
ACoRP                                                             Response to the InterCity West Coast Rail Franchise Consultation 

1 

 

Association of Community Rail Partnerships 

 
Response to the Consultation Document on the InterCity West Coast Rail 

Franchise 
 
 
 

INTRODUCTION 
 
ACoRP’s particular area of interest is in local and rural rail services and how these serve and interface 
with smaller communities. We do not therefore have the necessary expertise or experience to 
comment on all aspect of this consultation.  We do however, welcome the opportunity to comment 
on aspects that are within our remit and hope that our observations will help inform development of 
the future InterCity West Coast franchise.  As the body representing Community Rail Partnerships 
(CRPs) and station adoption groups across Great Britain, we will provide a broad response and 
strongly recommend that bidders approach all CRPs individually to gain more detailed insights into 
local aims and aspirations. (See Appendix 1) 
 
The DfT vision for the new ICWC franchise includes aspirations for a train operator that delivers 
better journeys for passengers, works in partnership with communities to understand and support 
their needs and the towns it serves, whilst still providing value for money.  There are currently 28 
community rail lines which connect into and out of the West Coast route and these rely on the ICWC 
franchise to provide their onward journeys.  Conversely, (and no less important), are the passengers 
who use the West Coast services to access destinations along many of these community rail lines and 
their need is for easy-to-understand connectional facilities  and information, with ready assistance for 
luggage, pushchairs and people with restricted mobility.  ACoRP believes that the community rail 
approach will help to deliver some of those aspirations.   
 
It should also be considered in the context of the effect of other areas of government policy which 
has tended to concentrate services in fewer, larger units (e.g. district hospitals), with the consequent 
increased need to travel to access these.  In a number of areas of Great Britain, the rail service and 
associated infrastructure has been so reduced as to be a significant constraint on expansion.  This in 
turn militates against any efforts to increase ridership and hence revenue. In this respect, there is a 
particular need to consider the travel requirements of younger people between the ages of say 14 – 
17, too old to stay at home but too young to drive.  This disenfranchised group has the same need to 
meet friends, go to the cinema or get to college but normally has to resort to a rapidly disappearing 
bus service, very expensive taxis (where they exist) or an older family member with access to a car. 
The last two options in particular tie rural-dwellers in to more expense than their urban counterparts.  
There must therefore be a more holistic view of local transport along with a consideration of the 
transport needs of this demographic. The same is true for older people, particularly where disability 
or illness prevent people from driving safely. 
 
Similar arguments apply in more urban areas where we believe that the concept of community 
stations and the station adoption approach in particular, can help deliver aspirations for 
regeneration, community focus, reductions in trespass and vandalism and increases in passenger use.  
If this approach is to be adopted however, there must be a proper management focus to allow 
adoption groups and any future Community Rail Partnerships to deal with the management team at 
the appropriate level, and to address the issues that they are best equipped to tackle. 
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ACoRP’s 2015 report on the value of community rail1 demonstrated that community rail routes could 
show an additional 2.8% growth when compared to the regional sector overall and this should be 
borne in mind when considering the local services connecting with this franchise.  Furthermore, we 
were also able to show that station adoption is an outstanding low-cost/high benefit measure where 
security or other problems need to be addressed without high capital expenditure. Community rail 
volunteers were also shown to give over ¼ million hours of time per year, amounting to an annual 
additional value to the rail industry of £3.4m 
 
ACoRP’s response aims to cover the strategic issues related to the franchise and we would strongly 
recommend that further, more detailed information, is sought from community rail partnerships 
operating alongside and connecting with, the ICWC franchise route (See Appendix I) 
 
 
 

RESPONSES 
 
A – PASSENGERS:  INFORMATION 

 
Q1: We have listed below examples of areas identified that customers would most like improved 
on their ICWC journey and would ask you to rank your top five.  It would help us analyse this 
information if you could explain why you think this area warrants/needs improvement, if it relates 
to a particular station or train service, and what you think the new train operator could do to help. 
 
Q1.1.   Availability of seating at train stations 
Many passengers will be travelling long distances within this franchise and may have luggage, baby 
buggies etc.  They are also likely to turn up for their service in good time and therefore will need 
adequate waiting facilities – this applies to both large termini and interchange stations.  People with 
restricted mobility may also find it difficult to wait for long periods without adequate seating 
arrangements. 
 
Q1.2.   Getting a seat on trains 
No comment 
 
Q1.3.   Car parking facilities at train stations 
No comment 
 
Q1.4.   Customer recognition and reward 
No comment 
 
Q1.5.   Increased staff visibility 
See also Q1.1. above.  The majority of people do not understand train travel – and it’s not their role 
to do so.  As a result, many passengers will be anxious about certain aspects of their journey and it is 
vital for the train operator to provide adequate and timely information, as well as reassurance to 
passengers. This applies especially to foreign visitors who are more likely to use this route in view of 
its access to tourist locations such as the Lake District and Scotland. 
 

                                            
1
 ‘The Value of Community Rail Partnerships & The Value of Community Rail Volunteering’ – ACoRP 2015.  

www.acorp.uk.com/research-projects/research/value-of-community-rail-partnerships/  

http://www.acorp.uk.com/research-projects/research/value-of-community-rail-partnerships/
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Q1.6.   A more proactive approach to customer service at train stations 
See Q1.5 above 
 
Q1.7.   Luggage space on trains 
Passengers are nervous about being too far from their luggage and so will attempt to store it as close 
to their seat location as possible.  This and the very cramped and ergonomically poor design of 
luggage racks combine to make boarding a slow process, contributing to levels of passenger anxiety 
and extending dwell times 
 
Q1.8.   Overall satisfaction with the stations and their cleanliness 
Stations are the gateway to people’s experience of the railway and there needs to be a greater pride 
in maintaining a high level of cleanliness and ambience.  There may be opportunities to develop 
Station Adoption programmes at certain stations and experience within the Community Rail sector 
suggests this and community use of redundant buildings frequently contribute to a reduction in 
trespass and vandalism. 
 
Q1.9.   Getting between the train and station concourse 
See also Q1.5. Clarity of information, signage and guaranteed assistance where required are all 
important elements of negotiating a station, as is sufficient weather protection. 
 
Q1.10.Toilet facilities on train 
No comment. 
 
Q1.11. Being kept informed about delays 
Q1.5 (above) applies. 
 
Q1.12. Access to catering and refreshments on board 
No comment, although we would urge the franchisee to use local produce and providers where 
possible. 

 
Q2: What type/method of communication do you find most effective to: 
 
Q2a. Enable you to plan your end to end train journey? 
Websites need to be clearer and easier to use.    Furthermore, if the railway industry is to use 
electronic media in all its forms as its prime delivery mechanism, then there must be guaranteed fast 
and free internet at all points in the journey.   
 
Q2b. Be informed in advance about known disruptions such as planned engineering works? 
See Q2a above 
 
Q2c. Be informed during unplanned disruptions both before you travel and during the journey 
This could include, but is not limited to, talking to customer services, notices at stations, leaflets, 
voice announcements, information on websites or social media. 
See Q2a above 
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B: TRAIN SERVICES:  ENSURING TRAIN SERVICES MEET THE NEEDS OF THE AREAS AND PASSENGGRS 
THEY SERVE. 
 
Q3: Are there are any direct journeys currently provided by ICWC that you would want to see 
protected at a minimum level (e.g. 1 train every 2 hours)? 
Please say where would this be and your reasons why where possible. 
No comment 
 
Q4: Please rank the options below to indicate your priority for potential changes you would like to 
see to ICWC train services. Please say where would this be and your reasons why where possible 
Issue 
Please rank these options (1 = highest priority to 5 = lowest priority) 
Please say where would this be and where possible your reasons why 
 
Q4.1. Speed up service for long-distance passengers for example by changing stops at low-use 
stations. 
This could be acceptable if guaranteed, regular and easy to use connections were provided for these 
passengers to more appropriate ICWC stations elsewhere on the route. 
 
Q4.2. Introduce new stops to provide services to destinations not currently directly served by the 
ICWC franchise. 
No comment 
 
Q4.3. Swap an existing stop for another to increase destinations not currently directly served by 
the ICWC franchise. 
See Q4.1 above 
 
Q4.4. Adjust the level of service (e.g. evening, weekend) to better match demand. 
This could have value but equally, may confuse passengers by providing too many timetable 
variations across a seven-day period. 
 
Q4.5. Better support the economic development of the towns and cities served by the franchise for 
example by increasing/reducing services for seasonal travel (e.g. tourism, holidays) or for a major 
event (e.g. concert or sporting event). 
There does need to be an acceptance within the industry that certain special events require modified 
services, although Q4.4 above also applies. 
 
Q4.6. Improve connections with other trains services as part of longer–distance journeys. 
Connections are essential if passengers are to be encouraged to use rail for longer-distance and more 
complex journeys.  Information should be clear and easy to understand; connectional times should 
not be excessively long; customers should be protected from the weather; there should be sufficient 
facilities at the interchange station and sufficient staff should be available to assist.  There is also a 
need to provide better and clearer information about these connectional opportunities at main 
stations and particularly at termini. 
 
Q4.7. Holding trains at stations for connecting trains 
Operationally, we appreciate that this could be a problem in some circumstances.  However, the 
passenger is only concerned about getting to their final destination with the minimum of difficulty 
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and complication.  The franchisee should therefore ensure that advertised connections are realistic 
and publicise clearly that onward travel will be guaranteed by other means in cases of delay. 
 
 
 
B – TRAIN SERVICES:  CAPACITY 
 
Q5: Based on your journey, please could you state whether you consider any priority should be 
placed on either: 
 
Q5.1 Protecting long distance capacity on trains;  
It could be argued that in general, long-distance travel is of sufficiently low volume to need relatively 
little protection.  However, experience demonstrates that this becomes more difficult as long-
distance services increasingly become used by shorter-distance commuters.  The flows between 
Euston and Milton Keynes and Kings Cross to Peterborough are good examples.  The design of long-
distance rolling stock does not fit easily with what is effectively a commuter flow, leading to difficulty 
in finding seats or luggage space and long dwell times due to location of doors. 
 
Q5.2 Providing maximum choice of operator over short distance journeys. 
Where possible, please provide reasons for your answer. 
No comment 
 
 
Q6: What methods do you think could enable more people to travel and improve the railway’s 
ability to cater for passenger growth? 
Where possible, please provide reasons for your answer.  
No comment 
 
 
 
C – COMMUNITIES, HERITAGE AND A SUSTAINABLE RAILWAY: SUPPORTING THE COMMUNITY 
 
Q7: Based on your knowledge of your local area/station, how could the new ICWC train operator: 
 
Q7a Improve rail services (including all the support functions it needs) in a way that respects and 
helps to maintain the environment? 
No comment 
 
Q7b Better support the economic growth of the areas it serves? 
The use of local suppliers and businesses, rather than large multinational chains will help local 
employment and regeneration and similarly, the use of local produce.   Engaging with local 
communities and supporting apprenticeship or training schemes at a local level would also help. 
Working with Community Rail Partnerships where they interface with the West Coast route would 
also help develop and regenerate the economy in smaller communities. 
 
Q7c Improve its support and development of its workforce? 
Providing more opportunities for staff to become involved in projects at ground level and giving them 
greater responsibility for local decision-making. 
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Q7d Play a greater role in supporting and improving the community it serves, the heritage of the 
railway and help develop their stations into hubs for the community? 
In the early days of the railway, the station, together with the local church and pub, formed the 
centre of community life.  By engaging in a meaningful way with local people, businesses and 
organisations outside the station boundary, there are opportunities to place stations back in the 
heart of the communities they serve. Local businesses can be encouraged to understand more about 
the railway and increase their usage with local travel offers.  Schools and colleges are frequently 
looking for ‘real-world’ projects that their students can undertake as part of their training.   
 
ACoRP has considerable experience in developing station adoption projects and their Community 
Stations Initiative has demonstrated that community use of redundant station buildings can reduce 
trespass and vandalism and encourage passengers to feel more at ease whilst waiting for trains.2  
Creating community hubs through this process may also engage the community more closely with 
the train operator, with local not-for-profit organisations or SMEs basing themselves on the station.  
There may also be opportunities to develop affordable start-up unit in unused parts of a station.. 
 
Q7e. Improve the services offered to reduce discrimination and advance equality of opportunity for 
people from protected groups? 
See Q1.1, Q1.5, Q4.6 and Q7d 
 
 
C – COMMUNITIES, HERITAGE AND A SUSTAINABLE RAILWAY: STATIONS FOR PASSENGERS AND 
COMMUNITIES 
 
Q8: Please list, in priority order, the top five facilities you would like to see either improved or 
introduced at the station(s) served by the ICWC Franchise 

a. you use; or 
b. as a non-user would encourage you to use the rail network. 

Please provide the name of the station(s) and why you think these improvements are needed. 
Q8.1 Overall, the rail industry needs to appreciate that many people do not understand how the 
railway works.  They are there predominantly to access transport from point A to point B and the 
complexities of the rail system should not be their concern.  This particularly applies to interchanges 
with other lines or services. Appendix 1 illustrates how many community rail lines interface with the 
ICWC route.  These lines deliver passengers to and receive passengers from, the West Coast route so 
these interchange points should be treated with as much importance as the major intercity stations.  
ACoRP would like to see the ICWC franchise operator closely involved with community rail lines 
where they interface with their services, perhaps providing a fund to develop mutually useful 
improvements at these interchange points. Responses to Q1.1, Q1.5, Q1.7, Q1.8, Q1.9, Q4.6 and Q4.7 
also apply. 
 
 
D – THE WHOLE JOURNEY:  MAKE THE RAILWAY MORE ACCESSIBLE FOR ALL. 
 
Q9: Thinking of the journeys you make or have made on the ICWC, or a journey you could make by 
the ICWC but where you decide to use an alternative transport mode instead: 
 

                                            
2
 ‘The Value of Community Rail Partnerships & The Value of Community Rail Volunteering’ – ACoRP 2015.  

www.acorp.uk.com/research-projects/research/value-of-community-rail-partnerships/ 

http://www.acorp.uk.com/research-projects/research/value-of-community-rail-partnerships/
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Q9.1. what specific changes could be made to make the railway easier to access and therefore 
more attractive to use; and 
The response to Q8 applies. 
 
Q9.2. why do you think these changes would help? 
The response to Q8 applies. 
 
 
 
D – THE WHOLE JOURNEY:  FARES, TICKETING AND PAYING FOR YOUR JOURNEY 
 
Q10: Considering the above, what do you think the future ICWC train operator could do to 
modernise and improve the ticketing experience for customers? Please include your views on the 
elements or parts of service the train operator should consider when developing their ticketing and 
ticket retailing plans. 
Q10 : In the most general sense, ACoRP would support the development of electronic ticketing, 
including the option of end-to end tickets, in much the same way as London’s Oystercard.  The fares 
structure also needs to be less opaque and certainly, much easier to understand. 
 
OTHER AREAS NOT ADDRESSED 
Q11: If there are any additional areas that you think it is important for us to consider that have not 
already been addressed in this consultation please explain them here. 
Q11.1 We would urge DfT to mandate the Railway Children’s ‘Safeguarding Children on Transport’ 
programme in this and any future franchises. We understand this is not an expensive or difficult 
programme to implement and would provide additional protection for vulnerable young people who 
are often found in or around main laine stations. 

 
 
 
 

 
 
 

Neil Buxton 
General Manager 
 
July 2016 
 
ACoRP 
The Old Water Tower,  
Huddersfield Railway Station 
St George’s Square 
Huddersfield 
HD1 1JF 
 
T:  01947 811800 
M: 0777 979 5671 
E:  neil@acorp.uk.com 
W: www.acorp.uk.com  

mailto:neil@acorp.uk.com
http://www.acorp.uk.com/
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APPENDIX 1 
 

INTERCITY WEST COAST AND THE INTERFACE WITH COMMUNITY RAIL 
 
 
 

ICWC STATION CRP FROM TO CONTACT EMAIL 

Watford Junction Abbey Line Watford Jn St Alban's Abbey Trevor Mason trevor.mason@hertfordshire.gov.uk 

Wrexham General Borderlands Line CRP Wrexham Central Bidston Jamie Sant cro@flintshire.gov.uk 

Edinburgh Waverley Borders Railway Partnership Edinburgh Tweedbank 
c/o: Allan 
Brooking 

allan.brooking@scotrail.co.uk 

Shrewsbury Cambrian Rail Partnership Shrewsbury Aberystwyth / Pwllheli Rhydian Mason rhydian.mason2@ceredigion.gov.uk 

Chester 
Chester-Shrewsbury Rail 
Partnership 

Chester Shrewsbury Sheila Dee dee.rail@tinyworld.co.uk Shrewsbury 

Wrexham General 

Llandudno Junction Conwy Valley Rail Initiative Llandudno Blaenau Ffestiniog Melanie Lawton melanie.lawton@conwy.gov.uk 

Crewe 

Crewe-Manchester CRP Crewe Manchester via both routes Stephen Forde stephen.forde@stockport.gov.uk 
Manchester Piccadilly 

Stockport 

Wilmslow 

Carlisle Cumbrian Coast CRP Carlisle 
Barrow-in-Furness via 
Whitehaven 

Jim Trotman dj-trotman@hotmail.co.uk 

Edinburgh Waverley East Lothian CRP Edinburgh North Berwick / Dunbar 
c/o: Allan 
Brooking 

allan.brooking@scotrail.co.uk 

Lancaster Furness & Lakes CRP Lancaster Barrow-in-Furness 

Jim Trotman dj-trotman@hotmail.co.uk Oxenholme Lake 
District 

Furness & Lakes CRP Oxenholme Windermere 

Shrewsbury Heart of Wales Line  Partnership Shrewsbury Llanelli / Swansea David Edwards david.edwards5@which.net 

Scotland Wales 
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ICWC STATION CRP FROM TO CONTACT EMAIL 

Manchester 
Piccadilly 

High Peak & Hope Valley CRP Manchester Buxton 

Andrew 
Walker 

andrew.walker@derbyshire.gov.uk 

Manchester 
Piccadilly 

High Peak & Hope Valley CRP Manchester Hadfield / Glossop 

Manchester 
Piccadilly 

High Peak & Hope Valley CRP Manchester Sheffield 

Stockport High Peak & Hope Valley CRP Manchester Buxton 

Stockport High Peak & Hope Valley CRP Manchester Sheffield 

Preston Community Rail Lancashire: East Lancs Line Preston Colne / Burnley MR 

Richard 
Watts 

richard.watts@lancashire.gov.uk Preston 
Community Rail Lancashire: Preston - 
Ormskirk Line 

Preston Ormskirk 

Preston Community Rail Lancashire: South Fylde Line Preston Blackpool South 

Lancaster Leeds-Lancaster-Morecambe CRP Leeds Morecambe via Lancaster 
Catherine 
Huddlestone 

miss_c_a_huddleston@hotmail.co.uk 

Chester 

Mid-Cheshire CRP Manchester Chester via Northwich 
Sally 
Buttifant 

sally.buttifant@cheshirewestandchester.gov.uk 
Manchester 
Piccadilly 

Stockport 

Chester 

North Cheshire RUG Chester Warrington BQ via Helsby Cedric Green cw.green@talktalk.net Warrington Bank 
Quay 

Crewe 
North Staffs CRP Crewe Derby via Stoke 

Faye 
Lambert 

faye.lambert@stoke.gov.uk 
Stoke-on-Trent 

Carlisle Settle & Carlisle RDC Carlisle Settle Drew Haley drew@settle-carlisle.co.uk 

Manchester 
Piccadilly 

South East Manchester CRP Manchester Rose Hill / Strines / Hattersley 
/ Hazel Grove 

Stephen 
Forde 

stephen.forde@stockport.gov.uk 

Glasgow Central Southside Routes CRP Glasgow C Barrhill c/o: Allan 
Brooking 

allan.brooking@scotrail.co.uk 

Carlisle Tyne Valley CRP Carlisle Newcastle Fiona 
Forsyth 

tvcrp@hotmail.co.uk 

 


