
Your partner for a better  
South Western railway



About us

Stagecoach Group is one of the world’s  
leaders in travel, operating bus, coach,  
rail and tram services in the UK, mainland  
Europe, the United States and Canada.

As one of the biggest and most experienced rail operators  
in the UK, and a major supplier of tram services, we carry  
hundreds of thousands of passengers to and from work  
and on leisure trips every day across our rail businesses. 

We have experience of running some of the country’s  
most important commuter, regional and inter-city  
rail services. Over 10,000 employees in our UK rail division  
work hard to deliver some of the country’s most punctual  
services and our rail companies consistently top the tables  
for passenger satisfaction.

Stagecoach is the UK’s biggest bus and coach operator.  
Our UK Bus division connects communities across the country  
on a network stretching from the Highlands and Islands of  
Scotland to South West England. It includes major city bus  
operations in London, Manchester, Liverpool, Newcastle,  
Hull, Sheffield, Oxford and Cambridge. 

We also run the market-leading budget inter-city coach  
service, megabus.com, and Europe’s most frequent express  
coach service, Oxford Tube, running in and out of London.
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Our railway is about people. Commuters who travel 
to work, helping to grow our economy and who rely  
on our network. Families who use our trains to enjoy 
days out and holidays. Communities whose transport  
is vital to making our towns and cities better places. 
And the thousands of rail workers who make all of those 
connections possible by making trains run, maintaining 
tracks and signalling, and building a better railway for 
the future.

Looking ahead to the next South Western franchise, 
that’s why our vision is for a railway that is more 
responsive, and built around each customer, their 
priorities and their communities. 

Our passengers want punctual and reliable services, 
more comfortable and accessible trains and stations, 
better value for money and simpler journeys.  
By listening to what they tell us, harnessing new 
technology and better understanding our customers’ 
door-to-door journeys we want to transform their 
experience. We want to create a more integrated  
and more sustainable railway while running one  
of the busiest networks in Europe and delivering  
the best value possible for taxpayer investment.

More than 230 million passenger journeys are made  
on the South West Trains network every year. It is a key 
part of the transport infrastructure in London, across 
the south west of England and on the Isle of Wight.  
But it’s also a dynamic and changing market, with huge 
challenges over the next decade as vital investment  
in new trains and infrastructure is delivered to meet 
further expected passenger growth.

We are proud to have been trusted to run the South 
Western network for the past 20 years. Over the past 
two decades, we have introduced an entire new fleet of 
trains, worked in close partnership with Network Rail to 
deliver a more integrated railway and helped government 
develop a long-term vision for our rail network.

We want to see that job through over the next ten  
years or more by delivering industry-leading transport 
innovation and a step-change in customer service. This 
requires a transport operator which fully understands 
the network, grasps the massive challenges ahead, and 
has a track-record of delivery and working effectively 
with industry partners.

It also needs continuity and the essential trust and 
relationships built up with local stakeholders over  
many years. Our aim is to support the delivery of  
the key strategic needs and aspirations of the South 
Western franchise area and beyond. Whether it is around 
transport, housing, economic growth or social inclusion, 
we all have a shared objective to work together to 
develop the best ideas and deliver improvements.

We are proud of the changes and improvements  
we have made to the railway so far. Delivering better 
transport is not an easy journey and there is never  
an end destination. But I am confident we have the 
experience, insight and expertise to meet the future 
evolving needs of our network, our stakeholders and 
our customers.

Our vision for the new  
South Western rail franchise 

Martin Griffiths
Chief Executive, Stagecoach Group
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Understanding the railway  
and its customers 

We have a long and successful history  
of delivering high quality rail services 
for passengers spanning over two 
decades. Our experience covers 
commuter, intercity, and regional  
rail services. This has given us an 
unrivalled insight into the needs of  
all of our different customers; from 
people travelling into work, to those 
enjoying a day trip or travelling away  
on their holidays, to students travelling 
to and from school or college. 

Our long history of innovation and focus on the customer 
is at the heart of what we do and we want to continue 
delivering this for our passengers in the South West.

We know how to give our customers 
the best experience
The major investment we have made in our trains  
and stations has resulted in high levels of passenger 
satisfaction and our train companies consistently  
top the tables in the independent National Rail 
Passenger Survey.

We deliver reliable trains
Around half a million passengers use our services on 
South West Trains every day for commuting, business 
and leisure and we know how important it is to get 
them to their destination on time. Our continued focus 
on delivering punctual services means that over 90%  
of our trains run on time on South West Trains and 
we’re well renowned for having some of the most 
reliable train fleets in the country. 

We’ve transformed our stations to 
make them welcoming for customers
Around £300 million has been invested in stations  
at stations across South West Trains in the last eight 
years and now around three quarters of our passengers 
travel through fully accessible stations. We’ve installed 
thousands of new car parking and cycle spaces and 
we’ve rolled out free WiFi at many stations across  
our rail networks.

We’ve successfully delivered new 
timetables and new trains
We introduced a revolutionary new timetable  
at South West Trains in 2004 – the most radical 
timetable change in 40 years, and more recently  
our December 2015 timetable change has delivered 
around 56,000 extra seats for passengers. We’ve 
listened to feedback from our customers and  
made even further improvements to the timetable  
with more services, more direct trains, improved 
connections and weekend services and extra seats  
on many trains to and from London.

We have experience of delivering new train fleets at 
Virgin West Coast and South West Trains and we’re  
now preparing to roll out 30 brand new ‘Desiro City’ 
trains at South West Trains to provide more space on 
our busiest routes.

New ideas and innovation  
are our business
The innovative joint Alliance between South West 
Trains and Network Rail was the first in the country  
and is continuing to focus on delivering the best 
improvements for passengers.

We became the first company in the UK to introduce a 
smartcard in 2008 when we launched the Stagecoach 
Smart travel card on South West Trains and this is  
now being rolled out to allow joined up journeys  
with London’s bus and Tube network. 
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At East Midlands Trains, we’ve launched the rail 
industry’s first 24/7 contact centre to ensure that 
somebody is there to speak to our passengers,  
no matter what time of the day or night.

We work in partnership  
with our stakeholders 
We’ve delivered millions of pounds of station 
improvements by working in partnership with  
our stakeholders. At East Midlands Trains, we’ve 
successfully secured extra trains for key routes  
through our innovative stakeholder partnerships.

Providing value for money for 
Government
We believe firmly in honouring all of our commitments 
and in the past five financial years (2010-11 to 2014-15), 
franchises in which Stagecoach has an involvement have 
paid around £3.3 billion to the government, providing 
vital money to reinvest in public services.

Understanding the challenges the 
railway faces
We are proud that the improvements we have made 
over the past two decades have doubled the number  
of people using South West Trains services, making it 
one of the most heavily used rail networks in Europe. 
However, this level of growth brings huge challenges, 
putting pressure on capacity. Running 1,700 trains 
every day is also a very complex operation. We understand 
these challenges but have a track record of tackling 
them head on. Working in partnership with Network 
Rail, we have developed a fully integrated plan to 
address the capacity challenge and transform this 
railway for passengers. This will be the largest 
improvement plan on our railway since the 1930s, 
increasing overall capacity by around 30% and 
improving reliability.

Our role in the community
We understand the vital role that our train services play 
in connecting communities and we help millions of 
people to access employment, education, healthcare 
and leisure facilities every day.

Our train services are particularly important for 
communities in the South West and on the Isle of 
Wight. When the railway on the Isle of Wight was 
battered by storms in early 2014, we worked closely 
with Network Rail and local communities to quickly 
repair damage caused by some of the worst storms in 
years. We play an active role in Community Rail across 
our rail businesses, and on South West Trains, we have 
recently launched a new Community Rail Partnership 
(CRP) – the first in London – and increased our 
investment in the four CRPs across Hampshire  
and the Isle of Wight.
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One of the UK’s leading rail operators
Transforming rail services across the country

Our train companies 
Stagecoach Group’s UK Rail division includes the following companies:

This incorporates the South West Trains and 
Island Line networks. The franchise is one of  
the biggest in the UK. It runs nearly 1,700 trains 
a day in south-west England out of London 
Waterloo railway station, the country’s busiest 
railway station.

During our tenure, customers with South West Trains 
have benefited from: 

As the franchise comes to an end, we are  
not sitting back. Our future plans will see  
£50 million invested in customer benefits:

South West Trains
Annual passengers: 230m 
Train carriages: 1,449
Employees: 4,600 
Network size: 607 miles

Island Line 
Annual passengers: 1.1m 
Train carriages: 12
Employees: 40 
Network size: 8.5 miles

 Introduction of more than 100 additional train  
services every day 

 A significantly improved timetable delivering  
the biggest change in 40 years

 Successful roll out of £1bn fleet of Desiro trains

 More than 100 extra train carriages introduced 
across the network 

 £2.6bn invested in fleet improvements overall  
to further improve reliability 

 Overall investment of more than £300m in 
stations right across the network 

 Creation of a unique partnership with Network 
Rail, which includes the UK’s only fully integrated 
operational control centre

 2,000 additional car parking spaces 

 6,000 extra cycle spaces

 More personalised service for customers  
at stations with the introduction of 100 new 
customer ambassadors

 Roll-out of 170 new easy to use ticket machines,  
90 which have a direct video link to a dedicated 
contact centre

 1,400 extra car parking spaces

 A new website, mobile app and online  
booking system

In addition, we have led a partnership with DfT and 
Network Rail to develop and implement plans to 
increase capacity at Waterloo station to allow longer 
trains. We are introducing a £210 million fleet of new 
trains as well as more carriages and seats to boost  
peak-time capacity by 30% by May 2018.
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This has been the UK’s most punctual long 
distance train operator over six consecutive 
years. We operate services from London  
St Pancras International to Northamptonshire, 
the East Midlands and South Yorkshire, as well 
as local routes throughout Lincolnshire, the East 
Midlands and Staffordshire and trains between 
Liverpool and Norwich.

Since the start of our franchise in 2007, customers 
travelling with East Midlands Trains have benefited from:

We are striving to deliver more. Our future plans will see 
around £13 million invested in customer benefits:

East Midlands Trains
Annual passengers: 24m 
Train carriages: 325
Employees: 2,000 
Network size: 883 miles

 Faster journey times to London and a doubling  
of services between Sheffield and London

 Extra trains to provide more capacity on Norwich-
Liverpool services and more services between 
Nottingham and Lincoln

 Free WiFi introduced at 30 stations

 A new 24/7 customer contact centre

 Two new stations at East Midlands Parkway  
and Corby

 A £30m refurbishment of every train in the fleet

 More than £300m worth of station improvements

 Discounted fares 

 An improved compensation system for delays

 Cleaner stations and trains

 Better on-board service with 15 minutes  
free WiFi

 New technology to provide faster and better  
customer information

 £250,000 invested in community rail, initiatives  
with schools and opportunities for graduates  
and young people

 Extra training and roll out of smart phones  
for customer facing staff
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West Coast

One of the UK’s leading rail operators
Transforming rail services across the country continued

Stagecoach Group has a 49% shareholding  
in Virgin Rail Group (VRG), which operates the 
West Coast Trains rail franchise in the UK. In 
June 2014 the Department for Transport (DfT) 
awarded VRG a new franchise until at least 
April 2017. 

Since 1996, customers travelling with Virgin Trains 
West Coast have benefited from:

In continuing the red revolution, our future plans include: 

Virgin Trains West Coast
Annual passengers: 34.5m 
Train carriages: 674
Employees: 3,331
Network size: 727 miles

 Introduction of 70 new tilting trains at a cost  
of £1.5bn

 Faster and more frequent journeys to all major cities 

 New direct services from London to Blackpool  
and Shrewsbury

 More Standard Class seating

 A major interior train refresh of the trains

 Improved WiFi on-board and the introduction  
of free superfast WiFi in our stations (completed  
by early 2016)

 Over £20m investment in station improvements 
such as refreshed waiting rooms and more  
help-points

Stagecoach was granted the concession  
to operate the Sheffield Supertram system  
from 1997 to 2024. Through competitive pricing 
and by providing a safe and reliable service, 
patronage has grown to over 12 million 
passengers a year.

Passengers travelling with Sheffield Supertram have 
benefited from:

Our future plans include:

Sheffield Supertram
Annual passengers: 12m 
Train carriages: 25
Employees: 290
Network size: 18 miles

 Major refresh of the interior and exterior of  
all trams, delivering a dedicated wheelchair  
area for the first time

 Dedicated twitter team providing real-time  
updates for customers

 A joint project delivered in partnership with  
South Yorkshire Passenger Transport Executive  
to improve the reliability of the infrastructure

 Environmental benefits with the introduction  
of two new fully electric vehicles 

 The launch of passenger information displays  
at most tram stops 

 Introduction of the UK’s first tram train services 
in 2017, with a new link between Sheffield and 
Rotherham 

 Investment in three new trams (as part of tram 
train) for use on the Supertram network to provide 
additional capacity 

 A new timetable from Summer 2016 representing 
the first major change in over 20 years 
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East Coast

One of the UK’s leading rail operators
Transforming rail services across the country continued

This franchise, operated by Stagecoach and 
Virgin in a 90/10 joint venture, is one of the two 
mainline routes between London and Scotland, 
providing fast, frequent services connecting 
London with Yorkshire, the North East of 
England and Scotland. 

Since we took over the franchise in March 2015, 
customers travelling with Virgin Trains, on its  
east coast route, have already benefited from:

Our vision is to change travel for good.  
Our future plans include:

Virgin Trains, on its east coast route
Annual passengers: 21m 
Train carriages: 401
Employees: 3,100
Network size: 936 miles

 Start of a £40m investment to improve the existing 
train fleet to improve reliability and provide a better 
travelling environment 

 A 10% cut in Standard Anytime fares on long 
distance journeys to and from London followed  
by a freeze on these fares

 Improved contact with customers through  
a new 24/7 twitter feed

 1,700 iPhones given to customer service  
employees to provide faster and better  
information for customers

 Dedicated ‘Virgin Way’ training programme 
delivered to vast majority of employees to  
improve customer service

 A brand new menu with a specially chosen  
real ale and Prosecco introduced on board

 New customer information facilities at stations 
including Doncaster, Grantham and Durham

 Launch of a new customer board which will  
support £1m worth of improvements

 New trains to provide over 25,000 extra  
seats per day

 New services to new destinations

 Faster journey times to key cities such  
as Leeds, Newcastle and Edinburgh

 Introduction of a customer and communities  
fund delivering around £3m of improvements 
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South West Trains: 20 years of  
improving rail services for customers 

We have almost two decades of 
experience of managing South West 
Trains, which was the first rail company 
to be franchised in February 1996.

During our tenure, passenger numbers have doubled 
and over 230 million journeys are now made on our 
network. We operate two of the busiest stations in  
the UK at London Waterloo and Clapham Junction  
and during our busiest times, we operate a train every 
minute into and out of London Waterloo. In our peak 
travelling times, more people travel through Waterloo 
than during a whole day at Heathrow.

We have transformed services over the last 20 years 
with some major improvements for passengers. 

Customer focus
Delivering the best customer service is paramount to 
running one of the UK’s most important rail franchises. 
Our innovative ‘I make the difference’ customer service 
training, which has been delivered to all customer facing 
employees, has resulted in a step change in the way we 
interact with our customers. Independent customer 
satisfaction scores for the attitudes and helpfulness of 
staff at stations are now at their highest level since 2007.

Investment
With increasing passenger numbers, we recognise the 
importance of making sure our stations and trains are 
accessible, easy to use and exceed the expectations  
of our customers. 

We set out a clear vision of our investment plans early 
on in the franchise with the introduction of a £1 billion 
fleet of Desiro trains, designed to offer more comfort 
and reliability and crucially enable us to deliver the 
intensive timetable we offer today. Our Desiro trains  
are now ranked amongst the most reliable trains in the 
country and we have continued to invest in improving 
them further. Passengers are now benefiting from free  
WiFi on a number of these trains and by early 2016,  
all Desiros will offer free WiFi.

Passengers travelling through our 185 stations have 
benefited from around £300 million of investment  
to deliver improved facilities. We’ve worked closely  
with stakeholders and partners to deliver major 
improvement schemes to make our stations more 
accessible and provide a nicer environment for our 
customers. We’ve invested in major station schemes 
such as Wokingham, where a £3 million partnership 
improvement scheme has delivered a completely 
refurbished station with much improved facilities. 
We’ve also introduced over 6,000 extra cycle spaces, 
delivered 2,000 more car parking spaces and improved 
access at 30 new stations with new lifts, footbridges, 
low counter ticket windows and accessible toilets.  
We will also be investing to improve passenger facilities 
between now and 2017 with thousands more new car 
parking spaces, improved ticketing and better customer 
service. We’ve invested in improved security and now  
all our stations are covered by state of the art CCTV  
and linked back to our 24-hour control centre.

Innovation
Innovation is at the heart of what we do at South West 
Trains. In 2012 we became the first train company in 
the UK to develop a joint Alliance with Network Rail, 
bringing together for the first time the train operator 
and the infrastructure provider to provide a better train 
service for passengers.

The innovative plans developed by the South  
West Trains-Network Rail Alliance will see a major 
transformation of services for customers by 2018  
with new trains, extra platforms and a significant 
capacity boost for passengers on some of the UK’s 
busiest trains.

We know people want easier ticketing – our customers 
don’t want to carry around paper tickets and they want 
to have access to the best tickets as quickly as possible.  
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We became the first company in the UK to introduce a 
smartcard in 2008 when we launched the Stagecoach 
Smart travel card on South West Trains and this is now 
being rolled out to allow joined up journeys with 
London’s bus and Tube network. 

We understand that our customers want value for 
money. In 2005, we launched the UK’s first internet/
telesales-only ticket offer on UK rail with megatrain.com 
– a bargain fare offering travel from just £1 plus booking 
fee. Our promotional seasonal ticket offers have also 
offered discounted travel for around three quarters  
of a million passengers over the past two years.

Better information
We know the importance of providing up to date, 
accurate information to our customers. We’ve invested 
significantly to make sure the technology across the 
network provides the best information, with 170 new 
customer information screens, more help-points and 
new station departure boards. 

We’ve also launched a mobile version of the South  
West Trains website and introduced personalised  
email travel alerts. Our dedicated twitter feed now 
provides comprehensive, detailed information to  
over 200,000 followers. 

We’ve worked closely with other transport operators 
and businesses to install information screens at 
off-station locations to help people travelling to our 
stations, such as ferry and hover craft terminals at on 
the Isle of Wight, Southampton Airport, Bournemouth 
Airport, Epsom Racecourse and many other locations 
close to our stations including pubs and shopping centres. 

More space for our customers
As demand on our network has grown, it is key that we 
develop short and long term solutions to provide extra 
space for our customers. Through a successful partnership 
with the Department for Transport, we’re now nearing 
the end of the roll-out of 108 extra carriages on our 
network to provide more space by lengthening trains  
on some of our busiest routes. This scheme is already 
providing space for more than 22,000 extra passengers.

Our December 2015 timetable, which will see some of the 
biggest timetable improvements since 2004, will deliver 
an additional 57,000 extra seats for our customers.

Promises delivered  
and more besides

 √ Around £1bn paid to the Government  
to invest in improving services

 √ 80% of passengers now travel through 
secure stations

 √ CCTV installed at all South West Trains 
stations

 √ £12.4m invested to refurbish stations 
across the network

 √ £10m invested to improve the diesel train 
fleet providing an improved environment 
for passengers

 √ Introduction of 2,000 extra car parking 
spaces with improved facilities 

 √ Installation of at least one brand new 
ticket vending machine at all South West 
Trains stations

 √ Six monthly webchats providing an 
opportunity for passengers to ask 
questions and give direct feedback to  
the South West Trains executive team



10

Our future plans

In conjunction with Network Rail, we have 
already done a great deal of work to optimise 
our trains and stations to accommodate the 
major growth in passenger numbers over the 
past 20 years. We also have some exciting 
plans for the next two years which will deliver  
a 30% increase in passenger capacity and  
will provide the biggest improvements seen  
on this network for many decades:

New trains: we will be rolling out a fleet of 
£210m fleet of 30 new five-carriage trains from 
2017 which will increase peak time capacity  
by 30% for passengers.

Extra trains and longer platforms: we  
are already in the process of introducing 108 
additional refurbished carriages, allowing  
us to run longer trains and boost capacity  
for passengers on some of our busiest routes.  
In order to accommodate these longer trains,  
we have already lengthened platforms at more 
than 60 stations. 

Major improvements at London Waterloo 
station: in parallel with the new trains, we are 
working with Network Rail on major improvement 
works at London Waterloo station, already the 
UK’s busiest station, which will help to increase 
capacity and reliability. These plans will see the 
former Waterloo International Terminal brought 
back into use (this closed in 2007 when Eurostar 
moved to St Pancras) and extending platforms  
1-4 to allow 10 car trains to run on the suburban 
routes for the first time.

In addition, South West Trains recently signed 
an agreement with the Department for 
Transport that will deliver £50 million worth  
of customer enhancements between now  
and February 2017 under an amendment  
to the current franchise agreement.  
The planned improvements include:

More space for passengers: more than  
57,000 additional seats created through our  
new December 2015 timetable with 73 new 
evening and weekend services on suburban and 
mainline route and through additional seating  
on existing services.

Additional parking spaces: an additional 
1,400 parking spaces will be created at up to 
eight of some of the busiest car parks across  
the network by the end of 2017. 

Improved technology and better ticketing: 
we will be launching a new website and mobile 
app to help passengers find the best value tickets 
more easily. In addition, a new online booking 
system and expansion of our smart ticketing will 
allow joined up journeys with London’s bus and 
Tube network.

Enhanced customer service: 170 new 
easy-to-use station ticket machines, including  
90 with a facility for customers to ask for help  
via a video link, will help passengers get the best 
value fare for their journey. In addition, we will  
be investing further in community engagement 
schemes and NVQ qualifications in customer 
service for our employees.
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Stagecoach:  
the right partner for the next franchise

• The South West Trains network is now one of  
the most heavily used networks in Europe and 
passenger numbers are continuing to grow.

• The next decade will see increasing levels of 
demand on an already crowded part of our railway 
and the people, businesses and communities that 
depend on it are looking for solutions. A huge 
amount of work needs to be done and we want  
to finish the job we have started to transform  
the service for our customers. 

• The ground-breaking partnership we have built  
up with Network Rail and the support of the 
Department for Transport has unlocked key 
investment that will deliver a step-change in 
capacity and customer service between now  
and 2017. 

• The continuity of being Britain’s longest running 
franchise operator has given us unrivalled insight 
into the challenges and opportunities of the 
network as it faces major change over the next few 
years. How that massive programme is managed 
will have a direct impact on the journeys of millions 
of passengers. 

• Our priorities for the new franchise will be the needs 
of passengers and communities, prioritising quality, 
maximising capacity, and delivering value for 
money for taxpayer investment.



Together we can make the  
South Western railway even better





www.stagecoach.com 

How to get in touch with us
Stagecoach has demonstrated its commitment  
to the South West Trains franchise and we want to 
have the opportunity to develop this franchise even 
further, but we can only do this by working together. 
We’d really value your thoughts, opinions and any 
ideas you have for how we can improve things for  
the new franchise, and you can get in touch with  
us by emailing.

bidteam@stagecoachrail.com
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