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Fleet
n  Total fleet replacement by December 2020; all the 937 passenger carriages currently in use on the 

network will be replaced by 1,043 brand new carriages. Of these, 660 will be built by Bombardier 
in Derby and will be of the ‘Aventra’ type, with 120 metre five carriage, and 240 metre ten carriage 
formations (the equivalent of 6 and 12 carriage formations today). The remainder will be built by Stadler 
in Switzerland and will be of the ‘Flirt’ type, coming in three varieties for Intercity (12 carriage electric 
trains with First Class), the Stansted Express (12 carriage electric trains) and regional routes (3 and 4 
carriage bi-mode trains, capable of operating under diesel or electric power). All will feature super-fast 
WiFi, plug sockets and air conditioning.

n  The new fleets will be maintained in a combination of existing depots and a new purpose-built facility. 
In total, we will spend £120 million upgrading maintenance and stabling facilities.

n  The current trains will be retired from service between 2019 and 2020, and will be returned to their 
respective leasing companies for re-use across the UK network, or disposal.

n  Seventy two additional electric carriages will be introduced onto the network from January 2017, to 
operate on the West Anglia and Great Eastern routes. In addition, refurbished trains will be deployed in 
the short term on services to Southend, Braintree and Ipswich. All electric trains will be fitted with WiFi, 
where not already fitted, and many trains will be modified to better accommodate disabled customers.

Timetable
n  The timetable for all routes will be entirely re-written, offering faster journeys, more frequent trains and 

better connections.

n We will be implementing three key stages of timetable changes:

 •  By May 2019: we will make the existing timetable more robust, increase train lengths where possible, 
and make use of infrastructure enhancements in the Lea Valley by adding an additional two trains 
each hour between Stratford and Angel Road.

 •  From May 2019: ‘Norwich in 90’ will be achieved by two trains in each direction per day, ‘Ipswich in 60’ 
will be achieved by one train each way per day. These will run to London in the morning peak and 
from London in the evening peak/early evening. There will also be an extra train each hour between 
Ipswich and Norwich (an extension of the current London to Ipswich service). Lowestoft will be linked to 
London by four direct trains per day each way, while Norwich to Cambridge services will be extended 
to Stansted Airport. Southend services will increase from three to four trains per hour off peak, and 
Hertford East services will increase from two to three trains per hour off peak. Sunday services will also 
dramatically improve, particularly on regional routes.

 •  From December 2019: the timetable will be tweaked to make best use of the high performance 
characteristics of the new trains, reducing journey times and making the timetable more robust. 
Some trains between Cambridge and London will become faster, and Sudbury branch trains will 
be extended from Marks Tey to Colchester Town. There will be more trains on the Norwich to Great 
Yarmouth line, the Harwich line and the Bittern Line. The service between Ipswich and Peterborough 
will be doubled to hourly.

Capacity
n  Through a combination of new trains and an improved and more frequent timetable, there will be a 

significant increase in capacity by the end of 2020:

 • There will be a 55% increase in the number of standard class seats into London in the morning peak.

 • Each week, an additional 1,144 weekday services will run.

n  The shortest trains on the network, which are currently one carriage and run to Felixstowe, Bury St 
Edmunds and Ely will become at least three carriages.

Stations, infrastructure and technology
n  Working with Network Rail we will be extending platforms on the West Anglia route to support 240 

metre train operation, where is it not currently possible.

n  Investment of £60 million on improving stations, including major schemes at five stations: Broxbourne, 
Cambridge, Cheshunt, Harlow and Southend Victoria.

n  All stations will be fitted with new digital Customer Information Screens, which will combine WiFi, help 
points, CCTV and Customer Information Screens into one unit. They will be connected to the trains, so 
can show which carriages have the most capacity.

n Every station will undergo a deep clean and refresh within the first 15 months of the franchise.

n  61 extra Ticket Vending Machines (TVMs) will be installed across the network, so that every station has at 
least one ticket machine.

n  10 ticket machines will be installed at locations other than at rail stations, such as in Stansted Airport 
and ‘Park & Ride’ sites.

n New ticket gatelines will be installed at Witham, Wickford and Ely.

n  Additional high definition CCTV cameras will be installed across the network, to improve the safety and 
security of our customers and staff.

n 1,782 additional car parking spaces will be added, as well as 4,000 additional cycle parking spaces.

n  We will issue all our frontline staff with Smart devices to help give the best possible information to our 
customers.

Fares & ticketing / other customer benefits
n  Headline fares on the Stansted Express will fall, and we will add new group fares designed to maximise 

value for groups of two, three and four.

n  We will improve transparency of the fares system, by adopting ‘best direct fares finder’ sections on 
ticket machines.

n  Automatic Delay Repay will be introduced for season and advance purchase ticket holders, ensuring 
customers get swift compensation if their journey is delayed.

n We will continue to promote the use of Smart ticketing.

n  Flex Carnet products will be introduced, allowing customers who travel on the same route regularly, but 
not every day, to benefit from discounts.

n  We will improve Advance tickets, allowing the purchase of cheap, train-specific tickets up to ten 
minutes before a train’s departure.

n  We will introduce Club50, a railcard for 50+ year olds, offering 10% discounts on Off-Peak, Super Off-
Peak and Advance fares bought online.

n There will be a £750k per annum customer experience fund.

Employment / supporting the local economy
n We will take on 20 trainees per year, with a minimum of 30 apprenticeships by 2019. 

n There will be a £14m investment in training for colleagues over the life of the franchise.

n  We will focus on continuous improvement and innovation, including setting up an Innovation Academy, 
a £250k innovation fund and a community improvement fund.


