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Dear Stakeholder

Summer is here and things are definitely hotting up in 
terms of our transformation. The Class 185 upgrade is very 
close to completion and we have new trains now in the 
UK.  I was very excited to get the chance to see the first of 
our Nova 3 trains when it arrived in the UK last month for 
testing in advance of entering service this autumn. These 
new trains are going to make such a difference in terms of 
the extra seats and fabulous on-board environment they 
will offer. This is a key milestone - look out for a different 
looking five carriage train in TransPennine Express 
branding on the network; it will be available for travelling 
on soon!

Since our last newsletter we’ve introduced the new May 
2018 timetable which has presented a range of industry 
challenges. Our train service performance has been 
affected, predominantly across our North TransPennine 
route where the congestion in and around Leeds and the 
Manchester Stations and the interface with Northern’s 
services is most acute. We sincerely apologise for the 
delays to our services and are working closely with 
Northern, Network Rail, and the Rail North Partnership to 
identify further opportunities to make amendments which 
will enable services to operate more reliably. 

Performance has been improving steadily since the start 
of the timetable as a result of industry action but we 
recognise further improvement is needed and this is a top 
priority for the business. In the article opposite you will 
see that a compensation scheme has been announced by 
Transport for the North for affected season ticket holders, 
with this scheme opening for claims on 23 July.

I hope you all have a wonderful summer and if you are 
looking for ideas of what to do with friends and family, 
please check out our website for inspiration on a range of 
great destinations and special fares to make the most of 
our region and this wonderful weather!

I hope that this update is of use to you and, as always, if 
you would like to discuss anything with us please make 
contact using the details at the end of this newsletter. 

Louise Ebbs 
Strategy Director

TAKING THE  
NORTH FURTHER

Compensation for customers  
affected by recent disruption

Transport for the North has announced a compensation 
scheme for TransPennine Express season tickets holders 
affected by disruption following changes to rail services 
through the May 2018 timetable change.  

This compensation is in addition to that available via the Delay 
Repay scheme, will be worth one week of travel for the season 
ticket held (annual, monthly or weekly) and will be made to 
season ticket holders whose journeys who were disrupted 
between 20 May 2018 and 30 June 2018.  

Claims will be made on-line via a special webpage on the 
TransPennine Express website  and eligible season ticket 
holders will be able to submit a claim from 23 July 2018.  
Payments will be made via bank transfer or refund to a  
credit card.  

In advance of the launch of the on-line application process, 
our website contains further information for customers looking 
to submit a claim: www.tpexpress.co.uk/maycompensation.  
For customers who travel with Northern, details of their 
compensation arrangements are available at  
www.northernrailway.co.uk



New Super Off Peak summer fares  
introduced for selected routes

TransPennine Express has launched a 
Super Off-Peak summer promotion for 
TPE-only tickets on various journeys 
between Newcastle and York, as well 
as between Manchester Airport and 
Manchester Stations. These tickets are now 
on sale and are in addition to existing TPE 
Only fares on these routes, but offer an 
even bigger savings for customers.

TPE-only Super Off-Peak fares are 
available as singles or returns (return within 
one month), for travel after 10:00 Monday 
to Friday and any time on Saturdays, 
Sundays and Bank Holiday Monday 27th 
August. These tickets are available for 
outbound journeys until Sunday 9th 
September on the following journeys:

Newcastle to/from Durham:  
£6.50 return or £5.20 single

Newcastle to/from Darlington:  
£12.00 return or £9.00 single

Newcastle to/from York:  
£25.00 return or £24.00 single

Durham to/from Darlington:  
£8.50 return or £5.50 single

Durham to/from Northallerton:  
£12.00 return or £10.50 single

Durham to/from York:  
£25.00 return or £24.00 single

Darlington to/from York:  
£19.50 return or £17.00 single

Northallerton to/from York:  
£9.50 return or £9.00 single

TransPennine Express is also offering a 
TPE-only Super Off Peak single ticket only 
for Manchester Airport to/from Manchester 
Stations (Piccadilly, Oxford Rd, Victoria), 
which is valid after 09:30 Monday to Friday 
and any time on Saturdays and Sundays. 
This ticket costs £3.70 and is available for 
journeys until Saturday 25th August.

Savings for customers in West Yorkshire 

TransPennine Express have introduced savings on tickets for customers in West Yorkshire.  Anytime Day Single, Anytime Day Return, Off 
Peak Day Return and Season tickets that are valid on TransPennine Express services now have a discount compared to the Any Permitted 
fares. The journeys where these tickets are available for are:

To purchase these new fares, please visit www.tpexpress.co.uk

FARES & TICKETING

North of England Rover 
ticket connects Liverpool, 
Manchester, Leeds, Hull  
and Newcastle 

TransPennine Express has introduced a 
new North of England City Experience 
Rover ticket.

The ticket includes 4 days unlimited travel 
between Newcastle, Hull, Liverpool, Leeds, 
Manchester and Manchester Airport (and 
stopping points in-between), to be used 
over an 8-day period.  The rover is valid: on 
TransPennine Express services only, on any 
4 out of 8 days travel, on any TransPennine 
Express service departing after 09.30 
(Monday to Friday) although no time 
restriction weekends or Bank Holidays  
and only valid within the area shown on 
the map below and stopping points in-
between.

The rover in standard class costs £99 for an 
Adult and £49.50 for a Child, with further 
discounts available by using railcards 
including Friends & Family, Two Together, 
Disabled Person Railcard, 16-25, Senior  
and HMF.

For further details and to buy the ticket 
please visit www.tpexpress.co.uk/special-
offers/north-of-england-rover
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• Leeds to Morley

• Leeds to Dewsbury
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• Morley to Dewsbury
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• Mirfield to Huddersfield

• Deighton to Huddersfield



WhatsApp trial

We have started to trial WhatsApp to  
help our customers, who can use the 
number 0781 222 3336 for any questions 
they might have about their journey on  
our services. We’re currently advertising 
the number at Manchester Airport only, 
and initially this service will be available for 
customers to use from 0900-1700 Monday 
– Friday. If the trial goes well we’ll look to 
roll out the service more widely.

CUSTOMER EXPERIENCE

Two-hour passenger assistance booking notice introduced

TransPennine Express have introduced changes which mean that the amount of notice 
required for customers booking Passenger Assistance has reduced to two hours for 
certain journeys, providing greater flexibility for disabled customers.  

As it is only TransPennine Express and not all station operators who have made this 
change, the reduced notice only applies to direct journeys on TransPennine Express 
services between two TransPennine Express managed stations, and the assistance  
can only be booked by calling the TransPennine Express Assisted Travel team on  
0800 107 2149. Customers who are deaf or hard of hearing can use our textphone  
service by calling 0800 107 2061 or complete our assisted travel form at  
www.tpexpress.co.uk/travelling-with-us/assisted-travel

 
Nova 2 In Velim 

Nova 2 has now arrived in the Czech 
Republic and is now being tested in 
Velim. Later this year, it will arrive in the 
UK where further testing will commence 
on the UK network.

Customer satisfaction  
with TPE increases

The latest set of National Rail Passenger 
Survey (NRPS) scores for Spring 18 have 
been published and show that 86% of 
those surveyed were satisfied with TPE’s 
overall customer service. 85% of customers 
were satisfied stations and the attitudes 
and helpfulness of our colleagues also 
scored positively at 86%, a two per cent 
improvement when compared with this 
time last year. There was a significant 
increase to our provision of information at 
our stations score, up 7 per cent from last 
year to 91%, and 87% of customers were 
satisfied with the upkeep of repair to our 
trains, which is positive feedback given 
the significant investment in our customer 
information systems and the refurbishment 
of our Class 185s that has recently   
been delivered.

The first three weeks of Period 2 saw very good performance across all routes.   
The introduction of the new timetable in the final week of May has seen train service 
performance, predominantly across our North TransPennine route significantly 
affected. Congestion in and around Leeds and the Manchester stations and the 
interface with Northerns services have been the biggest challenges we have been 
working with. We are working closely with Northern, Network Rail and the Rail North 
Partnership to identify opportunities to make improvements which will enable the 
services to operate more reliably.

PERFORMANCE

Please note this service is a trial. Service is only available 

Monday - Friday between 9am - 5pm to answer questions 

about your journey from Manchester Airport Station

Hey,  
we’re on WhatsApp!Got a question about your journey today? Send a message to 0781 222 3336

New information screens 
installed onboard trains 
As you might have noticed, new screens 
have started to be installed on our 
refurbished Class 185 trains. Currently 
there are just placeholder images being 
shown, but in the coming weeks the 
software that will run the screens will 
go through acceptance testing. We’ll 
also be able to advertise interchange 
information, and a range of additional 
local information.  
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PPM  
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STATION & INFRASTRUCTURE

More stations to have 
benches upgraded

Last year TransPennine Express replaced 
life expired benches at Dewsbury, 
Stalybridge, Scunthorpe, Brough, Thornaby 
and Malton.  The new benches are specially 
designed to make them easier for users to 
use if they have limited or reduced mobility.

We are pleased to be able to undertake 
a similar replacement and upgrade 
programme for benches at the following 
stations managed by TransPennine 
Express:  Middlesbrough, Yarm, 
Northallerton, Thirsk and Selby.  Work to 
install the benches should take place over 
the summer, with all locations completed 
by the autumn.

New Cycling Facilities 

New secure cycle parking facilities have 
been installed at both Malton and Selby 
train stations.  This in addition to the 
facilities that have already been installed at 
Northallerton, Thirsk and Scarborough.

The new facilities provide an additional 144 
cycle spaces at each station which, when 
the previous facilities are included, enables 
over 200 bikes to be parked every day.  

The new cycle racks are designed to 
encourage additional customers of train 
services to cycle to the station rather than 
drive, helping to reduce road congestion.  

Hull, Cleethorpes and Stalybridge look out 
for your new facilities coming soon!

New lifts at  
Scunthorpe station 

We are pleased to report that Network 
Rail has advised work is scheduled to start 
on installing lifts at Scunthorpe station 
during October with completion expected 
during March 2019.  While the works are 
underway, a temporary footbridge will be 
in place at the station. Funding for the lifts 
has come from the nationwide Access for 
All scheme.

December 2018 timetable

The Rail Delivery Group has announced that a number of train operators across the country will not be implementing planned timetable 
changes in December 2018, and for many operators the timetable introduced in May 2018 will remain in place until May 2019.  
The announcement can be viewed on the following link:  www.raildeliverygroup.com/media-centre/ 
press-releases/2018/469774201-2018-07-09.html

 
 
Upcoming engineering works

Date Summary of Impact Changes required

26th August
No route between Carlisle and Glasgow  

Central before 17:00
Service will run Manchester Airport to Carlisle  

and/or strengthen Edinburgh service

2nd September No route to/from Liverpool Lime Street Service to start/terminate Manchester Victoria

2nd September
No route between  

Sheffield and Doncaster
Service will run Manchester Airport to Sheffield  

and Cleethorpes to Doncaster

9th September No route between Sheffield and Doncaster
Service will run Manchester Airport to  

Sheffield and Cleethorpes to Doncaster

23rd September
No route between Carlisle and Glasgow  

Central before 17:00
Service will run Manchester Airport to Carlisle  

and/or strengthen Edinburgh service



We hope that you have found this update of interest. Please contact Graham Meiklejohn, 
Regional Development Manager, on 07595 236 910 or graham.k.meiklejohn@firstgroup 
.com or Lucja Majewski, Regional Development Manager, on 07702 142568 or  
lucja.majewski@firstgroup.com to comment on what you’d like to read in future editions.

To keep up to date with TPE news, please follow and like us on Twitter and Facebook  
or visit tpexpress.co.uk

Good luck Malton in Bloom!
TransPennine Express has been pleased to 
support the team at Malton in Bloom who 
have transferred the town of Malton with a 
range of stunning floral displays, including 
at Malton train station itself. Their hard 
work will be assessed during July by judges 
from the Yorkshire RHS in Bloom awards. 
We wish Malton in Bloom the very best of 
luck and hope that they win gold!

COMMUNITY & ENVIRONMENT

A grand day out for class Red 3! 

We were proud to have helped class Red 3 from Benton Dene School, a joint mainstream 
and special needs school in Newcastle have a day on the railway. 

Red 3 is a class comprised of children with special needs who are on the autistic 
spectrum.  A lot of the children had never been on a train before but are very interested 
in trains and timetables, and the feedback from the trip was amazing – everyone had a 
fantastic time riding on our trains and some of the children described the experience as 
“the best day of our lives”. High praise indeed!

Real Ale Trail - working with 
the British Transport Police 

Since the start of the new timetable 
TransPennine Express has taken over 
the majority of services across the North 
Pennines rail route that serve stations on 
the established ‘Real Ale Trail’ which has 
been popular for a number of years.

We have been working with Northern and 
the British Transport Police to prepare 
for the operation of services that serve 
the trail.  While the majority of ale trail 
participants act in a respectful way, we 
are aware of the impact a number of anti-
socially minded have on local communities 
and other rail customers.  

Crime and disorder has steadily decreased 
year on year on the trail. To ensure that this 
trend continues and customers are secure, 
TPE are deploying additional Security 
Officers from now until early autumn 
in four teams along the line between 
Stalybridge and Huddersfield. 

Two teams of security officers will be 
based at Stalybridge and Huddersfield and 
two mobile teams on every TransPennine 
Express service on the trail route between 
1330 and 2330.  

The BTP will be complimenting the 
security with an additional 18 Saturdays 
of dedicated resources. All feedback 
regarding these services is appreciated, so 
if you have any observations you would like 
to share please make contact.


