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Welcome to Northern's latest

Customer Report

The May 2023 timetable is in place and our services have remained broadly the same as the December 2022 plan, with some
slight re-timing of services. The timetable for December 2023 is currently being agreed with Network Rail.

The new timetable has introduced changes to services in the Manchester area, aimed at improving reliability across this very
busy part of the rail network. This important re-cast is the result of work carried out by the Manchester Task Force. With the
timetable in place, we're now providing an extra 3,000 services per week across the network and running longer trains on some
routes, such as six carriage services between Cumbria and Manchester.

We're continuing our preparations for the opening of the Northumberland line and work is also continuing on the proposed
Neville Hill depot engineering works plan, which is anticipated to last for 12 weeks during Summer 2025.

As part of our ongoing fleet upgrade, high-definition CCTV, that can be monitored in real time by British Transport Police, is being
installed on trains to prevent delays from criminal and antisocial activity. It makes use of the ‘what3words’ system to identify
the exact location, with footage and geographical data supplied to the police, to help with any prosecutions.

Light detection and radar (LIDAR) scanning technology is another new system we're installing across 345 trains to make
journeys safer and more efficient. It includes horizon-scanning cameras that can detect infrastructure defects, environmental
threats and maintenance issues. For example, trains will be able to detect ‘bumps on the line’ as they pass over them,
automatically sending GPS co-ordinates to the maintenance teams responsible for repairs.

The Transpennine Route Upgrade (TRU) programme is ongoing. This will support economic growth by transforming rail
connectivity across the North and deliver real benefits for passengers and communities between York and Manchester, via Leeds
and Huddersfield. Those benefits include improved journey times, capacity, resilience and enhanced station facilities.
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Penalty Fares

The Number
number of of
Penalty Fares Penalty Fares
issued appealed

25690 8157

appeals

Customer Experience

Total
number of
customer journeys Total number of complaints: 8875

Complaints into Customer Experience Centre:

made Complaints responded to

43 560 3]6 within 20 days: 96.87%

Assisting Customers

g Passenger Assist

Number of Ticket office
Penalty Fare opening hours

VS

successful published hours
167 88.15%

18/09/22 - 31/03/23

(7 periods)
No of faults notified to m
NTL
The mean average 16
number of Notified Faults
notified to the Operator
by period
The mean average time 10

taken by the Operator to
resolve Notified Faults
(days)
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P7 - P13 Target Performance - Raw Performance % %
Carbon Remain below 86.7 gC02e/pkm threshold l
Energy 33,599,108 kWh /
Water 225,857 m3
Recycling 70%
Traction Threshold 4.19 kWh / Vehicle KM 4.31 kWh / Vehicle KM

Towards the end of 22/23 a number of key Northern strategies were finalised including its ‘Pathway to Net Zero’
Decarbonisation Strategy and its Air Quality strategy.

The Pathway to Net Zero Strategy outlines Northern’s approach to reducing its Greenhouse Gas Emissions (GHGs) as much as possible with an aim to reach Net Zero emissions by
2050. Northern aims to minimise energy consumption, and thereby reduce GHGs, through the way it carries out its operations. The Strategy focuses not only on Northern's direct GHG
emissions but also on its indirect emissions including those within its supply chain. Northern will take a supplier engagement approach and work with its suppliers to enable effective
reduction of supply chain emissions.

Northern's Air Quality strategy seeks to understand levels of pollutants at key Northern managed locations and, where
required, take action to reduce levels of pollutants. Northern is currently working with industry bodies to understand its
pollutant levels and, as part of delivering the strategy, will seek to implement Air Quality Improvement Plans where
needed.

along with improved energy management across Northern, facilitated this performance. Water consumption continues to
be significantly favourable to target, largely due to the completion in the period of water logger installation which allows
Northern to identify issues and be agile in rectifying them. Several initiatives, to varying degrees of success, were trialled
in the period to increase NTL recycling rates. A waste segregation initiative at Bradford Interchange that involved physical
separation and correct disposal of waste by an on-site contractor proved a success. The recycling rate at the location
increased from 4% to over 37%. Feasibility of extending this trial to other NTL locations is currently being considered.




