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Is the end in sight?
This year has seen many line closures as a result of 

engineering work on the line.   The most important 

of these have been as a consequence of the London 

Bridge redevelopment, with the South Eastern 

section being completely closed from the August 

bank holiday weekend until the first weekend in 

September, and further closures are planned for  

Saturday 23rd December until Monday 1st January 

inclusive.  The good news is that from Monday 2nd 

January normal service should at last be resumed, 

with all trains to Charing Cross and Cannon Street 

(apart from a few in the contra-peak direction) 

calling at London Bridge, allowing easy inter-

change for those terminals as well as other routes. 

The bad news is that during all the Southeastern 

engineering  works, Network  Rail plan to work on 

many Southern routes, including the Tonbridge to 

Redhill line. The result is that getting to London 

from Tonbridge on some dates will necessitate 

travel by road for some of the journey.  Our 

particular concern is for travel on the Saturday 

before Christmas, 23rd December, when many folk 

will be expecting to catch up on their Christmas 

shopping. This happens far too often, and we are 

calling on Network Rail to review urgently the 

engineering programmes between adjacent routes 

so that there is at least one line open on any given 

day.  A further problem is that on too many 

occasions, such as in September following an 

incident in Sevenoaks tunnel, trains are disrupted  

on the following working day. We are therefore 

urging Network Rail to examine their systems 

closely to ensure that their contractors are better 

prepared.  JR           

 ____________________________________________________________________________________ 

Delay Repay delayed? 

With over-running engineering works and the odd 

autumn leaf in evidence, many members will have 

been busy submitting Delay Repay claims over 

recent weeks.  This scheme provides compensation 

if you are delayed by 30 minutes or more.  Delay 

Repay is widely regarded as fairer than the 

Passenger Charter compensation it replaced, 

especially after Tonbridge Line Commuters 

successfully campaigned for an improved formula 

for working out the payments due to season tickets 

holders.  

When first introduced, Delay Repay compensation 

was only payable by rail travel vouchers.  This was 

inconvenient, and many people had no opportunity 

to spend the vouchers until buying their next 

season ticket.  Fortunately, passengers now have 

the option to elect to have payments sent directly 

into their bank account via BACS.  However, 

regular claimants will have noticed that once a 

claim is approved – which may itself take several 

days or weeks – they are informed that payment by 

BACS will take up to 14 further days.  This 

appears excessive, so we asked Southeastern to 

explain why passengers should wait so long to 

receive their money. 

Having, ironically, taken a long time to reply to 

our query, Southeastern explained its position and 

provided a detailed explanation of the steps 

involved in processing a BACS payment.  The 

time taken depends on the day of the week when 

the claim is approved, but in fact varies between 7 

and 10 days.  We have questioned whether the 

process is as efficient as it could be, and high-

lighted that our ultimate concern is the overall time 

between the submission of a claim and its eventual 

payment.  We think that this should be no more 

than 14 calendar days (10 working days).  

Southeastern has rebuffed this by stating that they 

operate within the timeframes set out in their 

current franchise agreement.  Given this, we are 

focusing our efforts on trying to get tighter 

deadlines written into the next franchise.  After all, 

when your train is delayed, you don’t want your     

compensation to be delayed as well!               JM  
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Train Faults 

TLC would like to apologise that this column will 

be 10 paragraphs rather than the advertised 12.   

This is due to a fault with our pen/paper 

/fingers/printer/computer/too many leaves on the 

laptop/frankly couldn’t be bothered (delete as 

applicable).  We would like to apologise for any 

inconvenience caused. 

Frustrating, isn’t it? Countless Southeastern trains 

have suffered a similar fate over the past few 

months. The timing is most unfortunate as it 

coincides with Southeastern trumpeting that 

they’ve acquired 68 new carriages and as a result 

5,000 additional seats will be available for peak 

services… on other lines. Yes, that’s right, our 

lines do not directly benefit from this additional 

capacity. 

This is an issue that TLC have been pushing 

Southeastern for a reaction. We noticed that short 

formations often weren’t announced, causing 

passengers to scurry along the platform for a 

chance to board the service. We’re very conscious 

that for the majority of passengers this is an 

inconvenience, but for those less able-bodied 

amongst us it can be a real struggle. At first 

Southeastern seemed to deny there was a problem, 

so we kept highlighting train faults on social media 

and that resonated with some of our followers who 

joined our quest for answers. We’re pleased to see 

Southeastern taking a more pro-active approach to 

announcing formation changes (although we noted 

there were 82 train formation changes across the 

network on 18 October). 

This issue set the agenda for our recent meeting 

(16th October) with Southeastern. We met Chris 

Vinson, who is a recent addition to the 

Southeastern team as their Stakeholder 

Engagement Manager. Chris had provided a partial 

explanation for the faults via email but we weren’t 

satisfied and pressed for greater detail. We were 

pleasantly surprised to be joined by Ross 

Balcombe, who is Southeastern’s head of 

engineering compliance. Ross gave what we felt to 

be a very honest and frank assessment of the 

current situation. 

The facts of the situation seem to be that the 

Southeastern fleet has been operating at maximum 

capacity for a considerable length of time. 

Passenger demand has increased significantly 

during the life of the franchise, and the size of the 

train fleet has not kept pace. In order to meet 

demand, the trains are being pushed harder and 

harder.  Given that they are generally an old fleet 

(The ‘Networker’ trains came into service in 1991 

when your vice-chairman had not long started 

school) the consequence is that preventative 

maintenance becomes reactive rather than pro-

active, resulting in increased train faults.   As there 

are few spare carriages, services have either to be 

cancelled or reduced in length. 

This is not a satisfactory state of affairs, but we are 

confident that in the short term, Southeastern are 

doing all they can to manage the current situation. 

Ross detailed the work that his team do and the 

methodical analysis undertaken. Chris compared 

this work to Sir David Brailsford’s marginal gains 

approach. For those of you who do not follow 

professional cycling, his methodology is one of the 

reasons why the UK is a leading light in the sport. 

He breaks every element down into its base level 

and identifies every possible source of 

improvement, then ranks the options so that the 

projects offering the largest gains are completed 

first. It works on the basis that the combination of 

a number of small changes are often more 

significant than a single large increase. 

The most common faults are door faults (where the 

air powered opening systems are now 25+years 

old). The mechanical problems can be fixed but 

Southeastern are finding it increasingly difficult to 

replace certain electronic components. When the 

trains were designed, electronic systems were seen 

as infallible and would last the length of the trains 

life.  This has sadly not materialised, and seems an 

inevitable outcome in 2017. Perhaps that is the 

benefit of hindsight? 

It is depressing to think that with the end of the 

franchise in sight (see article on page 5), neither 

Southeastern nor the Department for Transport are 

likely to want to invest greater resources into 

resolving this situation.   The best we can expect is 

the status quo.  

Let us hope that the Department for Transport and 

the bidders for the new franchise have a longer-

term view as regards rolling stock than those who 

proceeded it. We pay enough for our tickets and 

deserve a better service. If you are unable to board 

a train due to a short train, and are delayed by 

more than half an hour, make sure you file a ‘delay 

repay’ claim.                          RM    
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Redhill Line – our fight against the shuttle 

Regular readers of our new website will have seen 

our calls for evidence and updates on the GTR 

(Govia/Thameslink) 2018 Timetable consultation. 

While we lamented the Phase 1 downgrade of 

Redhill as a connecting station, we were pleased 

that direct services from Tonbridge to London (via 

Redhill) were being retained.   However, we were 

shocked to hear that in Phase 2 the Tonbridge to 

Redhill line was being downgraded to a shuttle 

service, with all users forced to change at Redhill. 

Our research shows that currently around one in 

five journeys on this line requires the passenger to 

change trains to complete their journey.  Should 

the proposals go through unaltered, this increases 

to three in five. The connecting trains are likely to 

be less frequent and slower, causing a considerable 

lengthening of journey.  

We have raised this with GTR on a number of 

occasions, and they are unrelenting in defending 

their position on the grounds that Reigate has 

greater demand for services than the five stations 

on the line from Tonbridge. Annoyingly, it is the 

failings of Reigate station (the platform can only 

accommodate 4 carriages) that have led to 

competition between Reigate and Tonbridge. 

A light at the end of the tunnel exists in Network 

Rail’s plans to expand the platforms at Reigate to 

8/12 carriages, which GTR have said will allow 

them to terminate a Thameslink train (minimum 

formation 8 carriages) there.  This then potentially 

frees up a line for Tonbridge to Redhill trains. 

However, we have some doubts that this will result 

in the restoration of service. Firstly, in this age of 

austerity, there is not a lot of money floating about 

for projects and so there is no guarantee that the 

platforms at Reigate will be extended.  Secondly, 

GTR seem to be running their franchise on the 

basis of numbers on a spreadsheet. Those of us 

who have worked for large companies will know 

the side effects that this approach can have. 

Tonbridge to London (via Redhill) has lost out due 

to the numbers of passengers from Reigate. What 

is to say that the numbers from another area will 

not seem more attractive later?  We suspect that 

GTR will have short memories when it comes to 

selecting who will benefit from the increased 

capacity. 

We don’t like these proposals; we think that GTR 

see the Tonbridge to Redhill line as an 

inconvenience and as a result neglect it. The 

feedback we have received from members and 

non-members alike is that this will have a huge 

impact on their lives and as a result some are either 

driving to another station or even considering 

moving home.   

Due to the peculiarities of the GTR franchise 

(which is a management contract rather than a 

company in operational control), the Department 

for Transport decides both on the services and the 

reimbursed cost of those services (we had 

requested a reduction in fares for affected 

customers to reflect the much poorer service they 

will receive).  To help us we have secured the 

support of Tom Tugendhat, our local MP, and will 

be lobbying the DFT to ask GTR to think again. 

The shuttle seems to be a fait accompli, with GTR 

unwilling to compromise. As a result, we shall be 

seeking the following: 

1.  Alternate trains from Tonbridge/Reigate to 

serve London. Whilst this would be a downgrade 

on the present service, at least an element of direct 

services will be retained. 

2.    Off peak services to depart every half hour. 

We are pleased that GTR have recognised the folly 

of their ‘school’ services and have increased 

provision at going home time. We think they can 

go one step further and offer an all-day half hourly 

service. We have long campaigned for direct trains 

from Kent to Gatwick and we see this as a pigeon 

step towards that goal.  

3.   Should GTR be unwilling to accommodate 1 

and 2 we are calling for the line to be transferred to 

the next Southeastern franchise. We think there 

will be more incentive to invest in services, which 

will ultimately benefit our members and people in 

the wider area. 

4.   If this is truly to be a short term cut, then we 

urge the Department for Transport to reduce fares 

for passengers travelling beyond Redhill until such 

time that direct to London services are restored. 

This gesture of goodwill may not help passengers 

with their work/life balance, but at least they will 

not have to pay through the nose for a poorer 

service. 

We hope that GTR will see reason and will not 

penalise residents between Tonbridge and Redhill, 

but recognise that it will require intervention from 

the Department of Transport to change these plans.                 

RM 
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Annual General Meeting – 23rd May 
This year's AGM was a well-attended and 

successful occasion, despite the refusal of Network 

Rail to field a speaker due to a rather strict 

interpretation of the 'purdah' rules in the run-up to 

the general election. They were prepared to 

provide a presentation, just nobody to present. 

John Reynolds stood in for Kathy Pratt to give the 

Chairman’s address and explained that Kathy 

would be standing down as Chairman due to 

personal commitments.  Reviewing the past year, 

the association had scored a notable victory with 

the withdrawal of plans for southeastern’s metro 

rail services to be ‘devolved’ to Transport for 

London.  However, the works at London Bridge 

project continued to cause significant disruption 

and Transport for London had not allowed tickets 

to be used at Bank.  The focus had since moved on 

to the competition for the next South Eastern 

franchise and to the Kent Area Route Study, which 

was out for consultation at the time of the meeting. 

In domestic businesses, John Reynolds was elected 

as Chairman and Robert Mansfield as Deputy 

Chairman, other members of the committee being 

elected to continue in their current roles.  A new 

constitution was adopted, making better provision 

for the eventuality of the association being wound 

up.  Rest assured, we have no plans to do this, but 

we felt it as well to have arrangements in place. 

Mike Gibson spoke on behalf of Southeastern. He 

noted that infrastructure problems, including a 

derailment at Lewisham, had affected performance 

but that it was now recovering.  Southeastern was 

attempting to work more closely with Network 

Rail, and had trialled Passenger Ambassadors at 

Charing Cross and Cannon Street. The franchise 

would end in December 2018, but plans for service 

changes in the new franchise were the 

Government’s and not Southeastern’s. Mr Gibson 

also spoke to a presentation provided by Network 

Rail, which emphasised that there were no firm 

plans to extend Charing Cross or Cannon Street 

stations (despite capacity problems at both being 

highlighted in the Route Study).  In responding to 

questions from the floor, Mr Gibson defended the 

unexpected fare rise in May, which he claimed 

reflected an increase in power supply and staff 

costs.   

Nicholas Heslop, leader of Tonbridge and Malling 

Borough Council (TMBC), spoke briefly about 

plans to improve pedestrian access at Tonbridge 

station, which would be funded from the Local 

Growth Fund (a national funding stream).  TMBC 

would continue to press for a direct rail link to 

Gatwick and for better parking and facilities for 

cyclists at stations.  The meeting concluded with 

light refreshments and a chance for members carry 

on discussions informally.       JM 
_______________________________________________________________________________________________________________________________

TLC Win – School buses 
TLC are pleased to announce a (partial) win for 

users of the school bus services from 

Hildenborough through to Tunbridge wells. Long- 

term members will be familiar with this problem. 

Each new academic year starts with a new intake 

of pupils and the bus company/council seem 

unable to accurately forecast demand for bus seats, 

and as a result there are often bottlenecks which 

severely impact on passenger services. 

This year it seems to be Hildenborough to 

Tunbridge Wells, particularly the 402 and 502 

services.  We were alerted to this problem on 

social media, as a number of users were frantically 

messaging elected representatives and Arriva, 

seemingly to little success. Whilst this is a little 

out of our core area, TLC decided to intervene and 

attempt to use our leverage to explore options with 

the bus company. 

After some obfuscation from Arriva we managed 

to establish contact with Steve Leonard, the depot 

manager at Tunbridge Wells, and as a result of our 

intervention, Arriva announced a short-term fix 

(from 29 September) of: 

1)  an additional 502 bus at 7.18 (from St John’s 

Church) to double the capacity in the morning 

(with an equivalent mirror service in the evening). 

2)  the 402 bus at 7:40 (again at St John’s) to be a 

double decker bus, rather than a single decker. 

Parents have expressed some relief at this 

improvement but fear that it will be insufficient. 

We haven’t received much in the way of feedback 

but hope that no news is good news. 

Arriva have stressed that any further improvements 

are in the hands of Kent County Council, and we 

shall be taking the matter up with them to secure a 

long-term solution.  We will also be investigating 

ways of improving the forecasting for future years, 

perhaps by asking parents to indicate in advance 

whether their children will be using the bus.     RM                                             
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South Eastern franchise - competition takes shape 
Since 2006 most train services through Tonbridge 

have been operated by Govia under the trading 

name ‘Southeastern’.  The current franchise in was 

a ‘Direct Award’ by the Department for Transport 

to Govia without a competitive bidding process, 

but is due to come an end in December 2018.   

This time the Department for Transport is running 

a full competitive tender to decide which company 

should run our services. Three bidders are 

currently in the race: 

• Govia is the incumbent operator, and is a joint 

venture between Go-Ahead and Keolis.  It also 

runs GTR (Southern, Thameslink and Great 

Northern). 

• Abellio (a subsidiary of Dutch National 

Railways) is bidding in conjunction with two 

Japanese companies, East Japan Railway and 

Mitsui.  It is already involved in a number of 

UK rail operations, including the Greater 

Anglia franchise. 

• Stagecoach is bidding in its own right.  It is 

currently involved in operating several intercity 

franchises (some with Virgin Group) and ran 

‘South West Trains’ until August this year 

(when it lost the franchise to FirstGroup and 

MTR Corporation). 

In September 2016 TLC met with an official from 

the Department for Transport and followed this 

with a detailed response to the Department’s 

public consultation in spring of this year.  Since 

then we have had face-to-face meetings with each 

of the three bidders and briefed them on our key 

issues.  These include: 

• Increasing the length of all rush hour main line 

services to 12 coaches, which should include 2 

by 2 seating, because the middle seats in groups 

of three are often uncomfortable and sometimes 

unusable. 

• Speeding up journey times by reducing the 

‘padding’ which has crept into timetables.  

• Increasing the Sunday service at Hildenborough 

to two trains per hour, and building a ramp on 

the down platform to provide disabled access 

• A fairer deal for part-time commuters, who 

unlike season ticket holders, do not receive any 

discount on their travel 

• Formally requiring the operator to consult with 

rail user groups such as ourselves 

We do not have a favoured bidder.  Rather, we are 

determined to see the best deal for passengers 

whoever wins the franchise.  In many respects the 

contractual requirements which the Government 

writes into the franchise will be more important for 

us than the company which wins.  It is largely the 

Government which determines which services will 

be operated and this will be set out in the 

Invitation To Tender (ITT) that will be sent to 

bidders.  This document should be published any 

time now, though it has in fact been due out for 

some time. 

There appears to be a possibility that the ITT may 

specify more stops at Orpington.  This would be a 

disaster for West Kent passengers, who would face 

severe overcrowding on the journey home, with 

the chances of getting a seat greatly reduced and 

those at London Bridge at risk of not being able to 

board.  At our request, Tom Tugendhat MP has 

kindly undertaken to contact the rail minister Paul 

Maynard to point out the flaws of such a plan. 

Meanwhile, we will stay engaged in the 

franchising process and will closely study the 

specification set out in the ITT.  The successful 

bidder should to be announced in late summer 

2018, assuming that the Department for Transport 

manages to keep to its original timeline.   We will 

then seek to establish a good working relationship 

with the chosen operator.  Whatever happens, we 

will continue to act as a critical friend to the train 

company by offering constructive criticism and 

feedback from our members.          JM 

_______________________________________________________________________________________________________________________________  

Tonbridge Line Commuters – Your Committee 
the following were elected at this year’s AGM: 

Chairman:           John Reynolds 

14 Cumberland Court, Tonbridge    

TN10 3AL           Tel. 01732 355871 

 

Vice-Chairman:  Robert Mansfield  

21 Ashley Road,  Hildenborough 

TN119EB  

 

Hon. Secretary: John Morton 

39 Rose Street,   Tonbridge 

TN9 2BN Tel: 01732 359308  

 

Hon. Treasurer:Lionel Shields 

13 Streamside,   Tonbridge  

TN10 3PU           Tel. 01732 355919 

 

Membership Secretary: 

Steve Terry: 

6 Poppy Meadow,  Paddock Wood 

TN12 6BN            Tel: 01892 833880  

Kathy Pratt 

98 Leigh Road, Hildenborough 

TN10 3                  Tel. 01732 838620 

 

        e-mail:    enquiry@tonbridgecommuters.org.uk 
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Terry Hines 

All of us at Tonbridge Line Commuters were 

shocked to hear of the death of Terry Hines on 

26th April 2017, after he failed to recover from a 

serious stroke in February.    Terry first joined the 

Association’s Committee in 1987 and showed 

himself as exceptionally keen and knowledgeable 

about all aspects of the Association’s business.  

We appointed him as Vice Chairman of our group 

in 1990, a post he held until 1996.  He agreed to 

become Hon. Treasurer in 1999, and looked after 

our funds with impeccable detail until 2006. 

Among the areas of the Association’s work that he 

involved himself with were anything to do with 

access to or development of Tonbridge Station, the 

cleanliness of trains, and, more prosaically, the re-

marketing of our Association as Tonbridge Line 

Commuters.    

Terry had already been appointed a Freeman of the 

City of London through his job, but he was later 

awarded the MBE for services to engineering 

contracting through his enthusiasm for the 

Considerate Contractor’s scheme.                  LS 

_____________________________________________________________________________________

TLC launches into the social media age 

TLC have been around for a long time. We were 

formed in 1959 and we are rightly proud of our 

heritage.  Our previous website was a product of 

its time and became too labour intensive to 

maintain.   We are a committee of volunteers and 

the time constraints meant that the website was 

falling further and further behind.  In the end it 

was looking rather sad and tatty.  When I joined 

the committee, TLC were particularly keen to find 

someone with IT and social media skills. 

Unfortunately, they ended up with me. However, 

with the help of John Morton (Committee Sec-

retary) and Steve Terry (Membership Secretary), 

we are pleased to announce that we have achieved 

stage one of our project.   

We launched the new website just in time for the 

August blockade. You can see this at 

www.tonbridgecommuters.org.uk. It is a much 

slicker site and enables quicker updates than the 

previous incarnation. Most importantly, it now 

enables membership sign up through a form on the 

website and a secure Paypal link (payment can also 

be made by BACS or by posting a cheque). We 

have been pleased with the response and extend a 

warm welcome to those members who have joined 

in this way. 

If you have not done so already, please check out 

the new site.  Please refer us to your friends and 

co-commuters. We shall be delighted to hear your 

feedback.                                              RM 
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The subscription now due for the year ending 31 Mar 2018 is £4.00.    You may pay over the internet 

using the details given below: 

Bank:  Santander  Sort code: 09-07-21 Account number:   90919302 

Please supply a reference, either your membership number (shown on the address label below) or name. 

 

 

 

 

 

 

Please renew my Association membership for: 

One year   (£4.00)   . . . . . . . . . . . . . . .    

Two years (£8.00)   . . . . . . . . . . . . . . .   

. . .   years (£        )  . . . . . . . . . . . . . . .    

If any of the details on the label on the left are 

incorrect, please amend them.  The date shown is 

the current expiry date of your subscription. 

To enable us to send you messages electronically, 

including ‘Travel Topics’, please give your e-mail 

address here:   

 

 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

 

Cheques should be made payable to Tonbridge 

Line Commuters, and sent to the Hon. Treasurer, 

Lionel Shields, at 13 Streamside, Tonbridge, Kent, 

TN10 3PU. 


