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 Hello,
Welcome to the Spring-
Summer 2020 issue of 
On Board. As David 
writes, the world has 
changed somewhat 
since the last issue, 
but the railway has 
continued to keep our 

part of London, Kent and parts of East 
Sussex moving for people who have 
continued to need to travel, and these 
pages will reflect how we did that. 

On pages 4 and 5 we look at what’s 
coming up for the Southeastern 
network in the next few years, 
including additional trains for some 
of our routes, while page 6 reports 
some of the smartening up we did 
to Bexleyheath line stations during 
the recent engineering works on 
that route. Over on pages 8 to 13 we 
highlight the changes we’ve made 
to ensure our stations and trains are 
kept clean and safe for everyone, 
and the efforts our colleagues have 
made to support the communities 
in which they work, including the 
#TootforCarers, which made a lot  
of noise at several of our train depots 
to thank our dedicated NHS and  
care workers. 

Back in March, Southeastern ran 
the UK’s first all-female operated train 
service in partnership with Network 
Rail, and you can see how that came 
together on pages 16 and 17. In this 
issue you can also read about our 
rail to refuge scheme, which supports 
people fleeing from domestic 
violence and abuse.

We’re committed to transparency 
about how our train service is 
performing in terms of punctuality 
and ticket office opening times, and 
we listen to what you tell us in the 
National Rail Passenger Survey,  
and you can see how we’ve done  
in the last period towards the back  
of this issue.

Paul Prentice, Editor
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were put in place and before the wearing of masks was required
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Welcome

Thank you  
for helping  
to keep  
our railway 
safe
There’s no doubt that the last few months 

have been tough for all of us and 
everyone across the UK continues to be 
touched by the coronavirus pandemic. 

At Southeastern, we have been playing our 
part, alongside the rest of the railway industry, 
in a national effort to keep key workers moving. 
Whether it’s getting them to or from work, we 
are proud to be helping keep essential services 
up and running for everyone in south east 
London, Kent and East Sussex. 

Our staff are some of those key workers. 
They have played a huge part in making sure 
nurses, doctors, healthcare professionals and 
other key workers have been able to get to 
their jobs safely.

The main priority for us now is maintaining 
services as the country recovers. As lockdown 
measures are slowly lifted, we will need to 
keep social distancing in place on our services, 
which means we’ll have a smaller amount of 
capacity than normal on our trains. This is to 
keep passengers and railway staff safe. 

Then as the crisis passes and we move into 
a ‘new normal’ our focus will be on improving 
services for passengers. Over the coming 
months we will hopefully begin to deliver more 
for our customers, and you can see details on 
what we have planned on pages 4&5. 

Since our last issue of On Board, like all 
train companies across the country we have 
signed a new contract with the Department for 
Transport. This means we can get to work to 
continue to improve punctuality and reliability. 
And we will be doing everything we can to 
support the economy. 

I’d like to take this opportunity to thank 
everyone who has helped us to keep our 
railway and services safe during this 
unprecedented period.
David Statham, Managing Director
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News

Southeastern 
to run 

franchise 
until at least 
October 2021

T
he Department for Transport (DfT) has 
awarded a Direct Award Contract to Govia 
– a subsidiary of the Go Ahead Group (65%) 
and Keolis (35%) – to continue operating the 
Southeastern franchise.

The new contract began on 1 April 2020 and will run 
until 16 October 2021, with the option to extend at the 
DfT’s discretion until 31 March 2022. 

Southeastern will continue its immediate focus 
on providing services for key workers in this time of 
national crisis. Looking further ahead, during the 
course of the contract term Southeastern will deliver 
a range of customer experience improvements 
including exploring options to boost capacity in 
the short-term as additional rolling stock becomes 
available and continued partnership with Network 
Rail to develop a longer-term capacity, rolling stock 
and punctuality strategy for the Southeastern network 
beyond 2022. 

The new arrangement is a management contract, 
reflecting the DfT’s response to the COVID-19 
pandemic, announced on 23 March 2020, removing 
exposure to changes in passenger demand and costs.  

Punctuality on Southeastern 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’s 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.”    
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News

Under the Direct Award Contract 
agreed with the Department 
for Transport (DfT) in March, 
Southeastern has committed 
to increasing capacity and 
improving journeys for our 
passengers. With more space 
sometimes needed on our busier 
Metro routes through London – the 
Bexleyheath, Grove Park, Sidcup 
and Woolwich lines – we are now 
working in partnership with South 
Western Railway (SWR) to transfer, 
as their new Aventra trains arrive, 
the fleet of 30 Class 707 trains that 
have been in operation since 2017. 

Built by Siemens and leased 
from Angel Trains, the Class 707 is 
a walkthrough design with wide 
doorways and plenty of internal 
space. They can hold up to 1,426 
passengers over 10 cars.

Southeastern Managing 
Director, David Statham, 
welcomed their introduction. 
“Demand for Southeastern Metro 
services has been rising in 
recent years and during normal 
operations, before the coronavirus, 
our older Networker trains could 

get crowded at peak times on 
occasion,” he said.

“Bringing in these new units will 
allow us to offer passengers more 
space in a reliable, modern and 
comfortable air-conditioned train.

“The date of the introduction is 
being finalised and the transfer to 
Southeastern will begin as the new 
Aventras start to arrive and come 
into service at SWR.

“We have a lot of preparation 
work to do in advance, such 
as carrying out an extensive 
driver training programme, 
training engineering employees 
and developing facilities for 
maintenance. 

“We need to check all the 
stations the new trains will be 
stopping at to ensure we have the 
right lighting levels and we also 
need to measure the stepping 
distances between the train and 
platforms.

“That work is well underway 
now and I’m very much looking 
forward to the future when we will 
see 707s running in the splendid 
blue livery of Southeastern.”

Class 707 arrivals will 
increase capacity and 
improve journeys

“ Punctuality on 
Southeastern has 
increased by 
nearly 10% in the 
last two years”

Artist’s impression – final train livery may change
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News

Bexleyheath line 
improvements
A fter four landslips in the last decade, passengers 

on the Bexleyheath line through Barnehurst now 
have a safer and more reliable service following nine 
days of vital work over February half term. More than 
200 engineers worked around the clock at 17 sites 
along the railway between Kidbrooke and Barnehurst, 
removing 2,500 tonnes of mud and trees. This has 
reduced the steepness of the cutting slopes which are 
prone to landslips during long periods of wet weather.

Other work carried out included track maintenance 
to improve reliability and provide smoother rides 
from Blackheath Junction to Falconwood station. The 
Perry Street Fork Junction, where the Bexleyheath 
line meets the Greenwich line, was also refurbished. 
This will prevent faults and reduce delays thanks to 
signalling and power supply resilience work. Electrical 
equipment was replaced to prevent future power and 
signalling failures.

Network Rail Route Director for Kent, Fiona Taylor 
said: “I’d like to say thank you to the passengers who 
have had their journeys disrupted while we carried 
out these major resilience and improvement works.

“The work we have carried out will significantly 
improve the reliability and performance of the 
network, giving passengers the level of service that 
they deserve.”

Here to help
A partnership between train 

companies and charity Women’s 
Aid will help victims of domestic  
abuse fleeing danger during the 
coronavirus lockdown. 

The commitment from UK-wide  
rail companies followed a report  
from Women’s Aid that stated a 
significant increase in users of their 
domestic abuse live chat site after the 
UK went into lockdown. The Women’s 
Aid COVID-19 advice page for 
survivors has had 27,000 page views 
since its launch.

The ‘rail to refuge’ scheme was 
introduced by Southeastern in 2019 
after Station Manager Darren O’Brien 
initiated the idea. He felt compelled  

to do something after watching  
a Channel 4 Dispatches documentary 
about Reigate and Banstead  
Women’s Aid.

“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,” said Darren. “It’s 
fantastic that other train operators 
have followed in our footsteps.”

The schemes have helped a 
number of people escape domestic 
abuse and begin a new life, with 
their children, away from their 
abuser. People escaping domestic 
abuse are usually advised to seek 
refuge services far away from their 
perpetrator, but for many, raising the 

money for a train ticket to do so is 
difficult.

‘Rail to refuge’ removes that barrier 
by offering free train tickets for women 
or men, and their children, to travel 
to a recognised refuge. Survivors can 
access tickets through the member 
services of Women’s Aid, Welsh 
Women’s Aid, Scottish Women’s Aid 
and Imkaan, once they have received 
an offer of a refuge place.
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A
rchie is 11 years old and 
travels on two trains to 
get to secondary school. 
Recently diagnosed with 
autism Archie has the 

Just a Minute (JAM) card app on his 
phone which enables a user to inform 
a member of Southeastern staff in a 
discreet manner that they might need 
a bit more time and support while 
travelling with us. Having it reassures 
him – as well as his mother Natalie 
Leister, Southeastern’s Area Manager 
for Tonbridge. 

“Archie is very inquisitive and a real 
stickler for the rules,” said Natalie. “If 
he sees someone doing something 
wrong, particularly on the railway, he 
takes it upon himself to tell them. This 
happened recently while he was on his 
way to the train and he got distressed 
at their reaction. So he went up to 
the conductor, showed his JAM card 
and the conductor accompanied him 
through the train to reassure him.”

It is because of passengers like 
Archie that Natalie has been working 
with Southeastern’s Accessibility and 
Inclusion Manager Justin Ryan to 
introduce the JAM card and Sunflower 
Lanyard scheme on our services.

In October 2019 we launched a pilot 
scheme for the two initiatives on the 
Tonbridge to Hastings route, to support 
independent travel for passengers 
with hidden disabilities, autism 
and learning difficulties and 
who require more time or 
assistance when travelling 
with us.

Natalie is now working 
with colleagues to roll it out 
further across the network 

Accessibility and inclusion

once normal services resume. We are the 
first UK operator to run this dual trial.

There is no qualifying list of conditions 
to access a lanyard or JAM card. And 
the card can be obtained through a 
Southeastern ticket office or speaking to 
Customer Services.

Alongside both schemes, Southeastern 
is working on a way to support staff  
who will be working directly with 
members of the public – whether this  
is knowing how to effectively assist  
a passenger travelling with dementia  
or understanding the best way to 

approach, and support passengers 
who have a hidden disability.

“The cards and lanyards are 
there to encourage staff to ask 
each passenger what special 
requirements they have,” said 
Natalie. “We want them to see 

them and ask ‘what can I do 

for you today?’ It’s about arming them 
with knowledge and awareness so 
every passenger can feel comfortable 
travelling across our network.”

Help is always 
on the cards
The availability of JAM cards and the 
Sunflower Lanyard on our network helps all our 
passengers feel comfortable enough to travel

“ The cards and 
lanyards are there to 
encourage staff to ask 
each passenger what 
special requirements 
they have”

Archie, right, 
with his older 
brother Jack

Natalie 
Leister
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During the COVID-19 pandemic, 
we wanted to make sure the 
UK’s key workers, NHS staff 
and carers were given the 
recognition they deserve

Showing our 
support 

T
he last few months 
haven’t been easy 
for anyone, not least 
people working in 
key service roles 
and healthcare. 

The nationwide 
clap for NHS workers 

at 8pm every Thursday began as a way 
of showing support for the dedicated 
healthcare professionals caring for 
coronavirus patients, but soon came to 
mean so much more. Then it became 
about people clapping to show their 
support for anyone still working 
and helping others during these 
unprecedented times.  

Toot to salute 
Southeastern decided to show support 
in its own way. On 23 April at 8pm, 
around 50 trains across London, Kent 
and East Sussex sounded their horns  
to celebrate all the carers and NHS 
staff around the UK. 

The toots spelled out N-H-S in Morse 
code by sounding one long blast 
and eight shorter beeps. NHS workers 
in hospitals and people living near 
railway lines were encouraged to 
listen out and then use social media 
to say they’d heard the horns with the 
hashtag #TootforCarers.

In Kent, people living near 
Tonbridge station will have heard the 
horns, as well as people living near 

Slade Green, Ramsgate, Gillingham 
and Ashford depots. St Leonards-On-
Sea depot in East Sussex also took 
part and in central London trains at 
Victoria, Cannon Street and Charing 
Cross did the same.

“At Southeastern, we are 
immensely proud to play a part in 
keeping the country connected, so 
that those keeping us all safe can 
continue doing extraordinary work,” 
said Managing Director David 
Statham.

“Every day, our colleagues – from 
platform staff to train drivers – are 
inspired by the incredible work of 
those using our network. Our toot 
salute symbolises our immense 
thanks and praise.”
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Showing our 
support 

@Freddie040189
Thanks for hearing me at Dunton 
Green, I could hear clapping, horns 
and even a cow bell I think lol. 
From Orpington driver, thanks NHS 
and keep up the amazing work. 
#TootforCarers #ClapForTheNHS
24 April 2020

A well- 
deserved 
thanks
A fantastic campaign to show support 
for NHS and frontline workers began in 
earnest at the beginning of May. 

Southeastern encouraged people to 
use social media to tweet @SE_Railway 
to say #Thankyou to NHS staff and 
other key workers. The tweets were then 
collected and displayed on platform 
departure boards on 14 May. 

Friends and relatives could name a 
specific Southeastern service so that 
their message was seen by the right 
person as they got on the train. 

“With the majority of the country 
having been in lockdown at home, 
we saw the opportunity to use our 
connection to the key workers to enable 
the public to share the messages they 
want to express,” said David. 

“Whether we know them personally 
or not, we all want to be able to say 
a heartfelt ‘thank you’ for all that NHS 
workers have done to keep us safe. 
And I am incredibly proud that we at 
Southeastern are able to provide the 
public with that opportunity.”

@T_E_Builder
#TootforCarers 
@Se_Railway
Thank You NHS, Carers 
and everyone else 
keeping our country 
safe, fed and moving 
Gillingham TMD
30 April 2020

@TommoNoble
Sounded great from 
our house opposite the 
Hither Green depot! 
Nicely done and 
thanks for keeping 
going @Se_Railway 
#TootforCarers
23 April 2020

@Jen10058764
@Se_Railway Our lovely driver 
tonight at London Victoria doing 
the #TootforCarers for the #NHS 
Thank you!!! 23 April 2020

These photos 
were taken before 
facemasks became 
mandatory on 
public transport

https://twitter.com/Jen10058764
https://twitter.com/Se_Railway
https://twitter.com/Se_Railway
https://twitter.com/Se_Railway
https://twitter.com/hashtag/TootforCarers
https://twitter.com/hashtag/TootforCarers
https://twitter.com/hashtag/TootforCarers
https://twitter.com/hashtag/TootforCarers
https://twitter.com/hashtag/ClapForTheNHS
https://twitter.com/hashtag/NHS
https://twitter.com/TommoNoble
https://twitter.com/Freddie040189
https://twitter.com/T_E_Builder
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Keeping our passengers 
and our people safe has 
been our top priority

Bexleyheath station staff Ben Cook and 
Charlie Wootton got stuck into a huge 
cleaning challenge, scrubbing the 
footbridge stairs from top to bottom. As  
you can see from the before and after 
shots, their elbow grease made the 
world of difference for the safety of both 
passengers and staff. Meanwhile at 
Faversham, staff swapped the gateline  
for deep cleaning stairs and other  
station facilities.

“Best wishes to all 
your staff – together 
we’ll get through this 
and be better and 
stronger.”

“As a key worker I’ve been 
travelling this whole 
time and cannot fault 
Southeastern’s handling 
of the situation. Well done 
and thank you.”

“From a key worker – thank you 
to the driver/conductor on the 
train from Victoria to Dover, 
for remembering the NHS at 
8pm. You gave a wonderful 
announcement, and I was 
touched by your kind words.”

All cleaned up

“It was my first time travelling to 
my key worker job by train, and I 
was quite anxious – but Mursalin at 
Victoria provided great service. He 
was more than willing to familiarise 
me with the rest of my journey, and 
even offered to buy me coffee. 
He was very considerate in his 
approach, and did an excellent job 
– it definitely made my day.”

“Thank you to all of the train 
drivers and station staff for 
helping NHS staff and other 
key workers get to work. 
You’re doing a fantastic job 
during these awful times.”

Before

Faversham
Sue Coe 
cleaning 
Faversham

After

“Well done to all 
of you who are 
working hard to 
keep our trains 
running!”

D 
uring this 
unprecedented 
time Southeastern 
staff have been 
doing what they do 
best – whether it’s 
keeping our trains 
and stations clean 

so that our key workers can get to and 
from their vital work as safely as possible, 
or helping those most in need in our 
communities. Here is a snapshot of just 
some of their efforts – and messages of 
thanks from grateful passengers. 

This photograph 
was taken in early 
March when face 
masks were not 
required on our 
network
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Egg-cellent 
gesture
When a planned Easter giveaway 
for passengers had to be cancelled, 
quick-thinking Southeastern staff in 
the Bromley group sprang into action, 
donating 22 boxes of sweet treats to 
hard-working staff across local hospitals 
and care facilities. 

Heartfelt 
gratitude
The team at Bromley South received  
a mayoral seal of approval in the 
form of an official Certificate of 
Gratitude & Appreciation from the 
town’s mayor. “I thank you and your 
staff for your dedication in serving the 
community during the pandemic,” 
wrote Mayor Nicholas Bennett. “Long 
after this emergency, we hope you will 
look back with pride and satisfaction 
on your part in maintaining the vital 
fabric of our society. Our heartfelt 
gratitude to you.”

“Thank you for still 
running the Highspeed 
between Folkestone 
& St Pancras in these 
very difficult times. It is 
much appreciated, as I 
am a nurse and have to 
get to work.”

“As a key worker, I just wanted 
to say a huge thanks to all the 
station staff at Bromley South. 
It was great to see a full crew 
of platform staff today, in such 
good spirits. Thank you for 
getting us to work.”

“Lovely welcome on 
board and message of 
thanks from the driver of 
the train from Denmark 
Hill to Dartford, for all the 
King’s College NHS staff. 
Thank you.”

“Thank you for reinstating 
the 05:43 from Folkestone 
West to Waterloo East, and 
a huge thank you to the 
fantastic train crew for 
getting me safely to work 
every morning. You’re my 
heroes. With love from a 
very grateful NHS nurse.”

Vouch for you
Southeastern staff across the Ramsgate 
area donated funds from a managers’ 
thank you to local medics. Instead of 
accepting a £15 voucher offered as a 
thank you for all their hard work, 24 team 
members opted to give them to staff 
at Queen Elizabeth The Queen Mother 
hospital in Kent – resulting in a £360 
donation of JustEat vouchers. “This was a 
wonderful thank-you from one set of key 
workers to another – what stars,” said Area 
Manager Paul Martin.

QEQM donations

“Just to say, great 
announcements on board 
the train from Ashford to 
Canterbury West – advice 
on using window seats to 
help distance and avoid 
anxiety. Well done.”

“Message for key workers on 
the train -– ‘the days may be 
tough, but we’re all in this 
together, and I hope you 
have a wonderful day doing 
the brilliant things you do. 
Keep smiling and solidarity’. 
Thank you driver!”

“I miss Southeastern 
trains! Well played to 
you, for keeping them 
going for all those 
heroes fighting this 
horrible virus.”
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On a mission
Our London City staff have been 
donating bagfuls of essential 
toiletries to the Whitechapel 
Mission charity. “Their day centre 
has supported countless people 
throughout the pandemic, from 
cooked breakfasts and hot showers 
to life skills advice, and are truly 
appreciative of any support people 
can offer,” said Cannon Street 
Control Point’s Sharon Hershman. 
“A big thank you to all the team 
members who passed on a donation 
– we’re hoping to continue helping 
the centre however we can.”

Print works
When the local council asked for 
help with items for hospital staff, 
the Southeastern Sevenoaks team 
sprang into action – using the 
station printer to make templates 
for medical scrubs. The printouts 
made their way to the local sewing 
group, who then created the much-
needed kit for our NHS heroes.

“Showing love to all the key 
workers out there today, 
including those at SE. You 
guys are why London is able 
to function right now. Thank 
you – you are all legends!”

“One of your drivers noticed 
my NHS badge and took 
a minute to thank us for 
what we do. It was a lovely 
gesture, and in return I 
thanked him and all the 
other Southeastern drivers 
for getting me to and from 
work. My clap tonight was 
for you guys.”

“On an empty train after a day 
at work with the Foreign Office. I 
wanted to give a shout-out to all 
the Southeastern employees who 
are cheerfully keeping the network 
running: they are also the front-
line. Thank you.”

Special  
thank-you
A grateful commuter handed in a letter 
of thanks to Charing Cross staff when 
passing through the station. “This lady is an 
essential key worker who uses our services 
regularly, and just wanted to say thank 
you to everyone,” said station Team Leader 
Sandra Hider.

“In these hard times, it’s 
amazing to see the staff 
put smiles on faces. I’ll 
say a virtual thank you 
for all your hard work 
and effort to get us where 
we’re going safely.”

“Our train driver from Dartford 
thanked all the key workers and 
NHS staff alighting for Kings 
College Hospital. Such a kind 
gesture – thank you too to the 
train drivers getting us to work 
safely during this strange time.”

“On Thursday, I’ll be clapping 
for my son, who’s a train driver 
– and all the other drivers out 
there taking key workers to 
and from work at all hours of 
the day and night. Thank you 
all.”
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Keeping our railway  
safe during COVID-19

To the ordinary folk out there doing jobs
in uniform, hi-vis, and suit
in comfortable shoes or in trainers
or wearing a steel toe-capped boot
wielding a spade or a shovel
holding a clipboard or pen
bent over laptop or spreadsheet
here’s to you women and men
the crucial cogs in a network
getting people and goods to their goal
everyday heroes and heroines
with a vital and critical role
 
Truckers delivering medicine and food
day after day after day
warehouse staff picking & packing 

all night
seeing everything’s sent on its way
workers on buses, on railways, on trams,
or down underground on the Tube
wherever you are within transport
this is a message to you.
 
Thank you.
 
To the mechanics and fitters
the guards and the drivers
the staff at our stations
the workers and strivers
who ensure the freight trains 

are running
the signals are green
who graft in the background
unknown and unseen
checking points, tamping ballast
repairing the track
so the train which takes folk off to work
brings them back
from their shift at the hospital
or their job stacking shelves
because none of us do what we do
by ourselves
 
We rely on each other

to help us get through
and now – more than ever –
we’re indebted to you
who get up early each morning
to drive the first tram
fuel up fleets of buses
plot routes for a thousand delivery vans
who get supplies where they’re needed
with minimum fuss
while we’re at home under lockdown
you’re out there, working, for all of us.
  
To the control staff who watch
where the traffic is going
warn of pinch points and hold ups
keep everything flowing
so the nurse on the bus
gets to work when she ought to
and the team that she’s part of
with cleaners and porters
reassures, offers comfort,
sees life end, and begin
holds our hands when we leave 

this world...
cradles us gently when we come in.
 
You’re our friends, and our neighbours
our dads and our sons
our mothers and daughters
and you are the ones
who graft in the background
unnoticed, unnamed
who deserve so much more than 

a poem...
Blue plaques. Headlines. Fame.
rounds of drinks bought in pubs
when pubs open once more
applause from every last one of us
as you walk home past our doors
 
You’re critical workers, we know this 

is true.
this is us saying thanks, as a nation,

to you.

During this coronavirus pandemic it has been the responsibility of all those 
working on the railway to make sure everything is done to keep both our 
passengers and our staff safe. Those working for watchdog Transport  
Focus were so impressed that they wrote a poem, in recognition of  
the heroic actions of transport workers across the UK.

Essential 
service
PR Manager Emma Owen 
has been out and about 
helping those in need 
throughout the crisis, as 
a Royal Voluntary Service 
Responder. “I’m so happy 
to be able to help people,” 
said Emma, who’s dropped 
off essentials such as food 
and medicine for elderly 
and disabled people in 
her community. “The other 
day I had a long chat with 
a lady in her 80s who is 
feeling desperately lonely 
– it was lovely to be able to 
help bring a smile to her 
face.”

 “Thank you for running 
the trains – off to work at 
Medway Hospital and 
glad you guys are here. 
Fantastic service in hard 
times!”

“Well done to all of 
you who are working 
hard to keep our 
trains running!”
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Out and about
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Through our safer travel 
pledge, we’re taking 
extra steps to make 
everyone’s journeys 
safe this summer. Please 
check before you travel at 
southeasternrailway.co.uk 
for the latest travel 
information Latest 

travel 
advice
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An inclusive network

Train driver Kelly Joe Ballard is a 
passionate advocate for gender equality 
at Southeastern and appeared on the BBC 
News Channel on 6 March celebrating 
the all-female service. Extensive media 
coverage was also included in the Metro, 
City AM and Kent Messenger. “I’ve been 
driving trains for three years – before this  

The UK’s first all-female operated train service  
ran on the Southeastern network earlier this year

All aboard 
for women 

“ I think the railway 
is a fab place to 
work – it’s a real 
family and you  
get plenty of time 
to yourself”

S
outheastern is making a 
continued effort to hire more 
women and increase diversity in 
the rail industry. 

That effort was helped by a 
partnership with Network Rail in March 
when the two organisations teamed up to 
launch the first ever passenger service run 
entirely by women. 

The all-female train crew and signallers 
ran the 07.42am service from London 
Victoria to Faversham on Friday 6 March, 
two days before International Women’s 
Day was marked on 8 March. The service 
was driven by Southeastern’s Monika 
Kurek and the conductor on board was 
Rebecca Greenstreet. 

From depot to destination, the train  

was run entirely by female rail staff. 
Some 15 Southeastern women took part to 
mark the event, many of them getting on 
board to talk to students from schools and 
colleges on the Kent route about their roles 
and why it’s so important to encourage 
greater gender diversity on the railway.

The idea was formed after Network Rail 
committed to increasing the number of 
women in the workforce by 50 per cent by 
2024. That’s the equivalent to about 4,000 
new female staff. 

Southeastern’s campaign to get more 
women on board is also full steam ahead 
and recently revealed that 20 per cent of 
its workforce are women. The company  
is well on its way to hitting the target of  
21 per cent by 2021. 
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progress in attracting more women  
into the industry and we’re proud that  
20 per cent of Southeastern’s employees 
are female. 

“The fact the ‘Female Train’ is one  
of the first shows how much more the  
rail industry needs to do to and we  
will continue working with partners  

like Network Rail to achieve this.”
Elsewhere in the country on the same 

day, Great Western Railway ran an all-
women service from London Paddington 
to Bristol, and LNER ran a Flying 
Scotswoman service from Edinburgh to 
London Kings Cross.

“This is about ensuring our organisation 
is as diverse as the communities we 
serve and valuing the contributions that 
everyone can make to our business,” 
said Loraine Martins, Director of Diversity 
and Inclusion at Network Rail. “We will 
continue to work tirelessly to increase 
the proportion of women at Network Rail 
at all levels in our business, as well as 
developing the phenomenal talent that  
we already have.”

“ We will continue to work 
tirelessly to increase the 
proportion of women in 
our business”

I was a bus driver,” said Kelly Joe. “I think 
the railway is a fab place to work – it’s  
a real family unit and you get plenty of 
time to yourself.”

David Statham, Managing Director of 
Southeastern, added: “We’re honoured  
to have played our part with our ‘Female 
Train’. We have made considerable 

These photos 
were taken before 
facemasks became 
mandatory on 
public transport



Our service stats
Here are our performance results for 10 November 2019 to 02 May 2020

Performance
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Performance by  
service group

0.0%

100.0%

50.0%

3.2% 3.2% 3.7% 3.4%

 Last 6 Rail Periods:
10 Nov 19 - 02 May 20

Cancellations 
(trains booked) 

Time to 3 at 
all recorded 
stops

Ontime at 
all recorded 
stops

Ticket office  
opening hours
We averaged an open rate of

90.3% 
against our committed  
opening hours

Ticket vending 
machines availability
Our tickets vending machines  
were available for 

93.5% 
of the time

We have a total of 

276 
ticket vending machines

Complaints per  
1,000 passenger 
journeys
Accessibility issues 0.003
Company policy 0.010
Complaints Handling 0.022
Delay compensation schemes 0.023
Environmental 0.001
Fares, Retailing 0.028
Other 0.002
Provision of information 0.009
Quality on Train 0.043
Safety & Security 0.009
Staff Conduct & Availability 0.020
Station Quality 0.006
Timetabling and connection issues 0.003
Train Service Performance 0.034

Overall     0.213
 

Customer 
journeys
There were 

738.7 
million passenger 
journeys made on 
our network

Cancellations 
or short-
formed trains
The number across 
this period was 

1.59%

Mainline High Speed Metro Southeastern Total 

65
.8

%

68
.4

%

69
.2

%

68
.0

%

82
.9

%

86
.3

%

86
.6

%

85
.5

%



Cancellations 
(trains booked) 

Time to 3 at 
all recorded 
stops

Ontime at 
all recorded 
stops
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Performance

Performance by period
Last 6 Rail Periods: 10 Nov 19 - 02 May 20

10 Nov 19 -  
07 Dec 19

08 Dec 19 - 
04 Jan 20

05 Jan 20 - 
01 Feb 20

02 Feb 20 - 
29 Feb 20

01 Mar 20 -  
31 Mar 20

01 Apr 20 - 
02 May 20

10 Nov 19 - 
02 May 20

Mainline 3.3% 3.8% 2.7% 4.9% 2.7% 1.6% 3.2%

High Speed 1.9% 2.5% 3.2% 3.6% 2.9% 1.7% 2.7%

Metro 5.8% 3.8% 3.1% 4.8% 2.8% 0.9% 3.7%

Southeastern 
Total

4.7% 3.7% 3.0% 4.7% 2.8% 1.2% 3.4%

Mainline 54.3% 58.3% 63.4% 61.2% 72.6% 88.3% 65.8%

High Speed 62.7% 63.2% 66.3% 66.3% 70.2% 85.3% 68.4%

Metro 58.4% 63.9% 64.4% 63.9% 76.5% 93.4% 69.2%

Southeastern 
Total

57.4% 62.1% 64.2% 63.2% 74.8% 91.1% 68.0%

Mainline 75.5% 78.4% 82.4% 79.8% 87.4% 95.9% 82.9%

High Speed 82.2% 83.9% 85.7% 84.6% 87.3% 96.4% 86.3%

Metro 80.4% 84.2% 85.3% 84.0% 91.2% 98.5% 86.8%

Southeastern 
Total

78.9% 82.3% 84.4% 82.6% 89.7% 97.4% 85.5%
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Ticket office opening hours
This table shows the ticket office opening hours percentage against planned hours for each station. It also shows the 
number of times any ticket office was closed for more than four hours due to an unplanned reason (such as short notice 
sickness or absence).

Performance

Station
Mon - 
Fri AM

Mon - 
Fri PM

Sat AM Sat PM Sun AM Sun PM Compliance
# Closures 

> 4hrs

Albany Park 06:10:00 19:30:00 08:10:00 14:50:00 08:10:00 13:30:00 88% 12

Ashford International 05:30:00 21:30:00 05:30:00 21:30:00 06:00:00 21:30:00 99% 1

Aylesham 06:30:00 13:10:00 06:30:00 13:10:00 74% 0

Barming 05:50:00 09:15:00 89% 0

Barnehurst 06:10:00 19:30:00 08:10:00 14:50:00 08:10:00 15:40:00 90% 13

Battle 05:40:00 19:00:00 05:40:00 19:00:00 09:10:00 16:30:00 96% 8

Bearsted 06:10:00 19:30:00 07:10:00 13:50:00 07:40:00 15:10:00 65% 58

Beckenham Junction 06:10:00 19:40:00 06:10:00 19:40:00 08:10:00 17:40:00 95% 9

Belvedere 14:00:00 18:40:00 88% 0

Belvedere 06:10:00 12:50:00 07:40:00 14:20:00 88% 0

Bexley 06:10:00 19:30:00 06:10:00 19:30:00 08:10:00 15:40:00 87% 22

Bexleyheath 06:10:00 20:00:00 06:30:00 20:00:00 08:10:00 16:40:00 86% 20

Bickley 13:10:00 19:45:00 57% 3

Bickley 06:10:00 12:50:00 07:10:00 13:50:00 08:15:00 13:45:00 57% 3

Birchington 05:45:00 12:25:00 06:45:00 13:25:00 93% 0

Blackheath 06:10:00 20:00:00 06:40:00 20:00:00 08:10:00 19:40:00 94% 16

Borough Green 06:10:00 17:55:00 07:10:00 13:50:00 08:10:00 15:40:00 74% 35

Brixton 06:40:00 20:00:00 08:10:00 14:50:00 73% 19

Broadstairs 06:15:00 19:30:00 06:15:00 19:30:00 08:10:00 15:40:00 65% 46

Bromley North 06:15:00 19:00:00 07:20:00 14:00:00 88% 6

Bromley South 06:00:00 21:30:00 06:20:00 21:30:00 06:40:00 21:30:00 99% 4

Canterbury East 06:10:00 20:20:00 06:10:00 20:20:00 07:30:00 19:30:00 91% 12

Canterbury West 06:15:00 19:30:00 06:15:00 19:30:00 08:30:00 17:00:00 96% 5

Catford Bridge 06:10:00 19:30:00 06:10:00 19:30:00 08:40:00 16:40:00 85% 23

Charing 07:15:00 11:40:00 92% 0

Charlton 06:10:00 19:30:00 06:10:00 19:30:00 08:30:00 16:00:00 90% 11

Chatham 05:45:00 20:00:00 06:15:00 20:00:00 07:00:00 19:00:00 97% 5

Chelsfield 06:10:00 19:30:00 08:15:00 15:00:00 08:15:00 13:00:00 99% 1

Chestfield & 
Swalecliffe

06:45:00 10:15:00 72% 0

Chislehurst 06:10:00 19:30:00 07:00:00 19:15:00 08:15:00 15:40:00 92% 10

Clock House 06:10:00 19:30:00 07:20:00 13:50:00 87% 12

Crayford 06:10:00 19:30:00 06:40:00 20:00:00 08:10:00 15:40:00 85% 20
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Performance

Station
Mon - 
Fri AM

Mon - 
Fri PM

Sat AM Sat PM Sun AM Sun PM Compliance
# Closures 

> 4hrs

Crowhurst 06:00:00 10:00:00 NA NA

Dartford 06:10:00 20:40:00 06:10:00 19:40:00 07:10:00 20:40:00 99% 2

Deal 05:45:00 19:10:00 05:45:00 19:10:00 07:30:00 16:00:00 87% 26

Deptford 06:40:00 17:25:00 87% 23

Dover Priory 05:30:00 21:30:00 05:30:00 21:30:00 06:15:00 21:30:00 98% 5

Ebbsfleet 
International

06:20:00 20:15:00 09:00:00 19:30:00 09:45:00 18:45:00 97% 4

Eden Park 06:10:00 12:50:00 07:20:00 14:00:00 87% 1

Elmers End 06:10:00 19:30:00 06:10:00 19:30:00 92% 5

Elmstead Woods 06:00:00 19:30:00 08:15:00 14:50:00 08:15:00 15:40:00 95% 7

Eltham 06:10:00 20:00:00 06:10:00 20:00:00 08:10:00 15:40:00 88% 17

Erith 06:05:00 19:25:00 06:10:00 19:25:00 91% 16

Etchingham 06:10:00 12:55:00 07:20:00 14:00:00 91% 0

Eynsford 06:10:00 12:50:00 99% 0

Falconwood 06:10:00 19:30:00 08:10:00 14:50:00 08:10:00 15:40:00 85% 20

Farningham Road 06:10:00 10:30:00 87% 0

Faversham 06:15:00 19:30:00 06:15:00 19:30:00 08:00:00 19:00:00 98% 3

Folkestone Central 06:00:00 19:00:00 06:00:00 19:00:00 08:10:00 17:40:00 84% 31

Folkestone West 06:25:00 13:05:00 07:35:00 14:15:00 79% 4

Frant 06:25:00 09:45:00 98% 0

Gillingham 06:10:00 20:00:00 06:10:00 20:00:00 07:00:00 19:00:00 98% 1

Gravesend 05:45:00 20:00:00 05:45:00 20:00:00 06:45:00 20:00:00 97% 6

Greenhithe 06:10:00 19:30:00 07:40:00 19:40:00 09:10:00 16:40:00 87% 29

Greenwich 06:10:00 20:00:00 06:10:00 20:00:00 08:40:00 18:40:00 96% 9

Grove Park 05:15:00 20:15:00 07:00:00 20:15:00 08:10:00 18:40:00 98% 2

Harrietsham 06:10:00 10:25:00 90% 0

Hastings 05:50:00 20:30:00 05:50:00 20:30:00 05:50:00 20:30:00 99% 0

Hayes 06:10:00 19:30:00 07:20:00 14:00:00 78% 20

Headcorn 06:00:00 19:20:00 07:10:00 13:50:00 08:10:00 16:30:00 79% 36

Herne Bay 06:10:00 19:00:00 06:10:00 19:00:00 09:10:00 16:00:00 94% 10

Herne Hill 06:10:00 19:40:00 06:10:00 19:40:00 08:10:00 17:40:00 97% 7

High Brooms 06:20:00 19:00:00 07:10:00 13:50:00 95% 12

Higham 06:10:00 12:50:00 64% 0

Hildenborough 06:10:00 12:50:00 07:10:00 13:50:00 93% 1

Hither Green 06:10:00 20:00:00 06:10:00 19:30:00 08:10:00 19:40:00 93% 7

Kearsney 06:40:00 10:20:00 NA NA

Kent House 06:10:00 19:30:00 07:10:00 13:50:00 85% 6
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Station
Mon - 
Fri AM

Mon - 
Fri PM

Sat AM Sat PM Sun AM Sun PM Compliance
# Closures 

> 4hrs

Kidbrooke 06:10:00 19:30:00 06:40:00 19:30:00 09:00:00 14:40:00 83% 31

Knockholt 06:15:00 09:40:00 96% 0

Ladywell 06:10:00 19:30:00 07:20:00 14:00:00 76% 22

Lee 06:10:00 19:30:00 07:40:00 14:20:00 08:10:00 15:40:00 84% 18

Lenham 06:20:00 13:00:00 06:20:00 13:00:00 31% 0

Lewisham 06:10:00 20:50:00 06:10:00 20:20:00 07:10:00 20:50:00 95% 8

London Bridge 04:50:00 01:20:00 05:05:00 01:20:00 06:45:00 01:20:00 99% 2

London Cannon Street 07:15:00 19:40:00 99% 0

Charing Cross 04:30:00 01:05:00 04:30:00 01:05:00 06:45:00 01:05:00 98% 7

Longfield 06:15:00 19:30:00 07:15:00 13:30:00 08:15:00 13:00:00 90% 18

Lower Sydenham 06:20:00 13:00:00 07:20:00 14:00:00 87% 0

Maidstone East 06:00:00 20:00:00 06:00:00 20:00:00 07:45:00 20:00:00 97% 8

Maidstone West 06:15:00 12:50:00 06:10:00 12:50:00 88% 0

Marden 06:15:00 13:00:00 07:00:00 13:00:00 90% 0

Margate 06:15:00 19:30:00 06:15:00 19:30:00 09:10:00 16:40:00 75% 36

Martin Mill 06:10:00 10:30:00 NA NA

Maze Hill 06:10:00 19:30:00 06:10:00 19:30:00 97% 3

Meopham 06:15:00 12:45:00 08:00:00 13:15:00 90% 1

Mottingham 06:10:00 19:30:00 06:40:00 20:00:00 08:10:00 15:40:00 87% 20

New Beckenham 06:20:00 13:00:00 07:20:00 14:00:00 93% 0

New Cross 06:10:00 20:00:00 06:10:00 20:00:00 08:10:00 20:00:00 93% 8

New Eltham 06:10:00 20:00:00 06:40:00 20:00:00 08:10:00 15:40:00 89% 12

Newington 06:10:00 10:00:00 55% 3

Northfleet 06:10:00 10:10:00 90% 0

Orpington 06:05:00 21:00:00 06:05:00 21:00:00 06:45:00 21:00:00 99% 1

Otford 06:15:00 19:30:00 06:15:00 19:30:00 08:10:00 15:40:00 92% 15

Paddock Wood 06:00:00 19:00:00 08:00:00 14:30:00 08:00:00 14:30:00 93% 13

Penge East 06:10:00 19:30:00 06:40:00 19:30:00 08:10:00 15:40:00 94% 8

Petts Wood 05:45:00 20:00:00 07:00:00 20:00:00 07:45:00 19:45:00 99% 3

Pluckley 06:10:00 10:40:00 84% 0

Plumstead 06:10:00 19:30:00 06:10:00 19:30:00 08:10:00 15:40:00 89% 15

Queenborough 07:00:00 11:00:00 08:00:00 12:00:00 94% 0

Rainham 06:00:00 19:30:00 07:00:00 19:00:00 08:00:00 19:00:00 99% 3

Ramsgate 06:15:00 20:00:00 06:15:00 20:00:00 06:15:00 16:30:00 92% 18

Robertsbridge 06:10:00 12:50:00 07:10:00 13:45:00 94% 0

Rochester 06:10:00 19:30:00 06:45:00 13:25:00 97% 5

Sandling 06:20:00 13:00:00 75% 0

Sandwich 06:30:00 11:00:00 06:30:00 11:00:00 81% 1



Performance

Spring/Summer 2020  23

Station
Mon - 
Fri AM

Mon - 
Fri PM

Sat AM Sat PM Sun AM Sun PM Compliance
# Closures 

> 4hrs

Sevenoaks 06:15:00 21:00:00 06:15:00 21:00:00 07:15:00 21:15:00 99% 3

Sheerness-On-Sea 06:30:00 13:10:00 06:30:00 13:15:00 07:45:00 15:45:00 96% 0

Shepherds Well 06:30:00 11:00:00 NA NA

Shortlands 06:10:00 19:30:00 06:00:00 19:30:00 08:10:00 15:40:00 93% 6

Sidcup 06:10:00 19:50:00 06:10:00 19:50:00 08:10:00 19:40:00 97% 6

Sittingbourne 06:00:00 19:30:00 07:00:00 19:00:00 07:00:00 19:00:00 97% 3

Slade Green 06:10:00 12:50:00 07:10:00 13:50:00 95% 0

Sole Street 06:30:00 10:30:00 82% 0

St Johns 07:10:00 13:50:00 70% 1

St Leonards Warrior 
Square

06:00:00 19:20:00 08:10:00 14:50:00 94% 10

St Mary Cray 06:10:00 19:30:00 06:10:00 19:30:00 08:15:00 16:40:00 94% 7

Staplehurst 06:00:00 19:00:00 08:00:00 14:40:00 08:10:00 16:30:00 91% 13

Stone Crossing 06:45:00 10:10:00 NA NA

Stonegate 06:00:00 12:00:00 69% 0

Stratford International 07:30:00 10:30:00 09:00:00 13:00:00 98% 0

Strood 06:00:00 19:00:00 07:45:00 14:00:00 08:15:00 15:30:00 89% 20

Sturry 06:30:00 10:00:00 91% 0

Sundridge Park 06:45:00 13:20:00 73% 2

Swanley 06:00:00 18:30:00 07:00:00 19:00:00 08:00:00 14:30:00 98% 3

Swanscombe 06:10:00 12:50:00 08:40:00 15:20:00 77% 3

Sydenham Hill 06:40:00 20:00:00 09:00:00 15:50:00 82% 15

Teynham 06:30:00 09:30:00 83% 0

Tonbridge 05:40:00 21:40:00 05:40:00 21:10:00 06:30:00 21:30:00 100% 0

Tunbridge Wells 05:55:00 21:40:00 06:30:00 20:40:00 06:40:00 21:55:00 99% 0

Wadhurst 06:20:00 18:30:00 07:10:00 13:50:00 86% 27

Walmer 06:30:00 11:00:00 06:30:00 11:00:00 85% 0

Welling 06:10:00 19:30:00 06:10:00 19:30:00 08:10:00 16:40:00 91% 11

West Dulwich 06:40:00 19:30:00 07:20:00 14:00:00 08:10:00 15:40:00 98% 0

West Malling 06:00:00 19:00:00 07:30:00 14:10:00 08:15:00 15:30:00 87% 25

West St Leonards 05:45:00 12:25:00 06:00:00 12:40:00 87% 0

West Wickham 06:10:00 19:30:00 07:20:00 14:00:00 90% 9

Westcombe Park 06:10:00 19:30:00 08:10:00 14:50:00 81% 9

Westgate-On-Sea 06:00:00 11:00:00 95% 0

Whitstable 06:10:00 19:00:00 06:10:00 19:00:00 09:10:00 16:00:00 96% 3

Woolwich Arsenal 05:40:00 20:05:00 06:10:00 20:05:00 06:40:00 21:10:00 99% 0

Woolwich Dockyard 06:40:00 13:20:00 89% 0

Wye 06:00:00 12:40:00 07:00:00 13:40:00 79% 0



National Rail Passenger 
Survey results Autumn 2019

Read the results in full: shorturl.at/fstvz

81% 
of Southeastern 
passengers are satisfied 
with their journeys 
according to National 
Rail Passenger Survey 
results for Autumn 2019.

8% 
increase in satisfaction 
with the helpfulness of 
our staff on board.

3% 
year-on-year increase 
gives highest Autumn 
result since 2013.
 
 

80% 
Four out of five passengers  
are satisfied with our service,  
and these results are a 3% 
improvement on the previous 
year’s survey. But we know there’s 
always more we can and will do 
to keep improving.

£70m 
In 2019 we introduced the improved 
Delay Repay 15 compensation scheme, 
and we’ve invested over £70m in 
improvements including; extra seating 
at stations, measures to improve train 
punctuality and award-winning cycle 
parking facilities.

Period P8 P9 P10 P11 P12 P13 Totals

Volume of booked assistance 575 634 597 452 487 293 3038

Volume of booked assistance 
completions

502 535 495 408 414 245 2599

Volume of unbooked assistance (Turn 
Up and Go) requested 

1903 2320 1687 1918 2054 1163 11045

Volume of unbooked assistance (Turn 
Up and Go) completed 

1901 2310 1684 1914 2047 1156 11012

Assisted Travel

http://shorturl.at/fstvz



