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Annual General Meeting   –   Thursday 31st May at 19.30
will be held in the Vauxhall Room, Angel Centre, Tonbridge

and will be addressed by local MP, Tom Tugendhat. 
 Come and question representatives of Southeastern and Network Rail

 

What’s on the line? 
The next few months will be critical in 
determining the train services that we shall be 
getting when the new Southeastern timetable takes 
full effect in 2022.   The proposals are a mixed 
bag, and are outlined in detail in this newsletter. 

Meanwhile GTR (Southern to you and me) are 
introducing a completely new timetable at the end 
of May, which to our dismay reduces the service 
between Tonbridge and Redhill to a mere shuttle 
with only hourly off-peak trains.  This is a most 
retrograde step and will cause considerable 
inconvenience to those wishing to continue to 
Croydon and London.   TLC have been fighting 
this and are seeking to have the whole line 
transferred to the South Eastern franchise. 

Two further items of concern have been 
considered by the Committee in the past few 
months; first, the sudden withdrawal of toilet 
facilities on many trains, and the ramifications of a 
serious incident in March when passengers 
alighted from a train that had been stranded for 
some time outside Lewisham  station.   We hope to 
be enlightened on the toilet problem at our AGM, 

and the Lewisham incident is discussed in a later 
article.   

Kathy Pratt, who has been a committee member 
since the 1980s and also held the positions of 
Chairman and Vice-chairman, is stepping down at 
this year’s AGM.  She has been exceptionally 
energetic in keeping us informed on 
Hildenborough matters, and we wish her well for 
her future, probably to be in the West country. 
Fortunately, Rob Mansfield has been able to take 
over the Hildenborough role; we congratulate Rob 
and Nancy on the birth of Molly, and look forward 
to any advice they can now give us on, for 
example, the needs of parents travelling with small 
children.  

The profile of the Committee is ageing inexorably 
and we would greatly welcome some younger 
members.  Our meetings take place in the evenings 
about every six weeks, and we try to deal with 
matters speedily to ensure a good night’s sleep.  
Please let us know if you are interested.   May I 
conclude by wishing you all a summer of trouble-
free commuting.              JR

- - - - - - - - - - - -- - - - - - - - - - - - - - - - - - - - - - - - -  - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -      

Tonbridge Line Commuters – Your Committee 
the following are offering themselves for election at this year’s AGM:  

Chairman:           John Reynolds 
14 Cumberland Court, London 
Road, Tonbridge 
TN10 3AL   Tel. 01732 355871 
Vice Chairman:   Robert Mansfield 
21 Ashley Road,   Hildenborough 
TN11 9EB 

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  
 
 
 

 
       e-mail:    enquiry@tonbridgecommuters.org.uk 
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Kent to battle with Orpington in the new South Eastern franchise 
The competition for the new South Eastern 
franchise has moved on, with the Department 
issuing an Invitation to Tender (ITT) to the bidders 
in late November.  Bids are now in and the winner 
is due to be announced in autumn 2018, with the 
new franchise itself starting in April 2019.  
Readers may remember that there are three 
companies in the running – Govia (the incumbent) 
and consortia led by Abellio and Stagecoach. 

The ITT is key because it sets out the train services 
that the winning operator will be expected to 
provide from December 2022.  In the intervening 
period the operator will expected to procure the 
extra trains and staff needed to run the service.  
We do quite well out of the new specification as 
far as off-peak services are concerned: 

 Tonbridge will see the return of two trains per 
an hour running fast between Tonbridge and 
London Bridge off-peak on weekdays and all 
day Saturday and Sunday.   These will be the 
Hastings trains, which will no longer call at 
Sevenoaks and Orpington. 

 The weekday off-peak and Saturday service to 
Ashford will be doubled, with two trains per 
hour set to run fast between Paddock Wood and 
Ashford.  While it’s not entirely clear how far 
into East Kent these trains will run, this will 
largely restore the fast “classic” mainline 
service lost when domestic High Speed services 
were introduced. 

 There will be an improved Sunday service from 
Hildenborough, with two trains per an hour.  
This was one of the main aspirations we 
highlighted to the Department for Transport and 
the bidders, so we are pleased that our 
campaigning seems to have paid off. 

 Two trains an hour will run on the Maidstone 
West line throughout the day, seven days a 
week.  One service per an hour may run fast 
from Paddock Wood to Maidstone West. 

So far, so good.  Unfortunately, there is less to 
cheer about in the specification for the Monday to 
Friday rush hour service.  Here there simply is no 
scope to run any more trains, since the line is 
already at capacity.   While there may be a small 
number of fast trains between Tonbridge and 
London Bridge, it looks likely that many services 
will stop additionally at Orpington. The 
specification requires 6 mainline trains per hour to 

stop at Orpington, though these stops may be 
omitted in the high peak provided that the operator 
can demonstrate that each train will be formed of 
12 coaches and that all seats are occupied on 
departure from the stop previous to Orpington.  
This means that if an evening peak service has just 
a handful of empty seats on leaving London 
Bridge then an Orpington stop would have to be 
added.   This would no doubt also attract scores of 
extra passengers at Charing Cross and Waterloo 
East or Cannon Street, making boarding at London 
Bridge nigh on impossible.  Worse still, these 
stops would be on top of the existing stops at 
Chelsfield. 

Following a letter from Tom Tugendhat MP to the 
Secretary of State for Transport, Chris Grayling a 
response came from newly-appointed rail minister 
– who just happens to be Jo Johnson, MP for 
Orpington!  This failed to address our concerns, 
instead adding to them by telling us that 
“Hildenborough and Chelsfield station services 
will gain metro style rolling stock”.  As those who 
have had the pleasure of using the new Thameslink 
trains will attest, metro style trains are entirely 
unsuitable for longer distance mainline journeys, 
sacrificing seats for standing room, making it more 
likely that Hildenborough passengers in the 
evening peak would have to stand.  In fact, metro 
style rolling stock would entirely benefit 
commuters making the short hop from London to 
Orpington or Chelsfield by giving them space to 
crowd on the trains.  Jo Johnson’s comment also 
shows an ignorance of Hildenborough since there 
is no step-free access on the down platform for 
wheelchairs users and those with buggies to 
experience the delights of “metro” trains. 

We will continue to fight plans to add Orpington 
stops to the existing ones at Chelsfield, which is 
entirely illogical, and shows a blatant disregard for 
the needs of West Kent passengers.  Meanwhile, it 
is not clear whether the decision to replace the 
current Networkers on the Tunbridge Wells 
services with metro style rolling stock is actually 
part of the franchise specification.  Mr Johnson 
clearly has the needs of his constituents at heart, 
but not the needs of the wider travelling public that 
he is meant to serve in his ministerial brief.  The 
service specification may well be subject to some 
further change in the coming months and years, so 
we remain hopeful that common sense will prevail.                      
JM 
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Victory for TLC as High Speed fares removed from ATMs 
We would imagine that not many passengers from 
Tonbridge, Hildenborough or Paddock Wood are 
frequent users of domestic High Speed services.  
Even a journey to London would involve doubling 
back via Ashford and take far longer than the 
direct route via Sevenoaks.  It would seem even 
less likely that High Speed would be used to travel 
to the likes of Bromley South and Elmstead 
Woods, but until recently Southeastern ticket 
machines thought otherwise.  A passenger buying 
a ticket from Tonbridge to Bromley South on a 
ticket machine was presented with “Any 
Permitted” as the first fare option shown.  
Choosing that option gave the passenger the 
privilege of travelling to Ashford, changing on a 
High Speed service to St Pancras and then 
doubling back via Thameslink to Bromley South, a 
journey taking nearly three hours.  This compares 
to 50 minutes for a journey on the normal route via 
Sevenoaks!  For this privilege, the passenger was 
charged nearly three times the normal fare they 
would have been changed at the ticket office.  We 
imagine that a great many customers were 
overcharged simply because they did not know not 
to choose the “Any Permitted” option. 

After a battle with Southeastern stretching over 
several years, we’ve finally managed to persuade 
the company to remove these misleading High 
Speed fares from ticket machines at Tonbridge, 
Hildenborough and Paddock Wood.  Passengers 
are now presented with “Not Valid on HS1” as the 
first option shown on the screen, with “Any 
Permitted” removed from the list (there is still 
sometimes an option for “Via Tramlink 2” but we 
think customers will be unlikely to choose that).  
This should mean that passengers will pay the 
correct fare for their journey, and not be 
overcharged for a route they would never use.   We 
are grateful to Chris Vinson, Stakeholder 
Engagement Manager at Southeastern, and 
Anthony Smith, Chief Executive of Transport 
Focus, for their support in making this change.  It 
has become apparent that any change to the fares 
system requires wading through a great deal of 
bureaucracy, so some tenacity was required from 
all involved.  There is still some way to go in 
making sure that ticket machines are easy to use 
and always give the customer best value, but this 
change is a big step forward.                             JM 

______________________________________________________________________________________________________ 

TLC puts data security at core of new website
In late summer we re-launched the Tonbridge Line 
Commuters website, giving a fresh look and feel 
and offering a better experience for people 
browsing the site on mobile phones and tablets.  It 
is now far easier to update the website with our 
latest news, and it is integrated with our Twitter 
feed so that even non-Twitter users can catch up 
with our tweets.  In a major innovation, it is now 
possible to join TLC and renew membership 
online, with payment by either PayPal or bank 
transfer as preferred.  To support this, membership 
data is now stored in the secure database which sits 
behind the website.  We have gone to considerable 
lengths to ensure that data is held securely, 
including hiding the login page from potential 
hackers and monitoring all attempts to gain access.  
A limited amount of data is also held on our bulk 
email service, which allows us to email the 
membership more quickly and efficiently (for 
example, with renewal reminders or notification of 
the AGM).  Again, this data is held securely and 
under our control. 

On 25th May the new General Data Protection 
Regulation (GDPR) comes into force.  This 

requires data controllers (us) to clearly specify 
their lawful basis for processing data.  In our case, 
this is our legitimate interest as a not-for-profit 
organisation.  TLC holds your data only for the 
purpose of administering your membership of the 
association.  Data is only stored with the two data 
processors mentioned above (our web hosting 
service and bulk email service) and we never pass 
your data to anyone else.  All personal data is 
removed a year after a person’s membership 
lapses.  Further to this, you can request the erasure 
of your data at any time. 

We hope that our members and supporters enjoy 
using the new website and that more people will be 
encouraged to sign up to membership of TLC.  
Joining has never been easier, and we’ve attracted 
many new sign-ups since the new website went 
online.  We have also built up a strong support 
base on Twitter, with over 500 followers.  It is 
hoped that some of these people will go on to 
become full members. Please continue to 
encourage your friends and fellow passengers to 
sign up to TLC.  A strong membership allows us to 
campaign more effectively on your behalf.      JM 
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Sevenoaks Tunnel – extensive works underway  
If you tried to travel up to town over the Easter 
weekend, you may have experienced the joys of 
the rail replacement bus or taken a nostalgic trip on 
one of the last remaining direct London services 
via Redhill. Here’s a warning for you. This 
disruption is set to be a recurring theme over 12 
weekends of 2018. 
The tunnel between Hildenborough and Sevenoaks 
was built in Victorian times (around 1860) and is 
approximately 2 miles long. Network Rail have 
said it is one of the longest tunnels on the rail 
network. Our history books tell us that the 
Victorian age was one of beautiful buildings and 
engineering excellence. It appears that the 
Sevenoaks tunnel is the exception that proves the 
rule! 
The tunnel suffers from extreme damp and this 
affects the rails, signalling equipment and the 
power supply. If you’ve ever been held outside the 
tunnel and wondered why, it is probably one of 
these factors that has led to the service being 
disrupted. Network Rail have provided TLC with 
some pictures taken from inside the tunnel and 
whilst the Victorian brickwork is very pretty, it 
also resembles a sewer (such is the level of water 
in the tunnel). 
With the expansion of Thameslink to Sevenoaks, 
the stretch of rail north of Sevenoaks has become 
increasingly busy. Delays in the tunnel cause 
tailbacks and disruption to the network. Many of 
us Hildenborough residents will have stories of 
being stuck at Sevenoaks station following a 
missed connection. That station has no wind 
protection and is a miserable place to get stuck at! 
The works are costing a cool £21 million and are 
focussed on a three-pronged assault.  Firstly, 

action was taken (over the Easter weekend) to stem 
the leaks, thus limiting the amount of water 
entering the tunnel. Secondly, the drainage system 
will be re-engineered to help remove any water 
that does breach the defenses. Thirdly, the track 
infrastructure (rails, ballast and signals) will be 
restored to optimum conditions. 
This should help prevent issues like 25th 
September 2017, where an entire morning’s rail 
services were lost (I think the first train from 
Hildenborough left at 1pm or so). Network Rail 
have provided us with an extract of the report from 
the day and it highlights the difficulties of working 
in this tunnel. The engineers need to use diesel 
powered engines but this causes a hazardous level 
of fumes.  To combat this, they use fans to remove 
the fumes from the air (allowing the work to be 
undertaken). On this day they had a number of 
issues with the fans failing, which lengthened the 
work considerably.  
TLC’s view is that we hope that the works are 
successful and of a sustainable nature so that our 
members experience a much lower frequency of 
incident once the tunnel work has been completed.  
The next stage of works is set for the May bank 
holiday weekend. In another example of the 
immense foresight by the rail industry, May 2018 
will also see the loss of the direct Tonbridge to 
London (via Redhill) service. This means that for 
the ten remaining weekends of works, the rail 
replacement bus service may well be the only 
option available. It is acts like these which has led 
to TLC calling for GTR to be relieved of their 
duties on this line. Even if the cuts have to go 
through, could the works not have been delayed  
until the work on the tunnel was complete?      RM 

______________________________________________________________________________________________________ 

What time is that bus? 
Members who use local buses regularly may have 
noticed that Arriva have been replacing their 
individual route timetables on stops by lists of 
departures.  The concept is useful, but where there 
is only one list it can be difficult to establish the 
time of the next bus to your particular destination.     
However, we found that in Tonbridge mistakes 
had been made in posting the timetables, wrong 
stops, etc, and Arriva admitted that they had been 
using a software package that had fallen short of 
their requirements.  By far the most serious error 
was the omission of any details on town centre 
stops of times of buses to Tunbridge Wells 
Hospital, but there were many others.     We are 

pleased that, following some timetable revisions in 
March Arriva have now largely corrected the 
situation, but we are concerned that it has taken 
them this long to address the issue.    While the 
reinstatement of long-standing Service 6 between 
Paddock Wood and Maidstone will have been 
welcomed, not so welcome are some reductions on 
routes 218/9 which include the withdrawal of 
services after 2000.   At the opening of Arriva’s 
new depot on North Farm I asked if we were going 
to get real time information on stops, but was told 
that ‘everybody has mobile phones’ and can use 
the Arriva app, which gives the same data.  Not so 
good for us non-techies!                    LS 



 

TRAVEL TOPICS  - SPRING 2018   
          

5 

The Lewisham Incident – 2 March 2018 
On 2nd March, a train failure in the Lewisham area 
stranded a number of trains, some of which were 
severely overcrowded because of delays and 
disruption due to the severe weather conditions.  
On at least one of the trains, which had become 
stuck just outside a station, passengers opened the 
doors and left the train, jumping down onto the 
trackside, and walking to the platforms.  In these 
situations, traction current needs to be turned off, 
potentially adding to the delays and disruption. 

Much was made in the media, and by 
Southeastern, of the irresponsibility of the 
passengers choosing to “self evacuate” with dire 
warnings about the possible consequences of doing 
so.  Whilst agreeing that it is both dangerous and 
highly undesirable to have people moving around 
the tracks in this way, we feel that at least some of 
the blame can be attributed to poor incident 
management by both Southeastern and Network 
Rail. 

We feel that in many cases involving stranded 
trains the interests of impacted passengers are 
taking second place to an overriding concern to try 
to get things “back to normal” and restore service.  
We get the strong impression that the staff 
managing the incident feel that passengers stuck 
on or behind a failed train are “safe” and thus can 
be more or less ignored whilst technical staff fix 
the issue.  

This assumption ignores several key points: 

 A modern train, left without active air 
conditioning will, especially if overcrowded, 
become an unpleasant environment very 
quickly, even in moderate temperatures.  In hot 
weather, the situation can become downright 
dangerous. 

 If the power fails, then toilets stop working, 
assuming that they were working in the first 
place. 

 There is a tendency towards over-optimism by 
technicians regarding the length of time needed 
to make the fix, and to just “try one more thing” 

 Passengers cannot reasonably be expected to be 
completely prepared for a journey many times 
longer than normal, so may not have sufficient 
water, essential medication etc 

In many cases, especially in urban areas, the 
stranded train may be very close to a station, or 

other access point. Additionally, the near universal 
availability of (possibly speculative or erroneous) 
information from outside via social media, 
messaging or simple phone calls, means that 
timely and accurate updates need to be provided by 
staff, something the railway has historically been 
very bad at providing.  Additionally, there appears 
to be a culture of expecting decisions to be made 
or approved by senior staff, who are likely to be 
remote from the incident and thus not able to see 
the full picture. 

If passengers can see a way out of their situation, 
and they do not feel that they are being kept 
properly informed, some will inevitably conclude 
that it is better to take action rather than simply 
carry on waiting. 

Instead of the rather rigid incident response 
protocols that we see currently, there needs to be a 
much more flexible approach that takes into 
account factors like passenger loading, the 
environmental conditions on the train(s) and the 
proximity to safety.  All of the factors should 
inform a deadline for resolution after which 
alternative action such as controlled evacuation 
must take precedence over continuing with fixing 
the problem.  This more flexible approach is not an 
easy one to implement, and it requires both a 
commitment to train people on the ground in how 
to assess the situation, and to devolve decision 
making to a more local level. 

There is an ongoing official independently-chaired 
investigation into the incident, which will create a 
detailed timeline, and review the events, decisions 
and causes of the disruption. It will also assess the 
response and management of the incident by 
railway personnel and the emergency services. The 
investigation will explore arrangements made for 
the safety and welfare of stranded passengers, as 
well as communications with passengers on the 
affected trains. 

As part of the review, investigators will explore 
the effectiveness of winter precautions, the impact 
of passengers self-evacuating onto the tracks, and 
what other actions might have been possible to 
reduce or mitigate the impact of the disruption. 

The investigation is expected to produce a final 
report by June 2018, and we will let our members 
know when it is available.                             ST 

 



 

TRAVEL TOPICS  - SPRING 2018   
          

6 

 

Out of pocket with The Key 
When The Key smartcard was introduced 
Southeastern claimed that one of the main 
advantages was that it was quick and easy to 
replace. Let's examine just how quick and easy that 
process is, compared to a paper season ticket. 

If a paper season ticket stops working, all the 
customer needs to do is take the ticket to a ticket 
office, where a replacement will be issued in about 
30 seconds. The process for The Key is somewhat 
different. The passenger must contact Southeastern 
Customer Services to report that their Key has 
stopped working. They must then wait for a 
replacement to be sent out in the post, taking up to 
a week. In the meantime, they must purchase a 
paper weekly season ticket to continue travelling. 
When their replacement Key is received, they must 
then post back the paper ticket to Southeastern to 
request a refund. 

Southeastern has acknowledged that this system is 
“isn’t perfect”.  That is a bit of an understatement.  
We see this as a process which is grossly unfair – a 
customer is at no fault when their Key card stops 
working, and yet Southeastern deems it acceptable 
to subject them to a large amount of inconvenience 
and to put of them (temporarily) out of pocket.   

The process seems entirely designed to protect 
Southeastern rather than to serve the customer.  
We asked for a simple modification to the process, 
whereby a customer could surrender their non-
working Key card to a ticket office and be issued 
with a free weekly season ticket while the central 
office sends out the new Key card by post.  This 
was rejected out of hand by Southeastern. 

However, there is light at the end of the smartcard 
tunnel. Southeastern is planning to install 
smartcard equipment in stations and expects this to 
be rolled out by September.  Ticket offices will 
then be able to cancel and re-issue smartcards, 
eliminating the current tedious and bureaucratic 
processes.  It will also be possible to buy single 
and return tickets on The Key, which will make the 
product much more useful.  Frankly, all this should 
have been in place when The Key was first rolled 
out, but the scheme seems to have been introduced 
in a rush at the behest of the Department for 
Transport.  Our advice remains to avoid The Key 
at least until ticket offices have the equipment 
installed.  You could otherwise be subject to a less 
than smart customer experience should your card 
turn out to be faulty.                 JM

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -  
         TONBRIDGE LINE COMMUTERS 

The subscription for the year ending 31 Mar 2019 is £4.00.    You may renew online on our website 
(http://tonbridgecommuters.org.uk/cms/membership-renewals/), and pay by PayPal or by BACS using 
the details given below: 

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

When paying by bank transfer, please quote either your membership number (shown on the address 
label below if received by post, or else in our covering email) or name as the reference. 

 

 

 

 

 

Please renew my Association membership for: 

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

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

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

If you receive Travel Topics by post the date 
shown is the current expiry date of your 
subscription.  You may renew by post by returning 
this slip with payment.  Please amend any details 
on the label on the left that are incorrect, and give 
your email address below if you are happy to be 
contacted and receive Travel Topics by email: 
 
________________________________________ 
 
Cheques payable to Tonbridge Line Commuters 
should be sent to:   Hon. Treasurer, Lionel Shields, 
at 13 Streamside, Tonbridge, Kent, TN10 3PU. 


