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Abellio is investing over £1.4 billion in the 
next few years to make the railway in 
East Anglia better than ever.
Over the coming years, you’ll see an enormous amount 
of work going on to build a railway that the whole region 
can be proud of. During our bid, we worked hard to 
engage with stakeholders to understand what the 
railway can do to serve the needs of local people, and 
we sought to develop plans that met or exceeded the 
expectations of many. 

We’re investing in an all-new fleet of 
trains – they’ll start arriving in 2019 and 
will all be in service by December 2020.
Every carriage currently running on the network will be 
replaced. In total, there’ll be 1,043 new carriages 

New trains don’t get built overnight, but we are working 
hard to deliver the huge amount of transformational 
change we have planned.

However, one of the things that won’t be changing is 
our desire to work with our stakeholders up and down 
the network in order to together build a stronger region. 
As ever, we need your support to be able to bring 
about the best change we can.

including 131 new electric trains and the region’s first 
fleet of 38 bi-mode trains (meaning that some areas 
will get a through-service where customers today have 
to change trains). Every carriage will feature super-fast 
WiFi, plug sockets and air conditioning as standard.

There’ll be four new types of train:

*Each carriage on the Bombardier trains will be 24 metres long, as opposed to 20 metres today. So a 10 carriage Bombardier train is the same length as a 12 carriage train today.

Type Manufacturer Route Carriages Number in fleet

Inter-City Stadler, Switzerland Norwich to London 12 10

Regional Bi-Mode Stadler, Switzerland Regional routes radiating from 
Norwich, Ipswich and Ely

3 or 4 38

Stansted Express Stadler, Switzerland Stansted Airport to London 12 10

Outer Suburban Bombardier, Derby Braintree, Broxbourne, 
Cambridge, Cheshunt, Clacton, 
Hertford, Ipswich, Norwich and 
Southend to London

5 or 10* 111

What’s new?

New trains

SUPPORTING 
GROWTH 
ACROSS EAST 
ANGLIA BY 
TRANSFORMING 
YOUR RAILWAY

There are big changes planned in the 
timetables published in December 
2018 and 2019.
With each one will come more choice of services and 
reduced journey times, allowing more frequent services 
as we make the most of our new trains. Improvements 
will include:

•  ‘Norwich in 90’: two trains each way per day, operating 
to London in the morning peak and returning to 
Norwich in the evening peak/early evening. One train 
each way per day will reach Ipswich in 60 minutes.

•  Up to 10% quicker journeys across the network.

•  Higher off-peak frequencies from Hertford and 
Southend to London.

•  Improvements on regional routes, including increased 
frequencies, better connections, later trains and more 
Sunday services.

All this will help us to deliver increased capacity to meet 
the needs of a growing railway.

Faster and more frequent services

Welcome to the beginning of a new era for the railways of the East Anglia region. 
On behalf of the team at Greater Anglia who will be delivering your train service, 
day-in, day-out over the next nine years, I’m delighted to tell you more about the 
transformation we’re planning to bring to your railway.

It will certainly be an exciting era of investment, growth and renewal with a £1.4 
billion investment in brand new trains, better timetables that offer more frequent 
services, significantly faster journey times on many routes, and 55% more seats into 
London in the morning peak. By 2020, the region will have a train service that’s 
unrecognisable compared to the one today.

The needs and expectations of our stakeholders and customers were at the heart of 
our thinking when we put together our plans for the new franchise; and as we make 
this investment and bring in the wide range of improvements that we have promised, 
there will be more opportunities for our stakeholders and customers to have their 
views heard and to influence what we seek to achieve.

We are really looking forward to making positive improvements to your 
railway and to working with our stakeholders to deliver a better-than-
ever train service that is fit for the socio-economic needs of the whole 
region, and plays a major role in supporting its dynamic economy.

We feel privileged to have been chosen to continue to be custodians 
of your railway, to power progress and make this change happen. 

Yours sincerely,

Jamie Burles
Managing Director
Greater Anglia



There will be new ways for our customers 
to buy tickets: all stations will have ticket 
machines and we will continue to roll out 
Smart Cards across the network.
New ‘Flex Carnet’ tickets will suit customers who travel 
by train regularly, but not five days a week, and on-the-
day Advance Purchase tickets will offer great value 
travel. Furthermore, we will be bringing our highly-
successful Club 50 railcard to East Anglia, offering 
discounted travel to the over 50s. We will guarantee 
that our lowest prices will always be on our website, 

and make it easier to claim compensation after 
disruption by introducing automatic Delay Repay.

We’ll be supporting our customers who may need help 
or advice about using the railway, whether before, 
during, or after their journey by adding help points to our 
platforms and our app. These will connect to our 24/7 
information team. There will be lots of other ways to 
contact us: Twitter, Messenger, email, phone, text, help 
points or, of course, talking to one of our team, who will 
all have smartphones to assist our customers.

We will work to better integrate  
East Anglia’s railway, both with the 
communities it serves and other  
modes of public transport.
As part of this, we will add new multi-modal digital 
information screens at main interchange stations, and 
our Transport Integration Forum will make sure there’s 
better coordination between rail, bus, air and ferry 
operators. Rail ticket machines will be placed at a 
number of locations away from stations, such as Park & 
Ride sites. Cyclists will benefit from 4,000 new cycle 
parking spaces and more cycle hire schemes across 
the network.

Our innovative Cab&Go app, which allows customers to 
seamlessly continue their journey by taxi will also be 
relaunched, and there will be over 1,700 additional car 
parking spaces.

You’ll see the benefits of our £60 million 
programme to refresh all the stations. 
We’ll paint, repair and give them a 
deep clean to bring them up to the 
standard our customers expect.
We’re also creating a team of ‘Station Presentation 
Managers’, who’ll then be responsible for making sure 
they’re kept in good shape. 

We’re investing in facilities to make stations a better place 
to spend time. There’ll be more seats at many stations 
(over 1,000 in total), new/refurbished waiting rooms at 16 
stations, new waiting shelters at 13 and new or improved 
toilets at a number of stations. Every station will have WiFi 
connectivity and new digital information screens, capable 
of showing far more information than the current ones.

There will also be significant upgrades at Broxbourne, 
Cambridge, Cheshunt, Harlow Town and  
Southend Victoria.

A new deal on fares

Getting to and 
from stations

Investing in our stations

Under the new franchise, we will invest 
£3.5m in increasing support for existing 
Community Rail Partnerships, and seek 
to create new ones on routes that we 
feel could benefit.
Our approach will embed rail into the heart of local 
communities by enabling, empowering and engaging 
with existing CRPs to help them grow the rail market 
and make local lines and stations a stronger part of 
their local communities. This will be underpinned by an 
enhanced package of funding, technical support, and 
a more professional approach to business planning. 

We’ll also work with local stakeholders to upgrade the 
valuable work and contribution of Station Adopters and 
to seek more of them. 

And we’ll work with CRPs and other local stakeholders 
to maximise opportunities to attract third party funding 
for station improvements, especially when they deliver 
wider social, economic, and environmental benefits.

Community Rail



We want to create stronger 
connections with the communities we 
serve, and will do so in all sorts of ways.
We will contribute over £3m towards ‘fixing the link‘ 
station projects to connect people to the railway, 
including a team of personal travel advisers to reach 
out to communities where more people want to use the 
train for the first time.

We know improved performance is a key 
priority for customers and stakeholders.
In our new franchise, we will have an alliance with 
Network Rail that focuses on improving performance 
and punctuality with a number of initiatives and key 
measures designed to reduce the causes and impact 
of delay and to create a more reliable railway.

We are also working to reduce journey times as much 
as we can, for instance, by seeking to reduce the 
number of speed restrictions and improving level 
crossings. We will have targets for delivering a service 
you can rely on. Full details are on greateranglia.co.uk 
but here is a snapshot (all numbers are %).

We are determined to continue our 
drive to improve customer experience 
satisfaction throughout the franchise.
Our website shows the opening hours for ticket offices 
at our staffed stations as agreed with the Department 
for Transport (DfT). Our target is to have them open 
100% of the agreed time. We will report how we are 
doing against this target in our 6-monthly customer 
report and every four weeks on our website.

The DfT has started using a new measure of the 
experience we provide to customers, which includes 

perceptions of customer experience, surveys of 
passenger facilities and our staff’s performance.

We will appoint an Integration and 
Accessibility Manager from the start 
of the franchise.
They will work with local authorities to deliver a truly 
accessible service. We will commission research and 
mystery shoppers to monitor our facilities and services, 
undertaking regular access audits to review progress. 

As well as the £3.5m investment in community rail, we 
will consult with customers, stakeholders and other 
users of the network to identify potential schemes that 
can improve the community and customer experience 
of using the railway. We will invest £750k a year through 
our Customer Experience Fund to deliver a range of 
benefits for our customers and communities.

From this research we will develop initiatives to improve 
accessibility and passenger assistance, with input from 
local authorities. We will work with taxi operators to 
increase accessibility across the network. Customers will 
be able to book assistance online before travel, and by 
2018 we will reduce the notice needed for these bookings 
to 12 hours. By the end of the franchise, we aim to reduce 
this to just one hour.

Addressing Train 
Performance for 
a more reliable 
railway

Links with your community

A better customer experience

Passenger assistance

Towards a more 
sustainable railway

We have a lot of plans to transform the 
railways of East Anglia and this 
brochure only provides a snapshot.
To help us make a success of our plans, we want to work 
closely in partnership with stakeholders. Abellio has 
always believed in close partnership working but we 
want to step that up even more in the coming years, to 
give stakeholders a real say and involvement in our 
business. To that end, we are planning to establish a 

Stakeholder Advisory Board as a forum to provide 
knowledge, insight and expertise so that we can 
develop the best quality plans to benefit customers and 
the wider population. We’re also planning to develop 
Partnership Agreements with key stakeholders setting 
out objectives and ways of working to suit local areas. 
And we’ll enhance our stakeholder and media teams 
with more resources to help Greater Anglia maximise its 
work with stakeholders.

Our Customer Experience targets
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Our Public Performance Measure targets

Our Cancellation and Significant Lateness 
(CaSL) targets

PPM = the % of trains arriving at their destination within 5 minutes of 
schedule (or 10 on longer journeys). 
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CaSL = the % of services that are cancelled or over 30 minutes late.
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•  We will use 10% less water and 23% less energy.

•  90% of waste from stations will be recycled.

We will reduce our impact on the 
environment by using less energy and 
water, and recycling more, with zero 
waste going to landfill by 2017.
We will reduce carbon emissions by 44% 
per passenger km.

Stakeholder involvement 
in our new railway


