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Introducing the Elizabeth line

A new railway for London
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Introduction

« The Elizabeth line will improve connectivity across all
of London

« The launch of the Elizabeth line will make it ever more
Important that we deliver an integrated customer
experience at shared operator stations — particularly at
key interchange stations such as Liverpool Street and
Paddington

» This presentation discusses how we will approach this
one team approach, working collaboratively with other
operators to drive an integrated customer experience —
whilst also recognising the difference across operators
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* The Elizabeth line will transform travel in London,
bringing people, business and communities closer
together

* The new railway will be fully integrated with London’s
existing transport network

« The Elizabeth line will serve 41 stations including 10
new stations at Paddington, Bond Street,
Tottenham Court Road, Farringdon,
Liverpool Street, Whitechapel,

Canary Wharf, Custom House, ELIZABETH LINE
Woolwich and Abbey Wood

Project Interchange




Increasing Capacity mtrcrossrail | €

* The Elizabeth line will transform rail transport in
London and the south east, increasing central London
rail capacity by 10% - the largest increase since World
War 2. This will reduce congestion and allow for more
comfortable journey conditions

« Congestion at many
London Underground
stations will be reduced,
even for those that are
not on the Elizabeth line
route — such as Oxford
Circus

Project Interchange
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* The Elizabeth line will improve connectivity: it will make
It easier for businesses to move about London, to meet
clients and negotiate with suppliers

« The Elizabeth line will make accessing our major
International gateways like London Heathrow more
accessible - for instance, the journey time from
AR i
the City of < =
London
(Liverpool
Street) will fall
from 55 to 34 .
minutes MAYOR OF LONDON @ FoRioNBON
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* The Elizabeth line will bring 1.5 million more people within
a 45 minutes commute of the existing major employment
centres of the West End, the City and Canary Wharf (up
from five million currently)

« This improved connectivity will also be designed to help
people with restricted mobility — with all Elizabeth line
stations having step free access

Project Interchange
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the Challenge!

The Elizabeth line will significantly improve the capacity of
the rail network and improve Connectivity across the
Capital.

With all of these improvements — it is important that
connectivity at our key interchange stations is as seamless
as possible for customers — particularly when considering
the Staged Opening of the line

This presentation sets

out to discuss how, L;ﬂ ¢
together with our key /
partners, we can improve
connectivity at our
Interchange stations and
across the Capital

Project Interchange
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Who are our key partners? |

@ ThamesLink/

Heathrow H
Express

Transport
for London

LondoraIWatch =
NetworkRail

-\

(@ ARRIVA Rail London

Project Interchange
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Project Interchange Mission Statement

i Together with our industry partners we will

Improve connectivity across key London
Interchange stations. Making customer
journeys simple, enjoyable and hassle free e

Project Interchange
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successes of the past

« Spring 2015 saw something amazing happen

« All of the operators at London Liverpool Street agreed
that a one-team approach was needed if the station
wanted to deliver the best customer experience
possible

* One Liverpool Street was born!

IN OF THE YEAR

Project Interchange
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‘You Make the Difference’

“Developing a guide for station
staff (together with our
Industry partners) which sets
out what a great customer
experience looks like at each

YOU MAKE THE DIFFERENCE - stage of the customer journey.
DELIVERING EXCELLENT SERVICE And to support colleagues with
S e answering customer questions

| and enquiries In a

knowledgeable and helpful

7

way

Project Interchange
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Our approach focusses on five key areas

A2 =P

Station Signage and On-train On-line Making Rail
Colleagues Wayfinding Information Information Accessible

Project Interchange
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Wil

= connectivity across key London interchange i =
2 Making customer journeys simple, enjoyable and hassle
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On-train On-fline Making Rail
Information Infarmation Accessible
« Baing availabla + Linied appeoach io FIS Claarty signing
Baing krowndgeabia Unisd acpeoach io mcoossble mutes
Daing hepriad Gatherng best
- Baing waitin - Acrmusitelty

N

‘One Team Heathrow' | 'One Team Paddington’ | “One Team Farringdon®

‘One Team Stratford’ | 'One Team Liverpool Street’

POR LoWD NetworkRail
FOR LONDON
GWR o8 Lomow e ——

greateranglia A
%‘ crmr-luxlw.qrrh
ThamesLink/ Heathrow <

Expire=ss

S N -

(2 ARRIVA Heathrow

Project Interchange Steering Group

Results

6 . 5 8
O 3 P

Cusiomer Senvice TERE rmputaiions Framchiss Oblgations Induminy Basi Inchusiry Laadarship
Imrovements Practica



mtrcrossrail | €

Station Colleagues

An integrated, one team approach
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an integrated approach to
station colleagues...

* Being visible and available —
First till last

« Being knowledgeable and
helpful — E-learning/Apps

-~ 00
B
o

YOU MAKE THE DIFFERENCE -

DELIVERING EXCELLENT SERVICE
ON THE ELIZABETH LINE

|

Project Interchange



Our one team meetings driving mtrcrossrail | €
an integrated approach to
station colleagues...

« Sharing best practice on tools, technology and
Innovation — already working LU

« Having a clear understand of the service proposition of
each railway

Project Interchange




Your station

©

The “ Your station ” is a :
live train dashboard Your
which will automatically Stetes
locate the station you are
at.

You can also change the
station you are at in

“Settings”

You also have an
option of viewing:

» Station info

» Calling patterns

» Service status

e TfL rall

* National rall

* Buses (Local and
replacement bus
services)

* Tube

mtrcrossrail | €

o
3 Welcome, you're at Liverpool Street 12ch

TFL Rail

Due All stops to Platform Headcode All Stations Status

Shenfield

14:30 Shenfield 17 2W06 OK
14:40 Shenfield 16 2wo8 O o
14:50 Shenfield 17 2W10 OK

Shenfield

TfL @ GWR @ Greater Anglia @ Heathrow Express @
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The live trains map gives you the following information:
» The head code of each individual train

* The next train to reach your location

» The location of the train along the line

* You will be able to see the whole route East & West

e~ Harold Wood

£
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Journey planner Ticket prices

White Hart Lane @ %,
. "4, Woodford . °
¢ Emeamere tonee & ) - . 9 Welcome, you're at Liverpool Street 123:!cc
1 WOOD GREEN e
51.54130.003195 “orng #
Yo
WALTHAMSTOW
@ 24min @=ROINGE # 1hr27 24 min N - k H
D Ticket prices
Leave now
Finsbury Park 2
<
Least walking to liford
STOKE o
el NEWINGTON @ Wanstead Fle
ig cental 9 min gy e
<
Q9 STRATFORD Fares Default route
i Every 3 min from Liverpool Street
derground Statiog fF Peak
z i S Off Peak:£2.80
:,?:.'."n:’,' More by rail Victoria Park ® Oyster
Q © 10 min At all other times including public holidays.
) Contactless N
* 9 min he British Museum ))
Peak:£3.90
Every 10 min from Liverpool Street Station The Arcade Monday to Friday from 0630 to 0930 and from 1600 to 1900.
WHITECHAPEL A3 ) Lo > .
VENT GARDEN — P City Ticket
ndon £ 2ok prices
s Park AR HARE « When you pay as you go, you must touch your Oyster or contactless payment card on a yellow card reader at the start
& @ Imperial War Museum and end of your journey. If you do not, you may be charged a maximum fare.
LAMBETH igle ofDagy « Some journeys are charged via Zone 1 irrespective of the route taken.
; ) 2 » Cash single and return tickets are valid for travel only on the date shown on the ticket and up to 04:29 the next day.
M v 25 n«a“’ + Cash return fares are double the equivalent single fare. In some cases a Day Travelcard may be cheaper.
Royal Observatory o) « Fares shown do not include travel on Gatwick Express or Southeastern high speed services unless stated.
L Greenwich
S CAMBERWELL PECKHAM "
. @®
Google a2 -
Map dets €2018 Google DL ¥érma’ 1 km b3
) H H . . .
Plan a customers’ quickest journey route Ticket prices:

by typing in their end destination, the app * Fare during peak
will divert you to google maps (see image * Fare Off peak
above) » Contactless and
Oyster
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Signage and Wayfinding

An integrated, one team approach




We recognise that our mtrcrossrail | €
colleagues at London
Underground do it very well

e = ]
District and Circle lines

‘ e € Eastbound
‘ London Bridge exit = A
joE. = Casthouns

City Hall
Gu\\]y‘s Hospital Cathedral

ol Tower Hill

Monument ===
Cannon Street ==

c . Embankm e
We are working with TfL who are the i

leads for specifying the signage - to e
ensure that any proposals work Whitechapel ~—

operationally and for our customers
(working collaboratively with our
industry partners at shared operator
stations

Project Interchange




Heathrow Best Practice mtrcrossrail | €

T
A

4 g Zone G
Hotels I EZEER
Zone H —
Short stay car park 4
P @ Trains
to London

& Terminals 2,3,5
via Free train transfer

Exi( n—>
inal 3
Tem‘guses ;
eundefg“’und &

Taxis
car park &

“ Information
Left baggage




Elizabeth line signage mtrcrossrail | €3

16:57 7 L
4 Tweet

@ Crossrail Project liked

QWQ Paddington

&Y Cinvaddington Taking action to
To avoid confusion at interchanges avol d C:U sto m er
with mainline stations such as confusion with

@NetworkRailPAD, all @elizabethline
station platforms will use letters, not
numbers. A always eastbound, B
always westbound. Impressively
simple. Well done & @Crossrail!

e awme—— o
oL R

mainline platforms

2 Crossrail Project and Elizabeth line é§
1R/NARIINMR 1R AQ

Tweet your reply

0 Q Q Sy

Project Interchange




Paddington now... mtrcrossrail | €

8 e
| € @B Toilets

| €@  Selfservice tickets
€@ Taxis

€ B Buses

.| € 8 Underground Circleline via Victoria

Exit closed







Paddington Opportunities... mtrcrossrail | €

<« Bakerloo Line
& District Line ¥ W
1 i Circle line fity:ine 9
<« Circle Line via Victoria
\ Bakerloo line
€ E Platforms Via lift and escalator €<« . District line

Circle line via victoria
€ Heathrow Express sesior be A B ==

3«\ € © TfLRail Yaitsond S — (( @ 'sif,?ei?m‘”

| € Way out B st Mary’s Hospital

The smarter way

Hammersmith & City Line & > |
viaKings Cross Circle Line & >

- viastairs Platforms > a
i} via stairs Heathrow Express =
Grand Union Canal 8 Way out >




Local bus

connections

09:43:55

Chigwell Row
Dagenham East
Limes Farm Estate
Leytonstone
Wood Green
Chingford Station

Beckton Station

Stop

(]
()
o
¢
(<]
(c]
o

Arrival
2 min
2 min
3 min
3 min
3 min
4 min

4 min

tween Nutfield gardens and Green Lane.

mtr



mtrcrossrail | €

On Train Information

An integrated, one team approach




Our one team meetings driving mtrcrossrail | (K )
an integrated approach to on
train information...

* Being generic, so far as
possible across all train i .
NNouncement
operators B Information
 Sharing best practice in on-board [l
driver announcements — driver
boards

* PIS — onward journey information
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Have you

seen@

the N EW driver
announcement

ideo?
video!
Check your emails for the link to
the video! Copies of the brand
new Driver Announcement
booklet will be available at all
depots. If you have any questions,

please speak to your Driver
Management Team.

=N
(&-6)
h - oW
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You Make the Difference

Advice and tips from Driver

Delivering Great On-Board Announcemepts



You-Make the Difference

Delivering Great On-Board Announcements
Advice and tips from Drivers




mtrcrossrail | €

On Line Information

An integrated, one team approach
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Our one team meetings driving an integrated
approach to on on-line information

« Improving on-line information across our journey
planning and National Rail Enquiries tools

« Customer information during disruption and alternative
routes

Project Interchange




Journey Planning Tools mtrcrossrail | €3

ull vodafone UK 4G 17:36 (Il ull vodafone UK 4G 17:36 (]
& tfl.gov.uk a tfl.gov.uk

Good service

Journey results Bakerloo

From: London Liverpool Street Rail Station Central Good service

To: Heathrow Airport Terminal 4
P Circle Good service

Leaving: Wednesday 20th Jun, [7:45

Edit journey ® Add favourites District Good service

Hammersmith & City = Good service
Travel preferences & accessibility:

Showing the fastest routes Using all transport Jubilee Good service
modes Max walk time 40 mins

Edit preferences v

Metropolitan Good service

Good service

Fastest by public transport

Good service

Piccadilly

17:40 - 18:37 57 mins

Good service

< Central line to Oxford Circus
I 10 min View stops

< Bakerloo line to Paddington

Advertisement

- British Airways
BRITISH i "l Apply now
AIRWAYS American Express'

ke  Premium Plus Card

Good service

Good service

Good service

Good service

Project Interchange
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Making Rail Accessible

An integrated, one team approach
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Our one team meetings driving an integrated
approach to on on-line information

« Clearly signing accessible routes

« Colleagues being helpful, available and well trained —
with a unified, joined up approach — Accessibility
Training

 Integrating technology (such as ipads or apps) or
developing new and innovative ways of working to
support customers who may need extra help or support

Project Interchange
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Lovd MWH'\g N“‘k ouv
Travel Ambassador, Callum
and his friend Rﬁm

l
N\oblH-g scootex mdwkmgs

Now on p oMS

=

Bespoke Accessibility Tvi
PVOMO"MQ Tavn up an *3 C;(:P
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AN

Any
guestions?

YOU MAKE THE DIFFERENCE -

DELIVERING EXCELLENT SERVICE
ON THE ELIZABETH LINE

|
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