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BUILD – BACK – BETTER 
 

Executive Summary 

The railway in Kent has experienced a set of unprecedented challenges throughout the past 

12 months. The challenges of the pandemic have seen both Kent Route ad Southeastern 

adapt and be agile in how we have responded, including setting up safe systems of work to 

allow us to operate a safe railway for key workers, write numerous timetable plans and deliver 

new working practices and operational procedures to reduce risks to passengers and 

colleagues. We are proud of how our teams have risen to the challenge and delivered a high 

performing railway during these difficult times.   

Both Southeastern and Network Rail have used this time to advantage; to undertake 

improvements which will support the return of a resilient railway. We are now better informed 

about the timetable changes that can deliver a more resilient railway in the future, we have 

delivered programmes of work such as Hither Green re-signalling successfully and we have 

brought in new tools, such as HUBBLE, to improve our seasonal preparation and remove 

small operational issues. 

Our focus for the future is how we continue to build back better to ensure returning customers 

experience a high performing railway that supports growth in the London and Kent economies; 

we aim to deliver a safe and reliable service that local communities choose to use as the 

Government’s vaccination programme delivers the conditions to unlock society. 

We have, as two organisations, worked even closer over the last year and will continue to 

build on our collaborative relationship to deliver programmes of work funded from available 

investment to reduce our costs and provide value for money to the taxpayer that has supported 

the industry so well during the pandemic. Key opportunities which capitalise on this include 

works to improve resilience on the Hastings Line and in the Lewisham area, whilst passengers 

on Metro route will experience a new fleet of trains. We will deliver a blockade strategy that 

reduces weekend engineering works while bringing significant improvement to individual lines 

of route. 

Together in alliance, Southeastern and Network Rail aim to provide Kent, East Sussex and 

South East London with the best set of conditions to support and ensure the economic 

recovery of the region. Building Back Better means a high performing, resilient railway, 

delivering for its communities, delivering for the taxpayer, and most importantly delivering for 

the passengers who will support the wider economic recovery of the county.  

 

Fiona Taylor 

Route Director, Kent Route – Network Rail 

 

 

Scott Brightwell 

Train Services Director - Southeastern 
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Foreword 
 

This document has been written by the Joint Performance Team, which is formed of 

colleagues from both Network Rail Kent Route and Southeastern. Each year the document 

brings together the key strands of both organisations to ensure performance improvement 

continues to be a central focus. 

This document has been created alongside colleagues across both organisations, who have 

proposed the plans contained within this document in order to put passengers first and deliver 

a resilient railway to build back better.  

Consultation with key stakeholders has been ongoing throughout the process of writing this 

document for schemes and targets. Targets within this document have been set to represent 

the levels of train service and passengers predicted to travel throughout the year.  

Last year’s Performance Strategy was peer reviewed by the Network Rail Central 

Performance Team and Office of Rail and Road. Building on feedback from the previous year, 

this strategy aims to amplify the performance story; what has happened, why it has happened, 

and how it is going to be improved. It seeks to underpin this within the current context of the 

industry, and the potential changes that may occur over the course of the coming year.  

Other areas improved upon include RM3-P. This year, this document will demonstrate our 

current position with the process, whilst identifying the key areas for improvement across both 

organisations and each business area going forward. 

 

Table: Actioned Feedback 

Feedback Changes Made 
Document 
Flow 

The document follows a layout whereby individual business areas are clear. 
These cover what has happened, why the level of performance is as it is, and 
how improvement is going to be actioned. 

✓ 
 

Challenges  The document references the key challenges throughout, with focuses on Build 
Back Better, COVID-19, Climate Change and Concern for Welfare.  

✓ 
 

Scope  The scope for this document combines local performance with large route wide 
improvement projects. Building on feedback, our strategy focuses on how 
individual business areas intend to improve performance, and in the context of 
wider schemes of work for the remainder of CP6 (covered in Chapter 7).  

✓ 
 

RM3P & 
PIMS 

Last year, RM3P and PIMS were in their infancy. This year, we have ensured 
they are a central part of the work being done to improve performance on a 
systemic level (Chapter 3). In addition to this, we have included how each 
business area contributes to the whole system challenges identified.  

✓ 
 

 

 

The Joint Performance Team would like to thank all colleagues and stakeholders for their input 

into this document.  
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Our Strategy 
 

Southeastern and Kent Route have had a good performance year; On Time and other CP6 

metrics have improved dramatically since the start of the pandemic and there has been a big 

fall in the level of reactionary delay within the system as we have run less trains or employed 

proven methods within the timetable for trains to make up time.  As well as this we have 

seen large scale improvements in asset and signaller performance metrics as well as a 

general reduction in the level of trespass occurrences. The efforts of operational, 

maintenance and planning teams from both organisations has been immense in ensuring the 

railway has operated safely during the pandemic. 
While this has been extremely encouraging it is worth noting that incident levels have not 

improved at the same rate as delay minutes; Network Rail have driven a 24% improvement in 

incidents and a 37% improvement in delay minutes while Southeastern have shown a 21% 

improvement in incidents and a 39% improvement in delay minutes. Southeastern’s year on 

year improvement remains below the national average improvement and we have moved from 

among the best ‘large TOC’ performers to one of the lowest. The reasons for this are 

understood, in terms of the number of trains we have run in relation to others and the impact 

of weather on Kent’s railway. 

This year we expect to perform well above the level experienced in 2019/20 while recognising 

that, as passengers make a welcome return to our railway in greater numbers and we operate 

more trains, there will be distinct challenges to delivering the same level of improvement seen 

in 2020/21 as well as those that existed prior to the pandemic.  

Our strategy is therefore to: 

• Work with the Government and regulatory bodies to deliver and efficient and effective 

service for passengers in line with the financial constraints on the industry. 

• Work with industry partners to ensure timetables are robust and provide sufficient 

capacity to allow passengers to travel in safety as we emerge from the pandemic. 

• Work more collaboratively than ever before to find the best solutions and plans for the 

future. 

• Make targeted investment improvement in fleet, asset condition and seasonal delivery 

to deliver better for passengers. 

• Work together to overcome difficult problems that require complex solutions in the 

interests of the majority of our passengers, a good example of this is our blockade 

strategy development. 

• Deliver RM3-P and PIMS programmes to retain the right culture in both Kent Route 

and Southeastern to deliver performance improvement. 

• Ensure that we do are not satisfied with our level of performance but remain 

challenging and determined to build back better. We will continue to evolve our 

governance processes and collaborative communication strategy. 

• To ensure we are Match Fit for May as we make the first timetable change. 

Our plans support our strategy and aims for the coming year while we believe our targets 

deliver a better level of service to ensure that we support the UK economy and recovery 

from the pandemic as we put this strangest of strange years behind us.  
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Chapter One: 

COVID 19 Summary 
 

COVID 19 has changed the way the world operates and functions. Over the past 12 months, 

it has affected families, colleagues, and the wider economy.  

For both Southeastern and Network Rail, responding to the pandemic required the application 

of business continuity in unprecedented circumstances for the industry. During the first wave, 

passenger numbers equated 5% of normal levels, whilst On-Time performance achieved a 

record breaking 90.9%. New methods of work were introduced to support Social Distancing 

within the workplace, as well as the application of anti-viral solutions to high touch areas in 

both staff and customer facing areas.  

As such, this also meant that works planned during the initial phase of coronavirus, such as 

the Hither Green re-signalling works, had to be pushed back to allow the new processes to 

bed in. In other areas of the business, dispatch and on train staff moved towards electric 

whistles to reduce virus transmission. Change occurred quickly, orderly, and safely to ensure 

that colleagues and customers were protected.  

During the pandemic, the railway in Kent has been operating at its highest ever On-Time 

levels, despite the application of 9 timetable changes in one calendar year – a credit to the 

dedicated professionals who have spent much of their time on this key work. It has also 

provided the opportunity to move some workflows from a reactive approach, to a proactive 

approach, with a greater focus on RM3P, business case delivery and gaining time out of the 

existing system.  

However, whilst the railway has been performing well, the lack of passengers also means 

reduction in revenue. The revenue risk was absorbed by the Department for Transport at the 

beginning of the Pandemic. At the time, Southeastern was due to move into a Direct Award 

Contract, however as with the remainder of the industry, Southeastern moved to an 

Emergency Measures Agreement with the DfT. This agreement has allowed the railway to 

continue to operate for the benefit of Key Workers and Supply Chains, whilst provided the 

opportunity for the business to look to the future.   

The E.M.A. has allowed Southeastern to focus on committed obligations which form part of 

the franchise agreement. These are deliverable to ensure the railway continues to operate & 

improve beyond the baseline it started at in March 2020. Many of these will deliver 

improvements to both performance of the operator, as well as resilience of the infrastructure. 

Network Rail has also been pushing forward with Putting Passengers First, which will see a 

closer and deeper working relationship between the operator and infrastructure manager, 

including but not limited to performance, control and stations, in order to deliver a railway that 

works more effectively for its customers.  

Looking forward, it is difficult to know what passenger numbers are likely to be following the 

successful roll out of a vaccine. The model below is currently being used by the Southeastern 

Commercial team and Southern Region to estimate passenger growth over time following the 

reduction of restrictions. 
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The government is successfully inoculating the population at a fast rate. It is possible that all 

adults in the UK may have had their Coronavirus vaccine by the end of the summer. It is hoped 

that with a continued smooth roll out, we will see passenger numbers rising once again. 

However, with the advent of remote working, it is unlikely that these numbers will return to pre 

pandemic levels. As such, both organisations will need to be proactive in responding to 

changes in passenger demand, and the subsequent service level requirement.  

The graph below demonstrates a potential scenario for passenger growth throughout the next 

financial year. This estimate is based upon a consistent passenger base just below 20% until 

Period 6, where numbers begin to climb consistently, with a new normal expected to be 

reached in 2022 – 2023. The projection below shows paid journeys, rather than total journeys 

made. 

 

As such, targets for this year’s performance strategy are reflective of the fact that the pandemic 

still provides some level of passenger uncertainty. These have been designed to reflect the 

level of timetable being operated against the projected passenger numbers. The full 

methodology for this is laid out in chapter four.  

What is clear is that the year that follows will be a year like no other. As such, including 

firebreaks within the system to review progress against target is key. Reviews will be held 

quarterly at RF4, RF7 and RF11 to ensure that the correct approach is being taken, ensuring 

that Network Rail is meeting its commitments, whilst Southeastern continues to be a good and 

efficient operator for the Department for Transport.  

In context, this ensures that the route and the operator have the best set of conditions to be 

agile and proactive to continue to deliver for passengers and allow the economies of Kent, 

East Sussex and South East London to Build Back Better.  

 

 

 

 

 

0.00%

5.00%

10.00%

15.00%

20.00%

25.00%

30.00%

35.00%

40.00%

45.00%

50.00%

P0122 P0222 P0322 P0422 P0522 P0622 P0722 P0822 P0922 P1022 P1122 P1222 P1322

Projected Passenger Growth, 2021 - 2022



 
 

8 | P a g e   J o i n t  P e r f o r m a n c e  S t r a t e g y   
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Chapter Two: 



9 | P a g e J o i n t  P e r f o r m a n c e  S t r a t e g y

Joint Summary 

As of Sunday, 17th October 2021, all Southeastern services will be operated by SE 
Trains Ltd (a wholly owned subsidiary of DfT OLR Holdings Limited (DOHL), the Public 
Sector Owning Group).

Southeastern is responsible for the delivery of the train service. This includes train service 
performance, punctuality and the timetable. Southeastern is also responsible for the day-
to-day management of stations (including staffing, ticket sales, cleaning and general 
maintenance), train crew as well as ensuring safe maintenance of several classes of train 
operated by the organisation.

Southeastern operates 6 individual train fleets, manages 166 stations, serving 176 
stations. There are around 640,000 daily (weekday) passenger journeys on the network, 
which in turn represents 178 million passenger journeys per year – making Southeastern 
one of the busiest national rail operators in the UK.

Southeastern operates services in Kent, including the High-Speed route, and East 
Sussex over infrastructure managed by Network Rail.

Network Rail is responsible for operating, maintaining, and improving the railway infrastructure 

and key stations across the country. The national network is split into five Regions, with 

devolved routes within each unique region.  

The Southern region has 4 devolved routes; Kent, Sussex, Wessex  and Network Rail High 

Speed and Stations. The Kent area stretches from London (specifically the Network Rail 

managed stations of London Bridge, Victoria, Charing Cross and Cannon Street) down to 

Hastings, Ramsgate and Sheerness-on-Sea. Kent Route has three Delivery Units responsible 

for the maintenance of the infrastructure at London Bridge, Ashford and Orpington.  

The High-Speed route is unique; Network Rail acts as an Infrastructure Manager on behalf of 

High Speed One Limited who own the infrastructure. HS1 runs from St Pancras International 

to the Channel Tunnel Boundary in Folkestone. Also managed by Network Rail High Speed is 

Ashford Signalling Centre, which is responsible for the operation of train services on High 

Speed One, as well as on the conventional “classic” routes.  

In addition to localised signal boxes across the Route, the majority of the signalling takes place 

from Three Bridges Rail Operating Centre, with the train service and incident management 

being coordinated from the Kent Integrated Control Centre (KICC) located in Blackfriars. The 

KICC is jointly operated with Southeastern.  
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2.1 Role of Both Organisations 

Both Southeastern and Network Rail are committed to putting passengers first, with the aim 

and goal of improving performance and the passenger experience. Both organisations meet 

regularly to discuss performance, and have a dedicated Joint Performance Team, who are 

responsible for working alongside accountable teams to deliver improved performance for the 

befit of passengers.  

2.2 Industry 

The rail industry is in a very challenging position. Having provided key workers across the 

country a consistent and reliable service throughout the pandemic, it is now preparing for the 

return of passengers. The government has supported the industry throughout the pandemic, 

so ensuring that the railway forms a key part of the UK’s Build Back Better strategy is of key 

importance for delivering the recovery of the economy.  Although the timescale for when 

passenger numbers increase is not yet clear, the industry needs to be ready to meet those 

demands as and when they arise. Train operating companies across Great Britain have had 

to adapt their service as the pandemic has progressed and the population has come in and 

out of lockdowns.  

Delivery of a high performing timetable, alongside key performance improvements will ensure 

that the railway in Kent operates more resiliently; in turn a more resilient railway which delivers 

for passengers will give the public confidence in rail as a modal choice. This in turn will 

positively impact both the wider economy & the industry.  

At the time of writing, the review into the model of franchising, which has been conducted by 

Keith Williams, is yet to be released. Whilst the specific contents are unknown, it is expected 

that the model under which franchising is delivered will change. Whilst it’s not known how this 

will look, future rail services are likely to have a renewed focus on performance, with it likely 

to become the key success criteria for train operating companies.  

2.3 Year End Position 

Network Rail and Southeastern end the year in a very strong position in terms of performance. 

Both organisations are in a good position to capitalise on the opportunities the last year has 

provided. having learnt a lot about how impactful the timetable is on our performance and 
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resilience – as well as where small changes can have large impacts. Both organisations have 

adapted working practices to keep passengers and staff safe, whilst also ensuring a reliable 

train service to our key workers. Despite challenges across all areas of both Southeastern and 

Network Rail, the level of service provided has been the best-ever, reflected in the moving 

annual average for On-Time and Cancellations. Although these delay savings have been 

helped by running a reduced service, the hard work and adaptability shown by colleagues 

across both organisations has helped kept figures green and trains on the move. 

Key successes have included the uninterrupted operation of the jointly run Kent Integrated 

Control Centre (KICC) during COVID 19, despite high infection rates and even localised 

outbreaks this has had no impact on train service. Furthermore, work was completed on the 

Hither Green Re-signalling project on the 3rd August which has modernised one of the most 

important corridors in Kent and improved signalling resilience into the future.  

Key opportunities for the year ahead are listed in Chapter 6 and include significant resilience 

improvements to the Lewisham area for both an operations and asset perspective, earthworks 

on the Hastings Line and upgrades to the Southeastern fleet.  

2.4 Network Performance Board  

In order to continue moving towards a railway which puts On-Time performance first, a 

Network Performance Board has been established, which looks at the wider nationwide 

picture. Whilst there is a representative from Southeastern/Kent Route in attendance, 

individuals in the room do not come representing any organisation, but moreover are there to 

do what is right for the industry, and by passengers. As such, attendance provides benefit for 

Southeastern and Kent Route, as it allows the joint team to understand and relate the 

industry’s challenges with its own, engaging in two way  best practice sharing to improve the 

national, regional and route picture.  

Network Performance Board is driven by the Rail Delivery Group and looks at the high-level 

trends emerging across all operators.  

Over the past 10 years, nationally there has been a decline in the number of services meeting 

the “Public Performance Measure” target. In the financial year 2010 – 2011, 91.5% of services 

met their PPM target. At the beginning of financial year 2018 – 2019, national PPM was 86%. 

Freight, in contrast has seen a general gradual improvement, from 81% in 2010 – 2011, to 

86% in 2019 – 2020. This can be seen in the corresponding graph below:  
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The problem statement, to which the group works towards states:  

“Passengers’ and funders’ view of the railway is inextricably linked to the levels of performance 

and reliability we deliver. Since 2010/11, we have set challenging targets each year and then 

failed to deliver them. 

There has been extensive analysis of the performance trends and the underlying root causes, 

which are often difficult to quantify, at network level and for specific local operations. This 

analysis demonstrates that there are no ‘silver bullets’ to improve performance. Performance 

is the overall outcome of a complex system with many interfaces and driving improvement 

requires a constant focus on day-to-day delivery of the basics as well as initiatives to drive a 

step change in key areas.” 

As such, this board seeks to identify the network priority challenges, draft a reliability plan, 

advise regions on policies and deploy the RM3P – Risk Maturity Model for Performance.  

 

2.5 Areas Identified for Improvement 

The NPB have identified 4 key areas of concern, currently affecting the performance of the 

railway to the rail minister. Each of these has an action plan against it in order to seek to 

resolve the issue.   These are;  

1. Operating Plan Resilience and Recovery 

a. Develop priority interventions into the operating plan for the 5 to 10 service 

groups that affect whole network performance. 

b. Review turnaround times and junction margins in conjunction with stock and 

crew dependencies 

c. Build on PMO approach to assessing consequences of change. 

d. Industry accepted suite of timetabling modelling systems and process.  

e. Reduce the performance risks associated with timetable change through 

further strengthening of readiness assurance and improving processes for 

timely assessment of the performance impact of proposed timetable changes. 

 

2. Ancillary Plan to deliver right time, right traction from depot 

a. Fleet collaborative working: Engineering and Operations discuss/workshop 

how to improve right time on and off the Depot – Feb and March   

b. Produce a draft improvement plan, including working with NR and key 

stakeholders; for Fleet Challenge to discuss and endorse at its April meeting  

c. Members Implement plan – commences from April (RDG monitors 

implementation) 

d.  Members share lessons learnt – RDG documents good practice 

e. Introduction of New Trains: Identify and share good practice of new train 

introduction to improve delivery timeliness and reliability in service. 

 

3. Network response to external events (trespass and suicide) 

a. Improving response time to suicides and fatalities 

b. Identify strategic locations for quicker response.  

c. On-site co-ordination of BTP and MOM for quicker on-site evaluation.  

d. Evaluate trial on routes in Anglia and Manchester with a view to a roll out.  

e. Identify how to improve the speed of getting replacement drivers to site. 
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4. Operating staff availability  

a. Train Crew Resource Planning: Developing a programme of projects to reduce 

delays and cancelations attributed to traincrew. 

 

5. Weather/ Seasons/ Climate Change 

a. Identity causes of fleet failures at very high temperatures and develop ways of 

increasing resilience – in view of climate change predictions for more extreme 

heat. 

As such, a number of these actions will cascade through the whole system structure, being 

devolved to regional and route performance boards, or Performance Delivery Groups.  

Network Performance Board sits above the various performance boards, be they regional or 

route specific. Also feeding in are the Performance Delivery Groups, combining a variety of 

steering groups from different aspects of the industry; Seasons, Network Capability, Fleet, 

Better Operations, Operational Planning, Industry Timetable Assurance, Performance 

Improvement Management System Steering Group. Bringing together the expertise and 

knowledge from these groups ensures the board is working towards the key issues affecting 

the industry. 

This process allows identification of the higher-level issues which affects different areas of the 

industry, but additionally provides the opportunity for a two-way process, where actions can 

be taken in order to drive an improvement to performance levels.  

 The process can be seen below:  

 

 

As will be seen later in this chapter, this structure is mirrored on a route / train operator level 

to ensure best practice in line with Network Performance Board.  
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2.6 RM3P – Risk Maturity Model for Performance 

In order to drive improved performance, the industry is also working towards implementing 

RM3P. This has been developed from the successful RM3 Risk Maturity Model, with the 

intention of driving performance improvement. It supports the Performance Improvement 

Management System, assessing the various departments within both organisations in order 

to understand awareness and approach to performance issues. This is covered in greater 

depth in chapter 7, however is mentioned to contextualise the structure of the Joint 

Performance Team.  

 

2.7 The JOINT PERFORMANCE TEAM Structure 

The Joint Performance Team pools the resources of both the service operator and 

infrastructure owner. This breaks down barriers in relations & allows a strong collaborative 

approach to resolving issues and developing solutions to common problems affecting the train 

service which is jointly delivered to our passengers.  

The team has been designed to meet the challenges of CP6, RM3P and delivering improved 

performance to Kent Route and Southeastern. There are 34 members of the team, each 

working within a specific discipline as outlined below. The team encompasses the following 

disciplines:  

a. Commercial Performance 
Oversees commercial and franchise relationship with Network Rail. Also lead on production 
of business cases on behalf of the train service’s department, working with NR on joint 
efficiencies and commercial performance improvements. Also, represents LSER on 
commercial discussions and tracking of Schedule 8, Schedule 4, Autumn Commercial 
negotiations and network change. This is primarily in conjunction with our industry partners 
Network Rail. 
 

b. Performance Analysis 
Providing business intelligence, insights and reporting for stakeholders across Network Rail 
and Southeastern, including analysing train performance metrics such as On Time, Delay 
Minutes and Cancellations. Represents route performance team at regional and national level 
providing input to joint scorecard metrics in Network Rail and franchise compliance in LSER. 
 

c. Performance Assessment 
The rail industry has over the past few years developed an Industry Performance Standard 
with a key component of this being the establishment of a Risk Management Maturity Model 
for Performance (RM3P). The assessment team are tasked with the roll out of RM3P, 
assessing and engaging with the different functions of each business.  
 

d. Performance Compliance  
Management of the performance benchmarks (cancellations, delay minutes, capacity) as per 
Schedule 7.1 of the Franchise Agreement. Also included in this department is the high-level 
responsibility for delay attribution, and data quality.  
 

e. Performance Governance 
The Head of Performance carries out executive interface on all performance matters for 
Southeastern and Kent. Championing performance to ensure appropriate actions are taken 
by informed leaders to maximise performance improvement. Responsible for ensuring Se and 
NR remain compliant to all regulatory bodies and  
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working to bring partnership opportunities between SE and NR, to benefit passengers, to 
fruition. 
 

f. Performance Improvement 
Liaison with accountable teams within both organisations and supporting colleagues to drive 
initiatives and schemes which will improve the reliability and punctuality of the service. 
Southeastern and Network Rail representative/lead on performance improvement measures 
at a route level. Also manages seasonal delivery aspects of improvement. Management of the 
Performance Group structure.  
 

g. Performance Investigation 
The key activity within the performance investigators role is to undertake delay attribution 
activities, identifying problematic routes for further investigation. The information provided by 
the investigation team is used as evidence to create strategies for improvement. Performance 
investigators assisted in projects such as Operation Pit Stop and Key Route Strategy. 
 

h. Performance Programme  
The responsibility of the performance programme manager is responsible to oversee the 

operations of multiple individual projects. Coordinating time and recourses to complete work 

within the programme guidelines. 
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Organisation Chart: Joint Performance Team 
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2.8 Performance Management Meeting Structure 

 

The meeting structure reflects the challenges of the route and operator. The key meeting is 

the Performance Board which steers both organisation with regards to key performance 

activities. This is strategic, executive level, and is where the direction is set to ensure 

continuous improvement & assurance. Complementing this is the Performance Strategy 

review; this document will be reviewed on a quarterly basis, to ensure our targets remain 

appropriate. These reviews will be aligned with Network Rail’s route funding reviews at RF4, 

RF7 and RF11 to ensure consistency across both organisations. 

Specific performance issues will be reviewed at the Local Area Working Groups. These are 

small, locally managed groups established throughout the Southeastern network and ran by 

the On-Time Improvement Manager on behalf of the Joint Performance Team. Attendance is 

cross-organisational and occur periodically.  

Over the past year, considerable work has been done to continue engaging colleagues with 

performance. All three of the Performance Management Groups have been reformatted, with 

a closer focus on ensuring relevance and consistency across the groups. In addition, three 

new locally focused Route Groups have been formed, and are now supporting improvements 

around the Ashford, Ramsgate and Faversham areas. Across all of these groups, the past 

year has delivered a number of key successes. These range from changes to timings, 

removals of conflicting timetable move, changes to diagrams for crew & stock, updates to the 

sectional appendix, timing points and improvements to signage and passenger information. 

Across the network, this has brought benefit to a number of key lines of route. Moving forward, 

the groups will continue to progress with change; focus will be directed towards poor 

performing lines of route, with specific improvement plans to be developed or investigated for 

those which are causing concern. This approach will support both organisations target specific 

parts of the network, in order to ensure that across the county, there continue to be 

opportunities to support the recovery of the economy through performance improvement. 

These will be developed by the groups into business cases which can support long term 

resilience & operational improvement.Significant Performance Incident Reviews (SPIR) have 

also seen changes surrounding its deployment over the past year. The process sitting behind 

the meeting has been reviewed with stakeholders who feed into the meeting, and a new 

process and tracking system utilised. As such, these meetings place the focus on proactive 

actions which can prevent similar incidents and improve the resilience of the whole system. 

Outputs have included opportunities to introduce a grab bag for wagons, for the MOM team, 

to be implemented this year. Additionally, another action which forms part of this year’s 

strategy is the implementation of block plans for incident management within the 0-8 mile area. 

Both aim to be proactive in reducing the occurrence of similar incidents in the future.  

Seasonal Planning meetings occur periodically and are cross-organisational. This is a forum 

for both Network Rail and Southeastern to ensure they are prepared for the upcoming season 

and to review past season’s performance and highlight any issues or trends. This facilitates 

improvements to resilience and performance. Within the last year, we achieved a 70% On 

Time Autumn which is the highest ever figure, whilst also having no station overruns by 

Networkers. Furthermore, we were well prepared for the hot days in the summer and for winter 

have had points and conrail heating to highest levels to ensure strong winter performance 

against snow and ice. 

The JPT and Route Crime team have maintained a strong relationship throughout the year, 

adapting working practices due to the pandemic. The periodic Route Crime meeting has 
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changed to a more integrated system of working where the JPT and Route Crime liaise over 

any incident that requires attention and this level of cooperative working has proved important 

due to the national trend of trespass and concern for welfare incidents increasing. This could 

pave the way for an improved Route Crime meeting in the future; with lessons learnt from a 

different method of working for the cross-organisational meeting. 

The current structure is laid out on the following page:  
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Chapter Three: 

Performance Management System 

 
Over the course of the last financial year we have been developing our understanding of the 

national PIMS programme and determining what such a programme would look like on Kent 

Route and Southeastern. Our Assessment Manager has developed a full manual detailing our 

approach, and is located within the PIMS best practice library). It applies to all activities 

undertaken in association with the management of train service performance within the 

Southeastern Network and includes activities of Network Rail Kent Route in so far as they 

impact upon the Southeastern Network. It’s based upon the ISO9000 International standard 

and the Risk Management Maturity Model for Performance (RM3P). All sections of both 

ISO9000 and RM3P apply to the management system.  

The delivery of RM3P is a key deliverable of the Network Performance Board, and is driven 

by both Network Rail and the Train Operators working through the Rail Delivery Group.  

3.1 RM3P 

The Risk Maturity Model for Performance sits atop PIMS. Based on the RM3 principle, 

originally created by the Office of Rail and Road, RM3P has been created in response to a 

national declining trend in punctuality since 2012 / 2013. Several independent reviews of 

performance have been critical of national and local processes in place to manage 

performance.  

RM3P has been introduced in order to set a standard for the industry, which assesses each 

operator and infrastructure manager by their approach to several different areas. Some areas 

are more applicable to the train operator, whilst others are more applicable to the infrastructure 

manager.  

The principle is that delivering reliable performance is a whole system approach. It 

encompasses every area of both organisations and is a product of robust processes and 

management.  

The model pursues improvements to the processes supporting day to day delivery of 

performance as well as underlying performance improvement initiatives. In doing this, it aims 

to influence the organisational culture, driving performance awareness into every aspect of 

the business, in order to achieve better punctuality and reliability for the end user.  

The model assesses 30 separate processes or functions across both organisations in the 

diagram below under the headings of Policy, Governance and Leadership, Organisation and 

Communication, Competence, Capability and Co-Operation, Planning and Delivery and 

Monitoring, Audit and Review. This can be viewed on the following page. 
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RM3P Allocation Wheel 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

RM3P assesses each of the areas on 5 tier criteria. These range from Ad-Hoc (Level 1 – 

Lowest) to Excellence (Level 5, Highest).  We have undertaken both initial self-assessment 

and further assessment to determine where we believe we sit within the RM3-P framework. 

One of our priorities this year is to set PIMS into a full programme of work that utilises the skills 

of delivery managers from both organisations to improve our compliance within the PIMS 

framework and RM3-P with the longer term aim of ensuring performance is at the heart of 

each department, that we have excellent engagement with delivery teams and clear focus in 

delivering a better railway for our passengers and key stakeholders. 

3.2 Performance Improvement Management System 

The Performance Improvement Management System, or PIMS, defines our process in order 

to achieve excellence, as laid out in RM3P. It sets out our compliance with the model and 

provides the process by which we understand what actions need to be taken to fulfil the criteria 

set by RM3P. It’s a living document, meaning that the standard is able to change and be 

flexible in line with new challenges and opportunities presented by the Business, Department 

for Transport or wider Industry.  
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a) Process 

The PIMS process has been written, with the PIMS manual included as an appendix to this 

document. Throughout 2021 – 2022, PIMS will continue to develop as a key feature within 

Performance and the wider businesses.  

The PIMS structure is laid out below. This is in order to show the process by which PIMS will 

be delivered, understanding the various inputs, aimed outputs and indirect factors affecting its 

delivery.  
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Structure of PIMS Documentation 

 

 

The process demonstrates the flow from performance inputs (Southeastern + Business 

Objectives, Department for Transport + Franchise Compliance Commitments, and the Wider 

Industry – Industry Standards), into the areas considered as PIMS Measurements.  

At a high level (director / executive), the key supporting policies for performance management 

are the Performance Policy, Leadership Policy, and others contained within PIMS.  Below the 

executive level is the PIMS direct functions. These are the individual business departments 

which work in line with the PIMS Policies and Procedures. This section details where records 

are kept, to ensure that all colleagues are able to access and use the same documentation. 

Feeding into these are the indirect supporting functions of the business which have some but 

limited impact with regards to PIMS. 

b. Performance Policy 

A key component of PIMS is the Performance Policy. This has been signed off jointly by both 

the Southeastern and Network Rail executive teams. It explores the Performance Framework, 

Performance Management Principles, and Review and Improvement and is attached as 

appendix X.  

The Performance Policy also discusses the importance of the whole system approach, 

observing that performance output is “the outcome of a complex and interdependent system”. 

This is the principle that in order to improve performance, each of the parts of the model must 

play their part in ensuring that a robust service is delivered, with the recovery element ensuring 

that when things do go wrong, there is a level of intervention which can be activated. Through 

this, Performance and Change Management will be achieved, ensuring that both 

organisations are moving in a process of continual improvement to performance and it’s 

supporting elements. The diagram below lays this out  
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Sitting alongside this is the principle of “Plan, Check, Do, Act”. This is the improvement cycle, 

demonstrating that with every task, it should be well executed from a detailed plan, which in 

action can be monitored and improved. This cycle is a key component of PIMS, demonstrating 

how the process is always alive; with every new task, initiative, policy or process, the key is to 

ensure it remains relevant, or is producing the optimum output. In doing so, this helps identify 

gaps in the system, helping identify where focus is needed at an executive and local level.  

 

 

c. Leadership Policy 

Another key component of PIMS is the Leadership Policy. It sets out the leadership approach 

that senior and frontline managers have committed to, in order to deliver the objectives and 

principles. This document is also attached as an appendix (Appendix X) 

The Leadership Policy sets out the model and values for the relationship between both 

Southeastern and Network Rail in this regard, driving collaborative ways of working, 

empowerment and accountabilities.  

Performance Improvement Process Output  

Plan, Do, Check, Act Process  
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Both policies set out to support PIMS, by introducing a standard by which both organisations 

and their departments will operate to.  Both sit within the High Level of PIMS, as outlined in 

the structure above. Over the coming year, there will be further policy additions, in order to 

ensure that PIMS is able to support and facilitate the required standards to fulfil the criteria of 

RM3P. 

3.3 Current State 

 

 

Throughout the past year, the business has worked on completing the “do once” elements of 

the PIMS process, as laid out above. The PIMS policies discussed in 3.2 were rolled out prior 

to the start of the year, whilst the initiate stage was complete by the first quarter of the year.  

In order to progress to the “determine current state” phase, a self-assessment tool was created 

encompassing all areas of RM3P, in order to identify where each department thought it was. 

Further to this, independent assessments were then carried out alongside the Performance 

Assessment Manager to determine the final assessment level. So far, these have so far 

identified a business average of 2.98 against the criteria.  

Areas which have been identified for improvement are laid out below:  
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The top 5 areas for improvement which have been identified are laid out in the graph above 

and are listed below:  

- Written Industry Performance Management System. 

- System Interface Requirements.  

- Management Review of PIMS. 

- Tools & Data.  

- Capability Management.  

As such, the development of PIMS is now moving towards the “Do Forever” phase of the 

project. This is where the identified opportunities are planned, acted upon and reviewed, to 

ensure that improvements continue to be embedded within the organisation. The Joint 

Performance Team is developing a full programme with working parties to develop and deliver 

changes in line with industry best practice. 

Moving forward, PIMS will form a key part of the business’ continuous improvement activity, 

ensuring it is always looking within for better ways of completing processes. Ultimately, this 

will enable both organisations to be more efficient and effective in order to focus on the delivery 

of performance & improved reliability & resilience for the whole system and for the passenger. 
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Chapter Four: 

Kent Route & Southeastern Targets 

2021 – 2022 
 

This paper provides context and explanation of the assumptions made in the target setting 

process between Kent Route and Southeastern for RSP 2021/2. 

Key points: 

1. The target setting process has never been more difficult following the success of 

railway operations during the COVID 19 Pandemic. All records have been 

surpassed in a climate of reduced operations and severely reduced passenger 

numbers. 

2. RSP 2020/21 cannot be held up as an example of rolling performance 

improvement to be built on year on year. Changes in timetable with different levels 

of %age operation (as compared to normal 2019/20) have provided record levels 

of performance in circumstances where there were few passengers being carried.  

3. The ‘Operational Strain’ on the railway system in Kent has been very low. Less 

trains means fewer depot operational issues, fewer traincrew required, less conflict 

decisions by signallers, less tonnage on the infrastructure and trains running much 

closer to their timetable. 

4. Seasons have been generally milder than previous years although it is noted Soil 

Moisture Desiccation was a significant problem and there was a higher level of 

seasonal adhesion challenge in Period 8 than normally seen. High levels of rainfall 

seen in Period 10 and 11 have caused some difficulties, notably the Newington 

landslip, but these are normal events in a year although the impact of these has 

been much less than if they had occurred in 2019/20. 

5. The decisions the Government is making in relation to COVID 19 are a key driver 

in future performance and it is impossible to forecast the decisions the Government 

may have to make in order to tackle the crisis. The progress of the vaccination 

programme is also key to determining people’s travel patterns and whether a return 

to offices occurs. 
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Southeastern On-Time Performance 2019-2021 

 

 

The pink vertical lines on the chart denote timetable changes made by Southeastern with the 

percentages of timetable noted below: 

Table: Timetable Changes during 2020 – 2021 

Date Percentage of Norm 

23 March 2020 66% timetable in operation 

18 May 2020 72% timetable in operation 

1 June 2020 73% timetable in operation 

6 July 2020 84% timetable in operation 

7 September 2020 98% timetable in operation 

16 November 2020 81% timetable in operation 

7 December 2020 82% timetable in operation 

4 January 2020 89% timetable in operation 

8 February 2021 79% timetable in operation 

22 February 2021 74% timetable in operation 

 

Each of the above timetables have produced different results, from the astounding 90% On 

Time in Period 1 to the difficulties caused by short notice planned changes within the July 

timetable changes achieving circa 75% On Time. 

We recognise that with an increased level of operation issues like Sub Threshold Delay (that 

suck resilience from a timetable) are likely to re-emerge as key factors in performance 

management. It is therefore, in our view, unlikely that the performance success of early 

2020/21 (i.e. 90% on time) will recur. 
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Target Setting Principles 

The two key factors in determining performance targets are: 

1) What level of service is Southeastern operating over the course of the year? 

2) What is the forecast for returning passengers? 

The level of service currently planned is: 

1) A 74% timetable from February 22nd through to Week 2 Period 2. 

2) A 79% timetable between the remainder of Period 2 and Period 9. 

3) An 89% timetable between Period 10 and Period 13. 

Southeastern and Network Rail’s Joint Performance Team (JPT) has undertaken a study of 

the impact of timetable operations with different customer levels to give the table below: 

 

Impact of the Timetable Comparable with Passenger Levels 

 

 

 

The table shows the On-Time benefit or disbenefit of running particular timetables with certain 

levels of passengers as compared to the normal timetable and passenger loadings (passenger 

data supplied from Se’s Market Intelligence Team). As can be seen from the table a 60% of 

normal timetable operating with up to 30% of normal passengers would expect to see a 10.7% 

uplift in on time performance while with 70% of normal passengers such a timetable would 

see performance fall dramatically by -9%. As Se would take positive action with regards to 

increases in passenger numbers we do not believe the negative impact numbers will be a 

factor.  

We have used this as part of the base of our calculation and now that the timetable for 22 

February implementation and May 2021 appear to have firmed up with the Department of 

Transport have applied this against our model for passenger growth. 
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Targets 2021 – 2022 

Graph: Timetable Operations Comparative 2020 – 2021 & 2021 – 2022 

 

 

Graph: Passenger Number Forecast for 2021 – 2022 

 

 

The above graphs show the level of timetable (as a percentage of Dec 19 TT) being run across 

the year. As can be seen Se is running more trains per day in Pds1&2 before running less 

trains in the middle part of the year and then from P9 onwards will again be operating more 

trains than in 2020/21. As stated the percentage of trains operating is important as a timetable 

with less trains in it will perform better.  
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The second graph provides the actual number of passengers travelling (taken from the 

Demand Scenarios V14 document) and the forecast of passenger return provided by the 

Southern Region Performance Team. This shows a return of 75% of passengers by the end 

of the year. The forecast from the Regional Performance Team sits between the medium and 

high scenarios within the Demand Scenario V14). This is because: 

1) The speed of rollout of the vaccination progamme has proved to be much faster 

than that shown in Demand Scenario V14 and therefore it could be expected that 

passengers may return more quickly than this forecast. 

2) We believe that the forecast of passengers travelling will see uplifts from people 

using the railway to go to beaches in Kent, as we saw last year, but that (with the 

success of the vaccination programme) this may lead to higher passenger levels 

by Period 7. 

1) Our conclusion from the two above graphs is that: 

1) Performance in Periods 1&2 will be good but not as good as last year due to the 

higher percentage of trains running through the period. 

2) Performance in Periods 3-6 will be good but slightly offset by slightly higher 

passenger numbers. 

3) Seasonal impact on performance cannot be accurately assessed until closer to the 

periods involved e.g. Soil Moisture Desiccation, CRT Speeds & heat followed by 

an unknown autumn that will also mean we are unable to operate key route strategy 

in autumn (due to frequency of service to passengers) but that higher levels of 

passengers will continue to offset the benefit of running fewer trains. 

4) From Period 10 onwards we are running at a higher level of service than in 2021/2 

and this will see performance remain good but again not as good as experienced 

in 2020/1. 

Our forecast of performance for next year is therefore: 

On Time Target Forecast, 2021 – 2022 
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The CP6 measures have been calculated off an achievement of a 91.6% PPM MAA. This is a 

fall on the 92.55% PPM MAA that we are forecasting to year end 2020/21 but we have utilised 

our calculations of performance benefit from timetables and passenger numbers as the base 

of our calculation. A table is included below showing each of the outputs against three 

proposed scenarios Target, Stretch and Minimum Requirement. 

 

 

 

 

 

 

 

 

 

 

 

 

CP6 Targets are Covered on the Following Page. 
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Table: CP6 Measures Targets 

             

 P01 P02 P03 P04 P05 P06 P07 P08 P09 P10 P11 P12 P13 

2018/19 89.1% 89.2% 87.0% 86.9% 90.9% 92.8% 91.2% 87.6% 82.4% 86.9% 87.6% 86.4% 90.8% 

2019/20 93.3% 92.5% 92.5% 92.2% 89.7% 93.2% 89.0% 89.1% 82.4% 85.2% 88.3% 84.2% 90.9% 

2020/21 97.3% 97.1% 96.3% 94.8% 91.7% 93.2% 93.2% 90.7% 90.5% 91.1% 92.5% 92.2% 92.0% 

3 Year Avg 93.2% 92.9% 91.9% 91.3% 90.7% 93.1% 91.1% 89.1% 85.1% 87.7% 89.5% 87.6% 91.2% 

Period Weighting 7.9% 7.9% 7.8% 7.8% 7.7% 7.9% 7.8% 7.6% 7.2% 7.5% 7.6% 7.5% 7.8% 

Seasonality 1.03 1.03 1.02 1.01 1.00 1.03 1.01 0.99 0.94 0.97 0.99 0.97 1.01 

Smoothed Seasonality 1.03 1.03 1.03 1.01 1.01 1.01 1.01 0.98 0.94 0.98 0.99 0.99 0.99 

Periodic Targets 21/22 94.0% 94.0% 94.0% 92.8% 92.8% 92.8% 92.8% 89.7% 86.3% 89.7% 90.7% 90.7% 90.7% 

MAA Targets 21/22 93.0% 92.8% 92.6% 92.5% 92.5% 92.5% 92.5% 92.4% 92.1% 92.0% 91.8% 91.7% 91.6% 

Rephased Periodic Targets 
21/22 94.5% 94.5% 92.6% 92.5% 92.5% 92.4% 91.0% 89.5% 89.5% 89.9% 90.0% 90.0% 91.8% 

Rephased MAA Targets 21/22 93.1% 92.9% 92.6% 92.4% 92.5% 92.4% 92.2% 92.1% 92.1% 92.0% 91.8% 91.6% 91.6% 

              

Cancs 20/21 1.07% 0.96% 1.19% 1.24% 1.89% 1.86% 1.58% 2.23% 1.56% 2.46% 1.82% 1.88% 1.91% 

Periodic Targets 21/22 1.47% 1.48% 1.81% 1.82% 1.83% 1.84% 2.09% 2.35% 2.35% 2.28% 2.26% 2.26% 1.95% 

MAA Targets 21/22 1.70% 1.73% 1.78% 1.83% 1.82% 1.82% 1.86% 1.87% 1.93% 1.92% 1.95% 1.98% 1.98% 

              

On Time 20/21 90.9% 88.8% 86.4% 81.6% 75.5% 77.3% 74.0% 69.7% 69.0% 73.9% 75.5% 74.8% 74.4% 

Periodic Targets 21/22 79.4% 79.3% 75.6% 75.5% 75.4% 75.2% 72.5% 69.5% 69.5% 70.3% 70.5% 70.5% 74.0% 

MAA Targets 21/22 76.9% 76.2% 75.4% 74.9% 74.9% 74.7% 74.6% 74.6% 74.7% 74.4% 74.0% 73.7% 73.6% 

              

Time to 3 20/21 97.3% 96.9% 96.1% 94.1% 90.7% 92.1% 90.8% 88.1% 88.0% 90.4% 90.6% 90.3% 90.0% 

Periodic Targets 21/22 93.0% 93.0% 90.7% 90.6% 90.6% 90.5% 88.8% 87.0% 87.0% 87.5% 87.6% 87.6% 89.8% 

MAA Targets 21/22 91.6% 91.3% 90.9% 90.6% 90.6% 90.5% 90.4% 90.3% 90.2% 90.0% 89.7% 89.5% 89.5% 

              

Time to 15 20/21 99.7% 99.8% 99.6% 99.5% 99.1% 99.2% 99.4% 99.1% 99.4% 99.0% 99.1% 99.1% 99.1% 

Periodic Targets 21/22 99.4% 99.4% 99.2% 99.1% 99.1% 99.1% 98.9% 98.7% 98.7% 98.8% 98.8% 98.8% 99.0% 

MAA Targets 21/22 99.3% 99.3% 99.2% 99.2% 99.2% 99.2% 99.2% 99.1% 99.1% 99.1% 99.0% 99.0% 99.0% 

              

Delay Minutes 20/21 
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73,734  

 
49,334  

 
45,051  

 
56,292  

 
58,644  

 
60,099  

Periodic Targets 21/22 
 
41,933  

 
42,272  

 
55,840  

 
56,292  

 
56,744  

 
57,197  

 
67,374  

 
78,287  

 
78,287  

 
75,377  

 
74,649  

 
74,649  

 
61,604  

              

Incidents 20/21  448   394   551   694   900   873   987   1,370   1,226   834   939   961   975  

Periodic Targets 21/22  801   804   934   939   943   947   1,045   1,150   1,150   1,122   1,115   1,115   990  

              

Kent On Time 20/21 90.7% 88.5% 86.2% 82.3% 76.2% 77.5% 74.1% 70.1% 70.8% 75.0% 75.9% 75.3% 75.0% 

Periodic Targets 21/22 79.6% 79.5% 76.0% 75.9% 75.8% 75.7% 73.1% 70.4% 70.4% 71.1% 71.3% 71.3% 74.6% 

MAA Targets 21/22 77.4% 76.7% 75.9% 75.5% 75.4% 75.3% 75.2% 75.2% 75.2% 74.9% 74.5% 74.2% 74.2% 
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Table: Targets – ‘stretch’ 

 

Table: Targets – Minimum Requirement 

P01 P02 P03 P04 P05 P06 P07 P08 P09 P10 P11 P12 P13

2018/19 89.1% 89.2% 87.0% 86.9% 90.9% 92.8% 91.2% 87.6% 82.4% 86.9% 87.6% 86.4% 90.8%

2019/20 93.3% 92.5% 92.5% 92.2% 89.7% 93.2% 89.0% 89.1% 82.4% 85.2% 88.3% 84.2% 90.9%

2020/21 97.3% 97.1% 96.3% 94.8% 91.7% 93.2% 93.2% 90.7% 90.4% 91.1% 89.0% 89.1% 89.3%

3 Year Avg 93.2% 92.9% 91.9% 91.3% 90.7% 93.1% 91.1% 89.1% 85.1% 87.7% 88.3% 86.6% 90.3%

Period Weighting 8.0% 7.9% 7.8% 7.8% 7.7% 7.9% 7.8% 7.6% 7.3% 7.5% 7.5% 7.4% 7.7%

Seasonality 1.03 1.03 1.02 1.01 1.01 1.03 1.01 0.99 0.94 0.97 0.98 0.96 1.00

Smoothed Seasonality 1.03 1.03 1.03 1.02 1.02 1.02 1.02 0.98 0.94 0.98 0.98 0.98 0.98

Periodic Targets 21/22 94.8% 94.8% 94.8% 93.7% 93.7% 93.7% 93.7% 90.5% 87.0% 90.5% 90.5% 90.5% 90.5%

MAA Targets 21/22 92.4% 92.2% 92.1% 92.0% 92.1% 92.2% 92.2% 92.2% 91.9% 91.9% 92.0% 92.1% 92.2%

Cancs 20/21 1.07% 0.96% 1.19% 1.24% 1.89% 1.86% 1.58% 2.23% 1.56% 2.46% 2.44% 2.42% 2.39%

Periodic Targets 21/22 1.41% 1.41% 1.41% 1.61% 1.61% 1.61% 1.61% 2.18% 2.79% 2.18% 2.18% 2.18% 2.18%

MAA Targets 21/22 1.82% 1.85% 1.87% 1.90% 1.88% 1.86% 1.86% 1.86% 1.95% 1.93% 1.91% 1.89% 1.88%

On Time 20/21 90.9% 88.8% 86.4% 81.6% 75.5% 77.3% 74.0% 69.7% 69.0% 73.9% 68.6% 68.7% 69.1%

Periodic Targets 21/22 80.0% 80.0% 80.0% 77.7% 77.7% 77.7% 77.7% 71.5% 64.7% 71.5% 71.4% 71.4% 71.4%

MAA Targets 21/22 75.6% 74.9% 74.4% 74.1% 74.3% 74.3% 74.6% 74.8% 74.4% 74.2% 74.5% 74.7% 74.8%

Time to 3 20/21 97.3% 96.9% 96.1% 94.1% 90.7% 92.1% 90.8% 88.1% 88.0% 90.4% 86.4% 86.5% 86.7%

Periodic Targets 21/22 93.5% 93.5% 93.5% 92.0% 92.0% 92.0% 92.0% 88.2% 84.0% 88.2% 88.1% 88.1% 88.1%

MAA Targets 21/22 90.8% 90.5% 90.3% 90.2% 90.3% 90.3% 90.4% 90.4% 90.1% 89.9% 90.0% 90.1% 90.3%

Time to 15 20/21 99.7% 99.8% 99.6% 99.5% 99.1% 99.2% 99.4% 99.1% 99.4% 99.0% 98.7% 98.7% 98.7%

Periodic Targets 21/22 99.5% 99.5% 99.5% 99.3% 99.3% 99.3% 99.3% 98.9% 98.4% 98.9% 98.9% 98.9% 98.9%

MAA Targets 21/22 99.2% 99.2% 99.2% 99.2% 99.2% 99.2% 99.2% 99.2% 99.1% 99.1% 99.1% 99.1% 99.1%

Delay Minutes 20/21 15,859         15,738         20,694         31,891         50,142         54,198         57,076         73,734         49,334         45,051         81,924                              81,197                            79,742                            

Periodic Targets 21/22 39,392         39,392         39,392         47,892         47,892         47,892         47,892         71,166         96,266         71,166         71,344                              71,344                            71,344                            

Incidents 20/21 448               394               551               694               900               873               987               1,370            1,226            834               1,184                                 1,177                              1,164                              

Periodic Targets 21/22 777               777               777               858               858               858               858               1,081            1,322            1,081            1,083                                 1,083                              1,083                              

P01 P02 P03 P04 P05 P06 P07 P08 P09 P10 P11 P12 P13

2018/19 89.1% 89.2% 87.0% 86.9% 90.9% 92.8% 91.2% 87.6% 82.4% 86.9% 87.6% 86.4% 90.8%

2019/20 93.3% 92.5% 92.5% 92.2% 89.7% 93.2% 89.0% 89.1% 82.4% 85.2% 88.3% 84.2% 90.9%

2020/21 97.3% 97.1% 96.3% 94.8% 91.7% 93.2% 93.2% 90.7% 90.4% 91.1% 89.0% 89.1% 89.3%

3 Year Avg 93.2% 92.9% 91.9% 91.3% 90.7% 93.1% 91.1% 89.1% 85.1% 87.7% 88.3% 86.6% 90.3%

Period Weighting 8.0% 7.9% 7.8% 7.8% 7.7% 7.9% 7.8% 7.6% 7.3% 7.5% 7.5% 7.4% 7.7%

Seasonality 1.03 1.03 1.02 1.01 1.01 1.03 1.01 0.99 0.94 0.97 0.98 0.96 1.00

Smoothed Seasonality 1.03 1.03 1.03 1.02 1.02 1.02 1.02 0.98 0.94 0.98 0.98 0.98 0.98

Periodic Targets 21/22 91.3% 91.3% 91.3% 90.2% 90.2% 90.2% 90.2% 87.1% 83.8% 87.1% 87.1% 87.1% 87.1%

MAA Targets 21/22 92.1% 91.7% 91.3% 90.9% 90.8% 90.6% 90.3% 90.1% 89.6% 89.3% 89.1% 89.0% 88.8%

Cancs 20/21 1.07% 0.96% 1.19% 1.24% 1.89% 1.86% 1.58% 2.23% 1.56% 2.46% 2.44% 2.42% 2.39%

Periodic Targets 21/22 2.03% 2.03% 2.03% 2.22% 2.22% 2.22% 2.22% 2.77% 3.35% 2.77% 2.77% 2.77% 2.77%

MAA Targets 21/22 1.86% 1.95% 2.01% 2.09% 2.11% 2.14% 2.19% 2.23% 2.37% 2.39% 2.42% 2.45% 2.47%

On Time 20/21 90.9% 88.8% 86.4% 81.6% 75.5% 77.3% 74.0% 69.7% 69.0% 73.9% 68.6% 68.7% 69.1%

Periodic Targets 21/22 73.2% 73.2% 73.2% 71.0% 71.0% 71.0% 71.0% 64.9% 58.4% 64.9% 64.9% 64.9% 64.9%

MAA Targets 21/22 75.1% 73.9% 72.8% 72.0% 71.7% 71.2% 71.0% 70.6% 69.8% 69.1% 68.8% 68.5% 68.2%

Time to 3 20/21 97.3% 96.9% 96.1% 94.1% 90.7% 92.1% 90.8% 88.1% 88.0% 90.4% 86.4% 86.5% 86.7%

Periodic Targets 21/22 89.2% 89.2% 89.2% 87.8% 87.8% 87.8% 87.8% 84.1% 80.1% 84.1% 84.1% 84.1% 84.1%

MAA Targets 21/22 90.4% 89.9% 89.3% 88.9% 88.6% 88.3% 88.1% 87.8% 87.2% 86.7% 86.5% 86.3% 86.1%

Time to 15 20/21 99.7% 99.8% 99.6% 99.5% 99.1% 99.2% 99.4% 99.1% 99.4% 99.0% 98.7% 98.7% 98.7%

Periodic Targets 21/22 99.0% 99.0% 99.0% 98.8% 98.8% 98.8% 98.8% 98.4% 97.9% 98.4% 98.4% 98.4% 98.4%

MAA Targets 21/22 99.2% 99.1% 99.1% 99.0% 99.0% 99.0% 98.9% 98.9% 98.7% 98.7% 98.7% 98.7% 98.6%

Delay Minutes 20/21 15,859         15,738         20,694         31,891         50,142         54,198         57,076         73,734         49,334         45,051         81,924                              81,197                            79,742                            

Periodic Targets 21/22 64,837         64,837         64,837         73,023         73,023         73,023         73,023         95,439         119,613       95,439         95,611                              95,611                            95,611                            

Incidents 20/21 448               394               551               694               900               873               987               1,370            1,226            834               1,184                                 1,177                              1,164                              

Periodic Targets 21/22 1,021            1,021            1,021            1,099            1,099            1,099            1,099            1,314            1,546            1,314            1,316                                 1,316                              1,316                              



 
 

36 | P a g e   J o i n t  P e r f o r m a n c e  S t r a t e g y   
 

 

Targets – Build Back Better 

As can be seen from the tables above the average PPM attainment of Se over the last years, 

including 2020/21 is an achievement of 90.3% PPM. We believe that the targets we have set 

build back better on the progress that Southeastern had made on improving performance prior 

to the Covid Pandemic. Our target of 91.6% PPM offers both sufficient challenge to both 

organisations to deliver as passengers begin to return to the railway, offers significant 

improvement to those targets set by the ORR in the final determination for CP6 and provides 

a high level of performance to support recovery from the effects of the pandemic on the Kent 

and London economies.  

 

Delay Minutes, JPIP & Operator Breakdown 

 

   

Assumptions on Delay Minutes: 

Southeastern had a 23% minute share during 2021/2 YTD. This is much lower than previous 

years and is considered likely to rise.  

The total delay minutes have been calculated off a correlation with 91.6% PPM achievement 

(as have all CP6 targets). 

Southeastern must hit franchise agreement targets at a point where mileage has decreased 

significantly. 

Southeastern must achieve 12.83 minutes per 1000 train miles by year end – we have 

assumed 17.5M passenger train miles during the year. We have then back calculated TOC 

on Self delay off that to provide a target of 224,392 which gives a year end of 12.82. This 

equates to 27.35% of delay. 

TOC on TOC remains at 4% of total. 

JPIP categories are given the same proportion of delay as in 2020/21 target setting. 

 

REPHASED 
91.6% PPM 

MAA 

FY 2021/22 Southeastern/NR Delay Minutes Targets Responsibility JPIP Categories (with seasonal phasing) 

Period FY & Period 
Operator 

Code 
Operator Delay Minutes NR Delay 

TOC-on-Self 
Delay 

TOC-on-TOC Delay JPIP External JPIP Fleet 
JPIP Network 

Management / 
Other 

JPIP Non-Track 
Assets 

JPIP Operations 

JPIP Severe 
Weather, 
Autumn & 

Structures 

JPIP Stations JPIP TOC Other JPIP Track JPIP Traincrew 

Spring/Summer 

P01 2021/22_P01 HU Southeastern                                         41,933                   28,621                   11,618                           1,694                     5,737                     3,988                     9,093                     7,294                         999                     3,787                         688                     4,114                     2,708                     1,829  

P02 
2021/22_P02 HU Southeastern 

                                         
42,272  

                 28,852                   11,712                           1,708                     5,784                     4,020                     9,167                     7,353                     1,007                     3,818                         693                     4,147                     2,730                     1,844  

P03 
2021/22_P03 HU Southeastern 

                                         
55,840  

                 40,172                   13,000                           2,668                     8,053                     4,462                   12,763                   10,239                     1,118                     5,316                         770                     4,603                     3,801                     2,047  

P04 
2021/22_P04 HU Southeastern 

                                         

56,292  
                 40,585                   13,000                           2,707                     8,136                     4,462                   12,894                   10,344                     1,118                     5,371                         770                     4,603                     3,841                     2,047  

P05 
2021/22_P05 HU Southeastern 

                                         
56,744  

                 40,998                   13,000                           2,747                     8,219                     4,462                   13,025                   10,449                     1,118                     5,425                         770                     4,603                     3,880                     2,047  

P06 
2021/22_P06 HU Southeastern 

                                         
57,197  

                 41,411                   13,000                           2,786                     8,301                     4,462                   13,157                   10,554                     1,118                     5,480                         770                     4,603                     3,919                     2,047  

P07 
2021/22_P07 HU Southeastern 

                                         
67,374  

                 47,374                   17,000                           3,000                     9,497                     5,835                   15,051                   12,074                     1,462                     6,269                     1,007                     6,020                     4,483                     2,677  

Autumn 
P08 

2021/22_P08 HU Southeastern 
                                         

78,287  
                 50,672                   24,393                           3,222                   10,158                     8,372                   16,099                   12,915                     2,098                     6,705                     1,444                     8,637                     4,795                     3,841  

P09 
2021/22_P09 HU Southeastern 

                                         
78,287  

                 50,672                   24,393                           3,222                   10,158                     8,372                   16,099                   12,915                     2,098                     6,705                     1,444                     8,637                     4,795                     3,841  

Winter 

P10 
2021/22_P10 HU Southeastern 

                                         
75,377  

                 50,985                   21,927                           2,465                   10,221                     7,526                   16,199                   12,995                     1,886                     6,747                     1,298                     7,764                     4,825                     3,452  

P11 
2021/22_P11 HU Southeastern 

                                         

74,649  
                 50,493                   21,715                           2,441                   10,122                     7,453                   16,042                   12,869                     1,868                     6,682                     1,286                     7,689                     4,778                     3,419  

P12 
2021/22_P12 HU Southeastern 

                                         
74,649  

                 50,493                   21,715                           2,441                   10,122                     7,453                   16,042                   12,869                     1,868                     6,682                     1,286                     7,689                     4,778                     3,419  

P13 
2021/22_P13 HU Southeastern 

                                         
61,604  

                 41,670                   17,920                           2,014                     8,353                     6,151                   13,239                   10,620                     1,541                     5,514                     1,061                     6,346                     3,943                     2,822  

  Totals 
                                      

820,506  
               562,998                 224,392                         33,116                 112,861                   77,020                 178,870                 143,490                   19,298                   74,501                   13,286                   79,457                   53,276                   35,332  
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Service Group Performance: 

The below sets out the target by service group. Line of route targets will be phased off of this. 

 

 

 

 

 

 

 

Exit MAA

OT% 79.4% 79.3% 75.6% 75.5% 75.4% 75.2% 72.5% 69.5% 69.5% 70.3% 70.5% 70.5% 74.0% 73.6%

Kent High Speed Off Peak 83.3% 83.4% 76.1% 75.4% 75.1% 73.7% 75.7% 72.2% 76.4% 71.7% 76.5% 75.5% 73.1% 76.0%

Kent High Speed Peak 80.0% 80.3% 75.8% 74.4% 75.8% 73.0% 70.6% 70.8% 73.0% 60.8% 62.5% 64.5% 66.7% 71.4%

Kent Mainline Off-Peak 84.0% 83.5% 76.5% 76.8% 75.2% 74.9% 71.4% 67.3% 66.1% 68.4% 73.1% 71.4% 72.8% 74.0%

Kent Mainline Peak 72.9% 68.9% 62.8% 64.4% 66.4% 63.7% 55.2% 51.5% 46.8% 45.2% 47.9% 52.0% 58.1% 58.1%

Kent Metro Off-Peak 78.4% 79.0% 77.6% 77.1% 76.9% 77.4% 75.5% 73.7% 75.3% 75.1% 73.6% 73.4% 77.2% 76.2%

Kent Metro Peak 68.3% 67.1% 63.6% 64.7% 68.3% 67.5% 61.6% 57.0% 50.5% 50.5% 51.8% 55.7% 65.0% 60.9%

Kent Rural 91.9% 93.6% 87.0% 87.6% 85.8% 85.1% 85.1% 80.2% 81.0% 79.5% 81.0% 82.6% 84.9% 85.0%

Exit MAA

PPM% Targets 94.5% 94.5% 92.6% 92.5% 92.5% 92.4% 91.0% 89.5% 89.5% 89.9% 90.0% 90.0% 91.8% 91.6%

Kent High Speed Off Peak 92.6% 94.1% 90.9% 92.0% 89.3% 88.8% 90.9% 87.6% 90.5% 90.5% 87.2% 92.1% 86.9% 90.2%

Kent High Speed Peak 90.8% 94.9% 89.6% 91.9% 90.9% 86.8% 88.5% 88.1% 87.1% 84.8% 81.4% 87.8% 83.3% 88.1%

Kent Mainline Off-Peak 93.9% 94.7% 91.5% 91.7% 89.3% 90.1% 90.4% 87.2% 86.5% 86.7% 88.2% 88.8% 88.8% 89.8%

Kent Mainline Peak 91.2% 90.5% 87.1% 89.6% 88.9% 87.8% 84.3% 83.6% 74.4% 78.9% 81.7% 78.3% 84.5% 84.7%

Kent Metro Off-Peak 95.4% 94.4% 93.8% 93.0% 94.0% 93.9% 91.9% 91.0% 92.3% 92.2% 92.3% 91.4% 94.0% 93.1%

Kent Metro Peak 93.9% 93.7% 90.1% 90.6% 92.4% 93.4% 87.4% 87.7% 82.2% 84.6% 86.9% 82.7% 91.1% 89.0%

Kent Rural 95.4% 97.3% 95.8% 96.4% 97.5% 94.7% 95.1% 94.1% 95.7% 94.4% 92.3% 99.1% 96.3% 95.7%

Exit MAA

T15% 99.4% 99.4% 99.2% 99.1% 99.1% 99.1% 98.9% 98.7% 98.7% 98.8% 98.8% 98.8% 99.0% 99.0%

Kent High Speed Off Peak 99.5% 98.9% 99.6% 99.5% 98.9% 98.7% 99.3% 98.5% 99.1% 98.4% 99.3% 99.2% 98.5% 99.02%

Kent High Speed Peak 98.9% 97.9% 99.5% 98.7% 98.7% 98.9% 99.2% 98.7% 99.7% 97.3% 98.7% 99.7% 98.3% 98.78%

Kent Mainline Off-Peak 99.2% 99.4% 98.9% 98.9% 98.5% 98.8% 98.6% 98.1% 98.2% 98.2% 98.5% 98.4% 98.1% 98.60%

Kent Mainline Peak 98.0% 98.3% 96.4% 96.5% 98.0% 98.1% 98.1% 97.1% 95.7% 96.4% 97.3% 96.9% 98.0% 97.29%

Kent Metro Off-Peak 99.7% 99.6% 99.6% 99.6% 99.6% 99.4% 99.1% 99.2% 99.3% 99.3% 99.1% 99.2% 99.6% 99.41%

Kent Metro Peak 98.6% 99.2% 98.2% 98.3% 99.0% 99.1% 98.7% 98.7% 97.9% 98.0% 98.3% 97.7% 99.1% 98.53%

Kent Rural 100.0% 100% 99.9% 100.0% 100.0% 100.0% 100.0% 99.9% 100.0% 100.0% 100.0% 99.9% 100.0% 99.95%

Exit MAA

T3% 93.0% 93.0% 90.7% 90.6% 90.6% 90.5% 88.8% 87.0% 87.0% 87.5% 87.6% 87.6% 89.8% 89.5%

Kent High Speed Off Peak 94.6% 94.1% 90.6% 90.5% 89.2% 88.3% 90.0% 87.9% 90.5% 87.7% 91.2% 90.6% 87.5% 90.2%

Kent High Speed Peak 93.2% 92.7% 91.1% 90.1% 90.5% 89.0% 88.7% 88.5% 88.9% 81.9% 83.2% 85.4% 84.6% 88.3%

Kent Mainline Off-Peak 94.0% 93.8% 90.3% 90.0% 88.9% 89.4% 87.3% 84.4% 83.7% 85.3% 88.1% 86.9% 86.6% 88.4%

Kent Mainline Peak 87.8% 85.5% 80.6% 80.6% 82.7% 82.4% 76.6% 72.8% 66.9% 65.3% 69.0% 72.3% 77.8% 76.9%

Kent Metro Off-Peak 93.4% 93.7% 92.6% 92.6% 92.6% 92.3% 91.1% 90.4% 92.0% 91.5% 90.4% 90.3% 92.8% 92.0%

Kent Metro Peak 87.5% 87.1% 83.5% 84.5% 86.6% 87.2% 82.7% 79.5% 73.4% 73.5% 75.5% 77.8% 86.2% 81.9%

Kent Rural 99.7% 100.9% 98.0% 98.3% 97.0% 95.7% 96.7% 94.5% 96.2% 95.1% 96.1% 97.2% 95.9% 97.0%

Exit MAA

Cancs% 1.47% 1.48% 1.81% 1.82% 1.83% 1.84% 2.09% 2.35% 2.35% 2.28% 2.26% 2.26% 1.95% 1.98%

Kent High Speed Off Peak 2.09% 1.41% 1.58% 1.00% 1.63% 2.29% 1.14% 1.98% 0.97% 1.52% 3.16% 1.50% 3.35% 1.82%

Kent High Speed Peak 1.57% 0.33% 2.11% 1.14% 0.79% 2.25% 1.66% 1.22% 1.11% 2.09% 3.30% 0.57% 2.11% 1.56%

Kent Mainline Off-Peak 1.49% 1.18% 2.04% 1.83% 2.06% 2.38% 1.58% 1.71% 1.93% 2.59% 2.75% 2.25% 2.57% 2.03%

Kent Mainline Peak 1.70% 1.81% 2.45% 1.64% 1.89% 2.07% 1.82% 2.05% 2.67% 2.89% 2.70% 2.22% 2.50% 2.19%

Kent Metro Off-Peak 1.28% 1.66% 1.67% 1.98% 1.84% 1.49% 2.32% 2.67% 2.52% 2.13% 1.75% 2.45% 1.54% 1.95%

Kent Metro Peak 1.18% 1.57% 2.61% 2.38% 2.10% 1.59% 2.72% 3.58% 3.87% 2.70% 2.19% 3.07% 1.68% 2.40%

Kent Rural 2.34% 1.08% 0.81% 0.95% 1.01% 2.28% 2.37% 1.32% 2.07% 2.44% 3.08% 1.09% 1.50% 1.72%
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Kent Targets 

Kent On Time

Periodic Targets 21/22 79.6% 79.5% 76.0% 75.9% 75.8% 75.7% 73.1% 70.4% 70.4% 71.1% 71.3% 71.3% 74.6%

MAA Targets 21/22 77.4% 76.7% 75.9% 75.5% 75.4% 75.3% 75.2% 75.2% 75.2% 74.9% 74.5% 74.2% 74.2%

Kent Delay

Periodic Targets 21/22 44,766        48,037        56,840        58,241        60,775        50,437        68,382        66,227        75,931        62,332        71,748        71,023        59,942        

Kent Mileage

Periodic Targets 21/22 2,317,319  2,363,844  2,410,369  2,410,369  2,410,369  2,410,369  2,410,369  2,410,369  2,410,369  2,302,556  2,596,470  2,596,470  2,596,470  

Kent CRMP

Periodic Targets 21/22 1.22 1.29 1.49 1.52 1.59 1.32 1.78 1.72 1.97 1.70 1.73 1.71 1.45

MAA Targets 21/22 1.58 1.62 1.66 1.69 1.68 1.62 1.61 1.54 1.57 1.54 1.55 1.59 1.58  
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Chapter Five: 
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Business Area Targets & Plans 

 
Business Area performance will be targeted to improve specific areas identified through key 

stakeholders.  

Over the course of the past year, COVID 19 has significantly impacted the railway and delivery 

of performance, as discussed in chapter one. However, clear and present threats exist to both 

organisations for the delivery of the May Timetable, so work is required to ensure that they 

are “Match fit for May”. 

There remain a number of key challenges for business areas to tackle going forward. The 

wide-ranging impact of weather and climate change, leading to increasing challenges with Soil 

Moisture Deficit, Landslips and the continued impact of autumn need to be a key priority for 

maintenance teams. This has the potential to severely disrupt a number of key lines of route 

which will support the build back better agenda within the county. 

Within Southeastern, focus is required on the aging class 465 “Networker” Fleet for which 

performance is affected due to the age & supply of parts for this fleet. This continues to be a 

challenge moving forward into the new financial year.  

Finally, route crime and external performance impacts remain a challenge moving forward; 

whilst performance in this area has been better than initially expected, key challenges are 

present and remain at route, region and national levels, including risks to the delivery of the 

train service for when passengers return to the railway. Further risks are covered in chapter 

six. 

There has been enormous effort by our frontline & train planning teams to ensure the railway 

remains operational; Southeastern and Network Rail Kent Route have seen significant 

improvements for On Time performance (9.2% improvement comparing Q3 for 2019 / 20 and 

2020 / 21). Comparatively with other, similarly sized train operators, improvement has not 

gone as far as others have managed to achieve. It indicates that there are still a number of 

opportunities that remain to improve focus and improve performance.  

In order to meet the requirements of our passengers, we must ensure that these challenges 

are met headfirst and with a business wide awareness and appreciation of the criticality of 

good performance embedded across each area.  

At a Strategic Level, the Performance Board for Kent and Southeastern will refocus on 

ensuring risks to delivery are adequately mitigated, root out complacency and ensure that 

performance remains the key priority. In addition to this, Southeastern and Network Rail are 

jointly working on a blockades strategy plan, in order to prioritise key locations, such as 

Lewisham, the Hastings Line, Bearsted and others for the future. Finally, Seasonal Planning 

will continue to refocus efforts on ensuring continuing improvement to delivery of seasonal 

performance on the route to Soil Moisture Deficit, Land Slips and Ash Die Back.  

 

Business Areas in this section focuses on each individual business area and it’s plans to 

improve performance for the year ahead. Prior to looking at performance departmentally, this 

section will discuss the following:  
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1. Methodology 

2. Performance Commercial Activity 

 

Performance Plans 

Performance Plans are collated in collaboration with both organisations and the functional 

leads for each department. They are a mix of activity which is already planned, and activity 

identified through performance analysis, local route group feedback, or as an output from an 

incident review.  

Each business area will be laid out as follows:  

Summary 

A summary overview is provided by the Head of Department or responsible manager which 

outlines their approach to improving performance for the year ahead.  

Year in Review 

A summary of the previous year’s performance (2020 – 2021) and the localised impact of 

COVID 19 and delivery of key performance schemes. This demonstrates the current de-facto 

position of the department at the start of the new year and gives context to the long term trends 

and identifies key areas of focus.  

RM3P – Assessment Identification (where applicable) 

This section identifies the areas of improvement captured through the RM3P assessment and 

self-assessment, and how these feed into the whole system improvements identified.   

Targets 

Individual business area targets for the year ahead.  

Plans for the Year Ahead 

These are the key plans for the year ahead, and this section will detail what savings are 

expected throughout the year and at key timing points.  

Customer Service Targets 

These are included separately as their own business area, and demonstrate the key linkage 

between Performance, the delivery of the improvement plans listed and passenger 

satisfaction. 

Performance Scheme Totals 

The table below demonstrates the overall number of Performance Schemes within this year’s 

performance strategy. It also identifies the overall business spend, in addition to the total 

estimated delay minute benefit. This benefit takes into account and is calculated by the 

average delivery of the timetable across the year and is in addition to the benefit delivered by 

the timetable itself.  

In addition to those schemes which have been confirmed, there are also 50 further 

opportunities. Some of these already have costs and business cases attached, so may 

become confirmed improvement schemes in due course.  
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Scheme Totals, 2021 – 2022 

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

69 To be Confirmed 60,896 
 

50 
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a) Commercial Performance Overview 
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The Performance Commercial team has been working on delivering a number of committed 
obligations for the Department for Transport. These cover a wide range of different disciplines 
and business areas so have been combined as one.  
 
Graduate Data Analyst 
JPIPs: All 
Southeastern hired this role to carry out a full reporting review and tools review as well as 
supporting on deep dive analysis work. For the reporting review, the aim is to review all current 
reports through an objective mindset, without extensive railway knowledge, to ensure the 
communication of results from analysis is clear as well as assessing how reporting could be 
streamlined and, where possible, could moving to other reporting programmes such as Power 
BI be more effective. 
  
As part of the tools review, a performance system mapping exercise will be delivered. This will 
outline and review all tools by the Joint Performance Team. This will involve gathering and 
reviewing any critiques from each team members experience, including potential 
modifications, gaps in training, or any crossovers and redundant tools. This will form the basis 
of a recommendation into streamlining the effectiveness of the current tools used, and creating 
a plan to ensure the team have a consistent approach and level of training. 
  
Paramedics at London Bridge Station 
JPIPs: TOC Other 
In February 2020 on site paramedics were introduced at London Bridge station and since 
Southeastern has seen a number of prevented incidents at the station. In addition to prevented 
incidents, there has also been a reduction in the length of incidents on trains and platforms 
that have the ability to impact train performance for elongated periods of times dependant on 
the nature of the emergency. This has been a performance and reputational enhancement for 
passengers travelling to this London Terminal. 
  
Welfare Officers at Lewisham, Hither Green and St John’s 
JPIPs: TOC Other, External 
The introduction of Welfare Officers has seen prevention in the number of external incidents 
at these locations. In addition to a reduction in trespass, vandalism and suicide there is also 
an educational element. By preventing incidents, they are able to educate and signpost 
passengers which acts as a nudge to prevent future incidents occurring. 
  
Caging 
JPIPs: External 
In the last year, Southeastern and Network Rail have seen a number of incidents occurring at 
the footbridge near Gillingham Level Crossing. As a result, Southeastern is funding bridge 
caging to be delivered by Network Rail at this location. Network Rail will act as the delivery 
partner in securing a design and carrying out the installation works to prevent future incidents 
taking place at this location. 
 
CCTV Surveys 
JPIPs: TOC Other, External 
Southeastern, Network Rail and the British Transport Police DOCU Team are collaborating  
on undertaking CCTV surveys at 15 stations across the Kent route. The surveys will be carried 
out by the BTP DOCU team who will then make recommendations to Network Rail and 
Southeastern. This is a unique and collaborative project involving key stakeholders from 
Southeastern’s Passenger Services team. 
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Track & Non-Track Asset Overview 

Over the course of the past year we have successfully delivered several key pieces of 
work, including the re-signalling at Hither Green. We have also responded to the 
challenges the year has brought, with new processes to deal with the pandemic, whilst 
being agile and responding to network issues, such as landslips on the Maidstone East 
line and Chatham Mainline. In addition, we have been successful in driving down the 
number of service-affecting asset failures and asset incident count is 14% better than both 
YTD and YTD versus last year.  

Over the coming year, our focus will be on ensuring the resilience of our asset to ensure 
we are able to support the railway in delivering a reliable service to passengers. Key focus’ 
to ensure this include an increase in proactive interventions in areas prone to SMD to 
reduce the risk of TSRs needing to be imposed, continuing the downward trend in track 
circuit failures through the digital Ti21 upgrade programme, and a further focus on 
telecoms failures, with the aim of a 3.5% reduction in incidents.  

 

 

Robert Coulson 

Infrastructure Director, Kent Route 

 

 

Track Asset 

a. 2020 – 2021 Performance in Review  

Several schemes of work have taken place this year, which have increased the reliability 
of our track assets. 

London Bridge Deliver Unit completed the renewal of 6 insulated rail joints in the 
Thameslink Core section, aimed at reducing track circuit failures relating to Insulated Block 
Joints and improving the reliability of assets in a key section of track that affects both Kent 
and Sussex’s performance. Furthermore, the Delivery Unit at London Bridge have been 
holding White Board Meetings focusing on Key Abnormal Possession for Lewisham, 
Dartford, Gravesend, and section between London Bridge and Windmill Junction. This has 
been to achieve greater productivity within Key Abnormals resulting in enhanced asset 
reliability.  

Ashford Delivery Unit had plans in place to come up with a dedicated strategy for dealing 
with Clay Banks, aimed at being proactive in managing clay banks along the route, and 
improving resilience around the railway. Also, by being proactive in approach, this aims to 
reduce the number of speed restrictions being applied. Furthermore, Ashford DU were 
looking at identifying and updating their top risk sites for flooding and drainage, and to 
review these with the drainage RAM. By, again, proactively seeking out risk locations the 
hope would be to reduce the number of service-affecting incidents that take place. 
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Orpington Delivery Unit unfortunately were affected by COVID 19 which delayed their 
targeted replacement of repeat failures at VS831 points. This involved sourcing the ends 
of points where a half-set replacement is required. Had this work been completed it would 
have targeted a low performing asset and reduced failures at a key junction location and 
therefore improving the resilience of the entire system. 

b. RM3P – Assessment Identification 

Infrastructure & Maintenance delivery was one of the highest scoring areas within the 
RM3P assessment framework, with 11 areas scoring a level 4 score, and the remainder 
a level 3 score.  

Of the 11 areas of good practice, notable were Leadership, Performance Policy and 
Capability Management.  

 

c. Targets, 2021 – 2022 

Southeastern Target 

 

Kent Route Targets 

 Delay Category Targets: Track JPIP Track

Period FY & Period Route Delay Minutes 104A 104B 104C 104D

P01 2020/21_P01 Kent 4,309                       1,051                   2,936                  -                322            

P02 2020/21_P02 Kent 4,624                       1,128                   3,150                  -                346            

P03 2020/21_P03 Kent 5,471                       1,334                   3,728                  -                409            

P04 2020/21_P04 Kent 5,606                       1,367                   3,819                  -                419            

P05 2020/21_P05 Kent 5,850                       1,427                   3,986                  -                438            

P06 2020/21_P06 Kent 4,855                       1,184                   3,308                  -                363            

P07 2020/21_P07 Kent 6,582                       1,605                   4,485                  -                493            

P08 2020/21_P08 Kent 6,375                       828                      4,981                  -                566            

P09 2020/21_P09 Kent 7,309                       949                      5,711                  -                649            

P10 2020/21_P10 Kent 6,000                       404                      4,970                  -                625            

P11 2020/21_P11 Kent 6,906                       465                      5,721                  -                720            

P12 2020/21_P12 Kent 6,837                       461                      5,663                  -                713            

P13 2020/21_P13 Kent 5,770                       389                      4,780                  -                601            

Totals 76,495                    12,592                57,237               -                6,665         

Winter

Spring/Summer

Autumn

 

 

Period FY & Period
Operator 

Code
Operator Delay Minutes Total 104A 104B 104C 104D

P01 2021/22_P01 HU Southeastern 41,933                                       2,708                  337                      2,144                        -                      228                      

P02 2021/22_P02 HU Southeastern 42,272                                       2,730                  339                      2,161                        -                      230                      

P03 2021/22_P03 HU Southeastern 55,840                                       3,801                  472                      3,009                        -                      320                      

P04 2021/22_P04 HU Southeastern 56,292                                       3,841                  477                      3,040                        -                      323                      

P05 2021/22_P05 HU Southeastern 56,744                                       3,880                  482                      3,071                        -                      326                      

P06 2021/22_P06 HU Southeastern 57,197                                       3,919                  487                      3,102                        -                      330                      

P07 2021/22_P07 HU Southeastern 67,374                                       4,483                  557                      3,549                        -                      377                      

P08 2021/22_P08 HU Southeastern 78,287                                       4,795                  1,448                  2,748                        -                      599                      

P09 2021/22_P09 HU Southeastern 78,287                                       4,795                  1,448                  2,748                        -                      599                      

P10 2021/22_P10 HU Southeastern 75,377                                       4,825                  299                      4,155                        -                      371                      

P11 2021/22_P11 HU Southeastern 74,649                                       4,778                  296                      4,115                        -                      367                      

P12 2021/22_P12 HU Southeastern 74,649                                       4,778                  296                      4,115                        -                      367                      

P13 2021/22_P13 HU Southeastern 61,604                                       3,943                  244                      3,396                        -                      303                      

Totals 820,506                                     53,276                7,184                  41,353                      -                      4,739                  

 Delay Category Targets: Track JPIP Track

Spring/Summer

Autumn

Winter
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d. Plans for the Year Ahead  

 

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

49 tbc 17,487 14 

*table covers track & non-track asset 

 

There are currently several proposed schemes for Track Assets. These are split 

across several different Delivery Units and parts of the business. They are all aimed 

at providing resilience across the entire network, to ensure we come out of the 

pandemic in a better position than when we entered it. 

London Bridge DU will be utilising new RASS track defect cameras, which can 

remotely monitor the quality of the track. Plans are also in place to replace Cember 

lugs to the new approved typed, with 86 in total across corridors at Elephant and 

Castle, and between Bickley and St Mary Cray. In addition, work is oingoing to improve 

track quality on the freight only branch to Grain to improve resilience of aggregate and 

container services using this route. These schemes will deliver improved resilience 

across key corridors and lines of route.  

Orpington DU will be continuing to improve their track asset reliability through 

replacements of insulated rail joints. Accelerating this work due to the high number of 

poor performing assets that present a high risk of impacting performance. This scheme 

was funded in 2019/20 and we are already seeing a reduction in IRJ failures, as more 

are replaced, we expect to see the number of failures reduce further.  

Ashford DU will be replacing EBI200 track circuit fuses in the East Kent area, which 

should improve the resilience of these assets and lead to less track circuit failures in 

this area. Targeted removal of 3M defects will continue into the new year to ensure 

continued resilience with our track asset. Furthermore, Ashford continues its focus on 

Category D cyclic top sites, to be proactive and prevent as many avoidable speed 

restrictions as is possibl 
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Non-Track Asset 

 

a. 2020 – 2021 Performance in Review  

 

Several schemes of work have taken place this year, in order to increase the reliability 

of our non-track assets. 

Orpington Delivery Unit have been working on a 3-year accelerated relay changing 

programme which will improve resilience of these assets and reduce relay failures. 

They have also identified the worst performing areas for points cracks and have 

applied Automatic Point Crack Lubricators which prevents points needing lubrication 

as often and therefore improving maintenance regimes. This piece of work has been 

delivered despite parts not being available due to Covid and timescales needing to be 

rewritten. 

London Bridge Delivery Unit have been holding Weekly Points Reliability Joint 

Discipline Conference to improve points reliability across sections of their remit which 

have in the past caused delay. Additionally, they have introduced 4 weekly patrols 

through Blackheath Tunnel to spot emerging calcification insulator issues due to the 

wet conditions in the tunnel – these are aimed at providing early indication of potential 

service affecting failures.  

Ashford Delivery Unit installed cameras on Frauscher Axle Counters to check for 

rubbish and boots on the track in and around Sittingbourne. These have provided a 

visual way of checking without having to attend site and allowed trend analysis to 

improve knowledge of the asset and determine whether or not it is at risk.  

 

b. Targets, 2021 – 2022 

Southeastern Target 

 

 

 

 

 

Period FY & Period
Operator 

Code
Operator Delay Minutes  Total 101 103 201 202 301A 301B 301C 302A 302B 302C 303 304

P01 2021/22_P01 HU Southeastern 41,933                                       7,294                  2,518                  99                              478                      167                      362                      2,153                  120                      1,309                  49                        39                        303                      122                      

P02 2021/22_P02 HU Southeastern 42,272                                       7,353                  2,538                  100                            482                      168                      365                      2,171                  121                      1,320                  50                        40                        305                      123                      

P03 2021/22_P03 HU Southeastern 55,840                                       10,239                3,534                  139                            671                      234                      508                      3,022                  169                      1,838                  69                        55                        425                      171                      

P04 2021/22_P04 HU Southeastern 56,292                                       10,344                3,570                  141                            678                      236                      514                      3,053                  170                      1,856                  70                        56                        430                      173                      

P05 2021/22_P05 HU Southeastern 56,744                                       10,449                3,606                  142                            685                      239                      519                      3,084                  172                      1,875                  70                        57                        434                      175                      

P06 2021/22_P06 HU Southeastern 57,197                                       10,554                3,643                  143                            691                      241                      524                      3,115                  174                      1,894                  71                        57                        438                      176                      

P07 2021/22_P07 HU Southeastern 67,374                                       12,074                4,167                  164                            791                      276                      599                      3,564                  199                      2,167                  81                        65                        501                      202                      

P08 2021/22_P08 HU Southeastern 78,287                                       12,915                2,955                  226                            457                      397                      901                      5,243                  632                      2,049                  53                        -                      794                      918                      

P09 2021/22_P09 HU Southeastern 78,287                                       12,915                2,955                  226                            457                      397                      901                      5,243                  632                      2,049                  53                        -                      794                      918                      

P10 2021/22_P10 HU Southeastern 75,377                                       12,995                2,643                  149                            1,482                  771                      671                      4,581                  185                      2,437                  53                        21                        883                      246                      

P11 2021/22_P11 HU Southeastern 74,649                                       12,869                2,618                  147                            1,468                  764                      665                      4,537                  184                      2,414                  52                        21                        875                      244                      

P12 2021/22_P12 HU Southeastern 74,649                                       12,869                2,618                  147                            1,468                  764                      665                      4,537                  184                      2,414                  52                        21                        875                      244                      

P13 2021/22_P13 HU Southeastern 61,604                                       10,620                2,160                  121                            1,211                  630                      549                      3,744                  151                      1,992                  43                        17                        722                      201                      

Totals 820,506                                     143,490             39,525                1,945                        11,019                5,284                  7,743                  48,049                3,093                  25,614                767                      451                      7,781                  3,912                  

 Delay Category Targets: Non-Track Assets JPIP Non-Track Assets

Spring/Summer

Autumn

Winter
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Kent Route Target 

 Delay Category Targets: Non-Track Assets

Period FY & Period Route Delay Minutes 101 103 201 301A 301B 301C 302A - IE IF IG 302A - IH 302B 303 304

P01 2020/21_P01 Kent 11,892                    3,074                   175                     849               536            3,209          275               2,461                546               65                    407           295                      

P02 2020/21_P02 Kent 12,761                    3,299                   188                     911               575            3,443          295               2,641                585               70                    436           316                      

P03 2020/21_P03 Kent 15,099                    3,904                   222                     1,078            681            4,074          349               3,125                693               83                    516           374                      

P04 2020/21_P04 Kent 15,471                    4,000                   228                     1,105            697            4,175          358               3,202                710               85                    529           383                      

P05 2020/21_P05 Kent 16,144                    4,174                   237                     1,153            728            4,357          373               3,341                741               88                    552           400                      

P06 2020/21_P06 Kent 13,398                    3,464                   197                     957               604            3,616          310               2,773                615               73                    458           332                      

P07 2020/21_P07 Kent 18,165                    4,696                   267                     1,297            819            4,902          420               3,760                833               99                    621           450                      

P08 2020/21_P08 Kent 17,592                    3,621                   218                     1,253            1,272         5,379          885               1,661                1,815            109                  752           626                      

P09 2020/21_P09 Kent 20,170                    4,151                   250                     1,436            1,459         6,168          1,015            1,904                2,081            125                  863           718                      

P10 2020/21_P10 Kent 16,558                    2,542                   281                     1,410            1,052         5,699          240               2,262                793               202                  739           1,338                   

P11 2020/21_P11 Kent 19,059                    2,926                   323                     1,623            1,211         6,560          276               2,604                913               233                  851           1,540                   

P12 2020/21_P12 Kent 18,867                    2,896                   320                     1,607            1,198         6,493          274               2,578                904               230                  842           1,524                   

P13 2020/21_P13 Kent 15,923                    2,445                   270                     1,356            1,011         5,480          231               2,176                763               194                  711           1,286                   

Totals 211,098                  45,192                3,174                  16,035         11,843      63,555       5,300            34,488              11,991         1,658              8,278        9,583                   

JPIP Non-Track Assets

Spring/Summer

Autumn

Winter

 

 

 

 

c. Plans for the Year Ahead  

 

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

49 tbc 17,487 14 

*table covers track & non-track asset 

 

There are currently several proposed schemes for Non-Track Assets. These are split 

across several different Delivery Units and parts of the business. They are all aimed 

at providing resilience across the entire network, to ensure we come out of the 

pandemic in a better position than when we entered it. 

Ashford Delivery Unit will be targeting action of repeat offenders of High Voltage LOPI 

cables which have been failing. Monitoring these should allow better understanding of 

which assets are failing more often and allowing a proactive approach to maintenance 

and reducing the number of service-affecting failures. Ashford Delivery Unit will also 

be developing an SSI mobile application in PowerApps. This is to aid in the capture of 

SSI module failures and better quality of root cause analysis. This application will also 

allow trending and uniformed reporting. 

London Bridge Delivery Unit will be continuing their initial success with patrols in 

Blackheath Tunnel. These will be stepped up to improve asset resilience and reliability 

throughout the tunnel. This aims to eliminate all failures in the area relating to 

insulators. London Bridge will also complete a scheme of works to double cables 

between Lewisham Vale Junction and Nunhead with the aim of zero cable failures at 

this location. This feeds into the wider piece of work being completed to improve the 

resilience at Lewisham.  

Orpington Delivery Unit will look to improve clay bank resilience by removing of 

problem trees in clay bank desiccation areas on the Redhill to Tonbridge route. This 

should lessen the impact of clay bank soil moisture deficit. Less severe SMD should 
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reduce the SMD impact to a smaller period in the summer season and allow more time 

to plan works to prevent speed restrictions. 

Telecoms will be undertaking a renewals programme of life expired DOO monitors, 

cameras, power and co-axial cables, and a replacement or refurbishment of 

camera/monitor housings. These surveys are already underway. The benefits of these 

renewals will be reduced risk of DOO service affecting failures by upgrading assets to 

their latest versions thus improving operational performance.  
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External Delay 

 

Over the past year the Kent External Delay Area has seen a reduction of overall year to date 

delay incidents and minutes. Concerns over increasing crime and suicides due to COVID 19 

and lockdown were kept at bay through joint working with Southeastern, Network Rail, BTP 

and our external stakeholders. We have been able to respond well to the challenges that 

lockdown has brought and to finish the year in a strong position. 

For the year ahead our focus will be on supporting passengers as they return to the railway. 

Continually providing a safe and secure environment for travellers through the reduction of 

crime and welfare incidents. We will aim to further reduce the effect of high impact incidents 

on the train service and our passengers, by continuing to focus on key initiatives to drive the 

downward trend in trespass and fatality incidents and delay minutes. The hoped-for reduction 

in lockdown measures will enable our dedicated BTP Tasking Team to undertake even more 

operations in 2021/22, and with the added benefit that the Sussex BTP team is now in place 

(which the Kent team had previously been covering) allowing dedicated focus on the Kent 

route for this year. This will enable additional focus on areas such as graffiti vandalism, scrap 

metal thefts, high frequency presenters and other key disruption drivers.  

 

 

Jon Ruch 

Head of Route Crime – Kent and Sussex Routes 

 

 

a. 2020 – 2021 Performance in Review  

 

External performance has been strong this year. The Moving Annual Average for incident 

count this year fell each period from 118 incidents at the beginning of the year reducing to 112 

in period 5 then remaining at 110 until the end of period 10, thus representing a reduction of 

7% across the year. Delay minutes have also reduced, with the moving annual average 

improving by 22% since the end of last year.  

We have seen reductions in fatality incidents, trespass incidents and in vandalism incidents. 

Level crossing incidents have remained at a similar level to previous years, and cable theft 

has seen a spike towards the end of the year, with Hoplands Level Crossing emerging as a 

repeat location. Trembler alarms have been installed to monitor the area. These can improve 

the response to cable theft by identifying the exact location that has been targeted, allowing 

response teams to act quicker to resolve the problem. In addition, provides the British 

Transport Police and local enforcement agencies with a better time frame in which to 

apprehend the individual involved, potentially leading to a quicker arrest and reduction in 

incidents. 

Furthermore, this year a dedicated BTP tasking team has been introduced and deployed 

across the route headed up by our Imbedded Inspector, and development of analytical 

software to maximise technological opportunities to predict where incident will take place 
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before they occur.  This action sat with the National Disruption Fusion Unit and has been 

incorporated into their systems. 

 

 

b. Targets, 2021 – 2022 

Southeastern Targets 

 

 

Kent Route Targets 

 

 

 

 

 

 

 

 

 

 

 

 

 

Period FY & Period
Operator 

Code
Operator Delay Minutes External Total 112 401 402 403 503 504 505 506

P01 2021/22_P01 HU Southeastern 41,933                                       5,737                  179                      909                            183                      132                      3,587                  13                        8                          727                      

P02 2021/22_P02 HU Southeastern 42,272                                       5,784                  180                      916                            185                      133                      3,616                  13                        8                          733                      

P03 2021/22_P03 HU Southeastern 55,840                                       8,053                  251                      1,275                        257                      185                      5,035                  18                        11                        1,020                  

P04 2021/22_P04 HU Southeastern 56,292                                       8,136                  253                      1,288                        260                      187                      5,087                  18                        11                        1,030                  

P05 2021/22_P05 HU Southeastern 56,744                                       8,219                  256                      1,301                        262                      189                      5,139                  19                        12                        1,041                  

P06 2021/22_P06 HU Southeastern 57,197                                       8,301                  258                      1,315                        265                      191                      5,191                  19                        12                        1,051                  

P07 2021/22_P07 HU Southeastern 67,374                                       9,497                  296                      1,504                        303                      219                      5,938                  21                        13                        1,203                  

P08 2021/22_P08 HU Southeastern 78,287                                       10,158                104                      2,930                        391                      409                      4,878                  19                        79                        1,346                  

P09 2021/22_P09 HU Southeastern 78,287                                       10,158                104                      2,930                        391                      409                      4,878                  19                        79                        1,346                  

P10 2021/22_P10 HU Southeastern 75,377                                       10,221                160                      943                            301                      69                        6,104                  69                        22                        2,552                  

P11 2021/22_P11 HU Southeastern 74,649                                       10,122                158                      934                            298                      68                        6,045                  68                        22                        2,528                  

P12 2021/22_P12 HU Southeastern 74,649                                       10,122                158                      934                            298                      68                        6,045                  68                        22                        2,528                  

P13 2021/22_P13 HU Southeastern 61,604                                       8,353                  131                      771                            246                      56                        4,989                  56                        18                        2,086                  

Totals 820,506                                     112,861             1,767                  10,418                      3,324                  761                      67,400                761                      245                      28,185                

 Delay Category Targets: External JPIP External

Spring/Summer

Autumn

Winter
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c. Plans for the Year Ahead  

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

4 To Be Confirmed 4,192 4 

 

 

There are currently four key plans within External. Of those confirmed to be going 

ahead, we expect to see 4,192 minutes improve across all schemes. These schemes 

will provide additional benefit on top of that which is expected to be delivered next 

year, ensuring that External continues to perform at high levels post pandemic. 

Development of Priority Plans. 
Identification of hotspot locations between Network Rail, Southeastern and the 
National Disruption Fusion Unit, SE and NDFU. Each location will have a specific 
performance improvement plan. The aim is to reduce instances of crime at key 
known locations which will in turn reduce incident count and delay minutes. 
  
High Frequency Presenters 
The Kent/BTP Disruption Tasking Team are working with high frequency 
presenters  who repeatedly trespass on the railway. Removes at risk individuals from 
the railway, who are more likely to put the safety of the railway, and therefore it’s 
performance, at risk. This is aimed at removing high risk individuals who can be dealt 
more appropriately at a local level through joint work with their mental health teams 
or other local agencies. 
  
Kent/BTP Disruption Tasking Team 
This year the Kent Disruption Tasking Team are fully onboard with a sergeant and 
team of PCs in place. This will provide a dedicated team to 
tackle crime and remove offenders from accessing the railway, as well as working on 
operations on a monthly basis across the Route. 
  
Graffiti 
This year sees the continuation of our Route wide graffiti removal team which is in 
place to focus on the removal of existing graffiti at hotspot locations and deal with 
high profile complaints. This is followed up with crime prevention measures and 
increase Operations from BTP to target Graffiti vandals, This is aimed at both 
discouraging trespass and reducing the incentive to graffiti – both of which would 
have positive impacts on performance. 
 
 
 
 
  
Bridge Strikes 
There will also be undertaking a review of top locations to ensure they have 
adequate signage. This will lead to a reduction in bridge strike delays through drivers 
being aware of dangers of low bridges. 
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Fleet 



 
 

58 | P a g e   J o i n t  P e r f o r m a n c e  S t r a t e g y   
 

The conundrum faced by Engineering is to seek ways to improve performance and 
reliability on rolling stock that continues to age. The Class 465 Networker fleet is 
approaching 30 years old and in UK rail terms it is approaching end of life. Many of 
the original equipment manufacturers of key components no longer support 
(recondition/overhaul) or manufacture new components, due to the high cost of 
manufacturing a low number of replacement items. Numerous components are 
operating beyond their intended life.  
 

The challenge to Engineering is to focus on systems where improvements can be 
made to reduce technical failures without requiring unrealistic expenditure – 
obtaining the biggest bang for the buck. The PIS/PA system on the Networkers 
suffer from Driver Interface Unit (DIU) lock-ups,requiring a train reboot to rectify the 
fault in the majority of cases. A modification is being implemented to incorporate a 
reset button in the DIU to reset the power to the DIU, rather than rebooting the train. 
A DIU reboot takes approximately 5 seconds to perform, as opposed to at least 5 
minutes for a train reboot, making a considerable saving in delay minutes. A 
modification to the brake decoder is being carried out to replace a number of life 
expired electrical components within the decoder. This will reduce the number of 
Wheel Slip Protection (WSP) defects and dragging brake incidents and will improve 
reliability. A trial to improve door performance on the GEC Networkers is also being 
undertaken. 
  

On the Class 395 fleet the existing Driver Only Operation (DOO) system is having a 
noticeable impact on reliability – it is responsible for 20% of 395 fleet delays. DOO 
system failures are being caused by issues with the bodyside cameras, including 
water ingress and software instability. The DOO system is integrated into the CCTV 
system, which also suffers from software and hardware instability. Upgrades to both 
the DOO camera and forward-facing CCTV systems will start to be implemented to 
give improved system reliability, greater software stability and provide Drivers with 
better qualityimages to perform driver-controlled operations during this performance 
year. The 395 fleet will also see the fitment of a more robust Pass Comm cover to 
prevent accidental Pass Comm activations. 
 

Finally, Southeastern will see the introduction of 30 Class 707 trains from South 
Western Railway to give increased capacity to the network. The 707s were 
introduced in 2016 so are relatively new, therefore many of the teething troubles 
associated with the introduction of a new fleet have already been overcome. The 
707s are a high performing fleet in terms of train reliability and should deliver 
improved performance over the existing rolling stock again toward the trail part of the 
performance year. 
 

In summary performance improvements during the first three quarters of the 
performance year will predominantly be drive through operational, and timetable 
deliverables, with the modifications programs starting to flow through in the final 
quarter. 
 

Mark Johnson 

Engineering Director, Southeastern 
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a. 2020 – 2021 Performance in Review  

Performance has been very strong across 2020/21; delay minutes are more than 50% better 
year to date. There was a large dip in both delay minutes and incident count at the beginning 
of 2020/21 due to lockdown, and the removal of complex and conflicting timetabling which 
has been seen across several business areas. This has continued throughout the remainder 
of the year, with operational and smart timetabling being used to retain the performance 
benefits as the timetable is reconstructed, which has supported Fleet to continue to 
outperform targets. 

 

 

 

 

 

 

 

The overall downward trend of the moving annual average, which has been continuing since 
mid 2018/19, has meant Fleet ends the year with both delay minutes and incident count at 5- 
year lows. The moving annual average for delay minutes is down 27% from last year and 
incident count is down 12%.  
 
Having a dedicated performance team within the Southeastern Engineering function has 
helped with this highly technical area of the business who are able to understand specific 
root causes and undergo performance schemes to sort these. Fleet have dealt well with the 
continually changing timetables and uncertainty over maintenance regimes this year and 
managed to improve their performance on top of this. 

 

b. RM3P – Assessment Identification 

The Southeastern Engineering team completed their assessment in September 2020. The key 

areas for improvement identified within the assessment were Tools and Data, Organisational 

Structure and Capability Management. Both Tools and Data and Capability Management were 

identified across function as areas for wider organisational improvement.  

There were equally a large number of areas where the Engineering Team scored high, with 

key areas including a Performance Policy, Governance, Change Management, Risk 

Management and Seasonal Planning.  
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c. Targets, 2021 – 2022 

 

d. Plans for the Year Ahead  

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

5 £325,000 + 
Franchise 
Commitments 

3,679 5 

 

Operational control and smart timetabling remain the core activities for the first part of the 
performance year, with a total of 6 key plans being initiated for the engineering team during 
this time, with a further 5 opportunities should further funding become available.  
 
Of those confirmed to be going ahead, it is expected that we will see 3,679 minutes 
improvement across all schemes for the fleet category. These schemes will provide 
additional benefit on top of that which is expected to be delivered next year, ensuring that 
the fleet continues to perform at high levels post pandemic. 
 
Of those that are included, three are focused on the Class 395. These aim to provide 
resilience to the onboard CCTV system used for Driver Controlled Dispatch, and for Forward 
Facing CCTV. It is aimed that this will improve the operation of this system and continue the 
upward trends of reliability within the Southeastern fleet. Additional to this is a modification to 
improve the time taken in the open & close cycle of the doors. This will build in improvement 
to dwell time for the High-Speed service group – one which will be key for the economic 
recovery of the county. 
 
Further opportunities include improvements to the Networker fleet, with modifications 
implemented to incorporate a reset button in the Driver Interface Unit module to reset the 
power to the DIU, rather than rebooting the train. A DIU reboot takes approximately 5 
seconds to perform, as opposed to at least 5 minutes for a train reboot, making a 
considerable savingin delay minutes. 
 
These modifications will ensure that the metro fleet continues to perform during the next 

Period FY & Period
Operator 

Code
Operator Delay Minutes Total 701A 701D

P01 2021/22_P01 HU Southeastern 41,933                                       3,988                  315                      3,672                        

P02 2021/22_P02 HU Southeastern 42,272                                       4,020                  318                      3,702                        

P03 2021/22_P03 HU Southeastern 55,840                                       4,462                  353                      4,109                        

P04 2021/22_P04 HU Southeastern 56,292                                       4,462                  353                      4,109                        

P05 2021/22_P05 HU Southeastern 56,744                                       4,462                  353                      4,109                        

P06 2021/22_P06 HU Southeastern 57,197                                       4,462                  353                      4,109                        

P07 2021/22_P07 HU Southeastern 67,374                                       5,835                  461                      5,374                        

P08 2021/22_P08 HU Southeastern 78,287                                       8,372                  861                      7,511                        

P09 2021/22_P09 HU Southeastern 78,287                                       8,372                  861                      7,511                        

P10 2021/22_P10 HU Southeastern 75,377                                       7,526                  769                      6,757                        

P11 2021/22_P11 HU Southeastern 74,649                                       7,453                  761                      6,692                        

P12 2021/22_P12 HU Southeastern 74,649                                       7,453                  761                      6,692                        

P13 2021/22_P13 HU Southeastern 61,604                                       6,151                  628                      5,523                        

Totals 820,506                                     77,020                7,148                  69,872                        

JPIP Fleet

Spring/Summer

Autumn

Winter

 Delay Category Targets: Fleet
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financial year, ensuring that the service is reliable and resilient for the return of passengers, 
delivering the railway they need. 
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Freight 
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2020/2021 for freight performance has been unprecedented and seen a significant rise 
above targets set just before the pandemic hit the world. This level of performance will be a 
struggle to maintain in 2021/2022 if, and when levels of passenger train services increase as 
demand returns. Freight volumes through the pandemic were slightly reduced but have now 
returned to pre-Covid volumes. Freight train delay to South Eastern is currently at 1.7% (P1-
P11 7,563 mins) of their delay to South Eastern (P1-P11 452,407 minutes). 
  
All Freight Operating Companies have Performance Improvement Plans to better self-
caused delays. These Performance Improvement Plans vary between FOCs and can be 
commercially sensitive as all strive to be the best to win tender awards. Although FOCs tend 
to keep published performance improvement material internal we are able to individually 
press these at our local Southeast Freight Performance Improvement Group (SEFPIG) of 
which we get good representation and able to focus in on particular instances or events 
which have had major delays to other operators. 
  
The SEFPIG group allows us to concentrate on attention to detail through greater focus on 
train planning rules, late start trending, maintenance asset reliability, worst performing trains, 
Method of Work reviews and also assess performance risk. The Freight team attend South 
Eastern Metro and Mainline Performance Management Groups to collaborate and share 
ideas, information and intel from the Freight community. 
 

 

Matthew Dickerson 

Regional Freight Manager – Southern Region 

 

 

a. 2020 – 2021 Performance in Review  

Across the past year, freight has performed strongly across the southern region and 
on Kent Route. R-FDM MAA for Kent is currently 3.1% better than target, whilst 
cancellations are trending 30% lower than target. This strong performance has been 
consistent throughout the year, including throughout the normally challenging autumn 
period.  
 
The past year has also provided opportunity for growth on the route, with live 
opportunities at East Peckham (Medway Valley Line), gauging work for continental 
wagons on the classic routes (HS1 / Kent Route), a south facing chord at Angerstein 
Wharf, and Dungeness (challenging of locomotive constraints - class 68). 
 
One key area where freight has been impacting throughout the past financial year is 

at Angerstein Wharf, where London’s only foot crossing means that movements into 

and out of the sidings are restrictive. As such, this has impacted all three of the routes 

train operating companies; Southeastern, Govia Thameslink Railway, and Arriva Rail 

London, across the past 12 months. Discussion surrounding closure continues 

between Network Rail and the local authority.   
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b. Targets, 2021 – 2022 

 

R-FDM MAA year-end targets for 2021/2022 have been based on a three-year average 
performance dataset (P1810-P2109). 
 

 

Table: Freight Delivery Measure (FDM) & Freight Cancellation Targets (FC) – 2021 -  2022 

 

 

 

 

 

 

c. Plans for the Year Ahead  

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

4 TBC 967 13 (Short to Long Term) 

 

Many plans from freight operators are commercially sensitive, so the improvements included 

are those which are from the perspective of Network Rail being able to instigate improvement 

and change.  

The year ahead fixes a long ongoing problem, with a key performance affecting service, 6M45 

Dollands Moor to Daventry having been retimed, in order to reduce the impact to train 

operator’s services.  

Late 2020 saw the Freight team create and employee a New Route Freight Manager to 
support the freight movement across HS1, Kent, Sussex and Wessex. The new RFM will 
support a number of projects that we have to better still the performance we have seen in 
2020/2021. 
  

1. Arrival and departure project – This is about checking the local operation to ensure 
that the schedule reflects the actual operation. Improves the consistency between 
FOCs on reporting. Shunters reporting arrivals and departures at different points. 
Identifying problem terminals / yards and sidings. Aims to shape Train Planning 
Rules. 

2. Creation of a Freight Train Management Policy (to better consistency between 
signallers and Train running controllers on running early and late freight whilst 
considering cross boundary). 

3. 6 monthly Deep dives into Freight performance – usually NR trends rather than FOC 
trends. 

4. Sharing Freight intel to support any route risks. 
5. Charter train database to better share intelligence of when and where to assess 

operations risks & vegetation risks for steam engines. 
6. Seasonal workstreams to better Autumn preparedness. Courthill Loop, Cooling bank. 

P2113 MAA 

end of year 

target

Regulatory 

Floor

Worse than 

Target (93.0% 

nationally) Target

Better than 

Target (94.5% 

nationally)

P2113 MAA 

end of year 

target

Worse than 

Target (1.28% 

nationally) Target

Better than 

Target (1.08% 

nationally)

National 94.0% 92.5% 93.0% 94.0% 94.5% 1.18% 1.28% 1.18% 1.08%

Regions:

Southern 93.4% 90.9% 91.5% 92.8% 93.4% 0.62% 1.11% 1.02% 0.93%

Routes:

Kent 89.5% 87.7% 88.4% 90.3% 91.2% 1.01% 0.94% 0.88% 0.79%

FDM / R-FDM FC / R-FC
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7. FOC Periodic catch ups with Heads of Performance to understand whether NR 
Freight pushing at the right things within NR and TOCs and vice versa. 

8. NR Freight periodic catch ups with Heads of Maintenance. 
9. Railfreight Group Breakfast II (1st March). Bringing all FOCs and FEUs together to 

discuss regions / route approach to performance, growth, return of passengers, 
priorities for freight). 

10. Freight Operations tracker to support getting infrastructure back into use and Ops 
activity 

11. Monitoring worst performing headcodes & trains. 
12. Creation of a freight animation that explains to the industry = what freight is, where it 

goes, issues it has, customers, why performance and reliability is so important, 
decarbonisation and future. 

 

Following an incident review earlier in the year, whereby a wagon defect caused significant 

disruption to the wider network, an action was taken in order that Mobile Operations Managers 

(MOM) should be equipped with a grab bag. This is being pursued as an opportunity for the 

year ahead, with the aim of reducing the response time it takes to identify a fault, thus aiming 

to reduce the overall incident management time.  

Similarly, the MOM team will be given a wagon appreciation course which will work alongside 

this improvement to further reduce response and decision making time.  

In addition to the schemes listed above, there are a number of further freight flow opportunities 
which have been identified. These include remodelling work around Hoo Junction, and 
prospective new freight flows from Halling (Medway Valley Line). In the shorter term, work 
continues on a freight train management policy looking to be introduced to provide particular 
guidance to signallers and train running controllers on freight traffic and management between 
boundaries. 
 
Finally, the freight team continues to push for the closure of Angerstein Crossing, London’s 

only foot crossing which has cost the railway a delay minute impact of 1,388 minutes, 

equivalent to £72,166, over the past 12 months. The route continues to be in discussion with 

the local council with this.  

Whilst freight delay on the route is low, it is hoped these further resilience improvements will 

continue to aid the resilience of the railway in Kent, thus contributing to the wider economic 

recovery post pandemic.  
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Network Rail High Speed 

High Speed One is one of the highest performing high-speed railways in the world. Network 
Rail High Speed manages performance as an average across all services using the route; the 
current average is 3 seconds per train. In context, this is 7 seconds fewer than target for the 
Control Period and a 2 second improvement comparative with last year.   
 
Our asset is now approaching 15 years old, so ensuring that it continues to provide the highest 
possible levels of performance, it is imperative to ensure that assets are renewed. As high 
speed one moves through CP3, we will be replacing a number of items which are 
approaching expiry, including track components, re-ballasting and computer systems that are 
approach life expiry.   
 
Over the coming years, the High-Speed route has the potential to deliver significant economic 
growth for the county, supporting passengers travelling to new entertainment venues in 
Stratford and Ebbsfleet, in addition to thousands of new homes across the county, and the 
route specifically at Ebbsfleet and Ashford. The route is also critical for restarting international 
travel as a key route to the continent. As such, the renewals work that is carried out will 
continue to ensure that performance and reliability are the top focus, for delivering the high-
speed railway that the county & country needs.   
 
 

Jonathan Scott 

Director – High Speed Delivery, Network Rail High Speed 

 

 

a. 2020 – 2021 Performance in Review  

Network Rail High Speed had a very strong year in terms of performance, with delay minutes 
at an all-time low. The route has also seen imported delays from Kent route reduced due to 
the lower volume of trains running than usual. 
 
NR:HS were able to complete fencing work along the route, to provide additional resilience to 
trespass and unauthorised access to the railway, the benefits of which will be captured in 
2021/22 and should provide even greater value upon the return of our passengers back to the 
railway. 
 
One of the key challenges along the route has been from passcom activations on the Class 
395 fleet, which has resulted in a number of incidents and delays across the past year. A 
business case has been put forward to vastly reduce the number of passcom incidents 
experienced this year.  
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b. Targets, 2021 – 2022 

 

Network Rail High Speed Targets for HS1 

Metric Target 

Seconds Delay Per Train 6.8 Seconds 

Delay Minutes (NRHS responsibility on HS1 Infrastructure)  6,500 Minutes 

PPM Failures (NRHS responsibility on HS1 Infrastructure)  281 Trains 

Delay Free Days: 210 210 Days 

Delay Free Weeks: 3 3 Weeks 

No of Significant Incidents (attributed to NRHS): 5 5 Incidents 

Freight Train Delay Minutes (caused by NRHS on HS1 
Infrastructure) 

130 Minutes 

 

 

c. Plans for the Year Ahead  

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

2  200 0 

 

Network Rail High Speed aims to maintain Performance throughout CP6 to ensure it remains 

one of the highest performing high speed railways in the world. Whilst 200 minutes may seem 

low in order to maintain this, the overall delay minute target for High Speed One is 6,500 

minutes annually. As such, 200 minutes equates to a 4% saving overall.  

Where this saving would normally be compared against a previous year, for High Speed this 

saving is about maintaining good performance, so it ensures that the infrastructure continues 

to perform at high output levels.  

Key priorities for Network Rail High Speed include major renewals work which is scheduled to 

continue throughout CP3. This will include re-ballasting works and upgrades to existing 

systems.  

A further way this will be happening is through renewal of the signalling system and its 

components. These are renewals of the following four systems.  

 

1) Local Release Command has the purpose of cancelling a route over which a route 
has been set where the track and track circuit is occupied, in addition to freeing a 
loss of shunt on some crossings on HS1. Renewal is projected to be 100% of assets 
during CP3. 

2) Block Section Marker Board’s identify the limits of each signaling block section on the 
route. It is projected that 50% will be completed in the first year with the remainder to 
be completed by the end of CP3.  

3) Emergency Replacement Switch and Elementary Zone Protection has the purpose of 
protecting personnel during a possession and to stop trains in an emergency. It is 
projected that 25% of the assets will be replaced in CP3, at a rate of 5% per year. 

4) Renewal of Manual Operating Device (MOD) box is projected to be a  70% 
replacement during CP3. These are located near Points Operating Equipment and 
are designed to prevent remote control of the system whilst manual control is in 
place.  
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The approach taken by Network Rail High Speed is preventative, in order to maintain the 

highest levels of Performance. Continuing to replace and replenish assets in this way will 

ensure that Assets are able to operate at the highest levels of efficiency, delivering 

consistent reliability throughout the control period.  

 

Finally, improvements have been made at in Q4 of 2020 – 2021 to fencing at Westenhanger 

following incursions onto the railway. This work has also been completed at Ebbsfleet, again 

continuing to ensure that the HS1 continues to perform strongly and deliver the results which 

will help the county build back better.  
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Network Management 

Following a year of challenges, the operations team continues to focus improving our 

delivery of the railway in Kent. Over the past year the team have responded to the 

requirements of operating multiple timetables, whilst ensuring establishment levels within 

signal boxes remain stable.  

This year, our plan includes opportunities which cover our signalling, control and mobile 

operations teams, which seek to deliver significant performance improvement. Our key 

scheme is to split the Lewisham Signalling panel, in order to reduce the workload of the 

signaller in this critical part of the network. This is supported by initiatives which aim to drive 

down wrong routes, improve incident management through dedicated block plans and 

vehicle locations. In addition, we currently have 9 opportunities which we are looking to 

develop throughout the year.  

Our aim is to continue improving our focus on delivering On Time performance for the 

passenger and to ensure the railway continues improving its delivery to passengers.  

 

 

Daniel Matthews 

Head of Operations, Kent Route 

 

 

a. 2020 – 2021 Performance in Review  

 

Network Management performance this year was strong. The moving annual average 
for delay minutes improved by 35% since the end of last year, following a slight 
increase in 2019/20. The moving annual average for incident count also improved by 
30% since the end of last year, again following an increase in 2019/20. 

These improvements in delays have come from all categories, although we can 
highlight most Network Management delays come under unexplained Z-code 
incidents, accounting for 59% of total delay. In terms of delay we can explain, the 
leading cause is from signalling delays which has highlighted the challenges faced by 
the route throughout the past year. There have been a number of new signallers 
starting which increases the chance of human error – in addition to the fact COVID 19 
has delayed signaller training.  

Despite these challenges, we have seen an uninterrupted train service and protected 
key operational workstations from COVID 19, with such mitigations as lateral flow 
testing being implemented within the KICC. On top of this, we have still hit our targets 
and reduced the moving annual average in both delay minutes and incident count.  

This year, we started ensuring there was representation from operations at freight 
meetings. This is to share best practice between departments and to allow operations 
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to feed back on freight plans, thus ensuring a greater awareness of the rest of the 
network and system.  

Additionally, screens were installed in the KICC and signalling centres with real time 
information on performance, including: On Time, Time to 3 and Cancellations. The 
messaging was also changed in the KICC from PPM to On Time. This has improved 
engagement of control and signalling colleagues to focus on improving the On-Time 
figure by being more aware of the impact their decision making has on performance.  

Furthermore, Lewisham signalling panel split is scheduled to be completed prior to the 
end of the financial year. 

 

b. RM3P - Assessment Identification 

Operations Delivery were assessed for RM3P in February 2021. Key areas identified 
include Tools and Data, a Written Industry Performance Management System and 
Performance Policy. Both Tools and Data and a Written Industry Performance 
Management System are two areas identified cross functionally as key areas for 
improvement through the PIMS project.  

There were a number of areas where this business function scored favourably on the 
matrix, including Organisation Structure & Capacity, System Interface Arrangements 
and Neighbour and Stakeholder Co-Operation.  

c. Targets, 2021 – 2022 

Southeastern Targets 

 

 

 

 

 

 

Period FY & Period
Operator 

Code
Operator Delay Minutes  Total 102 106 106A 107A 107B 108 111B 501A 501B 501C 501D 502A

502

C
601 602

P01 2021/22_P01 HU Southeastern 41,933                                       9,093                  43                        407                            190                      124                      133                      139                      170                      2,189                  141                      196                      161                      419                      ## 4,663            109                

P01 2021/22_P01 HU Southeastern 42,272                                       9,167                  43                        411                            191                      125                      134                      140                      172                      2,206                  142                      197                      162                      422                      ## 4,701            109                

P01 2021/22_P01 HU Southeastern 55,840                                       12,763                60                        572                            266                      174                      187                      195                      239                      3,072                  198                      275                      226                      588                      ## 6,545            152                

P01 2021/22_P01 HU Southeastern 56,292                                       12,894                61                        578                            269                      176                      189                      197                      241                      3,103                  200                      278                      229                      594                      ## 6,613            154                

P01 2021/22_P01 HU Southeastern 56,744                                       13,025                61                        584                            271                      178                      191                      199                      244                      3,135                  202                      280                      231                      600                      ## 6,680            156                

P01 2021/22_P01 HU Southeastern 57,197                                       13,157                62                        589                            274                      180                      193                      201                      246                      3,167                  204                      283                      233                      606                      ## 6,747            157                

P01 2021/22_P01 HU Southeastern 67,374                                       15,051                71                        674                            314                      206                      220                      230                      282                      3,623                  234                      324                      267                      693                      ## 7,719            180                

P01 2021/22_P01 HU Southeastern 78,287                                       16,099                85                        788                            234                      352                      204                      357                      373                      3,081                  501                      843                      224                      540                      ## 8,200            291                

P01 2021/22_P01 HU Southeastern 78,287                                       16,099                85                        788                            234                      352                      204                      357                      373                      3,081                  501                      843                      224                      540                      ## 8,200            291                

P01 2021/22_P01 HU Southeastern 75,377                                       16,199                201                      869                            360                      320                      81                        266                      151                      3,449                  301                      136                      229                      575                      ## 9,052            168                

P01 2021/22_P01 HU Southeastern 74,649                                       16,042                199                      861                            357                      317                      81                        264                      150                      3,416                  298                      135                      227                      570                      ## 8,965            166                

P01 2021/22_P01 HU Southeastern 74,649                                       16,042                199                      861                            357                      317                      81                        264                      150                      3,416                  298                      135                      227                      570                      ## 8,965            166                

P01 2021/22_P01 HU Southeastern 61,604                                       13,239                164                      710                            294                      262                      66                        218                      124                      2,819                  246                      111                      187                      470                      ## 7,398            137                

Totals 820,506                                     178,870             1,333                  8,692                        3,611                  3,084                  1,963                  3,027                  2,914                  39,757                3,466                  4,038                  2,825                  7,187                  ## 94,447          2,236            

 Delay Category Targets: Network Management / Other JPIP Network Management / Other

Spring/Summer

Autumn

Winter
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Kent Route Targets 

 Delay Category Targets: Network Management / Other

Period FY & Period Route Delay Minutes

P01 2020/21_P01 Kent 15,356                    

P02 2020/21_P02 Kent 16,478                    

P03 2020/21_P03 Kent 19,497                    

P04 2020/21_P04 Kent 19,978                    

P05 2020/21_P05 Kent 20,847                    

P06 2020/21_P06 Kent 17,301                    

P07 2020/21_P07 Kent 23,456                    

P08 2020/21_P08 Kent 22,717                    

P09 2020/21_P09 Kent 26,046                    

P10 2020/21_P10 Kent 21,381                    

P11 2020/21_P11 Kent 24,611                    

P12 2020/21_P12 Kent 24,362                    

P13 2020/21_P13 Kent 20,561                    

Totals 272,590                  

Autumn

Winter

Spring/Summer

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Period FY & Period
Operator 

Code
Operator Delay Minutes  Total 102 106 106A 107A 107B 108 111B 501A 501B 501C 501D 502A

502

C
601 602

P01 2021/22_P01 HU Southeastern 41,933                                       9,093                  43                        407                            190                      124                      133                      139                      170                      2,189                  141                      196                      161                      419                      ## 4,663            109                

P01 2021/22_P01 HU Southeastern 42,272                                       9,167                  43                        411                            191                      125                      134                      140                      172                      2,206                  142                      197                      162                      422                      ## 4,701            109                

P01 2021/22_P01 HU Southeastern 55,840                                       12,763                60                        572                            266                      174                      187                      195                      239                      3,072                  198                      275                      226                      588                      ## 6,545            152                

P01 2021/22_P01 HU Southeastern 56,292                                       12,894                61                        578                            269                      176                      189                      197                      241                      3,103                  200                      278                      229                      594                      ## 6,613            154                

P01 2021/22_P01 HU Southeastern 56,744                                       13,025                61                        584                            271                      178                      191                      199                      244                      3,135                  202                      280                      231                      600                      ## 6,680            156                

P01 2021/22_P01 HU Southeastern 57,197                                       13,157                62                        589                            274                      180                      193                      201                      246                      3,167                  204                      283                      233                      606                      ## 6,747            157                

P01 2021/22_P01 HU Southeastern 67,374                                       15,051                71                        674                            314                      206                      220                      230                      282                      3,623                  234                      324                      267                      693                      ## 7,719            180                

P01 2021/22_P01 HU Southeastern 78,287                                       16,099                85                        788                            234                      352                      204                      357                      373                      3,081                  501                      843                      224                      540                      ## 8,200            291                

P01 2021/22_P01 HU Southeastern 78,287                                       16,099                85                        788                            234                      352                      204                      357                      373                      3,081                  501                      843                      224                      540                      ## 8,200            291                

P01 2021/22_P01 HU Southeastern 75,377                                       16,199                201                      869                            360                      320                      81                        266                      151                      3,449                  301                      136                      229                      575                      ## 9,052            168                

P01 2021/22_P01 HU Southeastern 74,649                                       16,042                199                      861                            357                      317                      81                        264                      150                      3,416                  298                      135                      227                      570                      ## 8,965            166                

P01 2021/22_P01 HU Southeastern 74,649                                       16,042                199                      861                            357                      317                      81                        264                      150                      3,416                  298                      135                      227                      570                      ## 8,965            166                

P01 2021/22_P01 HU Southeastern 61,604                                       13,239                164                      710                            294                      262                      66                        218                      124                      2,819                  246                      111                      187                      470                      ## 7,398            137                

Totals 820,506                                     178,870             1,333                  8,692                        3,611                  3,084                  1,963                  3,027                  2,914                  39,757                3,466                  4,038                  2,825                  7,187                  ## 94,447          2,236            

 Delay Category Targets: Network Management / Other JPIP Network Management / Other

Spring/Summer

Autumn

Winter
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d. Plans for the Year Ahead  

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

8 TBC 14,165 9 

 

There are currently eight key plans within Network Management, with 9 further 

opportunities. Of those confirmed to be going ahead, we expect to see 14,165 minutes 

improve across all schemes. These schemes will provide additional benefit on top of 

that which is expected to be delivered next year, ensuring that Network Management 

continues to perform at high levels post pandemic. 

Such plans are in place to map disruption hotspots and gold corridors. This is an 

exercise which identified key throughput locations on the network which have the 

potential to negatively impact performance should a minor incident occur. This aims 

to encourage awareness of incident management within these corridors and improve 

resilience and understanding of the criticality of these specific locations. In addition, a 

Wrong Routing Tool has been developed which will give an audible warning to a 

signaller if they have provided a train with an incorrect route. This aims to reduce the 

number of wrong route/operational safety incidents and improve network performance 

through fewer opportunities for human error.  

Following recommendation from a SPIR, there will be a KICC plan for quickly 

implementing line blockages within pre-agreed cordon areas. This is aimed at reducing 

the amount of time taken to request a block area and ensure the block area is relative 

to the incident. With all parties being clear on the boundaries of the line blockage, 

incident management should be improved. With the Lewisham Panel split scheduled 

to be completed this financial year, we anticipate the benefits of this to be realised in 

2021/22. This will reduce the workload of the Lewisham panel signaller and improve 

intelligence of services coming onto the signaller’s workstation as a result. It is hoped 

this will reduce Sub Threshold delay within the 0-8 mile and Lewisham area. 
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Operations 

KICC 

We’re rightly proud of the work the control does and believe that we have an excellent model 
for success, with 2020 being a year of consolidating in the face of the unprecedented 
challenges brought by the pandemic in terms of managing short-notice change. This 
included committed staff continued to journey into central London against a national 
narrative of ‘London is the epicentre’ and deliver for our passengers in terms of service & 
information management. 
 
For the year ahead, with a divestment away from new control systems, we are choosing to 
focus our efforts and energy on building on what we do currently and ensuring we have in 
place an effective culture of review & continuous improvement. The spearhead of this is a 
new KICC joint vision & strategy between Network Rail & Southeastern which focuses in six 
key areas, all of which can be forecast to directly or indirectly drive performance benefit. 
 

 

Ben Rudkin 

Head of Service Delivery, Southeastern 

 

Train Planning 

The past year has been unprecedented for our team. We have had to deliver six key 
timetables with multiple iterations in between, where in a normal year we would only deliver 
two. The challenge this has presented cannot be understated, however it is thanks to the 
continued focus of our colleagues in train planning that the provision of these timetables has 
been largely uneventful, whilst performance delivery has continued to be strong.   
  
For the year ahead, our key performance scheme is to continue delivering a timetable which 
provides a good basis for our passengers, ensuring they can return to a railway which is 
reliable and resilient. The timetable has been tried and tested in various guises throughout 
the past year, with the iteration being introduced in May including several enhancements to 
ensure that more trains meet their destination On Time. This includes removal of several 
trains known as “peak killers”, which have in the past, hampered our ability to recover the 
service. In addition to this, we have also designed out a number of conflicting moves across 
the network.   
  
We will continue to support the business during the coming months to ensure that we are 
“Match Fit” for the May timetable change and continue to assist the railway in Kent Build 
Back Better. 
 

 

Guy Horstman 

Head of Train Planning, Southeastern 
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a. 2020 – 2021 Performance in Review  

 

Operations have had a very solid year in terms of performance; delay minutes have continued 

to decline to reach their lowest levels in the past 5 years. This has seen the moving annual 

average improve by 38% since the end of the last financial year. The downward trend in delay 

minutes for Operations began halfway through 2018/19 and has continued ever since. 

Although some of the reductions in the past year of delay minutes can be attributed to running 

less of a timetable due to COVID 19, the general trend is part of a larger movement. The 

moving annual average has improved by 69% over 2.5 years, a remarkable decline. 

Despite this, incident count has declined at a much more modest pace. After increasing in 

2019/20, incident count moving annual average has improved by 10% since the end of last 

year. This makes the moving annual average the lowest it has been since 2016/17. What we 

have seen is a remarkable decline in delay per incident over the same period, from 8 minutes 

to 3 minutes.  

The KICC (Kent Integrated Control Centre) have had a challenging year, as they have been 

particularly vulnerable to COVID 19 outbreaks and this has impacted their ability to carry out 

performance improvement schemes. Several which had been planned for this year had to be 

postponed, although they were still able to continue with their push to improve internal 

communication by setting up Resource Managers with an outgoing phone to enable them to 

pass on information to train crew in a timely manner. This also reduced the number of calls 

coming into KICC which further allows them to give information more efficiently. Additionally, 

a trial of Operational Radios is ongoing. The aim is that these radios will allow KICC to 

communicate with various functions during incident management and will allow a more 

coordinated and efficient response. 

Furthermore, Train Planning are applauded for continuously rising to the challenge of 

redesigning the timetable throughout the year. By year end, we will have changed timetable 

at least 9 times, whilst also delivering our best ever performance. The train planning team 

have been an integral part of the company’s ability to deliver such strong performance.  

 

 

b. RM3P – Assessment Identification 

Both train planning and the KICC teams were assessed, in September 2020 and December 

2020 concurrently.  

From a train planning perspective, opportunities were identified as Tools and Data, 

Assessment of Plan against System Capability and Control of Contractors and Suppliers. At 

the time of writing, these areas had been identified by a minimum of a further four other 

business areas.  
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Areas identified with good practice were the Performance Policy, Governance and Seasonal 

Planning. These were also identified as key successes for the KICC.  

Within the KICC, other areas were identified as opportunities; these include Risk Management, 

Audit, and Action Tracking. Risk management was the key area identified in keeping with the 

whole system identification.  

 

c. Targets, 2021 – 2022 

 

 

d. Plans for the Year Ahead  

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

4 NIL 2,163 + Timetable 
Benefit 

0 

 

There are currently four key plans within Operations, split between KICC and Train 

Planning. Of those confirmed to be going ahead, we expect to see 2,163 minutes 

improve across all schemes, in addition to the benefits delivered by the timetable. 

These schemes will provide additional benefit on top of that which is expected to be 

delivered next year, ensuring that Operations continues to perform at high levels post 

pandemic.  

Within KICC there is a focus on improving processes that already exist. The KICC are 

developing a vision and set of objectives to better improve integration between 

Southeastern and Network Rail to deliver better outcomes. As a result of this closer 

collaboration we could hope to see more integrated incident management and 

 Delay Category Targets: Operations 701B - Train Operations
JPIP 

Operations

Period FY & Period
Operator 

Code
Operator Delay Minutes Total

P01 2021/22_P01 HU Southeastern 41,933                                       999                      

P02 2021/22_P02 HU Southeastern 42,272                                       1,007                  

P03 2021/22_P03 HU Southeastern 55,840                                       1,118                  

P04 2021/22_P04 HU Southeastern 56,292                                       1,118                  

P05 2021/22_P05 HU Southeastern 56,744                                       1,118                  

P06 2021/22_P06 HU Southeastern 57,197                                       1,118                  

P07 2021/22_P07 HU Southeastern 67,374                                       1,462                  

P08 2021/22_P08 HU Southeastern 78,287                                       2,098                  

P09 2021/22_P09 HU Southeastern 78,287                                       2,098                  

P10 2021/22_P10 HU Southeastern 75,377                                       1,886                  

P11 2021/22_P11 HU Southeastern 74,649                                       1,868                  

P12 2021/22_P12 HU Southeastern 74,649                                       1,868                  

P13 2021/22_P13 HU Southeastern 61,604                                       1,541                  

Totals 820,506                                     19,298                

Spring/Summer

Autumn

Winter
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improved decision making. Additionally, within KICC there are operational process 

improvements – a continuous improvement program based on refining existing use of 

systems and processes. This aims for a more efficient use of existing tools to further 

improve incident response and decision making.  

Within Train Planning, following a recommendation from Mainline Performance 

Management Group (PMG) changes have been made to the sectional appendix at 

Ashford International to include Class 377 and Class 707 fleets. This enables greater 

flexibility of the train plan at Ashford and allows for Class 377s to be berthed in Platform 

2 should this be required due to engineering works. We anticipate realising the benefits 

of this starting from the next year. Furthermore, on the back of a very busy year in 

terms of timetabling changes, Train Planning will be tasked with creating a timetable 

which has been designed around the need for good performance and resilience during 

the return of passengers to the network. This could possibly involve the removal of 

“peak killer” services and will be focused on providing the best possible levels of 

performance.  
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Severe Weather, Autumn & Structures 

Seasonal changes as well as episodes of extreme weather affect our railway in Kent 

dramatically. In recent years, we have experienced an array of extreme weather including 

several winter storms and record-breaking days during the summer. On top of this, every 

autumn leaves cause poor adhesion across the network and high rainfall episodes result in 

flooding and embankment failures. These risks are becoming more regular and impactful with 

the onset of climate change.  

In order to mitigate against these, we have been focusing on improving our understanding of 

conditions across our network – we have installed remote condition monitoring on high risk 

assets, ice weather stations to alert control of emerging risks and deployed cutting edge 

artificial intelligence systems to monitor vegetation growth. Going forward, we will continue the 

campaign to fit all of our seasonal trains with GPS devices and correlate this to the onboard 

passenger train data to improve our plans and target our resources to be directed to where 

they’re needed most. We are investigating flood alarm systems as well as improved modelling 

and risk assessment to combat the challenges we face. Through these workstreams we will 

reduce the impact of seasonal change and extreme weather on our passengers.   

 

 

Dan Bannister 

Project Manager - Seasonal, Kent and Sussex 

 

 

a. 2020 – 2021 Performance in Review  

 

Seasonal performance has remained strong this year, despite many challenges. The moving 

annual average for delay minutes has improved by 32% since the end of last year. This has 

reversed an increasing trend which began towards the end of 2017/18. The moving annual 

average is now at its lowest point since this time.  

Despite having one of the most consistent moving annual averages for incident count, 

Seasonal has seen a 33% decrease in this metric since the end of last year. Autumn incidents 

peaked this year in period 8 at 407, as opposed to last year in period 9 at 639. This reduced 

peak has seen the moving annual average decline. This year saw our best ever On Time 

autumn and although some of this has been attributed to a less strenuous timetable, in part 

has been down to the performance improvement schemes which have been implemented.  

Despite these impressive numbers, there have been a number of challenges for Seasonal 

since the beginning of the year. Soil Moisture Deficit (SMD) hit its highest ever levels across 

Kent this year, and in lines of route that previously have been unaffected. This results in 

several speed restrictions being put on which impacted on delay minutes. Furthermore, we 

have seen massively increased rainfall during the autumn and winter, which has directly 

contributed to several earthwork failures. 

Performance improvement schemes have been able to go ahead despite COVID 19. 

HUBBLE, an AI programme capable of analysing footage recorded from the driver’s cab of 
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routes has allowed us to take a more proactive approach to vegetation management, resolving 

risks before they become a service affecting incident. Furthermore, a Seasonal Band 3 

Strategy Manager has been recruited, and a dedicated Seasons Delivery Specialist for Kent 

route (previously resource was shared with Sussex route) has seen a renewed focus on 

tackling performance affecting Seasonal incidents.  

Additionally, we have installed a “float” flood visibility system at key drainage sites which can 

enable identification of a flood risk before it happens, allowing quicker response and reducing 

delays. Railhead Treatment Train Tracking has also been a successful scheme – we are now 

able to track in real time the location of the RHTTs across Kent route. This scheme is now 

being rolled out nationally following success in Kent.  

 

 

b. RM3P – Assessment Identification  

The Seasonal Delivery assessment was carried out in November 2020, and identified 

opportunities for a Written Performance Management System, Capability Management and 

Management Review of PIMS. All of these areas were identified cross functionally and were 

either the highest (Written Performance Management System and Management Review of 

PIMS) or second highest (Capability Management). As such, key areas identified support 

opportunities identified across both organisations.  

Good practice identified included Governance, Objectives, Target Setting and Incentivisation, 

and Managing a Disrupted Plan. Seasonal Planning was also an area which scored highly.  

c. Targets, 2021 – 2022 

Southeastern Targets 

 

 

 

Period FY & Period
Operator 

Code
Operator Delay Minutes Total 105 110A 110B 111A 150 305

P01 2021/22_P01 HU Southeastern 41,933                                       3,787                  1,455                  603                            928                      33                        767                      -                      

P02 2021/22_P02 HU Southeastern 42,272                                       3,818                  1,467                  608                            936                      33                        774                      -                      

P03 2021/22_P03 HU Southeastern 55,840                                       5,316                  2,042                  847                            1,303                  46                        1,077                  -                      

P04 2021/22_P04 HU Southeastern 56,292                                       5,371                  2,063                  856                            1,317                  47                        1,088                  -                      

P05 2021/22_P05 HU Southeastern 56,744                                       5,425                  2,084                  864                            1,330                  47                        1,099                  -                      

P06 2021/22_P06 HU Southeastern 57,197                                       5,480                  2,105                  873                            1,343                  48                        1,110                  -                      

P07 2021/22_P07 HU Southeastern 67,374                                       6,269                  2,409                  999                            1,537                  54                        1,270                  -                      

P08 2021/22_P08 HU Southeastern 78,287                                       6,705                  1,640                  344                            201                      461                      4,060                  -                      

P09 2021/22_P09 HU Southeastern 78,287                                       6,705                  1,640                  344                            201                      461                      4,060                  -                      

P10 2021/22_P10 HU Southeastern 75,377                                       6,747                  2,404                  1,967                        2,283                  82                        11                        -                      

P11 2021/22_P11 HU Southeastern 74,649                                       6,682                  2,381                  1,948                        2,261                  81                        11                        -                      

P12 2021/22_P12 HU Southeastern 74,649                                       6,682                  2,381                  1,948                        2,261                  81                        11                        -                      

P13 2021/22_P13 HU Southeastern 61,604                                       5,514                  1,965                  1,608                        1,866                  67                        9                          -                      

Totals 820,506                                     74,501                26,037                13,809                      17,768                1,540                  15,346                -                      

 Delay Category Targets: Severe Weather, Autumn & Structures JPIP Severe Weather, Autumn & Structures

Spring/Summer

Autumn

Winter
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Kent Route Targets 

 Delay Category Targets: Severe Weather, Autumn & Structures

Period FY & Period Route Delay Minutes 105 105 - IV 110A 110B 110B - OG 110B- X4 111A 150 305

P01 2020/21_P01 Kent 6,231                       1,576                   265                     3,028            1,551         398             389               26                      50                  -                   

P02 2020/21_P02 Kent 6,686                       1,691                   285                     3,249            1,665         427             418               28                      54                  -                   

P03 2020/21_P03 Kent 7,912                       2,001                   337                     3,844            1,970         505             494               33                      64                  -                   

P04 2020/21_P04 Kent 8,107                       2,051                   345                     3,939            2,018         518             506               33                      65                  -                   

P05 2020/21_P05 Kent 8,459                       2,140                   360                     4,110            2,106         540             528               35                      68                  -                   

P06 2020/21_P06 Kent 7,020                       1,776                   299                     3,411            1,748         448             438               29                      57                  -                   

P07 2020/21_P07 Kent 9,518                       2,408                   405                     4,625            2,370         608             594               39                      77                  -                   

P08 2020/21_P08 Kent 9,218                       3,042                   1,945                  391               281            21                240               1,068                4,427            9                       

P09 2020/21_P09 Kent 10,569                    3,488                   2,230                  448               322            24                276               1,225                5,076            11                    

P10 2020/21_P10 Kent 8,676                       3,280                   2,343                  3,025            1,958         1,325          427               95                      317               -                   

P11 2020/21_P11 Kent 9,987                       3,775                   2,697                  3,482            2,254         1,525          491               110                    365               -                   

P12 2020/21_P12 Kent 9,886                       3,737                   2,669                  3,447            2,231         1,510          486               108                    362               -                   

P13 2020/21_P13 Kent 8,343                       3,154                   2,253                  2,909            1,883         1,274          410               92                      305               -                   

Totals 110,613                  34,120                16,432               39,909         22,356      9,122          5,700            2,919                11,289         20                    

Spring/Summer

Autumn

Winter

JPIP Severe Weather, Autumn & Structures

 

 

d. Plans for the Year Ahead  

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

3 NIL 3,018 0 

 

There are currently three key plans within Seasonal. Of those confirmed to be going 

ahead, we expect to see 3,018 minutes improve across all schemes. These schemes 

will provide additional benefit on top of that which is expected to be delivered next 

year, ensuring that Seasonal continues to perform at high levels post pandemic. 

Following our best ever autumn, the schemes for Seasonal are focused on ensuring 

we emerge from COVID 19 in a much stronger position than we were last year. 

Throughout this time, HUBBLE has gone live and is providing a wealth of information 

on vegetation across the route, allowing a more targeted approach to vegetation 

management. The full performance benefits of HUBBLE will not be realised 

immediately, although shifting how vegetation management is approached should see 

improvements within the next year.  

Additionally, following a successful trial on Sussex route, there is the opportunity for 

WSP (wheel slip prevention) data collection and mapping, to allow seasonal 

controllers to deploy work-as-required resource to poor adhesion. WSP data aims to 

collect mapping of train wheel slides and prevent the risks associated. There are a 

number of benefits which this could bring, as this is tracked using GPS. This would 

additionally allow us to track train movements more accurately than we can currently 

and understand exactly where time is being lost. Having this data would allow train 

planning to adjust section running times accordingly or understand what is causing 

delay that previously was not picked up. 

Additionally, with a dedicated Seasons Delivery Specialist for Kent, there can be a 

further focus between both Southeastern and Network Rail on delivering the best 

Seasonal performance. The close collaboration of Kent and Sussex on seasonal 

issues provides best practice between the routes, but due to the different geographies 

and associated challenges, Kent will benefit from having its own specialist who is able 

to work collaboratively with Sussex and Wessex.  
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Stations 

Whilst 2020-2021 has seen a significant decrease in passenger numbers due to the pandemic, 

incident trends remain the same. TRTS (Train Ready to Start) incidents, Assisted 

Travel/luggage, Staff Error/missing, Retrieval of items from track being the prominent cause 

of delay.   

Looking ahead, there are three key areas where the stations team can make a concerted 

impact. Firstly, incidents arising from Staff Missing, Staff Errors and Late TRTS incidents are 

a key focus to the management teams across the network. All incidents relating to these will 

be thoroughly investigated and with colleagues driven to deliver higher standards.  

Secondly, assisted travel is a key area of influence for Station teams. This year we have 

introduced a new flexible role that will allow staff to travel the network specifically to support 

passengers that need assistance commencing 9th February 2021. This means that station staff 

will no longer have to leave their duties to travel to unmanned stations to perform passenger 

assist duties.  

Finally, the team will work collaboratively with the Network Rail Operations team in delivering 

an effective policy for removing items from the track.  

It is aimed that these pieces of work will help improve performance across our stations, and 

continue to deliver a reliable service for our passengers.  

 

   

David Wornham  

Passenger Services Director, Southeastern 

 

 

a. 2020 – 2021 Performance in Review  

 

Stations have had a remarkably strong year in terms of performance, perhaps the most 

impacted JPIP category by COVID 19 due to a reduced timetable and reduced passenger 

flow. This has reversed a pre-Covid increasing trend in both delay minutes and incident count. 

The moving annual average for delay minutes has fallen by 45% since the end of last year 

and 54% since the peak at the tail end of 2018/19.  

This year, we have also seen a large reduction in incident count, the moving annual average 

has improved by 47% since the end of last year. Period 2 of this year saw an all-time low 

incident count of 41 across the entire Southeastern network. Prior to this steep decline, 

incident count for stations had remained largely static for the past 5 years averaging a 

consistent 200 incidents per period. 

Trends have continued consistently with regards to late TRTS and Staff Error/ Missing & 

Shunter issues, and as such this will be a focus for the team for the year ahead.  

Despite station operations being heavily impacted by COVID 19, the team were still able to 

brief out the Pitstop Learning Module, aimed at engaging front line staff with On Time 
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performance. The principle of Pitstop is to focus on the dispatch process to ensure trains are 

departing on time and emphasises that the purpose of performance is to put passengers first 

and that every second counts. Furthermore, an additional dispatcher at Ramsgate was trialled 

to improve dwell time and On Time departures. The benefits of this are still being analysed. 

 

 

 

b. RM3P – Assessment Identification 

Assessment was completed for Southeastern’s Passenger Services department which is split 

between the north and south of the network. Whilst the North focuses primarily on Stations, 

the South also focuses on Traincrew. As such, this assessment focuses on Passenger 

Services North, who completed their assessment in February 2021.  

The assessment identified opportunities primarily for Audit which was identified across a 

further two assessments. All other areas scored a 3 or above in the RM3P matrix. This was 

one area of the business where Tools and Data was identified as a strength, along with 

Capability Management. Both Risk Management and Change Management were also 

identified as strengths.  

 

c. Targets, 2021 – 2022 

 

 

 

 Delay Category Targets: Stations 701E - Station Delays JPIP Stations

Period FY & Period
Operator 

Code
Operator Delay Minutes Total

P01 2021/22_P01 HU Southeastern 41,933                                       688                      

P02 2021/22_P02 HU Southeastern 42,272                                       693                      

P03 2021/22_P03 HU Southeastern 55,840                                       770                      

P04 2021/22_P04 HU Southeastern 56,292                                       770                      

P05 2021/22_P05 HU Southeastern 56,744                                       770                      

P06 2021/22_P06 HU Southeastern 57,197                                       770                      

P07 2021/22_P07 HU Southeastern 67,374                                       1,007                  

P08 2021/22_P08 HU Southeastern 78,287                                       1,444                  

P09 2021/22_P09 HU Southeastern 78,287                                       1,444                  

P10 2021/22_P10 HU Southeastern 75,377                                       1,298                  

P11 2021/22_P11 HU Southeastern 74,649                                       1,286                  

P12 2021/22_P12 HU Southeastern 74,649                                       1,286                  

P13 2021/22_P13 HU Southeastern 61,604                                       1,061                  

Totals 820,506                                     13,286                

Spring/Summer

Autumn

Winter
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d. Plans for the Year Ahead  

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

5 To Be Confirmed 1,217 8 

 

There are currently five key plans within Stations, split across various parts of the network. Of 

those confirmed to be going ahead, we expect to see 1,217 minutes improve across all 

schemes. These schemes will provide additional benefit on top of that which is expected to be 

delivered next year, ensuring that Stations continues to perform at high levels post pandemic.  

An additional team of assisted travel ambassadors will continue to assist with the reduction of 

delay caused by allowing a more flexible and accessible approach to our customers.  

Following recommendations from the Performance Management Group both the signage and 

CIS at Ashford International will be upgraded, to improve the dwell of passengers on the 

platform and encourage them to use the full length of the platform.  

There will also be a renewed focus on Operation Pitstop, following a briefing this past year. 

This is to improve On Time departures and reduce delays emanating from key dispatch 

locations whilst also focusing the attention of frontline staff on performance and its criticality 

going forward.  

Additionally, there are several opportunities for Stations, including roaming mics aimed at 

improving crowd management at busy stations as well as improving safety during the dispatch 

process. There is also the opportunity of a reduction in station furniture in high dwell areas on 

the platforms at Orpington and Bromley South. This would reduce the congregating of 

passengers around staircases and high footfall areas, which could reduce dwell times and 

improve visibility of the dispatch process at these locations. This would be beneficial upon the 

return of passengers to the railway following relaxations in COVID 19 restrictions and the 

success of the government’s vaccination program.  
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Sub Threshold 

 

Sub Threshold Delay is all of the small delays, with a great many different causes, that cause 

train operations to become destabilised. These delays can range in size from 30 seconds to 

having huge knocks ons of several thousand minutes, but the initial delay will always be less 

than 2 minutes in total. Southeastern and Network Rail are working together to improve our 

understanding of these smaller delays and determine what the cause of this could be – causes 

could include passengers taking longer than time allotted in the plan to board and alight at a 

station, braking and accelerating attributes on trains not working quite as well as they did when 

new, temporary speed restrictions in force and even driver and signaller decision making. All 

of this delay adds up to the single largest proportion of delay in the railway system so dealing 

with its causes and reducing it down, as has happened this year, by understanding the causes 

is key. 

Southeastern will continue to use both the Day 1 and Pulse systems to continue to understand 

causes and are also working with Network Rail to develop understanding of the RDIS and 

TSAR systems that offer new opportunities for analysis. Similarly, we continue to analyse the 

timetable to identify future opportunities to reduce sub threshold delay through normal 

operations. If we are to maintain the level of performance achieved over the last year for when 

passengers return the ongoing reduction of sub threshold delay remains a key priority. 

 

 

Dan Tall 

Joint Head of Performance, Kent Route & Southeastern 

 

 

a. 2020 – 2021 Performance in Review  

 

Sub-threshold, whist remaining the highest percentage category of delay industry wide, has 

not unsurprisingly, reduced by 36% year on year from 633K in 19/20 to 408K in this financial 

year.  This is in comparison to year on year change for 18/19 to 19/20 where the total reduced 

was only 7% from 679K to 633K.  This has been obviously caused by the significant reduction 

in services experienced throughout the year.   

Over the course of the year sub-threshold delay has remained significantly below target seeing 

a dramatic fall in the first period of the year reducing by 62% from 51,229 in P1319/20 to 

19,501 and 70% target.  Delay minutes increased slowly throughout the remainder of the year 

increase to a high of 62,207 in period 8 and have subsequently reduced to 42,383 in period 

10 a drop of 32% as timetables of reduced.  Further reductions in delay are certain as timetable 

reduce further this month.  

The MAA has reduced by 24% from the beginning of the year from 60,706 in period 1 to 46,101 

in period 10.  Previous yearly falls in the MAA were much less at a reduction of 1.5% in 18/19 

to 68112 and a 7% reduction in 19/20 to 60,706.   
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b. Targets, 2021 – 2022 

 

 

c. Plans for the Year Ahead  

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

3 To be Confirmed 1,500 2 

 

Sub Threshold is unique in that it is non-attributed delay which can come from any sources, a 

lot of which we are still trying to better understand. Our schemes for Sub Threshold are mostly 

data-driven and aimed at improving our knowledge of what is causing these minor delays.  

Ageis Tool which provides view around GPS data from trains has been developed and training 

is underway. Furthermore, an AMEY Berth Offset Tool is being developed which identified 

areas of sub-threshold being caused by berth offsets. Having a greater intelligence of what is 

causing sub threshold delay and affecting on time departures will allow improved decision 

making for reducing it. In addition, the Sub Threshold Working Group will aim to identify local 

opportunities for sub threshold improvements within key business functions to ensure our sub 

threshold delay remains strong following the return of passengers to our railway. 
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Traincrew 

Drivers 

Since the onset of COVID 19 and the subsequent closing of the training school on 18th March 

2020, we have found that many of our trainee colleagues have been negatively impacted by 

delays in their training program of up to sixteen weeks. These delays have been exacerbated 

by a further closure of the school and the suspension of Practical Handling Training in 

December 2020. There has also been an impact from Driver Instructors who have refrained 

from having a trainee with them during the whole of the pandemic. We are working with Drivers 

Company Council to introduce a COVID 19 Training Recovery Plan, which will mitigate some 

of this delay and provide more fully qualified drivers in a shorter timeframe. 

Due to the reduction in Timetable of some 25% from February and then 21% from May through 

to December, we will be able to create more spare turns in the rosters which could allow us to 

think differently about how we increase the length of time that a trainee will drive and therefore 

mitigate against some of the training time already lost. We can also use this time to catch up 

on route learning and link progression to increase the availability and productivity of drivers. 

With the issue of new smartphone to drivers underway and the subsequent issue of new tablet 

devices, we will soon be in a position to reinforce the usage of DayOneMobile App and 

encourage all drivers to participate in this project, increasing our knowledge of where our 

improvement needs to be focused and a deeper understanding of root cause issues. The new 

tablets will enable us to run Skills Enhancement Days online, this will facilitate further delivery 

of our Risk Reduction Strategy, which includes the move towards Safety Differently and the 

Introduction of Learning Reviews.  

Whilst our incident trends continue to improve overall and our main strategy is to take an 

holistic approach to incident reduction, all incident numbers and trends are reviewed weekly 

and periodically at the Operations Learning Review which enables us to be agile in our 

approach to our strategy and briefings for drivers. 

This approach has seen us reduce the ratio of incidents per driver from 0.43 to 0.14 in the 

past few years, which is a 67% reduction.  

 

 

James Maxwell 

Head of Drivers, Southeastern 
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On-Board 

On Board delays have largely been driven by external causes, covered in TOC Other delay 

(V Codes). Over the course of the past year, there have been 298 instances of traincrew 

delay attributed to our depots (T Codes – Traincrew). Trends indicate that this is driven by 

late to train incidents. There were also a number of incidents where the on-board team have 

caused a procedural delay where they have not had the correct equipment, not been in the 

correct position on a train or late dispatch. Note: late dispatch is primarily due to the 

conductor dealing with a passenger issue. 

Moving forward, we will be conducting rebriefing activities with regards correct equipment 

and communication to passengers regarding train portions.  

In addition to this, we are conducting pieces of work to ensure that we are Match Fit for May; 

our Conductor and OBM teams will receive refreshers ahead of the service stepping up, 

whilst we also continue to train a new batch of colleagues to fulfil these duties, so that 

depots will be in line with our counterparts in the driver team, continuing to drive resilience.  

 

 

David Wornham  

Passenger Services Director, Southeastern 

 

 

a. 2020 – 2021 Performance in Review  

 

Traincrew have had a very solid year in terms of performance – both incidents and incident 

count have dropped. This has seen the moving annual average for delay minutes improve by 

38% since the end of the last financial year. The downward trend in delay minutes for 

Traincrew began at the end of 2018/19 year and has continued ever since. Although some of 

the reductions in the past year of delay minutes can be attributed to running less of a timetable 

due to COVID 19, the general trend is part of a larger movement. The moving annual average 

has improved by 45% over 2 years, a remarkable decline. 

Furthermore, incident count has also been reducing, albeit at a slower pace. The moving 

annual average for incident count has improved by 13% since the end of the last financial 

year. The downward trend, again though, has been going on for longer. Since mid-2018/19 

incident count has been declining and the moving annual average has improved by 34% since 

then.  

These improvements in performance have been delivered alongside a focus on safety for both 

our staff and our passengers. The daily conference calls, which began in 2018/19, have given 

additional focus on pressing issues affecting performance, which in turn have allowed 

Operations Managers to deliver these strong results. Additional to this, there’s been further 

benefit form the embedding of passenger services coordinators in the KICC which has 

improved communications between the front line and control. 
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These impressive figures are despite the challenges that Traincrew have faced over the last 

year. Drivers, conductors and our On-Board Managers have been delivering consistent 

customer service and keeping our railway running despite the risks of being customer facing. 

 

 

b. RM3P – Assessment Identification 

Traincrew is covered by both Passenger Services South for Customer Facing On-Board 

colleagues, whilst Drivers are also covered within this section.  

For Passenger Services South, the assessment was completed in October 2020 and included 

identification of opportunities for a variety of areas including Tools and Data, System Interface 

Arrangements and Capability Management, all of which are commonly found opportunities 

across all functions.  

Areas of good practice include Change Management and Leadership. These were both shared 

by the Drivers team, in addition to Performance Policy, System Interface Arrangements and 

Seasonal Planning.  

Opportunities identified within the driver team include Tools and Data, Governance and 

Neighbour and Stakeholder Engagement. Once again, Tools and Data have been identified 

and link to the wider organisational results.  
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c. Targets, 2021 – 2022 

 

 

 

 

 

 

d. Plans for the Year Ahead  

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

3 To be Confirmed 5,721 3 

 

There are currently six key plans within Traincrew, split between Conductors & OBMs and 

Drivers. Of those confirmed to be going ahead, we expect to see 5,721 minutes improve 

across all schemes. These schemes will provide additional benefit on top of that which is 

expected to be delivered next year, ensuring that Traincrew continues to perform at high levels 

post pandemic.  

Within Conductors and OBM, one of the schemes is aimed at increasing the conductor 

establishment, to bring it into line with driver establishment levels. This is to ensure greater 

resilience and traincrew availability during disruption and reducing the overall impact of an 

incident. There is also a scheme focused on Conductor and OBM knowledge and 

engagement. This is aimed at improving and supporting employee knowledge and 

understanding following a reduction in operational frequency during COVID 19. Whilst 

reducing the likelihood of a performance impacting operational incident, it also sets our staff 

up to continue high levels of performance for the return of our passengers. 

Within Drivers, there is a focus on mobile phones assisting with communications and 

improving reporting. There is a scheme to issue all drivers with a mobile phone which can 

support DAYONE mobile. This is aimed at improving the quality of data received by the driver 

team to allow better investigation, allocation and understanding of delays – this should also 

help with driver engagement with performance. Additionally, these mobiles would allow the 

JPIP Traincrew

Period FY & Period
Operator 

Code
Operator Delay Minutes Total

P01 2021/22_P01 HU Southeastern 41,933                                       1,829                  

P02 2021/22_P02 HU Southeastern 42,272                                       1,844                  

P03 2021/22_P03 HU Southeastern 55,840                                       2,047                  

P04 2021/22_P04 HU Southeastern 56,292                                       2,047                  

P05 2021/22_P05 HU Southeastern 56,744                                       2,047                  

P06 2021/22_P06 HU Southeastern 57,197                                       2,047                  

P07 2021/22_P07 HU Southeastern 67,374                                       2,677                  

P08 2021/22_P08 HU Southeastern 78,287                                       3,841                  

P09 2021/22_P09 HU Southeastern 78,287                                       3,841                  

P10 2021/22_P10 HU Southeastern 75,377                                       3,452                  

P11 2021/22_P11 HU Southeastern 74,649                                       3,419                  

P12 2021/22_P12 HU Southeastern 74,649                                       3,419                  

P13 2021/22_P13 HU Southeastern 61,604                                       2,822                  

Totals 820,506                                     35,332                

 Delay Category Targets: Traincrew 701C - Traincrew

Spring/Summer

Autumn

Winter
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use of the Bulletin application. This is an existing app which allows drivers to review and 

acknowledge notices in real time. The use of such an app should improve driver response 

times to current notices and change of notices around the network. Currently, drivers only 

check notices when booking on. In addition to this, there is a focus that following a driver pay 

deal there would be end of shift reporting to improve information provision from drivers to offer 

better understanding of problems in a timelier manner.  
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TOC Other 

Despite a reduction in passenger numbers, incident count remains high for TOC Other 

delay. The challenges of the pandemic have meant our revenue and enforcement 

colleagues have been restricted from a number of their core duties. Despite the difficulties 

this has posed, we continue to pursue opportunities that will help reduce crime on the 

railway, and improve performance.  

Key to reducing crime on the railway will be our graffiti strategy, which works alongside the 

route crime team from Network Rail. Graffiti affects our ability to deliver our fleet, and poses 

risks to the delivery of the service through trespass and the potential for fatality. This is a key 

workstream.  

Alongside this, we will focus on removing repeat offenders from railway property, in line with 

a similar piece being conducted by Network Rail. This will reduce instances of known 

offenders and troubled individuals from accessing the railway, reducing opportunities for 

delay.  

We will also be approaching this from a future prevention angle; the Travel Safe, Travel 

Smart initiative looks to educate school children of travelling age how to be responsible on 

railway property.  

Ill passengers have been less common during the pandemic, however with increasing 

footfall, the continued deployment of Paramedics at London Bridge will support the delivery 

of a reliable and resilient railway operation into our capital, by not only reducing response 

time, but also through preventing ill passengers to travel.  

With these key schemes, we aim to deliver improved performance and resilience for 

passengers reducing instances of crime and ill passengers.  

 

   

David Wornham  

Passenger Services Director, Southeastern 

 

 

a. 2020 – 2021 Performance in Review  

 

TOC Other delay minutes have remained under target for every period and year to date is 

62% below target. Reduced timetables and passengers have managed to reverse the trend 

of the MAA rising, which it had been since 2016/17 to fall to the lowest numbers in 5 years. 

These numbers have been helped by a better than normal autumn performance as well. 

Incident count had been following a similar trend for TOC Other, increasing from 2016/17 until 

the start of the pandemic. This has seen the MAA come down to a similar level to 2018/19. 

Incident 

For the year pass. comm. activations caused the highest level of delay minutes at 10136 

representing 26% of total delay year to date.  This was closely followed by leaf fall/adhesion 

incidents which represented 24% of delay at 9,234 for the year to date.  
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Deployment of a Paramedic Team for the duration of the day at London Bridge providing 

quicker reactions to Ill Passengers for and their safe removal from train People not feeling well 

can use the services of the Paramedic team prior to travelling thus reducing.  The contract 

has successfully been retendered and teams are in place with close monitoring being 

undertaken. 

 

 

 

 

 

b. RM3P – Assessment Identification 

At the time of writing, the Revenue, Crime and Enforcement team had yet to complete the self-

assessment; this will be updated at the earliest available opportunity.  

c. Targets, 2021 – 2022 

 

d. Plans for the Year Ahead  

Confirmed Schemes Spend Total Estimated Delay 
Minute Benefit 

Further Opportunities 

4 To be Confirmed 4,523 4 

 

There are currently four key plans within TOC Other. Of those confirmed to be going ahead, 

we expect to see 4,523 minutes improve across all schemes. These schemes will provide 

additional benefit on top of that which is expected to be delivered next year, ensuring that TOC 

Other continues to perform at high levels post pandemic. 

Linking to work being done within the External JPIP category, colleagues from our Revenue 

& Crime team are making a concerted effort to reduce graffiti at depots and key locations 

 Delay Category Targets: TOC Other

Period FY & Period
Operator 

Code
Operator Delay Minutes Total 701F 750

P01 2021/22_P01 HU Southeastern 41,933                                       4,114                  4,021                  93                              

P02 2021/22_P02 HU Southeastern 42,272                                       4,147                  4,054                  94                              

P03 2021/22_P03 HU Southeastern 55,840                                       4,603                  4,499                  104                            

P04 2021/22_P04 HU Southeastern 56,292                                       4,603                  4,499                  104                            

P05 2021/22_P05 HU Southeastern 56,744                                       4,603                  4,499                  104                            

P06 2021/22_P06 HU Southeastern 57,197                                       4,603                  4,499                  104                            

P07 2021/22_P07 HU Southeastern 67,374                                       6,020                  5,884                  136                            

P08 2021/22_P08 HU Southeastern 78,287                                       8,637                  3,978                  4,659                        

P09 2021/22_P09 HU Southeastern 78,287                                       8,637                  3,978                  4,659                        

P10 2021/22_P10 HU Southeastern 75,377                                       7,764                  7,273                  491                            

P11 2021/22_P11 HU Southeastern 74,649                                       7,689                  7,203                  486                            

P12 2021/22_P12 HU Southeastern 74,649                                       7,689                  7,203                  486                            

P13 2021/22_P13 HU Southeastern 61,604                                       6,346                  5,944                  401                            

Totals 820,506                                     79,457                67,536                11,921                      

JPIP TOC Other

Spring/Summer

Autumn

Winter



 
 

100 | P a g e   J o i n t  P e r f o r m a n c e  S t r a t e g y   
 

across the network, and thereby reducing the delay caused by trespass and being able to 

reduce the amount of resources and money required to remove it. Furthermore, the dedicated 

team of paramedics at London Bridge which cover 16 hours each weekday has been 

retendered and will continue into next year. This is aimed at reducing ill passenger related 

delay, and to improve resilience across the 0-8 mile area. This also allows our customers 

immediate medical care should it be required.  

In addition, working is underway with Hastings Borough Council to share CCTV footage at St. 

Leonards Warrior Square station. This would see a trial of us sharing images with the council, 

and vice versa, to widen the area available to be monitored by both parties. Having greater 

visibility of the station and surrounding area should help with reducing anti-social behaviour. 

Furthermore, this collaboration with the local authorities could open up opportunities across 

the network should it be successful. 
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Customer Service 

 

53% of the Overall Customer Satisfaction is driven by the punctuality & reliability of the 
service (NRPS Spring 2020). This is the single most important factor for customers and 
therefore the one aspect of our service that not only must we focus upon, but more 
importantly an aspect of our provision of service that will be most noticed by customers. 
A satisfied customer is a customer who arrives at their planned destination on time. If the 
customer arrives more than 5 minutes late then their overall satisfaction declines by 30%; 
this is a huge drop in satisfaction and hence why one of our goals is to keep the incidence of 
customer being delayed down to 13% 
 

 

Howard Tarr 

Head of Passenger Insights 

 

 

a. 2020 – 2021 Targets 

 

Customer Satisfaction targets are laid out below. Performance is a key driver of customer 

satisfaction within these scores and has been a key influencer of customer satisfaction results 

in the past. Looking forward whilst the country builds back better, these have been phased to 

represent two outlooks. The first is laid out below and focuses on targets for the remainder of 

the pandemic.  

Customer Service Targets, 2021 – 2022 (COVID) 

 

Overall satisfaction and punctuality are demonstrated in the graph below. The inherent link 

between overall satisfaction and the delivery of a reliable and punctual railway service can be 

clearly seen by the curves of both trend lines.  
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Scores have also been collated for post pandemic passenger levels. These will be enacted at 

the point that passengers return to the railway. These recognise the upward trend in both 

passenger numbers and timetable delivery, however still set challenging and rigorous targets 

for the organisation to match.  

 

Customer Service Targets, 2021 – 2022 (Post - COVID) 

 

Similarly, to the targets set for the pandemic period, those for the post pandemic period equally 

demonstrate the significant linkage between punctuality and reliability throughout the year and 

the overall satisfaction of our passengers. It is clear therefore that the delivery of the timetable 

and further incremental improvements through the timetable will lead to greater satisfaction & 

assist with the build back better strategy for South East London, Kent and East Sussex.  
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Chapter Six: 

Business Risks 

 
Our risk management process is well embedded within the management system, with the risk 

management document updated at least once every period.  

The Head of the Joint Performance Team chairs a meeting with the performance team at 

which ongoing risks are assessed and new risks, from our work with front line and support 

teams, are considered. This meeting takes place in Week 3 of each period. The resulting Risk 

Matrix is then assessed at Performance Board where further mitigations and actions are 

considered. 

An arising action tracker around risk is then maintained by the Joint Performance Team and 

monitored through the Daily Performance Conference Call and the Tactical Review held 

weekly. 

The Picture below demonstrates the risk review as presented to Performance board, whilst 

the following page details the process for reviewing risk.  

 

 

Performance Risk Register, Example 

 

 

 

Se JPT Performance - 2020/2021 P6 - Southern Region Risk Heat Map - Level 5a

Ref
Primary 

Impact
Risk Description Owner Actions / Mitigations Trend Escalate? Last Review

Impact Value 

(£k/annum)

Prev. 

Score
Impact Likelihood Impact Description Likelihood Description Score Colour

A
Performance-

Scorecard

Landslips                                                                                                                                                                               

There is a risk of weather impacts on the network due to increased rainfall from the late summer and 

autumn period on the Hastings and Maidstone East lines is considered to be the highest risk.  Late 

running earthworks and TSRs will also further increase the impact of this risk.

Derek Butcher

1. Additional drainage actions undertaken by Orpington DU./2. Inspections undertaken at more 

regular frequencies by the Geotech RAM team./3. Bexleyheath line of route works undertaken to build 

a protective wall P12 W3/4.  Formation of the TSR Working Group & outputs reviewed weekly at NR Se 

Tactical Review./4. Increased risk with deterioration of SMD due to infrequent rainfall. 5. Critical Team 

(refer SMD). /5. Inspection every two years./ 6. Risk to performance due to TSRs being imposed. / 7.  

Update from Mark Cope requested. 

↑ No 11-Dec-20 6 4 5

Event, on its own, would lead to a business unit 

missing the 'worse than target' performance on 

more than one scorecard measure.

>75%

Very High likelihood the risk will occur

Risk would occur 5 times a year or more

9 Dark Red

B
Performance-

Train

PRM Programme (Passengers of Reduced Mobility)                                                                                          

There is a risk that operation changes required to allow class 465s to run on the Bromley North Line 

may not be completed by 31st December 2020 forcing the service to be cancelled from the timetable 

thus causing reputational and relationship damage to Southeastern and Network Rail.       

Rob Sue

                                                                                                                                                                                                            

1. Update from Regional Enhancements Manager - works completed.  Risk to be removed for P10.

↓ No 17-Dec-20 6 3 2

Disruption to train services (including reactionary 

delay) of between 5000 > 7500 delay minutes per 

single event or per year for speed restrictions 

etc.

5 – 20%

Low likelihood the risk will occur

Risk would occur between once in 25 years or up 

to once in 5 years

5 Yellow

C
Performance-

Train

Winter                                                                                                                                                                                      

There is a risk to train performance with to the onset of winter bringing potentially freezing 

temperatures impacting track adhesion and excess rain potentially bringing flooding and causing and 

will cause an  increase in delay minutes.

Daniel Matthews

1.  Seasonal planning complete with all assurance actions in place. / 2. Reported robust plans. (RHTT & 

Sanding). / 3. Long range forecast shows no snow events for December. /4. Conductor Rail risk 

identified is significantly reduced only affecting a few locations.
↑ No 17-Dec-20 0 3 5

Disruption to train services (including reactionary 

delay) of between 5000 > 7500 delay minutes per 

single event or per year for speed restrictions 

etc.

>75%

Very High likelihood the risk will occur

Risk would occur 5 times a year or more

8 Red

D
Performance-

Train

Concern for Welfare, Trespass, Vandalism and Antisocial Behaviour                                                                                                                                               

There is a risk to train performance due to a lack of targeted planning and COVID 19 pandemic 

regulations being imposed and lockdown down restrictions constantly changing that CFW, Trespass 

and antisocial behaviour will increase across the route and will cause and increase in delay minutes. 

John Ruch/David 

Wornham

1. Data led tasking to target hot spot areas. /2. Route Crime developing a trespass and vandalism plan. 

/3. Social Behaviour Workstream work with GTR. /4. BTP fusion reports.  /5.  Provision of NR Se Joint 

Route Crime Strategy. /6.  Deployment of Welfare Officers at hot spot locations. /7.  BTP Tasking Team 

developing frequent presenter plans. /8.  DAC funded footbridge caging and CCTV surveys at top 

locations of security incidents schemes underway. /9.  Update requested from SB.

↑ No 11-Dec-20 6 2 4

Disruption to train services (including reactionary 

delay) of between 2500 > 5000 delay minutes per 

single event or per year for speed restrictions 

etc.

51 – 75%

High likelihood the risk will occur

Risk would occur between 1 and 5 times a year

6 Orange

Notes :

E
Performance-

Train

Signaller Rule Changes                                                                                                                                                      

There is a risk to train performance that due to changes to the Rule Book introduced on 5th 

September, following the Stonehaven incident, now requiring the reporting of unusual flows or pools 

of water  thus potentially increasing the level of incidents reported and leading to line/tunnel closures 

thus causing an increase in delay minutes.

Daniel Matthews

1.  Following Sevenoakes Tunnel Incident clarification of rule changes has been briefed by HOP. /2.  

Review with Danny Matthews to understand process clarification has been embedded. - awaiting 

update.
↓ No 11-Dec-20 7 2 1

Disruption to train services (including reactionary 

delay) of between 2500 > 5000 delay minutes per 

single event or per year for speed restrictions 

etc.

<5%

Very Low likelihood the risk will occur

Risk would occur less than once in 25 years

3 Green

F
Performance-

Train

Fleet                                                                                                                                                                                  

There is a risk to train performance that fleet incidents will increase due to the rise in unit mileage 

causing wear, and tear on them and seat capacity will be reduced due to an inability to provide 100% 

correctly formed trains in the AM/PM peak thus causing an increase in delay minutes.

Dan Paris
1.  Additional slots have been provided for 377s at Selhurst and plan in place with GTR. / 2.  Reviewing 

with Train Planning if 377 mileage can be reduced./ 3. Sanding underway and contractors all in place. ↑ No 17-Dec-20 6 3 3

Disruption to train services (including reactionary 

delay) of between 5000 > 7500 delay minutes per 

single event or per year for speed restrictions 

etc.

21 – 50%

Medium likelihood the risk will occur

Risk would occur between once in 5 years to just 

less than once a year

6 Orange

G
Performance-

Train

COVID 19                                                                                                                                                                                             

There is a high risk that due to the COVID 19 Pandemic second wave, increasing, lockdown restrictions, 

and the Christmas holiday season will increase level of sickness of key front line staff for both NR and 

Se thus increase the potential of having uncovered shift leading to cancelled services negatively 

impacting on our key performance metrics (Cancellations and delay minutes). 

Dan Tall

1.  Sickness levels are monitored daily & weekly at Tactical Review for frontline staff NR & Se along 

with passenger numbers / 3.  Key operational and maintenance locations across both NR & Se are on 

lockdown./ 4.  Monitored on specific COVID 19 Risk Register./ 5.  This risk has been downgraded with 

both NR & Se experiencing lower and normal levels of sickness – under review in light of recent change 

in government guidelines.

↑ No 17-Dec-20 5 4 4

Disruption to train services (including reactionary 

delay) of between 7500 > 10,000 delay minutes 

per single event or per year for speed restrictions 

etc.

51 – 75%

High likelihood the risk will occur

Risk would occur between 1 and 5 times a year

8 Red

H
Performance-

Train

SMD and Small Minutes                                                                                                                                                                               

There is a risk to train performance that with reduced levels of rainfall the soil moisture deficit will 

increase in certain areas across the network requiring an increased number of speed restrictions (ESRs 

and TSRs)  being imposed and resulting in an increase in both sub-threshold delay and overall delay 

minutes.

Derek Butcher
1.  Crisis Action Team in place implementing plans for vulnerable locations.  / 2.  Access is being 

arranged directly with Se as part of the CAT. / 3. Strategy plan underway by Head of Track ↓ No 11-Dec-20 8 2 3

Disruption to train services (including reactionary 

delay) of between 2500 > 5000 delay minutes per 

single event or per year for speed restrictions 

etc.

21 – 50%

Medium likelihood the risk will occur

Risk would occur between once in 5 years to just 

less than once a year

5 Yellow

I
Performance-

Train

Vegetation                                                                                                                                                                          

There is a risk to train performance that the lack of effective plans to maintain the increasing levels of 

vegetation, and the risks associated with the Ash Die Back outbreak which is further hampered by the 

onset of winter making identification of high risk trees more difficult and with high wind and rain in 

long range forecast, on the infrastructure will result in an increase in delay minutes.  

Mark Cope

1.  Ash Die Back - identified 13,000 ash trees across Kent and high risk of becoming service affecting  / 

2. Plan in place to identify trees at risk.  / 3. Upskilled of tree removal team underway. / 4. Robust 

plans in place to mitigate issues from Seasonal Planning GEO Tech Team. / 5. Vegetation risk is 

reduced in winter. 

↑ No 17-Dec-20 5 2 3

Disruption to train services (including reactionary 

delay) of between 2500 > 5000 delay minutes per 

single event or per year for speed restrictions 

etc.

21 – 50%

Medium likelihood the risk will occur

Risk would occur between once in 5 years to just 

less than once a year

5 Yellow

J
Performance-

Train

Brexit                                                                                                                                                                                

There is a risk to train performance that due the potential of a  no deal Brexit where the impact of 

road congestions/M20 road stacking thus preventing staff getting to work/access sites, delays to 

spares supply chain due to boarder delay impacting fleet capacity, and service recovery/response 

times, resulting in an increase in delay minutes.

Fiona Taylor

1.  Se has a desk in the Kent Command Centre / Tactical Ops Centre & heavily engaged with the Kent 

Resilience Forum. 2 Table Top exercise completed on the 4th Dec. / 3. Plans are shared with the 

industry and Southern Region. / 4. BTP will be on standby. /  5. SE in regular contact with the DfT 
↑ 11-Dec-20 5 4 3

Disruption to train services (including reactionary 

delay) of between 7500 > 10,000 delay minutes 

per single event or per year for speed restrictions 

etc.

21 – 50%

Medium likelihood the risk will occur

Risk would occur between once in 5 years to just 

less than once a year

7 Red

K
Performance-

Train
No 0 None

L
Performance-

Train
0 None

M
Performance-

Train
0 None

N
Performance-

Project
0 None

O
Performance-

Train
No 0 None

 31/ Mar Removed  Hither Green  Re-signalling  operational risk.25 Feb Update 

Risk B Aging Stock removed - fleet performance under target and improving.  

Risk A Landslips - removal of Bexley Heath post blockade work.  Risk C PRM 

removed and risk modified.  Risk F removed DAC agreed at Perfomrance 

Board.  30 Jan Risk 30Jan20. Risk B related to Elec supply @ Sheerness closed - 

risk mitigated.  Risk F related to BREXIT risk closed - Defer to 2021.  Risk L 

related to GTR services running on Maidstone East line - risk mitigated.12 Aug 

removed FTRT Starts/Pass Comm/Speeds changed to Hot Weather Plans/Ill 

Passengers. 18/9 Removed Possession Overruns and Cable Theft.  Added 

Brexit/ 8/10 Removed Hot Weather & Timetable, merged SMD and Small 

Minutes, 17/12 Removed Autunm added Winter.  PRM completed remove for 

P10.

Does not print (DnP) Calculated + DnP

1

2

3

4

5

IMPACT

A

B C

DE

F

G

H I

J

1-Very Low 2-Low 3-Medium 4-High 5-Very High

LIKELIHOOD
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Risk Identified at a Local Level

Raised at Performance Risk Review

Is the risk deemed 
critical?

Have all 
reasonable 

mitigations taken 
place? 

Add to Risk Register, with ranking following 
assessment of the risk level. 

Discussed at Performance Board 

Action Taken to Mitigate Risk

Raised at Performance Risk Review 

Add to Hopper with 

Review Date 

Close Risk  

Yes 

Yes 

No 

No 

Performance Risk Process 
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We consider our key risks this year to be: 

a. COVID 19 

For the duration of the previous year, and likely the majority of the year ahead (2021 – 2022), 

the impact of COVID 19 is likely to remain an underlying persistent threat to the operation of 

the railway. Despite this, of the industry will aim to Build Back Better for our returning 

passengers and continue to seek to maintain the levels of performance seen since the start of 

the pandemic.  

We consider the key risks from COVID 19 to be: 

• Sudden and large-scale outbreaks of COVID 19 requiring self-isolation and absence 

from work of larger numbers or even whole teams of signaling, maintenance, 

engineering, traincrew, dispatch, KICC and Train Planning colleagues affecting our 

ability to deliver our operational plan. 

• Sudden cancellation of planned works arising from the above causing a backlog of 

maintenance and engineering works to grow. 

• Reduction in training of new drivers, signalers and engineering colleagues due to social 

distancing measures that create a gap caused by natural turnover. 

• Passenger concerns over cleanliness of trains and the railway affecting our ability to 

attract passengers back to the railway and therefore posing a longer-term risk to 

railway finances, which in turn may affect future investment. 

• Passenger behavior in boarding and alighting, being conscious of social distancing, 

may lead to dwell time increases 

• Mitigations introduced have included: Social Distancing & Face Masks, 

• Use of personal vehicles opposed to work vans,  

• Additional cleaning regimes for maintenance depots, signaling centers, KICC, 

traincrew and engineering depots and stations, 

• “Spare” turn colleagues being asked to be on standby at home, 

• Operational instructions to front line colleagues about their safety and actions around 

safety i.e. changes to working practices. 

Perhaps the most effective has been the advent of lateral flow testing, part of a government 

pilot being put into action between Network Rail and the Department for Transport, which 

was introduced in January 2021 within the Kent Integrated Control Centre. It is anticipated 

that should this be successful; it could be rolled out at other key operational locations.  

Our Target Setting process has taken into account, based on the most up to date information, 

how we believe and in what numbers passengers are likely to return to the railway. This is 

however certain to change as vaccination programmes and other factors change and so will 

be closely monitored through our tactical review each week to ensure we produce sufficient 

services and carriages to meet passenger demand and safety concerns. 

Of note on COVID 19 will be whether the reliability of the railway, that has improved 

considerably during the pandemic, can continue with increases in tonnage operating and 

increasing passenger demand. 
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b. Traffic Increases 

The successful agreement of a trade deal with the European Union significantly reduced the 

level of traffic that had been held on the M20 motorway as lorries waited for passage to the 

continent. We noted at the time that, over Christmas and up to the New Year, we saw an 

increase in bridge bashes due to lorry drivers trying to find routes around the disruption caused 

in Kent and the increase in deliveries required as a result of Christmas. There remains a risk 

however that this situation may arise again and therefore is included in our risk register.  

 

c. Funding 

In November 2020, the Chancellor of the Exchequer reduced the rail infrastructure budget for 

CP6 by 10%; a reduction of £1 Billion. This poses a risk to planned infrastructure projects for 

the remaining three years of the control period. Whilst major work has already been completed 

during this control period at Hither Green, further improvement works are planned for 

Lewisham and the Hastings Line (earthworks). It is as of yet unclear how the funding reduction 

will affect these planned improvements in Kent; however, it is expected that this will mean 

creating additional opportunities outside of those already within the plan, will be a challenge.  

d. Climate Change 

Leaders within the industry have for some time been identifying Climate Change as a 

significant factor likely to affect the railway going forward. Over the course of the past year, 

Soil Moisture Deficit has had a significant impact, with a large number of Temporary Speed 

Restrictions implemented as a result. This was induced by a particularly dry summer, with little 

rainfall. The year saw the worst SMD effects on record.  

In turn, changes to weather behaviour also increases the risk of landslips. Over the course of 

the past two years, there have been at least three major landslips which have required the 

closure of the railway for a significant period of time. This has included Barnhurst (2019), 

Robertsbridge (2019) and Godstone (2020). Works have been completed for Barnhurst and 

Godstone, whilst works are planned for the Hastings Line.  

e. Concern for Welfare 

Concern for Welfare remains a significant risk for the year ahead. Whilst throughout the 

previous year, External & TOC Other delays were low due to national restrictions, it is 

anticipated that following returns to normalcy that they may once again spike.  

Short term economic challenges may have a significant impact upon individuals, leading to an 

increase of people in vulnerable situations. As such, these individuals could become a risk to 

the railway if not adequately managed. As such, both the Route Crime & Enforcement teams 

are working alongside the British Transport Police to reduce instances of vulnerable persons 

affecting the operation of the railway.  

In the case of a short, sharp economic recovery, it is likely to remain a risk, albeit reduced.  

f. Red Zone Working  

Following the tragic loss of life at Surbiton on the 9th February 2021, Network Rail is seeking 
to end all Red Zone Working by the 31st July 2021, with effect of multiple line operation.   
  
The safety consideration outweighs all other concerns, however it is important to note the 
potential impact this monumental change could have on the network. In order to reduce the 
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safety risk, it is possible that there could be an increase of colleagues working on night turns, 
with a reduction of those available during the daytime. It may see an increase in night time 
blockades, an increase in the backlog of maintenance work, and an increase in time taken 
for response colleagues to get to site.   
  
As such, this change has the potential to impact key areas of the Kent Route and 
Southeastern Network, including the sections between Charing Cross / Cannon Street 
through London Bridge to Orpington, Victoria to Brixton, and Blackfriars to Peckham Rye.   
 

Consideration: Stonehaven Derailment 

Consideration is given to the wide ranging impacts of the tragic derailment in Stonehaven 

during August. Since the landslip occurred, Network Rail has implemented a number of 

reporting changes surrounding structures & embankments. This has included changes to 

working practices within signalling centres and control rooms. 
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Chapter Seven: 

Long Term Strategy 
 

Kent Route will see many development over the next 3 financial years towards the end of CP6. 

Many of these workstreams have already begun and have continued throughout COVID 19. 

There are several opportunities that could reshape the railway and its operation in Kent. All of 

these projects and improvements aim to make our railway more resilient and to deliver a 

better, and more reliable, experience to our passengers upon their return and for us to Build 

Back Better. 

 

 

a. Timetable Improvements 

The pandemic has provided a unique opportunity to look holistically at the timetable, and with 

it where performance improvements can be made. Throughout the year, a number of trains 

have been assessed, and “peak killer” services identified. As such, this feedback has allowed 

2021/22

Timetable Improvements

Hastings Line Resilience

Lewisham Panel

Lewisham Resilience

Class 707s Phased

Paramedics

RM3P & PIMS Planning & 
Evaluation Stages

Upgrades to Class 395 and 
375 Fleets underway

Dedicated BTP Tasking 
Team for Kent Route

2022/23

Normalised passenger 
loading (projected)

Lewisham Resilience 
Continued

Class 707s Continued

Long Term Access Planning 
Opportunities

RM3P Improvements 
Realised

High Speed Renewals

Beginning of FSP Benefits

Benefits of Sub Threshold 
Tools Realised

Crossrail opening at Abbey 
Wood

2023/24

Bulk of FSP Benefit

Continuation of High 
Speed Renewals

Continuous evaluation 
through RM3P

CP6 Final Determination

Long Term Benefits of 
HUBBLE realised

Completion of Parks 
Bridge Resignalling

Plans Encompassing the Remainder of CP6 
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timetables going forward to be developed with a performance focus, to ensure it is able to 

deliver the greatest amount of benefit and resilience.  

Looking forward, this opportunity is well placed to provide the largest amount of benefit for the 

year ahead. Not only does it improve the resilience of the whole system in Kent, it also ensures 

that the railway remains an attractive modal choice for passengers, when it is possible for the 

economy to reopen. Performance is the largest driver of passenger satisfaction; ensuring that 

the timetable performs for passengers will benefit the wider economic recovery for Kent, East 

Sussex and South East London.  

b. Hastings Line 

The Hastings line has for some time been one of the more challenging lines of route on the 

Kent Infrastructure. This has largely been due to its susceptibility to weather events and 

landslips. Work is due to take place in October 2021, which will see improvements to the 

surrounding embankments between Robertsbridge and Etchingham, where there have been 

two major landslips in the past three years.  

It is anticipated that this piece of work will significantly improve the reliability and resilience of 

the infrastructure on this part of the route, whilst equally reducing the need for speed 

restrictions to be imposed. As such, this should improve the reliability of the Hastings Line 

services, and equally the Sevenoaks starting Metro services, which can see delay imported.  

This work conducted here will ensure a more reliable, resilient service to a key passenger 

segment for Southeastern.  

c. Lewisham Resilience 

The Lewisham Resilience works are an ongoing project to improve the resilience of assets 

within the Lewisham area. Prior to the pandemic, this part of the railway suffered significant 

effects of asset failures. Combined with the complexity of the trackwork & signalling within this 

area, a high impact was experienced by passengers.  

In the current financial year, works have included renewal of the S&C at New Cross and St 

Johns, renewal of the track & signalling around Hither Green, improved maintenance regimes 

for IBJs and replacement of 33 impedance bonds, with a further 38 to come. Looking ahead, 

working include further upgrades to the signalling system, in addition to significant resilience, 

including renewals of School Junction, Courthill North & South Junctions, plain line track 

renewals between New Cross and Hither Green. Additional work will be completed 

surrounding developing a CCTV system to react to wrong side failures.  

Combined with other key improvements planned around the Lewisham area regarding the 

signalling system, this crucial piece of work will provide greater reliability and assurance in the 

0-8 mile area. As such, this area significantly affects the performance of the whole system, 

thus improving the resilience across Kent. Additionally, improving reliability through this critical 

area will improve the passenger experience, and ensure that rail remains the modal choice for 

passengers travelling into London.  

d. Lewisham Panel Split 

The 0-8 mile area between Charing Cross and Hither Green has been an area of concern 

since the completion of the Thameslink Project in 2018. Studies by Atkins identified that this 

was being driven by the signalling set up within Three Bridges ROC, which was not effective 

within the devised solution. As such the area has been a consistent source of Sub Threshold 

Delay.  
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In order to resolve this, the Operations team have arranged for the signalling panel for 

Lewisham to be split. This is in order to reduce the workload of the Lewisham signaller, and 

will enable a greater more detailed focus by the signaller across the area, in turn reducing 

signaller error, regulation & sub threshold delays.  

This in turn will also provide significant improvement; improving resilience through this key 

area will undoubtedly lead to the timetable performing more resiliently. In turn, this initiative 

will support whole system performance improvements and reliability, particularly throughout 

the Metro service area.  

Combined, this initiative with timetable improvements will help lead to a more resilient railway, 

providing a solid basis for building the railway back better in Kent, and subsequently 

supporting numerous local economies across the county.  

e. Class 707s 

The Class 707 fleet introduction is currently underway, with passenger service due to begin 

later in the 2021 – 2022 financial year. This fleet brings with it one of the best MTIN’s in the 

country, whilst also allows use of forward-facing CCTV across parts of the metro network for 

the first time.  

It is anticipated that this will lead to improvements in boarding and alighting time, 

improvements to incident management (through forward facing CCTV), and a reduction in 

fleet incidents. In turn, this will improve the resilience of the railway in Kent and subsequently 

encourage passengers back onto the railway, supporting the local economies of South East 

London & Kent.  

f. Paramedics 

Southeastern is providing a paramedic team at London Bridge to assist with ill passengers. 

During the pandemic, there has been a reduced footfall, however as the economy opens up 

and people return to rail, having a team in place to assist with people in need will provide a 

real benefit.  

When passengers return to traveling into London, it is likely that ill passenger incidents will 

see an increase. Due to the difficulties of the pandemic, it may also be possible to see an 

increase in mental health related ill passengers, in addition to those who have a physical 

illness need.  

As such, the dedicated team will be in place to support with all ill passenger incidents, which 

in the past have caused up to 2,000 minutes of delay in peak hours. As such, removing these 

types of incidents at high impacting times of the day will remove opportunities for delay to 

infect the whole system in Kent, and improve the resilience of the whole system. 

g. RM3P & PIMS 

The development of a PIMS & RM3P within both organisations is underway and has identified 

a number of areas for priority improvements. These focus on systemic and process 

improvements across the business, which will ultimately improve the delivery of performance 

across the business.  

The current average score is 2.98, which demonstrates that whilst a number of key processes 

are undertaken, there is further work that can fully embed them within the relevant department.  
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Improving process across both organisations will provide efficiencies which means that teams 

are able to fully focus on ensuring the resilient delivery of the operational railway and its 

support systems.  

h. Planning 

Southeastern and Network Rail are working together on a joint planning strategy going 

forward, looking at opportunities to conduct weeklong blockades. The opportunity this provides 

is to complete a wider selection of works, providing more time for dedicated focus.  

In preparing for the return of passengers, this will enable the railway to focus on key, sweeping 

improvements, which allow the railway to operate more resiliently.  

i. High Speed Renewals 

High Speed One operates to a very high degree of efficiency. Targets state that trains that 

operate over its infrastructure should operate no more than 10 seconds late. Currently, this 

number averages 3.4 seconds. As is expected, asset failures are rare on infrastructure which 

is less than 15 years of age. However, due to the higher speeds of operation, assets 

deteriorate at a faster rate than on classic parts of the network.  

As such, in order to maintain high levels of performance on the route, a comprehensive asset 

renewals plan has been enacted, with works due to begin during this year and with 

possessions planned until 2023. This is due to focus on key areas such as component 

replacement, as well as refurbishment of ballast in the section one area, up to but not including 

Ebbsfleet.  

Ensuring that HS1 continues to operate at high levels of efficiency is of critical importance for 

the county; having already boosted the economic output of the county for the previous two 

decades, it is likely the high speed route will continue to see passenger numbers increase. 

Kent is expecting many housing developments around the areas served by the High Speed 

service; Ebbsfleet, Faversham, Medway Towns, Ashford. In addition, the route will see a new 

music venue at Stratford, and the Paramount Park at Ebbsfleet, both expected to increase 

passenger flow.  

Thus, ensuring that HS1 continues to deliver for Kent is critical in building back better following 

the pandemic and supporting the growth of the local economy.  
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OFFICIAL 

 
 
Dear Colleagues, 

 
Joint Leadership Policy 

 
 
Southeastern and Network Rail commit to delivering or exceeding stakeholder expectations 
to deliver the best possible service to our customers and to build our railway back better.  
 

We will foster a continuous improvement mindset within our organisations, focus on 
delivering our best possible service every day, and work together to overcome challenges to 
mitigate the impact of such events on our customers.  
 

We will not allow commercial and contractual differences to inhibit our drive for continuous 
improvement.  
 
The railway in Kent is complex with over two and a half thousand passenger and freight 
trains operating every day, forming a key part of the national rail network. Leaders within our 
organisations are expected to: 
 

• Focus on the importance of delivery to customers, 

• Work collaboratively with their teams and those of other organisations to deliver the 
best possible outcome, 

• Identify and act upon areas of improvement with due regard for theirs and others 
safety and business risk, 

• Recognise their accountability for delivering good performance, with empowerment 
to deliver what is required within their role.  
 

Our Joint Performance Team will publish the metrics against which success is measured, 
providing appropriate challenge to the organisations on behalf of customers.  
 
It will be for Alliance Board to determine the level of our success.  
 
 
Signed: 
 
 
 
 
Fiona Taylor, 
Route Director, Kent Route - Network Rail  
 
 

 
Scott Brightwell, 
Train Services Director - Southeastern 
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OFFICIAL 

 

Dear Colleagues, 

Performance Policy 

 

As Southeastern and Network Rail, we deliver a complex operation on a daily basis. Our 

colleagues are central to providing the conditions for our railway to operate in a way which 

delivers the best train service to our customers. 

We recognise the challenges this brings, and the hard work and effort of each of our teams 

to ensure our customers receive a journey which is punctual, safe and reliable.  

Our aim is to drive continuous improvement and enhance the experience of the customer 

using our railway. In order to deliver this, we expect our people to do the following:  
 

• Fulfill their roles safely, 

• Understand your role and responsibilities for asset and operational delivery, 

• Work as part of a team to deliver good performance, 

• Take ownership of your operational environment, recognising and reporting faults to 

allow resolution, 

• Focus on delivering to customers day in, day out. 

 

Our Joint Performance Team will continue to support with continuous improvement on a 
local level, working alongside colleagues to identify opportunities and to make the railway an 
attractive choice for our customers.  
 
 
Signed: 
 
 
 
 
Fiona Taylor 
Route Director, Kent Route - Network Rail 
 
 

 
 
Scott Brightwell, 
Train Services Director - Southeastern 
 



#REF Owner Scheme Name What does it deliver? How does it deliver benfit? 
Estimated Start 

Date
Funded? Reason Code(s) Total Savings (Low)

Total Savings 
(Medium)

Total Savings (High)

1 External Priority Locations Plans

There are two strands to this work; Predict and Prevent 
through identification of known hotspots and targeted 

work; Response and Recovery which seeks to reduce overall 
external delay minutes.  Ashford, Gillingham and Gravesend 

were identified as hotspots for this year.  

Aims to reduce instances of crime on the Kent Route at key known 
locations with an aim to reduce incident count and delay minutes.

P1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

2 External Welfare Officers

Reviewing the effectiveness of current deployments across 
Kent and Sussex Routes and evaluating their

contributions to suicide prevention / fatality reduction.  
Deployed at London Bridge, Plumstead, Penge East, 
Tunbridge Wells, Ashford, Gillingham and Chatham.

Aims to reduce instances of concern for welfare and trespass at key 
hotspot locations across Kent Route. Locations updates as per need.

P1 2021/22 No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

3 External
Working with High Frequency 

Presenters
A trial to manage the impact of people who repeatedly 

trespass on the railway. 

Removes at risk individuals from the railway, who are more likely to 
put the safety of the railway, and therefore it’s performance, at risk. 

Reduces staff sickness levels from the effects of abuse at work.
P1 2021/22 Yes RZ, RB, RT, R7 20 22 24

4 External Dedicated Tasking Team
Introduce and deploy across the Kent route via the Route 

Crime Tasking Process.
Provides a dedicated team to tackle crime and remove offenders from 

accessing the railway.
P1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

5 Fleet
DIU Re-set Modification 

(465/466s)
Reducation in failures of the DUI reset module thus reducing Fleet 

delay minutes and incident count.
TBC Yes RZ, RB, RT, R7 20 22 24

6 Fleet
Brake De-coder Modification 

(465/0/1)
Reducation in failures of the brake decoder reducing Fleet delay 

minutes and incident count.
TBC Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

7 Fleet 395 DOO Camera Upgrade
Replacement of the on-board dispatch camera system with 

replacement and upgrade to software and cameras.

Reducation in failures of DOO camera system reducing Fleet delay 
minutes and incident count. Improved system resilience and equates 

to improved system from a safety aspect.
TBC Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

8 Fleet 395 FFCCTV Upgrade
Replacement of the on-board forward facing camera system 

with replacement and upgrade to software and cameras.
Reduction of failures of the forward facing CCTV. Improved image 

quality for incident investigation.
TBC Yes

R1, R2, R3, R4, R5, R7, RB, RI, 
RM, RQ, RT, RZ

1056 1173 1291

9 Fleet Introduction of 707s Cascade of Class 707 Fleet from South Western Railway.
Currently one of the highest performing Fleets in the country by 

MTIN. This equates to more reliable fleet deployment and a reduction 
in unit faults and failures experienced on existing older fleet.

TBC Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

10 Fleet FFCCTV on 375s
Introduction of a forward facing CCTV camera into the 

Electrostar fleet for Class 375s.

Improved incident management through control access. Improved 
incident investigation. Improves operational visibility of the 

signalling equipment and track.
n/a No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

11 Fleet OTDR Modification on 375s
Modification to the on-train data recording equipment on 

Class 375s.
Improved datastream. TBC No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

12 Fleet 395 Pantograph Cameras
Installation of a camera in the pantograph well on Class 

395s.

Improved knowledge of vegetation ingress to lead to reduced damage 
from vegetation. Improved ability to monitor the quality of OHLE on 

HS1 route.
TBC No TG, TW 1550 1722 1894

13 Fleet 395 TVM Software TBC No TG 1545 1717 1889

14
Network 

Management
Mapping of Disruption 

Hotspots / Gold Corridors

An exercise to identify key throughput locations on the 
network which have the potential to negatively impact 

performance should a minor incident occur.

Encourages awareness of incident management within these 
corridors. Improves resilience and understanding of criticality of 

specific locations.
P1 2021/22 Yes TG 1545 1717 1889

15
Network 

Management

BTP to Classify Incident 
through Fatality Call to 

Signaller

BTP making a suspicious/non-suspicious call on an incident 
over the GSM-R as opposed to in-person.

Reduces time taken to classify incident and reduces the overall 
incident run time. Improves wider network resilience following a 

fatality incident.
TBC Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

16
Network 

Management

FFCCTV Dial In for Incident 
Management (Class 707 / 

Class377? )

Control being able to dial in remotely to forward facing CCTV 
to assist with incident management. Requires interface 

between operations team and 707 project team.

Allows control to make decisions based on real time visual 
information. Can determine what is at fault for the incident and thus 

improve decision making.
TBC Yes FE, TH 254 282 311

17
Network 

Management
Wrong Routing Tool 

(Signallers)
A tool which will give an audible warning to a signaller if 

they have provided a train with an incorrect route.

Reduces the number of wrong route/ operational safety incidents. 
Improves network resilience through fewer opportunities for human 

error.
P1 2021/22 Yes FE, TH 254 282 311

18 Network 
Management

CCF Replacement Replacement of CCF licences. Ensures colleagues have the right tools to deliver their roles. P1 2021/22 Yes QM, QN 15 16 18

19
Network 

Management
Block Area Planning within the 

0 - 8 mile area

Recommendation from SPIR. Delivers a KICC plan for quickly 
implementing line blockages within pre-agreed cordon 

areas.

Reduces amount of time taken to request block area. Ensures that 
block area is relative to incident. Ensures all parties are clear on the 
boundaries of line blockage, thus improving incident management 

time.

Q1 2021/22 Yes VH, VD 2323 2581 2839

20
Network 

Management
Kent EIU

Dedicated emergency intervention unit for the Outer Kent 
area.

Reduction in incident response times to rural parts of Kent. This 
could reduce severity of incidents that would be dealt with sooner.

TBC No 0 0 0

21
Network 

Management
Telematics - Vehicle Location

Telematics software to identify the location of response 
vehicles - includes GPS data and dashcam.

Improves incident management decisions through greater 
intelligence of response team locations. Reduces overall severity of 

incident through the above.
TBC Yes 450 500 550

22
Network 

Management
Lewisham Panel Split

Splitting of the Lewisham workstation panel into two 
separate workstations.

Reduces the workload of the Lewisham panel signaller, improving 
intelligence of services coming onto the signaller's workstation. This 
will aim to see a significant reduction of sub threshold delay in the 0-

8 mile area, and the Lewisham area.

Q2 2021/22 Yes 0 0 0

23
Network 

Management
ACWN Simplifier Process 

Recommendation from PMG. Improvement to the altered 
carriage working notice so that irregularities in service 

pattern can be quickly identified by the signaller.

Reduces instances of operational incident through misrouting. 
Improves the wider resilience through incident reduction.

TBC Unknown 450 500 550



24 Network 
Management

Kent LOM - Merge Responsible 
Target Codes

TBC No 450 500 550

25
Network 

Management
Mapping of What 3 Words for 

the Infrastructure / MOM App
Mapping of the infrastructure in line with What 3 Words 

principle.
Reduction in response time through providing specific square metre 

location.
TBC Unknown VA, VB, VC, VZ, XA, JX 1558 1731 1904

26 Network 
Management

Removal of 8 car shunts at 
Canterbury West

TBC No
27 Network 

Management
Absolute block at Sturry n/a No VA, VB, VG, VZ 184 205 225

28 Network 
Management

Resolution of ARS issues at 
EKSC

n/a No 0 0 0

29
Network 

Management
Removing of Absolute Block in 

Hastings
n/a No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

30 Network 
Management

Modified Working in Wadhurst 
Tunnel

n/a No VA, VB, VG, VZ 6 7 8

31 Stations Roaming Mics
Mobile microphones for station staff for crowd management 

purposes.
Improved dwell times at busy stations and improves safety of the 

dispatch corridor.
n/a No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

32 Stations Dispatch NTS Non Technical Skills training for station staff. Improves non-technical competencies. n/a No
FO, RK, RL, T8, TA, TO, TR, TZ, 

OD, OF, QA, QM, QN
1288 1431 1575

33 Stations Signage at Ashford
Recommendation from PMG. Replacement of confusing 

signage at Ashford International.
Improves dwell of passengers on the platform and encourages them 

to use full length of platform. 
Q1 2021/22 Yes 6M45 92 102 112

34 Stations PC at Maidstone East
Recommendation from PMG. Installation of a PC on the 

down platform at Maidstone East.
Ensures that the late turn dispatch colleague is on the platform as the 

train enters the station and is ready to dispatch on time.
n/a No

FO, RK, RL, T8, TA, TO, TR, TZ, 
OD, OF, QA, QM, QN

644 716 787

35 Stations CIS at Ashford
Recommendation from PMG. Improvements to the CIS at 

Ashford.
Improves dwell of passengers on the platform and encourages them 

to use full length of platform. 
Q1 2021/22 Yes 0 0 0

36 Stations Radio Earpieces for the South
Funding for ear pieces to be given to colleagues who use 

radios on the Southern half of the network.
Improved sharing of information between colleagues during 

disruption and alterations to the service.
n/a No 0 0 0

37 Stations Pitstop A refocus on Operation Pitstop for on time dispatch.
On time departures ensure greater resilience of the service 

throughout its journey. Focuses the attention of frontline staff on 
performance and its criticality going forward.

Q1 2021/22 Yes 0 0 0

38 Stations
Orpington and Bromley South 

Furniture Removal
Reduction of station furniture in high dwell areas of both 

station platforms.

Reduces bunching around staircases and high footfall areas. Also 
should reduce dwell times and improve visibility of the dispatch 

corridor.
n/a No 90 100 110

39 Stations P2 at Gladstone Box n/a No 90 100 110

40 Stations Tablets at Cannon Street
Tablets to monitor the station performance throughout the 

day and make annotations and notes to assist the control 
point.

Greater intelligence of what is causing sub threshold delay and 
affecting on time departures.

n/a No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

41 Drivers Mobiles TBC Yes JB, JG, JS, JA 1741 1934 2128
42 Drivers Bulletin TBC Unknown IC 2435 2705 2976
43 Drivers Reduction in Turnover TBC Unknown IK 172 191 210
44 Drivers Reporting Improvements TBC No J0 134 149 164

45 Traincrew Conductor/OBM Knowledge
Staff retraining following reduction in frequency of 

operation during COVID 19.
Reduces likelihood of operational incident. Continues to improve 

and support colleague knowledge and understanding.
P1 2021/22 Yes IE, II 746 828 911

46 Traincrew Conductor Establishment
Increasing the conductor establishment in line with driver 

establishment on the depot.
Ensures greater resilience and traincrew availability during 

disruption, reducing the overall impact of an incident.
Ongoing Yes XO 672 746 821

47 Operations
Sectional Appendix (Train 

Planning)

Recommendation from PMG. Changes to the sectional 
appendix at Ashford International to include Class 377 and 

Class 707 Fleets.

Enables greater flexibility of the train plan at Ashford. Allows for Class 
377s to be berthed in Platform 2 should this be required due to 

engineering works.
Ongoing Yes IR 2201 2446 2691

48 TOC Other Paramedics
Dedicated paramedic team for London Bridge, covering 16 

hours each weekday.

Reduction in ill passenger related delay. Improved resilience 
throughout the 0-8 mile area. Immediate medical care available for 

passengers.
Ongoing Yes IR 341 379 417

49 Sub Threshold RAATS A tool to identify signals which are red on approach.
Greater intelligence of what is causing sub threshold delay and 

affecting on time departures. Allows improved decision making for 
reducing sub threshold delay.

TBC Unknown IC 255 283 311

50 Sub Threshold Ageis/Sentinel
A tool which identifies areas of Sub Threshold within the 

system.

Greater intelligence of what is causing sub threshold delay and 
affecting on time departures. Allows improved decision making for 

reducing sub threshold delay.
Ongoing Yes J3 288 320 352

51 Sub Threshold Pulse
A tool which identifies areas of Sub Threshold within the 

system through monitoring of real time data from 
Electrostar fleets.

Greater intelligence of what is causing sub threshold delay and 
affecting on time departures. Allows improved decision making for 

reducing sub threshold delay.
Ongoing Unknown 450 500 550

52 Sub Threshold Sub Threshold Working Group
Working group to identify local opportunities for sub 

threshold improvements within key business functions.

Greater intelligence of what is causing sub threshold delay and 
affecting on time departures. Allows improved decision making for 

reducing sub threshold delay.
P1 2021/22 Yes JP, OE, QH, XH, TT 1595 1772 1949

53 Sub Threshold AMEY Berth Offset Tool
A tool which identifies areas of sub threshold being caused 

by berth offsets.

Greater intelligence of what is causing sub threshold delay and 
affecting on time departures. Allows improved decision making for 

reducing sub threshold delay.
Ongoing Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

54 TOC Other Graffiti
Reduction of graffiti at depots and key locations across the 

network.
Reducing delay caused by crime and reducing instances of trespass 
and reducing resource and money required for removal of grafitti.

P1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

55 TOC Other Travel Safe, Travel Smart
Dedicated officer to liaise with schools and children in order 

to proactively change behaviour of under 16s on the 
network.

Improves engagement with school children. Aims to reduce need for 
intervention at later points and provide education on the dangers of 

the railway. Aims to reduce crime related delay.
n/a No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

56 TOC Other Op Interceptor
Removal of high frequency repeat offenders from railway 

property.
Reduces delay caused by crime and anti-social behaviour by 

permanently removing them from the railway.
Q1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

57 TOC Other ID Sorts
Image sharing within the company of offenders within GDPR 

laws.

Improves intelligence of known individuals who require 
intervention. Potential reductions in crime and trespass related 

delay.
TBC Unknown Not included in calculations Not included in calculations Not included in calculations Not included in calculations



58 TOC Other
4G Mobile Cameras for 

Platform End CCTV Coverage
Mobile cameras for hotspot locations to identify crime, 

trespass and concern for welfare incidents.

Improves intelligence of known individuals who require 
intervention. Potential reductions in crime and trespass related 

delay.
n/a No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

59 TOC Other
Sharing CCTV footage with 

Council at St. Leonards Warrior 
Square

A trial to share images from CCTV with local council, and vice 
versa, in order to widen the area available to be monitored.

Greater visibility of station and surrounding area, with aim to reduce 
anti-social behaviour. Greater collaboration with local authorities.

TBC Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

60 TOC Other
Body Worn Camera for 

Operational Staff
Improvements to body worn video for frontline operational 

staff.
Improved visibility during incidents. Reduction in delay caused by 

crime as the camera acts as a deterrent. 
n/a No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

61 Operations KICC Strategy
Developing a vision and set of objectives for KICC to improve 

integration and deliver better outcomes.
Closer collaboration between Network Rail and Southeastern. More 

integrated incident management and decision making.
Q1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

62 Freight
Retiming of 6M45 Dollands 

Moor to Daventry
Retiming of a consistent poor runner, which has affected 

Southeastern services through reactionary delay.
Reduction of FOC-on-TOC delay and improved resilience for the early 

morning peak Maidstone East line service group.
Ongoing Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

63 Operations
Operational Process 

Improvements
Ongoing continuous improvement program based on 

refining existing use of systems and process.
More efficient use of existing tools means improved response to 

incidents and decision making.
Ongoing Yes VA, VB, VC 958 1065 1171

64 Freight MOM Grab Bags
Recommendation from SPIR. A grab bag available for the 

Mobile Operations team to assist with freight defects in the 
absence of a FOC fitter.

May reduce response time for incident management due to long 
response times of FOC fitters.

TBC Unknown Not included in calculations Not included in calculations Not included in calculations Not included in calculations

65 Freight
Wagon Appreciation Course 

for MOMs
Recommendation from SPIR. A brief overview of regular 

faults on common wagon types.
May reduce response time for incident management due to long 

response times of FOC fitters.
TBC Unknown 0 0 0

66 Freight
Angerstein Wharf Crossing 

Closure
Closure of foot crossing at Angerstein Wharf.

Reduces reactionary delay caused to TOC services. Removes the 
requirement for a train to be held outside of the branch.

TBC Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

67 Operations Timetable
A timetable which has been designed around the need for 

good performance and resilience during the return of 
passengers to the network.

Provides a plan which is designed with optimal performance in mind. 
Peak-killer services removed and focus on resilience.

Ongoing Yes

68 High Speed
Improved Fencing - 

Westenhangar and Ebbsfleet

Work completed but benefit to extend into 2021/22 
financial year. Fencing has been improved at key locations 

identified as possibilities for trespass at lorry stops and 
customs locations.

Reduces the likelihood of ingress onto the railway by unauthorised 
individuals. Reduces likelihood of trespass.

Ongoing Yes II 84 93 103

69 High Speed Renewals Work
Renewal of key components and systems across HS1 

throughout CP3.
Ensures HS1 continues to perform at high level and ensures 

continued resilience of assets and infrastructure.
Q1 2021/22 Yes IR 254 282 310

70 Fleet 395 Passcom Covers
Benefits TOC Other, Work completed by Engineering. 

Replacement of passcom covers on 395 fleet.
Reduces impact of passcom related delay. Reducing incident count 

and delay minutes.
Q2 2021/22 No IS 14 15 17

71 Asset
Reduction in Service Affecting 

TSRs
Targeted track renewals and medium refurbs and increase in 

volume of OTM shifts on areas prone to SMD.

Reduction of sub threshold delay. Improvement to wider network 
resilience through fewer service affecting TSRs and earlier 

intervention.
Ongoing Yes IS 90 100 110

72 Asset
Reduction of Track Circuit 

Failures
Conversion of TI 21 track circuits.

Greater resilience of track circuit assets, reduction in incident count 
and delay minutes associated with track circuit failures.

TBC Yes IS 13 14 16

73 Asset
Reduction of Telecoms 

Failures
Improvements to DOO monitors Reduction of failures, improvement in DOO camera reliability Ongoing Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

74 Asset Reduction of GSM-R Faults Reduction of GSM-R Faults Improves resilience, improves incident management and safety. Ongoing Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

75 Asset Signalling Power Supply
Reduction in power supply cable faults through improved 

remote condition monitoring.
Improves resilience, early intervention, incident prevention. TBC Yes 450 500 550

76 Seasonal
Vegetation Management 

Strategy
Reduction in delay though targeted approach to vegetation 

management.
Improves resilience, early intervention, incident prevention. Ongoing Yes IB 460 511 562

77 Asset - London 
Bridge

RAS Track Defect Cameras Cameras to remotely monitor the quality of the track. Improves resilience, early intervention, incident prevention. Q1 2021/22 Yes IR 1627 1808 1988

78
Asset - 

Orpington
IBJ/IRJ Replacement at 

Orpington

Replacement of block joints in the Orpington area due to 
higher tonnage using the rail network in this area since 

2018.

Improves resilience, early intervention, incident prevention. 
Reduction in track delay.

Q1 2021/22 Yes IR 174 193 212

79 Asset - Ashford
EBI200 Track Circuit Fuse 

Replacements
Replacement of EBI200 track circuit fuses in the East Kent 

area.
Improves resilience, early intervention, incident prevention. Q1 2021/22 Yes JS 10 11 12

80 Asset - Ashford Axle Counter Litter Deflectors Litter deflectors to protect axle counters from short circuit. Improves resilience, early intervention, incident prevention. Q1 2021/22 Yes IS 703 781 859

81 Seasonal Innovation Workshop Set up initial worskhop to be followed by periodic reviews.
This worskhop aims to pull together different sects of the business, 

and address high risk seasonal issues, seeking alternative resolutions 
and risk mitigations 

TBC Yes IS 703 781 859

82 Seasonal WSP & GPS data availability 

Collection and mapping of Wheel Slide Prevention (WSP) 
data to allow seasonal controllers to deploy Work As 

Required (WAR) resource in response to poor adhesion. WSP 
data aims to collect mapping of train wheel slides and 

prevent the risks associated. 

The data acquired will allow seasonal controllers to provide 
adequate responses to poor adhesion

Q3 2021/22 Yes IR, IS 1423 1581 1739

83 Telecoms
Driver Only Operation (DOO) 

Renewals

Renewals of life expired of DOO monitors (1457), cameras 
(1178), power & co-axial cables, replacement or 

refurbishment of camera/monitor housings. Surveys 
currently in progress

Reduces the risk of DOO serice affecting failures by upgrading assets 
to latest versions thus improving operational performance

P3 2021/22 Yes 0 0 0

84 Telecoms
Base Station Tranceiver 

Upgrade
Replacement all the life expired Base Station Transceivers at 

various locations. Locations to be confirmed shortly
Reduces the number of failures with the GSMR network P1 2021/22 Yes IR, IS 1423 1581 1739

85 Telecoms
GSMR & Train Describer UPS 

UPGRADES
Replacement a UPS at at East Farleigh, Sturry, Aylesford and 

Maidstone sites
This will provide power backup stability to prevent downtime of the 

GSMR BTS
P1 2021/22 Yes 0 0 0

86 Telecoms Level Crossing Phone Upgrade
Replacement of life expired level crossing telephones at 

various locations. Locations to be confirmed shortly.
This will reduce the number of failures on the level crossing phones. P1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations



87 Telecoms FTN Equipment Upgrade
Replacement of life expired rectifiers, chargers & batteries at 

221 different FTN locations
This will reduce the number of failures at the FTN locations P1 2021/22 Yes 0 0 0

88 Telecoms
Human Machine Interface 
(HMI) upgrade for handsets 

[used by signallers]

Replacement of life expired Human Machine interfaces (HMI) 
for the signallers at various locations. Locations to be 

confirmed shortly
This will reduce the number of failures on the telephone handsets. P1 2021/22 Yes 0 0 0

89 Telecoms
PETS Upgrade for the Signal 

Box

Replacement of life expired Public Emergency Telephone 
Systems (PETS) at the various signal boxes. Locations to be 

confirmed shortly

This will reduce the number of failures on the PETS system at the 
signal box

P1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

90 Telecoms Concentrator Upgrade
Replacement of life expired STS Concept 32 concentrators at 

various locations. Locations to be confirmed shortly
This will reduce the number of failures on concept 32 concentrators P1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

91 Telecoms PABX Power Supply Upgrade
Replacement of life expired power supply for the PABX 

concentrator at various locations. Locations to be 
confirmed shortly

This will reduce the number of failures on the PABX concentrators P1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

92 Telecoms
Fixed Transmission Network  

Upgrade
Replacement of life expired FTN transmission equipment at 

at various locations. Locations to be confirmed shortly
This will reduce the number of failures on the FTN network. P1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

93 External CCTV Survey
CCTV Survey of top 15 locations for security incidents 

identified by BTP Fusion Unit.

Understanding the scope of the CCTV at these locations and 
providing recommendations for improvements - Opportunity for 

further workstreams.
Ongoing Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

94 External Gillingham Footbridge Caging Upgrading the caging over the footbridge.
Prevent unauthorised access to the railway, therefore reducing 

trespass delays in the area. Improved safety of the users of the bridge.
Ongoing Unknown Not included in calculations Not included in calculations Not included in calculations Not included in calculations

95 External < Bridge Requiring Signage > Reduction in bridge strike delays. P1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

96 External < No Show Trespass Incidents >
Tracking and understanding of no show trespass incidents 

and how control deals with these.
TBC Unknown Not included in calculations Not included in calculations Not included in calculations Not included in calculations

97 External
Installation of gateline at 

Ramsgate station
Reduction of anti-social behaviour at Ramsgate station. n/a No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

98
Asset - London 

Bridge
Cable Doubling

Lewisham Vale Jn 7m 37ch - Nunhead Electrical section 
L247/L248 

Resilience & Redundancy P3 2021/22 Yes XA, XB, XC, XF, XI, XR 1939 2155 2370

99 Stations Assisted Travel Ambassadors
A team of assisted travel ambassadors who will assist 

customers requiring further assistance

This reduces the need of colleagues to leave duties at their primary 
location in order to travel to an unmanned station to assist a  

passenger, reducing chances for delay.
Ongoing Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

100
Asset - London 

Bridge
Welding Joints 

15 x Welding Joints (Approx) without cable doubling - 
Sidcup to Stone Crossing on HDR 11m 73ch - 19m 07ch

Asset Resilience P2 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

101 Stations
Removal of Items from the 

Track
A policy for removing items from the track.

Reduces the requirement of the MOM to remove items - reduces 
chances of delay through tresspass onto the railway

TBC Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

102
Asset - London 

Bridge
Positive Patrol Periodic Blackheath Tunnel patrols (13 vice 1) Asset Resilience & Reduction in incident count.  P1 2021/22 Yes XA, XC, XF, XR 901 1001 1101

103 Freight Arrival and Departure Project Checking the local operation to ensure that the schedule 
reflects the actual operation.

Improves the consistency between FOCs on reporting. 
Shunters reporting arrivals and departures at different points. 

Identifying problem terminals / yards and sidings. Aims to shape 
Train Planning Rules.

TBC Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

104
Asset - London 

Bridge
Replace Short Cembre Lugs - 

To New approved type
HHH - Golden Route Elephant castle 3m 40ch - 1m 50ch

All four Lines. 56 Lugs in total. 
Asset Resilience & Improving reliability  P2 2021/22 Yes XA, XC, XF, XR 1351 1502 1652

105 Freight
Freight Train Management 

Policy

Drives better consistency between signallers and Train 
running controllers on running early and late freight 

whilst considering cross boundary.

Improves consistency across TRC's and ensures improved 
performance. 

Ongoing Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

106
Asset - London 

Bridge
Replace Short Cembre Lugs - 

To New approved type
Bickley St 11m 76ch - St Mary Cray St 14m 59ch. 

All Four Lines. 30 Lugs in Total
Asset Resilience & Improving reliability  P2 2021/22 Yes M0 (465/466) 340 378 416

107 Freight Charter Train Database Sharing of inteligence for risks and vegitation. 
Reduces the likelihood of charter trains coming to a stand (steam 

engines)
TBC Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

108
Asset - London 

Bridge
053 P8 Failures

Reduction in banned to facing moves from P8 failure.  
(28 in total including NSAF) 

Asset Resilience & Improving reliability  P1 2021/22 No MN (SE Slade Green 465/466) 464 515 567

109
Asset - London 

Bridge
Plastic Insert Installation

(Wheel Timber)
Plastic Insert Installation on Wheel Timbers at Hungerford 

Bridge
Asset Resilience & Improving reliability  P1 2021/22 No M0 (395) 60 67 74

110
Asset - London 

Bridge
Hungerford Bridge Holding 

Down Straps
Reduction in Track Circuit Failures caused by short circuits 

on the bridge.
Replaces the previous straps with a rubberised insulated coating. TBC Unknown Not included in calculations Not included in calculations Not included in calculations Not included in calculations

111
Asset - London 

Bridge
White Board Review

Work Deliverer Whiteboard brief for CST, CX and NXG Foul 
Abnormals

Reduction in lost critical work P1 2021/22 Yes M0 (395) 60 67 74

112
Asset - London 

Bridge
RACOR Points

RACOR Points - Grove Park/Bramdean/UpSidings - 
Replacement of  front Timbers on at least 2 S&C units.

Improving reliability/Reduction in resource requirement P4 2021/22 Yes 466 Delays 2386 2652 2917

113
Asset - London 

Bridge
IBJ Replacement

Replacement of IBJ's 4 x Tanners Hill - PArks Bridge / 
Lewisham / Courthill/ Ladywell

Improved Asset Reliability P1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

114
Asset - London 

Bridge
IBJ Replacement Replacement of IBJ’s. 5 x Dartford - Strood. (2 Last Year) Improved Asset Reliability P1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

115
Asset - London 

Bridge
Isle Of Grain TQ Improve Track Quality to remove 10mile TSR Reduction in delay minutes & Incident Count.  P1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

116
Asset - London 

Bridge
Super Red Reduction in super red top 8ths. (4 Currently) Reduction in delay minutes & Incident Count.  P1 2021/22 Yes Not included in calculations Not included in calculations Not included in calculations Not included in calculations

117
Asset - London 

Bridge
CAT D - Cyclic Top

Action plan for 5 Cyclic top speeds Per Engineering area. Use 
eDST tool to help identify areas that need attention

Asset Resilience & Improving reliability  P1 2021/22 Yes I6, J9, JF, OD 1287 1430 1573



118
Asset - London 

Bridge
OTM TPAT/GPAT

Increase in Average output per shift of OTM (Excluding Axle 
Counter Areas) by better planning and use of TPAT/GPAT

Improvement In Track Quality P1 2021/22 Yes XA, XC, XF 2576 2862 3148

119
Asset - London 

Bridge
101 Reliability

Trial Interflon at at least 3 Contamination Sites, based on 
previous 101 point failure data to see if this will reduce 101 

failures further
Asset Resilience & Improving reliability  P1 2021/22 Yes OC 1236 1373 1510

120
Asset - London 

Bridge
Rail Creep

Themed patrol to identify rail within 7m of S&T furniture - 
Any OPEX rail to be removed and CAPEX rail to hold Capital 

delivery to account
Reduction in delay minutes & Incident Count.  P1 2021/22 Yes OC 1236 1373 1510

121
Asset - London 

Bridge
Abnormal Assurance

DU assurance panels held for CX, CST, NXG Foul, Lewisham 
and Gravesned abnormals

Reduction in lost critical work P1 2021/22 Yes OZ 20 23 25

122
Asset - London 

Bridge
FS2600 Modification - Fly 

Lead.
Old style fly lead can suffer from fatigue. New modification 

stops the wires breaking 
We won't have T/C failures attributed to this root cause. TBC No I6, J9, JF, OD 1029 1144 1258

123
Asset - London 

Bridge
Impedance Bond Survey Survey of impedance bond state and connections Identify areas we can improve installation to newer standards P1 2021/22 N/A Not included in calculations Not included in calculations Not included in calculations Not included in calculations

124
Asset - London 

Bridge
Single Rail EBI TU Survey Identify sites still having SPETU's installed. Identify assets we can remove which are unreliable. P1 2021/22 N/A 450 500 550

125
Asset - 

Orpington
Points Ops Contacts

Improved Point reliability - Renewal of Ops Contacts as part 
of annual point service.

The Ops Contact is a critical component for points operation and is 
typically installed and used until failure.  The component is not 

remotely monitored and  therefore fails in an uncontrolled manner.   
The cyclical replacement of the component reduces the likelihood of 

failure.

P1 2021/22 No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

126
Asset - 

Orpington
Insulated Rail Joint 

replacement 

Improved track asset reliability - Accelerated Insulated rail 
joint replacement on high asset population/high 

performance risk areas/poor condition assets.

General reduction in the asset used life for IRJs in targeted critical 
locations.  This will reduce the likelihood of an uncontrolled 

emergency failure of the IRJ, emergency ESR and/or associated track 
circuit failure.

TBC No ZS, ZU, OC 4915 5461 6007

127
Asset - 

Orpington
Clay bank tree removal 

Improved clay bank resillience - Removal of 'thirsty' trees in 
clay bank dessication areas on the RTT.  Up and Down 33m 

10ch - 34m 20ch

Removal of 'thirsty' trees in clay bank dessication areas to reduce the 
impact of clay bank Soil Moisture Deficit.  This should deliver less 

severe SMD, reduce the SMD impact to a smaller period of time in the 
summer season and allow more time to plan works to prevent speed 

imposition.

Q3 2021/22 No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

128
Asset - 

Orpington
831pts Heavy Refurbishment

Improved point reliability on the Delivery Units worst 
performing point asset.

This business case is to request performance money to replace the full 
set of switches for VS831A and VS831B points and their associated 

S&T equipment. 
Q3 2021/22 No OQ 29 32 36

129
Asset - 

Orpington
October TTH Blockade - 

Vegetation works
Incident reduction - Proactive/accelerated vegetation 

management
Clearance of  of vegetation/trees in location that is difficult to access 

and has had a number of recent delay causing incidents.  
Q3 2021/22 No 450 500 550

130
Asset - 

Orpington

October TTH Blockade - 
Wadhurst point machine 

renewals.
Incident reduction - Accelerated renewal of critical asset.

New machines, drives and cranks on 311pts and 312pts at Wadhurst.  
Reduction in likelihood of point failure at critical location.  

Wadhurst points are 1) critical to the service due to single line 
throught Wadhurst tunnel 2) are difficult to get to in terms of 
response time (with response teams at Tonbridge and Hastings 

response times can be 1hr+).

Q3 2021/22 No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

131
Asset - 

Orpington
October TTH Blockade - 

Traction return cable refurbs.
Incident reduction - Asset refurb and upgrade.

Refurb of traction return cables and upgrade of associated 
leads/bonds through Wadhurst tunnel.  This works will reduce the 

likelihood of traction return issues, burning ally plates and track 
circuit issues).  The tunnel is critical being single line so any failure 
impacts both the up and down trains.  Wadhurst is also difficult in 

terms of response time (can be 1hr+ for response attendance).

Q3 2021/22 No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

132
Asset - 

Orpington
Bridge 161 wheeltimbers XTD 

2100 (Petts Wood)
Asset resillience - Replacement of wheeltimber and 

additonal 

Renewal of 4x wheeltimbers to remove the risk of COT speeds caused 
by poor fitted timbers, movement of bridge causing increased wear 

on timbers and components.  Install of metall components to reduce 
the wear on timbers and improve ride quality prevent and remove 

repeating L2s and ultimately prevent any ride related speed 
reductions.

TBC No Not included in calculations Not included in calculations Not included in calculations Not included in calculations

133
Asset - 

Orpington
Chislehurst 1000/1001pts 

crossing replacements
Asset resillience - Replacement of crossings with poor 

reliability due to design flaw.

Replacement of 3x remaining crossings (3 of 5 remain) associated 
with 1000pts and 1001pts at Chislehurst that have a 

manufacturing/design flaw making them prone cracking/breaking.   
Removal of these crossings will remove the risk of failure and 

ESR/blocking of the line.

Q1 2021/22 No Not included in calculations Not included in calculations Not included in calculations Not included in calculations
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