Appendix 2: Blake Jones Action Plan @D NORTH

Action Plan Six Key Areas of Focus
Existing and Proposed Operational Model
The Governance Schedule

Greater Political Oversight

1.
2.
3.
4.
5.

The Passenger Promise
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Existing Operating Model
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New Operating Model
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Blake Jones — Rail North Committee

Governance schedule

Quarterly RNC Quarterly RNC Quarterly RNC Quarterly RNC

Consultations with Chair and Sub-Groups as n
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@ Written briefing issued to Members

@ Papers for Quartery RNC issued

TfN Board Pack issued
(including actions & Progress)




Now

TfN Rail

North
Committee

Greater Political Oversight

TfN & DfT

All matters not delegated to
the Rail North Partnership
management team

Reserved Matters for the
Secretary of State

Planned

Basket 1

Matters that are devolved to TfN (based on
TfN matters in Partnership Agreement):

* Fares policy

» Timetable/ TSR changes with no financial
impact

» Timetable planning/ consultation
development process

¢ Performance management

e Concessionary Travel, Multi Modal Ticketing
Schemes and Smart Transactions

o Station facilities

¢ Rolling stock deployment

Decision making body becomes Rail North
Committee

RNC/ TfN directly advises Rail North
Partnership

Devolution

Basket 2

Matters that are DfT reserved matters, but
TfN is consulted on :

e Compliance issues arising from Basket 1
(e.g timetable process not followed)

» Enforcement process

* Replacement franchise arrangements

Basket 3

Rail North Partnership Board

e Co-ordination role across decision makers
e Level 1 escalation of issues

e |ssues that cut across baskets

e Strategic direction in line with partners’
plans

¢ Co-ordination with Network Rail

Basket 4

Reserved Matters for the

Secretary of State




Passenger Promise
Performance Reporting

‘a snapshot of
performance & the

passenger experience’

A regular sector-wide snapshot of performance and the passenger experience enhancing existing
reporting arrangements to ensure the impact is fully understood.

This approach will bring together local intelligence, operational performance information, passenger
feedback, and infrastructure updates, to consider future impacts on passengers rather than merely report
historic operation, with suitable early warning systems for foreseen problems.

» TF to be invited to produce a proposal for a snapshot of passenger experience e.g expanded NRPS
* Develop TfN monthly performance report into a snapshot
v Performance overview
NPRS scores (intermediate additional surveys)
SQ regime scores (Northern)
Key LTRS metrics
Upcoming timetable changes
Upcoming engineering works
Successes

v
v
v
v
v
v

* Assessment of risks to performance - RAG rating

Focus on Passengers — not trains
Better measure of passenger ‘disruption’
Will show:
* Number of passengers affected by cancellations
*  Number of seats provided
* Number of standing passengers
Could also show:
*  Number of people crowded off trains
* Number of people affected by delays



Passenger Promise

Performance
Reporting

‘a snapshot of
performance & the
passenger experience’
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TOP COMPLAINTS BY CATEGORY

m Staff Conduct/Availability on train
m Quality on Train (Space)
® Safety & Security

m Staff at stations

mPunctuality
mTicketing

Complaints Analyis Period 05

W Other

M Train Service Performance

M Fares Retailing & Refunds

W Quality on Train @ Complaints Handling*

Complaints per 100,000 journeys
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