers, Darren O’Brien, after he watched a Dispatches 
documentary about Reigate and Banstead Women’s 
Aid. He said “I was extremely moved by the Dispatches 
documentary and asked whether we at Southeastern 
could do anything to help. When we introduced the ‘rail to 
refuge’ scheme last year, we knew that it was only a small 
thing for us but would make an enormous difference to 
women escaping domestic abuse. It’s fantastic that other 
train operators are following in our footsteps.”

Social distancing  
in action

Rail to 
refuge

Southeastern is 
staying apart

How our train companies 
are helping domestic  
abuse victims

Agile

Accountable
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The region keeps 
smiling even through 
darker days

Go North East and East Yorkshire have been flooded with 
praise for their drivers and support teams. The company 
is continuing to find ways to keep colleagues and their 
families busy and active during these times.

Jill, a key worker commenting on the company’s Facebook 
page, said: “Thanks to the driver that dropped us off 
at our stop for work and told us to have a nice day and 
clapped as we were getting off the bus, saying well done. 
We appreciate all our drivers getting us safely to and 
from work – stay safe!”

Whilst another key worker, Elaine, who is on the frontline 
for the NHS, added: “I would just like to say to all at Go 
North East...THANK YOU! Thank you for keeping the 
buses on as best as you can, thank you to your drivers for 
putting others first so that people like myself as an NHS 
worker can get to work. You guys are heroes and aren’t 
getting as much credit as other industries. You’re doing 
an amazing job! Stay safe and once again... thank you!”

Meanwhile, Gemma, a care assistant commented: “I would 
just like to say a massive thank you for trying to keep the 
buses running as best you can in these difficult times. 
Ensuring people can still travel for essential shopping 
when required and that essential key workers can still 
travel to work. And the drivers I see are still smiling  
and pleasant!”

In response to the tremendous feedback, Go North East 
and East Yorkshire colleagues dressed up in colourful 
clothes over the Easter Weekend. This was to bring a 
smile to other key workers’ faces. Many drivers sent in 
selfies to show their colourful clothes. 

Being can-do 
people
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A quick, clean overview
How our companies are enhancing cleaning and 
safety measures to continue helping other key 
workers get to where they need to go.

Plymouth Citybus’ Customer Experience 
team has been gathering information via 
social media for network managers, who are 
working tirelessly to plan and amend their 
timetables in response. Colleagues are also 
dealing with an exceptionally high volume 
of telephone enquiries from passengers 
who have to make essential journeys and 
rely on buses to get to pharmacies and 
supermarkets. 

Go South Coast has installed 
temporary screens in bus drivers’ cabs 
to help facilitate social distancing. 
All its operators, including Morebus, 
Southern Vectis and Salisbury Reds, 
have also taken seats out of use to 
provide extra space between drivers 
and passengers.

Go-Ahead London is trialling middle-
door only boarding, along with other 
operators under Transport for London, 
to ensure that bus drivers can socially 
distance. The company has also covered 
the holes on assault screens and 
introduced enhanced vehicle cleaning.

All operators have enhanced their 
cleaning regimes and colleagues are 
receiving regular communications on 
the importance of washing hands more 
regularly. Following government guidance, 
no colleague should be attending work if 
they, or their household member, presents 
with any Coronavirus symptoms, and 
should isolate for 14 days.
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Go-Ahead Ireland has 
implemented a ‘Saturday Plus’ 
schedule across services to reflect 
reduced demand. It has also introduced social 
distancing for customers on board all vehicles, 
including signs to notify customers that seats 
are closed and marking out the two-metre 
distance on the floor for passengers. 

Deep cleaning has been a key feature 
since the Coronavirus outbreak across 
the Southeastern network, with 
colleagues and contractors alike coming 
together to give high touch points a 
regular and thorough clean. A whopping 
27 buckets of hot bleach were used in just 
one afternoon at Faversham, as a trio of 
team members joined forces to sanitise 
handrails, stairs and window seals. 
These localised efforts are all on top of 
a massive, company-wide programme 
of deep cleaning, with drivers’ cabs, 
carriages and toilets amongst the other 
hot-spots targeted.

The Oxford Bus Company has asked 
key workers to contact the company 
directly if they have bespoke requests.
Using this information, they have 
adapted and provided a transport 
supply where there is demand. This 
includes journeys to Maidstone in Kent 
to support NHS supply chain logistics.

In Go-Ahead Singapore, social distancing is being 
practiced across all bus and depot interchanges.  
All colleagues are encouraged to sit apart and 
reduce physical contact with others. The company 
has arranged split team working arrangements 
with an ‘A’ and a ‘B’ group so that colleagues 
are segregated to lower risk of infection. The 
company also carries out temperature checks 
at depot entrances and colleagues must take 
their temperature twice a day.

Before
After
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Hair-raising scheme
How Morebus is helping the NHS
Morebus engineers based in Poole came up with a hair-
raising scheme to raise funds in support of Dorset’s 
local hospitals and the NHS. “We all shaved our heads in 
exchange for donations” said Morebus engineer, Daniel 
Large. “It’s fair to say a few of us were a little nervous – 
but it’s in aid of an incredibly worthy cause.”

“Everyone there is doing an amazing job – showing 
wonderful commitment and sacrifice whilst caring for 
patients,” added Daniel. “Our target is £1,200, but we want 
to raise as much as we possibly can.”

Collaborative

thank you
GTR is paying homage to the NHS staff across the UK who 
are fighting Coronavirus. It has launched three branded 
trains to support NHS staff and the 200,000 key workers 
who rely on GTR’s rail lines each week. The Thameslink 
Class 700 train is unit number 700111 – selected to show 
thanks for the tireless efforts of the NHS’s 111 advice 
line, with the Southern Railway unit number 377111 also 
celebrating the NHS service. The Great Northern train will 
be unit 717011 (as there are only 25 in the fleet!).

Steve White, Chief Operating Officer at Govia Thameslink 
Railway said: “We are proud to be supporting the NHS, 
social care and emergency services during this crisis. 
We hope that our NHS and Key Worker trains show how 
grateful we are to those working so very hard to keep 
people safe and beat this virus. There are more than 50 
hospitals across our network and we are carrying more 
than 200,000 key workers each week. The team at GTR 
appreciates each and every one of them. I am also really 
proud of our teams, key staff themselves, who have 
worked so hard to support this project.

GTR teams also recently came together to arrange a thank 
you message to display on the trains’ passenger information 
display systems (PIS). Fleet Systems Engineer Darren 
Fitzgerald discussed the matter with the train planning team, 
who managed to work out a way to test the system on a 
small number of trains before it rolled out wider. 

Engineering Director Steve 
Lammin said: “We all want 
to show our appreciation 
for our key workers and the 
NHS, and this was some great 
work by Darren Fitzgerald 
and Michael Kempster 
collaborating across the two 
departments of Engineering 
and Train Planning. They 
really made this happen at 
such a pace.”

Spreading a special message 
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Fast 
freight

Sleeping in Singapore

How colleagues transported 
precious cargo across Norway

Helping drivers access work

In April, Go-Ahead Norway’s 
Commercial Director 
Charlotte Malling was 
urgently contacted by Verner 
Hølleland, the CEO of HP 
Norway – the computer 
company – in Norway. Verner 
asked if Go-Ahead Norway 
could transport him some 
prototypes of infection control 
equipment from the city of 
Bryne in the West, to the town 
of Kongsberg in the East, all in 
rapid time. The precious cargo 
was delivered in time, which 
meant that 500 visors could 
be sent to the Public Health 
Office before Easter. 

Fitness focus
Keep your body active
Keeping healthy is at the forefront of everyone’s minds 
during this difficult time – and keeping your fitness levels 
up whilst largely staying indoors can be a real challenge. 

Enter Southeastern’s Elmers End ticket office colleague 
Rabin Kandel – a yoga teacher in his spare time – who’s 
put together a series of home yoga and fitness videos 
for Southeastern team members. “So many colleagues 
are isolating with their families, or working from home, 
so I thought I would make these videos to help everyone 
keep fit,” said Rabin, who has run a successful colleague 
yoga group since 2019. 

If you’d like access to Rabin’s videos for your own teams, 
please email katie.hicks@southeasternrailway.co.uk

Down-to-earth

Agile

In March, the Malaysian government announced a 
Movement Control Order (MCO) to contain Coronavirus 
within the country, which is still ongoing. A number 
of colleagues who work at Go-Ahead Singapore live 
and commute from Malaysia, so the company set up a 
contingency plan to help manage the situation and allow 
colleagues to access work.

Go-Ahead Singapore therefore arranged hotel 
accommodation for its Malaysian colleagues. The senior 
management team made sure to visit the colleagues in the 
hotel, and many were appreciative of the accommodation 
that had been arranged at short notice. This means that 
the company can still keep services moving and ensuring 
colleagues are able to get to work.
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One step 
ahead
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