2019

Community Impact Report
OUR RESPONSIBLE BUSINESS
JOURNEY STARTS WITH YOU

I N T RO D U C T I O N
TOM JOYNER
CROSSCOUNTRY MANAGING DIRECTOR

Introduction from Managing Director
AR
Tom Joyner
..................................................3
Digital and social media help keep
communities updated . . . . . . . . . . . . . . . . . . . 4-5
CrossCountry colleagues are living AR
the Arriva values . . . . . . . . . . . . . . . . . . . . . . . . . . 6-7
New team look to build even better
relationship with stakeholders . . . . . . . . . . . 8

Surprise family reunions wrapped up in a
big pink box . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 14

Three inspiring winners of ACoRP AR
community awards . . . . . . . . . . . . . . . . . . . 24-25

Major support for CRPs praised by
national organisation . . . . . . . . . . . . . . . . . . . . . 15

Focus on good works by volunteers
. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 26-27

Delivering outstanding service for AR
our customers . . . . . . . . . . . . . . . . . . . . . . . . . 16-17

Partnership project helps raise rail
safety awareness for children . . . . . . . . . . . 28

Engineers of the future receive expert
advice from CrossCountry . . . . . . . . . . 18-19
Placement students join action day to
spruce up a station . . . . . . . . . . . . . . . . . . . . . . . 20

AR
Extending use of Augmented Reality . .29
Helping to power sustainable journey to
Destination Green . . . . . . . . . . . . . . . . . . . . 30-31

C O N T E N T S

Community conference highlights three
years of partnership working . . . . . . . . . . . 21
Working with chaplains to raise
mental health awareness . . . . . . . . . . . . . . . . 22

AR
Hybrid electric car is providing vital rural
transport links with stations . . . . . . . . . . . . . . 9

Volunteers create a wildlife-friendly
pergola at railway station . . . . . . . . . . . . . . . 32

Specialist training helps rail volunteers
raise their media profiles . . . . . . . . . . . . . . . . 10

New bus services provide links with
stations and scenic trips . . . . . . . . . . . . . . . . . 33

Two new CRPs form with support and
advice from CrossCountry . . . . . . . . . . . . . . .11

Great Causes scheme helps fund
community bleed kits . . . . . . . . . . . . . . . . . . . . 22

AR
Down the line – MD Tom Joyner
looks to the future . . . . . . . . . . . . . . . . . . . . . . . . 34

Community Rail in the City extravaganza
at stations across the UK . . . . . . . . . . . 12-13

Serving up financial support for new
railway station cafes . . . . . . . . . . . . . . . . . . . . . . 23

Financial summary of support for
Community Rail Partnerships . . . . . . . . . . 35

AR

Our business is about much more than
running trains – it supports people’s lives
WELCOME to the latest issue of
our community impact report.
Here you will see some of the
contributions CrossCountry and
our people have made to the
places our trains serve and the
wider communities across Great
Britain.
For almost 200 years the
railway has contributed to the
social and economic growth of
our nation. Trains do more than
just carry people from A to B.
They take people shopping, to
work, to visit friends and relatives
and for holidays. They carry
businesspeople to meetings,
goods to shops and markets and
students to university. In all, our
railways are with us throughout
our lives; helping us in so many
ways, both to travel and by
supporting the towns and cities
where we live and work.
I am proud that CrossCountry
is contributing to this great
tradition.
We touch more of Great
Britain than any other passenger
rail operator, working with and
connecting communities,
businesses and people the length
and breadth of this island. Our
approach has always been to
consider carefully our impact on
the people and places we serve,
looking for ways to be supportive
and to encourage our people to

engage with and be part of these
communities.
This report summarises many
of the actions we’ve been
involved with during 2019.
There are projects where we
have worked with local
Community Rail Partnerships to
develop and support local
stations and lines, and to
promote local attractions and
services or even provide support
for community transport. There
are vital social organisations –
several of which that have
benefited from the Socially
Enterprising Toolkit we published
last year with ACoRP to help
people establish successful and
sustainable businesses.
Tom
Social caring has benefited
Joyner
from a strong industry-wide
pictured at
approach with which we have
Birmingham
been heavily involved.
New Street
We have embraced projects
station.
to promote diversity and
inclusivity, as well as recognising
those in need of extra support
such as the work to create the
first ‘Dementia Friendly’ railway
reduce our carbon footprint and
line and support for projects
increase recycling.
promoting health and wellbeing.
As always, our people are at
And as questions about the
the heart of how we achieve this.
long-term sustainable
Many of the stories in this report
environment are raised on the
came via our Great Causes
international stage, everyone at
scheme, which encourages and
CrossCountry is working to make
supports our people in
a difference with schemes to
community-based endeavours to
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TO SEE VIDEO

deliver local benefits, such as
fundraising for worthy causes or
local community projects.
I do hope you find this report
helpful, and that it shows the
positive contribution our business
and our people provide beyond
just running trains. I would be
delighted to hear your feedback.

Augmented reality content on these pages.

Tap into bonus content
With the XC Community Hub Augmented Reality app
The app, XC COMMUNITY HUB, can be installed on smartphones and tablets and will
bring images to life using the power of Augmented Reality. Please switch off the
auto brightness and sleep settings on your mobile. Then to access the latest video
content, simply follow the three easy steps:
2

Download the
XC Community
Hub app from
App Store
or Google Play.

Scan the photo on
the pages where
you see
SCAN PHOTO
this AR
icon.
TO SEE VIDEO

Tap the .
button, bottom
right, for a guide to
additional scene
content.
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Uttoxeter Station Adopter Pat
Burton accesses the XC Hub website.

Digital
Assistant
Natalie Smith
updates the
CrossCountry
Instagram
page.

with our
Marketing
team to ensure
we are engaging
relevant target audiences.
“We also make sure the posts are
connected to and complement our
Community Rail Partnerships’ messages so we
can ensure we are reaching as wide an
audience as possible. We have had a really
positive response to this with an ever-growing
number of
followers on
Instagram as

Andrew introduces cub scouts to safety badge
ANDREW Clarke introduced the cub
scouts in his pack to the new badge
sponsored by CrossCountry where
he works as a Revenue Management
Analyst.
The Personal Safety Badge
includes sections on not trespassing
on the railway, only using designated
crossings and being safe and
responsible on station platforms.
A Railway Safety Pack which has
been developed by the train
operator to help the cubs complete
the badge is available to download
on the XC Community Hub website.
As assistant leader at 232nd
Birmingham Scout Group, Andrew
was keen to encourage his 25 cub
scouts to take the badge.
They made good use of the Rail
Safety Pack, identifying safe
procedures and risk elements. “We
also took them to Acocks Green
station so that we could highlight
to them all the dangers of the
site,” said Andrew.
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TENS of thousands of people are learning
more about CrossCountry's work within
communities they serve through wide-ranging
digital and social media channels.
The latest addition to this family is an
Instagram account that the company
launched in 2019 to send out positive
messages – complementing its popular
Community Hub website section, which has
gone from strength to strength.
A dedicated digital communications team
compose the posts which appear on
Instagram on a regular basis and are linked to
strong imagery and videos from around the
network. Already the account, which has the
name “crosscountrytrains”, has nearly 3,000
followers and that is growing on a weekly
basis.
CrossCountry Digital Assistant Natalie
Smith said: “The team writes the messages
depending on what is going on across the
network and in the business and we work

Andrew Clarke with
information relating
to the Cub Scout
Personal Safety
Badge.

Driver Team Manager Chris Hill
monitors a CrossCountry
Twitter page on his tablet at
the Leicester mess room.

well as
many
comments and
answers to our
interactive story posts.
“We have been happy to see this
engagement from our audience and hope to
see this continue to grow.”
CrossCountry also has a well-established
Facebook page @crosscountrytrains, which
has accrued 23,000 followers over the last
ten years and a Twitter account
@CrossCountryUK which is followed by
nearly 100,000 people.
Among its features Facebook
provides news and information
relevant to journeys as well as the
chance to take part in CrossCountry
competitions and giveaways.
Twitter posts are updated 24
hours a day seven days a week and
also provide customers the
opportunity to send direct
messages with their queries or
comments, which are answered as
quickly as possible.
On top of this is the Community
Hub website page, which can be
visited at www.crosscountry
trains.co.uk/xc-community-hub.
It provides a continually updated
news feed, information about the
Socially Enterprising Toolkit – a
resource for developing Community
Rail Partnerships – and other
initiatives such as the company’s
involvement in the development of
the UK Scout Association’s Personal
Safety Badge (see story on opposite
page).
There is also a section dedicated
to the Community Rail Partnerships
with which CrossCountry has direct
involvement, including links to each
of their own websites.

C O M M U N I C AT I O N

C O M M U N I C AT I O N S

Wide range of
digital and
social media
help to keep
communities
updated
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X GREAT CUSTOMER EXPERIENCE:
A FRESH approach to onboard cleaning on CrossCountry
trains is paying dividends for both customers and staff.
New equipment, including customised mop heads,
expandable litter pickers and new sanitiser sprays, has
been issued to cleaning teams to help them with their
vital work. The versatile cleaning apparatus can now
be tailored to the cleaner’s needs depending on the
size and class of the train they have been allocated.
In addition, all cleaners now undergo a three-day
induction programme which has been introduced
at CrossCountry’s Derby Training Centre.
Pictured right is cleaner Joe Connell.

TO SEE VIDEO

W DOING THE RIGHT THING:
SELFLESS Judith Tray, pictured left, changed
her job within CrossCountry so she could
volunteer at the hospice where both her
mum and dad passed away.
Leeds First Class Host Judith helps out at
St Gemma’s Hospice, based in the city,
where her parents Diane and Henry both
received care for terminal illnesses.
She changed from being a Retail Service
Manager so she could give up her weekends
to volunteer at the hospice and has taken a
safeguarding course to enable her to spend
time with patients.
In addition, she has been involved in
fundraising for St Gemma’s, which has included
taking part in a 15,000-foot parachute jump at
Skydive Hibaldstowe in Lincolnshire to raise
£2,000.

TO SEE VIDEO

X THINKING BEYOND:
CONTINUOUS Improvement Champions
are passing on their knowledge and expertise
to colleagues under a unique learning and
development initiative.
The Lean Learning Academy has been set up
at CrossCountry under the guidance of Head of
Business Improvement Azmina Mansuri, pictured
centre with former Production Director Andre
Cnossen and Resource Planning Manager
Marzena Stachowiak.
An Academy course, delivered by an external
provider, showcases the use of continuous
improvement tools and techniques to solve
problems.The aim of the scheme, which sees the
participants returning to take their skills back
into the business to improve current processes,
is to ultimately identify around 30 Champions.

VA L U E S

VA L U E S

DOING the right thing, great
customer experience,
thinking beyond and we work
as one team – these four
Arriva values embody
CrossCountry’s uniqueness
and its guiding principles.
From boosting train
cleanliness to unlocking
people’s talents these
examples give a taste of the
passion and commitment
which are delivering Great
Journeys round the network
on a regular basis.

SCAN PHOTO
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EMPLOYEES can share knowledge and start
discussions with Arriva colleagues thanks to
a new communications channel.
A new CrossCountry-All Company Group
has been launched on the Arriva Yammer
platform allowing people to exchange ideas
in real time across the Arriva family.
To help employees become familiar with
Yammer and make contact with smaller
numbers of colleagues, groups based on
roles and locations were also established
on the social media platform.
Pictured is Birmingham-based Train
Manager Chris Powney using
Yammer on board a train to
Bournemouth.

L I V I N G

X THINKING BEYOND:
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W WE WORK AS ONE TEAM:

W DOING THE RIGHT THING:
BOURNEMOUTH Driver Stuart Maunder raced
into action for a charity close to his heart by
taking part in the London Marathon.
He completed the gruelling event to raise money
for Cardiomyopathy UK, a specialist organisation
that is helping his daughter Charley.
Now aged 22 she was born with a heart condition
that progressively worsened and she will eventually need
a transplant. Stuart, pictured with his daughter,
devised a 16-week training plan including gym
work and outdoor running to prepare for
the marathon, which he completed
in four hours and 53 minutes.
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AN innovative charity initiative centred around
onboard caterers making direct appeals to
customers was inspired by colleagues elsewhere
in the Arriva Group.
The brainchild of Catering Development and
Buying Manager Richard Cross, the fundraising
drive allowed each crew location to choose the
good cause they wanted to support.
“I read that Arriva Rail London were planning a
trial on accepting donations to the Railway
Children through their ticket machines and I
thought that something similar could be possible
at CrossCountry,” said Richard.
“However the scheme doesn’t rely solely on
technology because our staff are interacting
directly with the customers.”
Pictured are Manchester Retail Service
Managers Lee Broadbent, left, and Steve Booth
whose fundraising boosted Cancer Research UK.
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New department structure enables the business
to build even better stakeholder relationships
Development. Sally has wide experience in a
number of corporate roles and her work has
been recognised by a British Quality
Foundation award.
“CrossCountry’s Corporate Affairs team
brings together internal and external
communications as well as stakeholder
management,” she said.
“This enables the business to better
maximise opportunities to build positive
relationships with key stakeholders.”
Members of the stakeholder team travel
throughout the CrossCountry network to
build relationships with local and regional
authorities, politicians, rail user groups,
volunteers and Community Rail Partnerships.

A commitment to sharing good practice
CROSSCOUNTRY’S Safety, Security
and Environment Plan for 2019
reinforced its commitment to drive
continuous improvement and
contribute to further reductions in
risk.
“CrossCountry is committed to
supporting the strategy and sharing

good practice throughout the trains
businesses,” said Safety, Security and
Environment Director Des Lowe.
“We work closely with our industry
partners and stakeholders while our
commitment and dedication to
reducing harm and injury is second to
none.”

They also work with schools and colleges,
the UK Scouts Association and others to
boost their understanding of the railway while
emphasising key safety issues.
Expanding CrossCountry’s engagement
across the Northern part of the network is
Stakeholder Liaison Manager Alex Bray, who
has previous experience of working with
community partners and who in his spare
time organises the hugely popular Brass
Factor talent contest for Yorkshire brass bands.
Stakeholder Liaison Manager (South) Jody
Ball, who took up her role after joining
CrossCountry as Communications Assistant,
has experience of journalism.
Stakeholder Liaison Manager (Midlands and
South-East) David Jones is a career
railwayman with experience in a variety of
roles including Business Development and
Customer Relations.
Head of Communications Richard Gibson
has been in his key role at CrossCountry since
2006.
Also in the Corporate Affairs Team are
Internal Communications Advisor Lauren
Holden, who has 10 years’ experience in
communications, media and public relations,
and Communications Assistant Elle
Shakespeare who has a background in public
relations and journalism.

Tyne Valley CRP Officer Fiona Forsythe
with the hybrid electric car and service
user Joseph Codling pictured near Gilsland
village. Inset top, Fiona and Joseph show
the Go!Gilsland logo on the car door.

hotels and attractions, sports
CrossCountry and Tyne Valley CRP logos.
With the car up and running since
September, the CRP is helping with
promotion together with social media
and marketing initiatives.
Fiona Forsythe, Tyne Valley
Community Rail Partnership Officer,
said: ‘We were delighted to be able to
work with Go!Gilsland and CrossCountry
to secure funding for this project.
Through reading the Socially Enterprising
Railway toolkit sponsored by
CrossCountry we realised that we too
could be ‘socially enterprising’ and
happily support the project.”
Alex Bray, Stakeholder Liaison
Manager at CrossCountry, said: “We are
delighted to see that Tyne Valley
Community Railway Partnership has
been able to use the Socially
Enterprising Toolkit to develop an idea
that will bring the railway closer to the
heart of the communities they serve.
“The use of the car will be a great
incentive to make visiting Gilsland more
accessible and deliver a range of social
and economic benefits to the area.”

S E RV I C E S

The new Corporate Affairs team pictured outside Cannon House, Birmingham, are, left to right,
Head of Corporate Affairs Sally Gillespie, Internal Communications Adviser Lauren Holden,
Stakeholder Liaison Manager Jody Ball, Communications Assistant Elle Shakespeare, Stakeholder
Liaison Managers David Jones and Alex Bray and Head of Communications Richard Gibson.

PARTNERSHIP working with community
stakeholders has been strengthened by the
setting up of CrossCountry’s Corporate Affairs
team.
The roles of stakeholder liaison, franchise
management and communications sit
side-by-side in the new departmental
structure. Having all communications and
stakeholder activity under one roof allows the
team to build important relationships with
stakeholders more effectively across the
network.
Head of Corporate Affairs is Sally Gillespie,
who recently joined CrossCountry from
Chiltern Railways where she was Head of
Employee Engagement and Learning &
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A small village on Hadrian’s Wall has
provided residents with a hybrid electric
car linking them to nearby stations in a
partnership project with CrossCountry.
The unique initiative took off when
the Tyne Valley Community Rail
Partnership realised the potential of
using the Socially Enterprising Railway
Toolkit originated and sponsored by
the rail operator.
The CRP banded together with
Go!Gilsland, the village’s
community-led organisation
set up to forge a transport
link, to obtain funding from
various sources for the
state-of-the-art car with
potential to carry four
passengers and their luggage.
Financial support from
CrossCountry was critical to
the project which encourages
social inclusion as well as
sustainable development.
The vehicle, which takes
Gilsland villagers and tourists to rail
connections at Haltwhistle and
Brampton as well as local bus routes,

C O M M U N I T Y

C O L L A B O R AT I O N

Hybrid electric car provides vital
rural transport links with nearby
railway stations

SCAN PHOTO

TO SEE VIDEO
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Specialist training by agency helps community
rail volunteers raise their media profiles
COMMUNITY Rail volunteers are
being helped to raise their media
profiles thanks to support from
CrossCountry.
Representatives of Community
Rail Partnerships across the
network are receiving media
coaching from communications
training agency Coherent
Communications (CoComms)
under a three-year initiative.
During 2019 more than 10
CRPs learned about using social

media and writing content for
print and online media.
At sessions in Leeds and Bristol
they took part in hands-on
activities to develop skills in
shooting, editing and uploading
video content.
A stand-alone training session
was provided in Stockport to
volunteers from the Crewe to
Manchester and South-East
Manchester CRPs.
Birmingham-based CoComms

have wide experience of working
in the rail industry.
The seminars were run by
Andy Hitchcock, the Director of
Communications Training,
supported by Carole Foster, Liz
Goddard and technical crew
member Kieran Matthews.
The media coaches supported
the CRPs with challenging
exercises to enable them to
better communicate their own
key messages through video

Award for organising football tournament
TRAIN Manager Pete Donnelly has received a
“Best of the Best” award from CrossCountry
for his role in organising a successful
football competition which is attended by
family and friends of the participants.
The XC Cup has been held annually since
2007 and is the biggest football tournament
in the rail industry, with competitors

10

including teams from Arriva companies
in Europe.
“The competition shows people
coming together from right across the
Arriva Group, giving colleagues across
the network the chance to make new
friends in a family atmosphere,” said
Birmingham-based Pete.

messaging and other
communications channels.
“It’s great to work with these
extremely enthusiastic
volunteers, equipping them with
the basic skills to reach out to
gather media coverage and
deliver effective
communications,” said Andy
Hitchcock.
“At the end of the sessions
they feel empowered to use their
new skills to secure coverage for
their Community Rail
Partnerships – it’s a whole new
world for them.”
Stephen Forde, Community
Rail Officer for the Crewe to
Manchester CRP, said: “The
volunteers had a great day
learning new skills and filming
themselves.”
CoComms, funded directly by
CrossCountry in 2019, are set to
deliver further enhanced training
next year.

PA RT N E R S

Outside Leamington Spa railway station at the Heart of England CRP launch are, left to right, Paul Harris of
Stratford-on-Avon District Council, Beth Wilson of Chiltern Railways, Jody Ball, CrossCountry Stakeholder
Liaison Manager, Kath Hemmings of Solihull Metropolitan Borough Council, Paul Webster of the Association
of Community Rail Partnerships, Andrew Leo of West Midlands Rail Executive, Fay Easton of West Midlands
Trains, Phillip Clarke of Warwick District Council, Hannah Collett of Warwickshire County Council, Nicola
Small of Coventry City Council, and Councillor Alan Rhead, Warwickshire Country Council’s Environment
and Business Portfolio Holder.

W I T H

Peter Black, Friends of Marple station, is interviewed
by John Commons, Friends of Levenshulme station,
during the CoComms media training session for South
East Manchester and Crewe to Manchester
Community Rail Partnerships at Stockport. Behind the
camera is Jeroen Blom, Friends of Fairfield station.

TWO new partnerships have been
established in the Midlands to
promote engagement on the
railways – with financial support
and advice from CrossCountry.
In the first instance,
CrossCountry has joined with 10
other organisations to help form
the Heart of England Community
Rail Partnership.
The CRP covers stations
between Stratford-upon-Avon,
Leamington Spa and Tyseley as
well as those around Nuneaton
and the West Coast main line.
The aim is to help facilitate
various activities on the lines and
surrounding areas, working with
the wider communities.
Meanwhile, the Worcestershire
Community Rail Partnership has
also been launched. It is made up
of CrossCountry, West Midlands
Rail Executive, West Midlands
Railway, Worcestershire County
Council, Great Western Railway
and the Cotswold Promotion
Group.
The new partnership will
encourage communities, business
and tourist attractions to work
with the rail industry and local
councils to promote rail services
across the county.
In both cases, CrossCountry has
provided an initial £1,000 to help
with set up costs and is offering
support to the new CRP officers
who were appointed at the end
of 2019. Representatives from the
train operating company are also
on the steering and management

groups for both CRPs as they look
to build long-term success.
Community rail is seen as a
great way of inspiring people of
all ages and walks of life to get
involved in making their local
railway station and surrounding
areas a great and attractive place
to be. The social and economic
benefits to communities from
the use of rail services are

wide-ranging with improvements
to the appeal of stations, creating
welcoming spaces that encourage
rail travel, as well as helping
reduce crime and antisocial
behaviour.
Ben Simkin, Commercial
Director at CrossCountry, said:
“It’s about putting rail at the
heart of communities. Our
ongoing relationship with other

Community Rail Partnerships has
already delivered new services,
enhanced facilities and increased
awareness of lines and rail
services across the country.
“We are excited to support the
set-up of these new partnerships
and look forward to working with
them to deliver benefits for the
communities and users of these
routes.”

WO R K I N G

E D U C AT I O N

Two new CRPs established with
support and advice from CrossCountry

At the launch of the Worcestershire Community Rail Partnership are, left to right, CrossCountry Stakeholder Liaison Manager David Jones,
Rail and Bus for Herefordshire Chair Will Frecknell, West Midlands Rail Executive Head of Franchise Management Tom Painter, Chair of the
Worcestershire CRP William Whiting, Great Western Railway Community Manager Emma Morris, Bromsgrove and Redditch Rail User
Partnership Chairman Tony Woodward, Lord Faulkner of Worcester, ACoRP Board Member Chris Austin, West Midlands Railway Head of
Stakeholder and Community Fay Easton, Worcestershire County Councillor Ken Pollock, West Midlands Rail Executive Rail Experience
Officer Raj Aujla, Worcestershire County Council Transport Planning Manager Andy Baker, ACoRP Operations Manager Paul Webster,
Cotswold Line Promotion Group Chairman John Ellis and West Midlands Rail Executive Rail Experience Manager Andrew Leo.
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A countryside scene celebrating the 70th anniversary
of National Parks was hosted by Three River and
Lymington-Brockenhurst CRPs at Waterloo station.

C O L L A B O R AT I O N

An
18-foot replica
of the Mayflower
at London Liverpool
Street illustrated the
Mayflower 400
project.

Perri the peregrine
falcon was on hand
at Nottingham
station to launch
the activity book
celebrating the
heritage and
landscape of the
Derwent Valley.
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Colourful events at stations across UK to inspire
people to take day-trips and holidays by rail
THE work of community rail enthusiasts was
highlighted in a multi-venue nationwide
event… and CrossCountry took an active part
in the celebrations.
The Community Rail in the City
extravaganza saw colourful activities being
carried out to raise awareness at far-flung
stations including Glasgow, Manchester,
Birmingham, London and Cambridge.
Highland Fling dancing, countryside
mock-ups celebrating the National Parks, live
peregrine falcons and volunteers dressed as
Mayflower pilgrims all added to the
atmosphere on platforms across the country.
In total more than 40 Community Rail
Shanty
Partnerships and tourism partners put
singers from
in an appearance at 20 mainline
Cornwall celebrated at
stations to inspire people to take day
Birmingham New Street
trips, weekends and holidays by rail.
station. Inset, Stakeholder
Co-ordinators the Association of
Liaison Manager Jody Ball
Community Rail Partnerships use
showed CrossCountry
the annual event to promote
support for Devon and
sustainable travel for recreation on
Cornwall RP.
some of the country’s most scenic lines.
Twelve CRPs which are supported by
CrossCountry took part in the “In the City”
event – and members of the rail operator’s
awareness at Nottingham and Derby stations
communications team leant their support.
with their Perri the Peregrine mascot while
Alex Bray, Jody Ball and Mike Dalton
the North Notts and Lincolnshire CRP and the
criss-crossed the country to meet up with the Poacher Line CRP publicised a display about
volunteers.
the Mayflower 400 celebrations at King’s
Alex helped the Tyne Valley CRP set up in
Cross station in London.
Glasgow where a model of Hadrian’s Wall
Mike joined North Staffordshire CRP’s
created by their tourism intern promoted the
celebrations at Crewe station where
scenic line which runs along the route of the
passengers were invited to make clay figures
Ancient Roman structure.
to join the British Ceramics Biennial’s public
The Derwent Valley Line CRP raised
art creation called Cast of Thousands.

C O L L A B O R AT I O N

A piped Highland Fling entertained
travellers at London’s King’s Cross
station who joined in the dancing.

A graffiti wall was part of Severnside’s
stand and Devon and Cornwall RP had sea
shanty singers along with deck chairs to
reflect the beaches of the south-west at
Birmingham New Street station.
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A mother receives a surprise from her
daughter and son via the
A pop-up
CrossCountry, said:
pink box.
art display in the
“The campaign related
concourse, featuring giant
to everyone – there are always
“Birmingham Goes CrossCountry”
people in our lives that we wish that we
lettering, was a source of fascination to
could see more often.
customers who took pictures and videos,
“The key message on this occasion was:
Make a Mother’s Day truly special and go and sharing them on social media.
This display launched wider marketing
be with your loved ones.”
activity which included Simon Bird from the
Birmingham New Street was also the
sitcom The Inbetweeners featuring in
location for another marketing campaign to
launch the “We Go CrossCountry” message.
televised adverts.
Further activity for the campaign included
promotion across Heart FM and large format
adverts on screens in city centres across the
CrossCountry network.

The pink box intrigues passengers at Birmingham New
Street station concourse prior to the surprise family reunions.
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ACoRP Senior
Commercial Manager
Anders Hanson at
Huddersfield station.

Hugging outside of the box.

Major support for Community Rail Partnerships
receives praise from national organisation
EXTENSIVE work by CrossCountry with
Community Rail Partnerships during 2019 has
been praised by the umbrella organisation
that represents them nationally.
The Association of Community Rail
Partnerships (ACoRP) expressed approval for a
number of projects including success with the
Socially Enterprising Railway Toolkit, helping
volunteers with media training and support
for two new CRPs which have boosted its
nationwide community engagement.
“CrossCountry has been a huge supporter
of Community Rail,” said Anders Hanson,
ACoRP Senior Commercial Manager. “They
have put in lots of work over the past year in
making sure CRPs get the help they need.”
The train operator has a dedicated team
who, as part of their engagement with
community stakeholders, administer the
funds available and work directly with ACoRP
and its members.
The Socially Enterprising Railway Toolkit,
initiated by the train operator and taken
forward by ACoRP with CrossCountry’s
sponsorship, has proved valuable to CRPs
across the network.
The toolkit provides groups looking to
develop social enterprise projects within the
railway with guidance in areas such as

business planning, engaging partners,
marketing and finance.
“We were really pleased to be able to put
this toolkit together for CrossCountry,” said
Anders. “We have had a lot of good feedback
from people who have used it to enable their
own activities.
“Tyne Valley CRP, for example, used the
toolkit in 2019 to progress their hybrid
electric car project – a great way of getting
people from somewhere without a station to

“”

CrossCountry has been
a huge supporter of
Community Rail. They have
put in lots of work over the
past year in making sure
CRPs get the help they need.
Anders Hanson
ACoRP SENIOR COMMERCIAL MANAGER

connect to the network.” Anders welcomed
CrossCountry’s provision of media training to
Community Rail Partnerships as a means of
helping the volunteers to spread their
message.
“It’s given the CRPs extra skills while
enabling them to brush up their existing
knowledge,” he said. “The courses have
definitely helped them to improve their
contact with the media.”
The Commercial Manager also praised
CrossCountry’s support for two new
Community Rail Partnerships, Worcestershire
and Heart of England.
“It’s good to see Community Rail taking off
in the West Midlands,” he commented.
“CrossCountry’s support has been vital in
helping to get them launched.”
Two ACoRP representatives attended the
annual Community Conference organised by
CrossCountry. “They found it was a really
good way of helping to keep in touch with
CrossCountry while also networking with the
various partners and industry leaders who
also attended,” said Anders.
He added: “We are happy to be working
with CrossCountry. We appreciate their help
with funding and their support for the
development of new skills.”

E N G A G E M E N T

A “family reunion” marketing campaign
launched on Mother’s Day reached out
across the generations to encourage
travelling by CrossCountry.
At the centre of the warm-hearted
customer experience was a giant pop-up gift
box situated on the Birmingham New Street
concourse.
Three unsuspecting mums were brought to
the station by a family member, thinking they
were on a day out.
They were pleasantly surprised when their
son or daughter – currently living many miles
away from them – suddenly emerged from
the seven feet-high mock present.
The campaign was based around the idea
that “the best gift you can give this Mother’s
Day is you”.
Film of the reunions, which provided an
example of CrossCountry connecting people
to the important things in life, was shared
across social media.
Jo Seabright, Head of Marketing at

C O M M U N I T Y

C O N N E C T I N G

W I T H

P E O P L E

Surprise family
reunions are
wrapped up in
a pink box on
Mother’s Day
at station
concourse
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X DOING THE RIGHT THING:
A Home Office campaign to raise
awareness of “county lines” exploitation
has been signed up to by CrossCountry.
The aim is to help tackle the issue of
gangs using dedicated mobile phone lines
and grooming youngsters to export illegal
drugs across different areas of the UK.
Rail staff are being advised and trained
on how to identify young victims and
raise concerns where necessary.
Employees who spot suspicious
activity such as a child travelling a long
distance alone, receiving excessive calls
and texts or being intimidated by a
controlling peer group, are being advised
to contact the British Transport Police.
Pictured is Train Manager Gary Cole liaising
with British Transport Police Constable Shailly
Badra at Birmingham New Street station.

A Lead Into Action initiative has
been launched at CrossCountry
to bring out the potential of
leaders within the business.
With the content of the
programme reflecting feedback
from senior leaders and line
managers, the first phase involved
five cohorts of around 50 front
line and customer relations duty
managers.
“The aim of the programme is
to help our managers to improve
their skills, building on those they
already have and learning from
each other, so that they can lead
their teams more effectively with
the end result of ensuring happier
customers and Great Journeys,”
said Helen Bellamy, Head of
Talent and Development and
Lead Into Action co-ordinator.
Pictured is Birmingham
Customer Service Manager Nicola
Perry, who took part in the Lead
Into Action programme, with
external Trainer Ian Kaye.

O U R
L I V I N G
X DOING THE RIGHT THING:
A Newcastle First Class Host was recognised in the “Doing
the Right Thing” category of the XC Employee Awards for
going beyond the call of duty to help a vulnerable
passenger.
Russell Gilmore went out of his way to help the
customer, liaising with the British Transport Police
and ensuring his safety on arrival at Newcastle
station. With the passenger’s wellbeing as his
primary concern, he then drove him to a hostel
to make sure he came to no harm.
Russell, who was given a “Best of the Best”
award, said: “My name was put forward
because I was deemed to have gone
above and beyond for a customer on
my train. It’s been a massive thing to
have people who mean a lot to me
telling me they are proud of me.”
He is pictured right receiving
his award from the then
CrossCountry Managing
Director Andy Cooper.

O U R

W GREAT CUSTOMER EXPERIENCE:
EXCEPTIONAL Kevin Kramer landed a
national accolade for his outstanding customer
service record. The Leeds Train Manager, who
began his railway career in 1976, is regularly
singled out by customers on emails and Twitter
posts for being friendly, funny and informative.
Kevin, pictured with customer Clare Henry, went
on to be highly commended at the RailStaff
Awards after being nominated by Interim Regional
Customer Service Manager (North) Simon Massey.
Simon said: “Some people are just born to do
what they do... in my experience Kevin is just such
a person. Delivering the sort of memorable service
that stands out as exceptional is something he has
been able to do day after day, year after year.”

VA L U E S

X WE WORK AS ONE TEAM:

T WE WORK AS ONE TEAM:
CAMBRIDGE Centre took a leading role in the Driving
Arriva initiative to help increase fuel efficiency, safety
and driver engagement.
The Centre took part in a pilot project which
empowered drivers to shape the effectiveness of the
Driver Advisory System (DAS) by giving their feedback.
The pilot was co-ordinated by Arriva Group Project
Manager Mike Madeiros, Cambridge Driver Team Manager
Andy Wells and Class 170 Fleet Engineer Robert Doberski.
Following consultation with the DAS supplier, safety features
were consolidated, ways of reporting delays were boosted and
the system has been made even
more environmentally
friendly.
Andy Wells is
pictured updating
the DAS
noticeboard at
Cambridge
Centre.

SCAN PHOTO

X THINKING BEYOND:

L I V I N G

VA L U E S

DOING the right thing, Great
customer experience, Thinking beyond
and We work as one team – these four
Arriva values embody CrossCountry’s
uniqueness and its guiding principles.
From being commended for
outstanding customer service on the
national stage to running the London
Marathon for charity, these examples
give a taste of the commitment and
dedication shown by colleagues.

IMPROVED reliability and speed are being ensured by the
roll-out of new tablets for drivers on the CrossCountry
network.
The devices, which replace previous equivalents, will
also provide the opportunity to continually improve
engagement with drivers.
“As part of the project we are exploring ways of
innovating and looking at new systems,” said Steve
Longmore, Head of Internal
Performance Strategy.
“The new tablets
will assist with fault
finding and
will provide
information
relevant to each
particular driver
– tools which
will improve
performance
reporting and
ensure an increased
knowledge base.”
Driver Anthony
Rimmington is pictured
with his new tablet at Leicester
station.

TO SEE VIDEO
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Guided
by industry
experts, students
were introduced to
a variety of tasks
relating to railway
infrastructure during
Industry Week.

MONDAY:
Event launch for Transport
and Infrastructure Day with
Gateshead Deputy Mayor
Councillor Dot Burnett,
Gateshead MP Ian Mearns
and Middlesbrough MP Andy
McDonald. Activities were
supported by demonstrations
from SEP Rail, Aquarius and
Network Rail’s High Output
Ballast Cleaner (HOBC).
TUESDAY:
Representatives from Tyne
and Wear passenger transport
executive Nexus were
keynote speakers of the day
and activities focused around
talks from different areas of
the company. It also focused
on a level crossing crash
re-enactment, supported by
Network Rail and Tyne and
Wear Fire and Rescue.

Degree students Tait
McKenna and Tia Jones
pictured at the Rail
Academy during
Industry Week.

“”

Joining the Academy turned
out to be the best decision I
could have made.

Tait McKenna

DEGREE STUDENT

WEDNESDAY:
Work experience activities
with Balfour Beatty, Unite
and LNER.
THURSDAY:
Keynote talks from various
departments within Network
Rail. Alex Bray of
CrossCountry attended, along
with colleagues, to make a
presentation and support
with activities. Students also
heard from the Korec Group
and the National Association
of Women in Construction.
FRIDAY:
This day focused on mental
health and wellbeing.
Students heard from Jason
Ankers MBE, the Institution of
Civil Engineers and met with
the college’s Pastoral Team to
discuss available support.
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E D U C AT I O N

E D U C AT I O N

DAY BY DAY
EVENTS

“”

The people are great and
it’s very different to any
learning environment I’ve
been used to in the past. In
terms of gaining industry
experience it’s unique.

Tia Jones

DEGREE STUDENT

CrossCountry experts deliver presentations to
engineers of the future during Industry Week
RAIL engineers of the future were given a
huge boost to their learning when they were
able to glean first-hand experience from
CrossCountry experts at a week-long
industry event.
The rail operating company joined a
number of transport sector, construction and
civil engineering partners to take part in rail
week at Newcastle Rail Academy.
The groundbreaking facility hosted a
packed programme of activities during the
annual event which was held in October.
Presentations were made by
representatives from several CrossCountry
teams including pricing, revenue, commercial
and communications specialists.
The £5 million academy, which is part of
Newcastle College and is based in
Gateshead, is sponsored by CrossCountry
and was set up to help pave the way to a
career in the rail industry.
Its unique training programmes are aimed
at helping the rail sector meet its skills
shortages.
It contains a real working environment

with industry standard equipment and
resources, including hands-on simulation
areas, where students can learn to carry out
maintenance work or respond to rail
incidents.
Steven Shiel, Head of Rail and Civil
Engineering at Newcastle College at the time
of the event, said: “We have had a week of
hands-on activities and tasks that inspired
the students. This sort of event enables them
to look to the future with confidence.
“As ever, were are so grateful to partners
such as CrossCountry, Network Rail and Tyne
Valley Community Rail Partnership who
helped make the week a huge success and
delivered expert presentations.
“Their efforts really do help to inspire
young people to consider a future in
engineering and fill the skills shortage gap in
the rail sector.”
CrossCountry's long association with the
college includes funding an IT suite on site. It
was also the company's third year in a row
taking part in the Rail Week events.
Students who attend the Academy and

took part in the industry event were quick to
highlight how they benefitted them.
Tia Jones, from Gateshead, is four years
into her education at the Academy. The
19-year-old said: “I got a well-rounded
insight into all aspects of the rail industry
and civil engineering.
“I wanted to go into engineering and my
teacher at the time suggested I should take
a look at Newcastle College and what they
could offer. The people are great and it’s very
different to any learning environment I’ve
been used to in the past. In terms of gaining
industry experience it’s unique.”
Fellow student Tait McKenna, 19, from
Ryton, already has one eye on a
management role within the rail industry.
He said: “I came to a Newcastle College
open evening four years ago to see what I
could study. Joining the Academy turned out
to be the best decision I could have made.
“Pretty quickly we were doing practical
stuff and that’s what I love. I’d like to
become an engineering supervisor and move
into a management role in the long term.”
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Placement
student
Jackir Ahmed and
Community Rail
Partnership Officer
Claire Sandys on
painting duties at
Alsager station.
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Alsager Station Adopter Jenny
Read, left, and placement
student Suman May tend to
flower beds at the station.
Jenny and Suman are also
featured on the front cover.

Placement students join railway enthusiasts and
volunteers for action day to spruce up a station
SEVEN students from CrossCountry’s
Placement Scheme joined railway enthusiasts
and volunteers to help spruce up Alsager
station. The students worked with the North
Staffordshire Community Rail Partnership
during a day of painting and planting at the
South Cheshire station.
During the morning, the students
transformed the waiting shelter on the
Stoke-on-Trent-bound platform with a fresh
coat of paint and in the afternoon they
painted rocks bordering the platform flower
beds to add extra colour to enhance the floral
displays.
The Community Action Day took place in
May and formed part of the popular Placement
Scheme, which sees students from universities
and colleges around the country work with
CrossCountry for 12-month periods.
During that time they learn a range of
practical and analytical skills and many go on
to rejoin the company’s Graduate Scheme
once they have completed their degrees.
North Staffordshire Community Rail
Partnership Officer Claire Sandys said: “It was
great to see so many people turning out to
help at the Alsager Station Community Action
Day.
“Experienced station adopters were joined
by new volunteers, a representative from
Cheshire East Connecting Communities and
seven work placement students from
CrossCountry. Their help was very much
appreciated.”
Jade Myatt, one of the students who took
part, added: “I really enjoyed being part of the
Alsager station upkeep and it was great to
work with such kind, friendly people in the
process.
“Overall it was a great addition to my

Volunteer Jan
Ratcliffe and
placement student
Eve Carpenter
weeding and
pruning at the
station.

placement year at CrossCountry.”
CrossCountry’s Stakeholder Liaison Manager
Alex Bray, who helped organise the students’
involvement, said: “We were delighted to be
able to lend such practical support.

“The day of volunteering helped improve the
station for the benefit of passengers and gave
our students a great insight into the work
CrossCountry do to support Community Rail
Partnerships across our routes.”

THE annual Community Conference
held by CrossCountry celebrated three
years of successful partnership working
while looking forward to more
collaboration in the future.
The event was a showcase for the
community involvement
which since 2016 has
seen the rail
operator
provide direct
funding under
the franchise of
more than
£900,000 for
Community Rail
stakeholders.
The financial
support has boosted
their aims of
enhancing people’s
experience of using the
railway while furthering
the strategic goals of
ACoRP and the
Department for Transport.
Key milestones
over the years at
CrossCountry also include
the introduction of the XC
Community Hub website,
the setting up of a
Customer Research Panel
and work with the UK
Scouts Association to help
cub scouts achieve a Personal
Safety Badge.
Guest speakers at the
Conference described the ways
in which they had benefited
from using the Socially
Enterprising Toolkit, developed
by CrossCountry with ACoRP and
the Small Firms Enterprise
Stakeholder
Development Initiative.
Liaison Manager
The toolkit includes case
Jody Ball, who gave a
The conference
studies of business success
presentation at the
proved to be a useful
stories and information on
Community Conference,
forum for the exchange
how to get started and
is pictured with a copy
of ideas, with the CRPs
make a venture a success.
of the Socially
and rail user groups
The Conference, held at
Enterprising Toolkit
indicating
various ways
The Studios in Birmingham,
booklet.
in which they could benefit
was opened by Richard Gibson,
from any future support.
Head of Communications at
Paul Webster, Operations Manager
CrossCountry.
at ACoRP, said: “It was good to attend
Members of the XC Stakeholder
the conference to show our support and
Liaison team described initiatives they
appreciation for CrossCountry’s
had worked on. Then it was over to
involvement in community rail,” he said.
representatives from various
“We get very positive feedback about
Community Rail Partnerships who
their investment through their
outlined the roll-out of projects which
Community Engagement Fund.”
benefit from CrossCountry support.

C O L L A B O R AT I O N

Annual Community Conference
highlights three years of
successful partnership working

“”

There was a strong theme of
celebrating what we have
achieved but we also looked
forward to a continuing
relationship with our
stakeholder colleagues.
Jody Ball
STAKEHOLDER LIAISON MANAGER
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Paul Gardiner
with a Samaritans
poster at Edinburgh
Waverley station.

Newcastle service and helped distribute
around 200 sets of information cards as well
as around 60 bottles of water and biscuits
donated by CrossCountry,” said Paul.
“Suicide prevention is a massive issue for
us in the railway industry and we are glad to
be working with the chaplain and his team to
show people there is support out there.
“The conversation cafe was really

GREAT CAUSES SCHEME HELPS FUND BLEED KITS

Safety Communications
Manager Kerry Sheehan
with a Bleed Control Kit.
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successful and we really engaged with our
customers on the day.”
Graham said: “We were delighted to be
able to work with CrossCountry for the first
time. Chatting to passengers on the train
really helps us build a relationship – we
signpost them towards help that is available
and give out contact details for NHS
Breathing Space and Samaritans.”

A campaign by a CrossCountry employee
to raise awareness of knife crime and the
need for Bleed Control Kits to be made
available for public use has had a
nationwide impact.
Safety Communications Manager Kerry
Sheehan raised funds under the
company’s Great Causes scheme to help
the Daniel Baird Foundation reach a
target of £10,000 to launch a charitable
organisation so that packs can be
presented to businesses, public buildings
and taxi cabs.
The Foundation was established after
26-year-old Daniel, Kerry’s brother, died
in hospital of catastrophic bleeding as a
result of being stabbed outside the Forge
Tavern in Digbeth, Birmingham following
a night out with friends.
A pilot scheme in Birmingham,
launched by the Community Safety
Partnership, has enabled 50 Bleed Control
Kits to be placed at various locations in
the city centre. City of London Police
have rolled out 300 kits and West
Midlands Police are planning to distribute
them widely in the region.

G ROW T H

AN innovative partnership with railway
chaplains is reaching out to the community
to raise awareness of mental health issues.
Railway Mission Chaplains in Scotland are
working with CrossCountry’s Edinburgh
Centre to signpost passengers to the help
that is available for anyone they may know
who has problems.
An on-train “conversation cafe” was
supported in partnership with Network Rail
and the Samaritans to mark World Suicide
Prevention Day.
Paul Gardiner, Head of the Edinburgh
Service Centre, took part in one of the
onboard sessions which the chaplains have
been running for some time.
The aim was to raise awareness among
passengers of the issue of suicide in
communities and to encourage them to look
out for signs of depression or mental illness
in their friends and relatives.
“West of Scotland Chaplain Graham
Whitehead and I travelled on the Edinburgh-

A Spotter
Tea owner Kath
Keeling serves a drink
to passenger Natalie
Dickson. The cafe is
now a permanent
fixture at Kidsgrove
station.

S T I M U L AT I N G

C O M M U N I T Y

S A F E T Y
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S E C U R I T Y

Working with
chaplains to
further raise
mental health
awareness

Commuters
and tourists
enjoy cuppa in
historic setting
TENS of thousands of extra rail commuters
and tourists are enjoying a cuppa and
discovering more about their surroundings
thanks to the opening of a new railway cafe
in a historic setting.
Money from CrossCountry's Community
Engagement Fund provided to the Derwent
Valley Line Community Rail Partnership has
helped pave the way for the restoration of the
Grade II listed Whistlestop building at Matlock
Bath station.
The building was closed for 11 years but
finally opened its doors in the Spring as a
vibrant community and commuter cafe. It
also houses an informative visitor centre,
which is used by rail customers, tourists and
residents alike.
CrossCountry contributed £16,250 towards
the project which was used to improve access
and provide disabled toilet facilities helping
everyone enjoy the building.

The Whistlestop Cafe interior in the
elegantly restored Grade II listed building.

The project was delivered in partnership
with Derbyshire Wildlife Trust, which has a
long term lease on the building. Network Rail,
the Heritage Lottery Fund and the Association
of Community Rail Partnerships (ACoRP) were
also chief funders.
Derwent Valley Line Community Rail
Partnership Project Officer Alistair Morley
said: “Our aim was to revitalise the Grade II
listed building to provide a much-needed year
round gateway for visitors to the town.
“It is a space for the public to enjoy, where
volunteers and groups of all ages can learn
new skills and celebrate the heritage of the

building, the railway and the surrounding
area.”
● In addition, CrossCountry funding has
also helped to serve up another successful
train station cafe project.
A Spotter Tea is a community facility which
is brewing up business at Kidsgrove station.
Based in the booking hall it is open early to
mid-mornings on Mondays to Saturdays and
serves up drinks and snacks to passengers.
Funding has been provided to the North
Staffordshire Community Rail Partnership to
make the cafe a permanent fixture after it
proved so popular during a trial period.
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Three inspiring projects receive accolades and
recognition at national community awards
Founders and Curators of the Dwell Time Project Vanessa Haley, left, and Alice Bradshaw at Huddersfield Station
with the Dwell time magazine and ACoRP awards trophy for the Best Renewable and Smaller Project category.

The winners with their
trophies and certificates
at the awards ceremony.
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Artist Tracy McGuinness-Kelly and Stuart Patrick, Friends of Rose Hill Station Secretary, with
the ACoRP trophy for the Community Art Schemes – Permanent category. They are pictured
at the station with the mural in the background. Below, a section of the artwork on the mural.

THREE inspiring projects supported by
CrossCountry scooped top awards at ACoRP’s
15th national Community Rail Awards held at
the International Centre in Telford. Penistone
Line Partnership, Leeds-Morecambe
Community Rail Partnership and the Friends
of Rose Hill Station all received accolades at
the event attended by 450 community rail
volunteers, partnerships, rail industry leaders
and Government representatives.
Penistone Line Partnership (PLP), based on
the line between Huddersfield and Sheffield,
were praised for their Dwell Time project
featuring an arts publication of the same
name which raises awareness about mental
health issues.
The three founders of Dwell Time joined
with the PLP to put out an international open
call for art, poetry and writing which reflects
on mental wellbeing.
They also launched an art trail at stations
along the line while producing art in local
workshops run by the curating team with an
emphasis on enabling people to share their
stories creatively.
Dwell Time (signifying a time for reflection,
named after the time when a train comes to
rest at a station or signal), received the award
in the Best Renewable and Smaller Project
category.
The Leeds-Morecambe CRP (the Bentham
Line) were acclaimed in the Influencing
Positive Change category for their work in
creating Britain’s first-ever dementia-friendly
route.

The project group, which included
Dementia Friendly Keighley and the
Alzheimer’s Society, aims to raise awareness
of dementia with staff, volunteers and
passengers, support the journeys of those
living with dementia and create dementiafriendly environments.
Partnership staff and volunteers became
Dementia Friends Champions to deliver
one-hour training sessions across the
Northern network.
Stations have been made dementia-friendly
with simplified signage, dementia-friendly
walks have been created at four stations and
a Northern Class 150 train has been
named “Bentham Line- A Dementia
Friendly Railway” as a roving
ambassador.
The Friends of Rose Hill Station
in Marple near Stockport,
members of the South East
Manchester Community
Rail Partnership,
topped the
Community Art
Schemes –
Permanent
category
for their

Intergenerational Community Arts Project.
Realising it was difficult for the older
population to connect with the younger
generation they devised an art project to
both increase community cohesion and
improve the station environment.
Artist Tracy McGuinness-Kelly of local arts
group Art Stop worked with children to create
part of the artwork which portrayed life in
Marple through the years. A mural at Rose Hill
station included the contribution of more
than 300 people of all ages and abilities many
of whom also took part in themed workshops.

C O L L A B O R AT I O N
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GREEN-FINGERED volunteers who transformed
a platform garden at Greenbank railway
station in Cheshire have received civic praise.
A trio of station enthusiasts, Mark Goulborn,
Nigel Nutt and Graham Hallet visit the station
every Monday where they carry out clean-up
work and maintain the garden on the Chesterbound platform.
Working with the Mid Cheshire
Community Rail Partnership, the group –
known as the Friends of Greenbank Station
– have also produced a mural dedicated to
lives lost in the First World War.
The latest project has seen them
develop a Peace and Reflection garden
at the station which honours all those
who lost their lives in war and conflict.
Their work has been praised by the
Northwich Mayor Councillor Kevin Rimmer
who visited the venue to thank them in person
for their “tireless work”.

C O L L A B O R AT I O N

Music on move
is onboard hit
PASSENGERS on CrossCountry trains in
Hampshire were serenaded on their journey
courtesy of a unique musical initiative by the
Lymington and Brockenhurst Community Rail
Partnership.
Songs and music by bands such as the South
Wight Jazz Club and the Bunker Girls rang out in
the carriages as part of the initiative called Music
on the Move which took place through the
summer.
The musical project saw the musicians and
singers travelling between the Isle of Wight and
Winchester on Wightlink Ferry, SouthWestern
Railway and CrossCountry services.
Rail Development Officer for the CRP Bobby
Lock said: “For the last five years we have had
music at stations but this year we wanted to do
something a little different.
“Music on the Move brings an infectious good
mood to everyone travelling – whether to work or
for leisure. We are thrilled that CrossCountry,
again, have supported our initiative.”

Members of the South Wight Jazz Club and
the Bunker Girls entertain passengers on
board the Brockenhurst to Winchester service.

Friends of Greenbank Station Volunteers Graham Hallett,
left, and Mark Goulborn work in the Peace and Reflection Garden.

The granite
rockery at
Penmere station
in Falmouth.

TO improve awareness and use of the Bishop Line
from Darlington to Bishop Auckland an inspirational
story project has been delivered enabling local voices
to tell the history of the route to passengers.
The route, part of the Stockton to Darlington
Railway which was the world’s first passenger line
to use steam locomotives, has been brought to life
with an onboard audio experience.
The Our Line project consists of fond
memories of passengers and local people
researched by creative company Hannah
Bruce & Co and delivered by the Bishop Line
Community Rail Partnership. It demonstrates
how the railway has changed people’s lives
over the years.
Passengers can don headphones to listen
to the performance which is free with a
valid train ticket. It is neatly timed to start
on Darlington station, accompany
passengers onto the train and finish as their
train pulls into Bishop Auckland at the end of
the line.
Core annual community rail funding to the
Bishop Line CRP from CrossCountry supported
the development of the project
Hannah Bruce, of Hannah Bruce & Co, said:
“People along the Bishop Line have wonderful
stories to tell about rail past and present. Through
Our Line passengers can meet past generations and
use the landscape viewed from the train window as a
filmic location for their stories.”

Station rockery provides
an ideal insect habitat
A Cornish granite rockery at
Penmere station in Falmouth
is catching the eye of
passengers. The naturefriendly structure, which
provides a welcoming habitat
for pollinating insects, was
installed in the Autumn.
Construction and total
funding costs were met by
the Community Rail
Development Fund, through
the Association of Community
Rail Partnerships (ACoRP) and
facilitated by Devon and
Cornwall Rail Partnership,

Project delivers history audio to passengers

Passengers enjoy the audio history as they
travel on the Bishop Line.
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Peace garden
on platform

which is
supported by
CrossCountry.
Work was carried out by a
small group of voluntary
gardening and railway
enthusiasts who have been
custodians of the station
since 1993.
Support from ACoRP and
Devon and Cornwall Rail
Partnership, with funding for
various projects over the years
provided by them, have
resulted in many initiatives
and ideas coming to fruition.

C O L L A B O R AT I O N

CrossCountry’s support for Community Rail Partnerships around the country is helping them
to bring real benefits to the places where they operate – as well as passengers. Here are some
examples of the good work the CRPs and their teams of volunteers have been doing in 2019.

Better and extra cycle racks
in response to demands
REFURBISHED and additional cycle racking has been installed at
Romsey station in Hampshire as part of a joint investment
between Three Rivers Community Rail Partnership and rail
operators.
The project is in response to greater demands from cyclists for
enhanced facilities at the station. All the racks are under shelter
and covered by CCTV providing another security boost for users.
Extra funding is being looked at which will provide even more
racks or hoops at stations looked after by the CRP.
In addition, Three Rivers has produced a new Inn Line guide
which provides readers with a comprehensive list of pubs and
inns within easy walking distance of stations covered by the CRP.

Cycle racks at
Romsey station.
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Penistone Line Partnership
Officer Supporter Sarah Wells
with the schoolchildren’s art
work at Honley station. Below,
two of the pupils’ paintings.

Classroom talks and art project at busy station
help to raise rail safety awareness for children
RAIL safety for children using a busy
station has been highlighted thanks
to a CrossCountry-funded project.
Honley on the HuddersfieldSheffield line had been the subject of
safety concerns due to the increase
in numbers of youngsters using its
single platform to take the train.
The Penistone Line Partnership
(PLP) worked with Year 6 youngsters
and an arts group to raise awareness
of the importance of rail safety.
Rowena Chantler, PLP Community
Rail Officer, visited South Crosland
Junior School and Brockholes Junior
and Infant School whose pupils feed
into Honley High School, a main
user of Honley station.
She delivered rail safety lessons
and information about how to use
the train, focusing mainly on how to
buy a ticket.
As part of the initiative an art
installation was created with the
help of the Children’s Art School,
who work in education to support
the development of creative skills
and to enrich the curriculum through
creative working.
Chloe Williams from the Art
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A pledge has been made by CrossCountry to work even
more closely with the Community Rail Partnerships it
supports to get the most out of a groundbreaking
interactive app.
Eye-catching posters embedded with Augmented
Reality (AR) triggers have been installed at dozens of
stations – on platforms, in waiting rooms and booking
offices.
When viewed through a smart device using the XC
Community Hub App they instantly unlock new 3D
interactive, digital content relating to the CRPs,
including videos showcasing their work.
The versatile app can also be used to book tickets
online, check timetables and visit relevant websites,
such ACoRP, Scenic Rail Britain and other partners. It
also contains information on staying safe while
travelling.
Augmented Reality works by layering digital
information over the real world to provide extra or
enhanced detail. In the case of the XC Community Hub
App it recognises a unique visual trigger – such as a
photo – that appears on the posters and this launches

School visited the two schools and
helped the pupils create continuous
line drawings so that they could
make original portraits of their
classmates.
Using a projector the drawings
were enlarged and the children
applied their knowledge of colour
theory to depict people waiting
for the train.
The artwork was then installed at
Honley (and some at Brockholes), to
encourage the pupils to take
ownership of the station.
It is hoped that their involvement
will help to reduce the occasional
vandalism which has occurred at
Honley.
“It’s fantastic to see the children
engaging and wanting to make a
positive impact on the station they
regularly use,” said Rowena.
“When travelling on the line you
won’t fail to notice the bright and
colourful artwork, all thanks to
CrossCountry.”
In a second phase of the art
project, the portraits are being
transferred to metallic surfaces to
increase their durability.

content relevant to the local
CRP on the users phone or tablet.
Stakeholder Liaison Manager Alex Bray said:
“A number of unique posters were produced
for each of the CRPs we support and these
were installed at prominent locations on
stations around the network during the last
couple of years.
“We are now looking at ways to encourage
more users to take advantage of the app by
working with CRP officers and assisting them in
promoting and encouraging its use.”
Nick Farthing, Three Rivers CRP Officer, said: “The XC
Community Hub AR app has helped us get our message
across to a wider audience and embraces the very
latest technology in order to do that instantaneously.
Customers like the fact they can learn more about the
work we do while also having the opportunity to book
tickets and plan journeys all at the same time.”

SCAN PHOTO

TO SEE VIDEO

E D U C AT I O N

E D U C AT I O N

Plans to extend
the use
of the XC Comm
unity
Hub Augmented
Reality app

Passenger Simon Matthews
scans an Augmented Reality
trigger on a poster at Longport
station to stream a video on
to his mobile about the work
of the North Staffordshire
Community Rail Partnership.
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T H E
Pay
and Rostering
Specialist Yvonne
Hayden with a
Destination
Green poster.

Driver Julian Strong
uses the recycling
boxes located at
Cambridge depot.

Team Organisers Michelle Sheehy, left, and Heather Davis outside
the Lampblock – a CrossCountry operational hub at Birmingham
New Street – which has received an accolade from the Building
Research Establishment for its wealth of sustainable features.

Employees are right on board to help power
company’s journey towards
GREAT strides are being taken in
CrossCountry’s environmental journey to
Destination Green. The goal being pursued by
Arriva businesses across Europe sets out four
clear aims – and the company has moved
from “performer” to “leader” status thanks to
its ongoing initiatives.
Employees are on board to help reduce the
amount of waste being sent to landfill by 80
per cent, reduce the amount of water and
energy usage by 10 per cent each and reduce
fuel usage by six per cent – all by 2021.
One of CrossCountry’s main operational
hubs, the Lampblock at Birmingham New
Street station, has received a green building
award.
The accolade from the Building Research
Establishment (BRE) recognises a wealth of
sustainable features including a solar thermal
system to generate hot water, reducing
carbon dioxide emissions.
Waste segregation takes place at staff
locations across the network, with plastic,
glass, batteries and IT equipment all being
sent for recycling.
At Cannon House, the headquarters
building in Birmingham, three collection
points have been set up for used crisp packets
which are sent for recycling into plastic

benches, pots or watering cans.
CrossCountry uniforms sent for recycling
end up as car seats!
Another recycling scheme disposes of used
pens while cardboard is collected for recycling
at Service Centres across the network as part
of the ongoing waste reduction initiatives.
All of the CrossCountry locations have a
folder, a notice board and access to the
intranet to provide staff with information
about the Destination Green programme,
while an online learning module is available
to staff at Cannon House.
The Destination Green process measures
waste reduction progress in the areas of
Engagement, Water, Waste, Reporting,
Governance, Environmental Management
System, Modal Shift, Energy, Pollution and
Supply Chain.
“In the last few years we have moved from
a performer status to a leader status – which
is all thanks to improvement across the
business,” said Darshika Patel, CrossCountry’s
Environmental and Sustainability Manager.
Environmental risk is also managed through
the implementation of Environmental and
Energy Management Systems.
CrossCountry’s over-arching Environmental
and Energy Policy details processes linked to

P ROT E C T I N G

P ROT E C T I N G

T H E

E N V I RO N M E N T

Team Organiser Jane
Hyndman at the recycling
station in Reading Centre.

waste management, environmental incident
reporting and legal compliance obligations.
It includes compliance
with international
standards ISO
50001:2011 and
ISO 14001:2015.
Change
and Delivery
Manager Amritpal
Brom with some
used pens for
recycling.
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Enthusiastic volunteers create attractive station
pergola to benefit passengers, insects and birds
A group of enthusiastic volunteers led by
an award-winning gardener have created
an environmentally-friendly pergola at
Uttoxeter station. Built with the help of
funding from CrossCountry, it includes
seating and provides an improved shelter
for passengers waiting for taxis and
buses.
The pergola has been planted with
climbing shrubs to create cover and
habitats for insects and birds. The team
who built it are local volunteers who all
have a passion for the East Staffordshire
station.
They were led by Mick Eyre, who has
been Environment Maintenance
Manager for Stoke-on-Trent City Council
for 31 years and is also a 2007 Gold
Award winner at the Royal Horticultural
Society show at Tatton Park.
The project was co-ordinated by
North Staffordshire Community Rail
Partnership, who work to promote and
develop the Crewe-Stoke-Derby rail
route and are supported by
CrossCountry. Other funding and

support for the pergola project came
from East Midlands Railway.
In addition to the plants, the
structure is decorated with
imaginative paintings of “minibeasts” created by pupils from
St Mary's First CE (A) School in
Uttoxeter
Mick Eyre said: “It has
been a real pleasure to work
with the other volunteers
and with other
organisations and their
staff on this project and I'd
like to thank organisations
like CrossCountry and East
Midlands Railway who have
provided funding to help
make this possible.
“The pergola will look lovely
when the plants have grown up
and covered it, providing cover
Mick shows one of the “mini-beasts” paintings which have
for passengers when they’re
been created by pupils at St Mary’s First School.
waiting for taxis and buses. I’ve
The paintings depict some of the insects
enjoyed using my skills to complete this
which will inhabit the
much needed shelter for the station.”
pergola.

New bus services
offer vital links
with railways –
and spectacular
scenic trips
JOINED-UP rail and bus travel has been
facilitated by CrossCountry in two of the
most scenic areas of the country.
New bus services linking Okehampton’s
Summer Sunday train service to Exeter with
the Tamar Valley Line give customers the
prospect of making a circular trip round
Devon.
Funded by CrossCountry, the two-way bus
link southwards from Okehampton to
Gunnislake, the northern terminus of the line
along the Tamar, has been organised by the
Devon and Cornwall Rail Partnership.
Two round trips each Sunday allow
travellers to take a day trip by public
transport to Dartmoor destinations from
Okehampton, while Plymouth people can do
the same via Gunnislake.
For those wanting to make a grand circular
trip, the journey goes one way via Dartmoor
and the other via the main line through
Dawlish with a spectacular sea view.
“Local people were keen to see the bus link
restored,” said Richard Burningham, Rail
Partnership Manager.
“We worked with Devon County Council
and submitted a Community Engagement
Fund bid to CrossCountry to pay for the bus
and marketing.
“A total of 398 passengers travelled in the

first
year –
it’s all
systems go
for continuing
the bus next year.”
Meanwhile
CrossCountry customers
seeking to explore the South Downs
during the summer benefited from the return
of the South Downs Rambler bus service.
The service runs from Winchester station
and Petersfield station with funding from
CrossCountry and the Three Rivers
Community Rail Partnership. The route offers
picturesque views of the South Downs
countryside and rural Hampshire while giving
access to numerous quaint villages and
country pubs.
Three Rivers CRP Chairman Nick Farthing
said: “We have been absolutely delighted with
the buses this year with a record number of

The
South Downs
Rambler bus 2019
season is launched at
Petersfield railway station
with, left to right, keen
walker Samantha BarnesEvans, bus driver Lukasz
Nitenberg, and Rail
Officer Mark
Miller.

passengers
carried, thanks to
the funding from
CrossCountry.
“Even though the buses only run on a
Sunday throughout the summer, including the
August Bank Holiday Monday, we carried 491
passengers in 2019 – a massive 272 per cent
increase on the previous year.
“We look forward to working further with
CrossCountry next year as we look at ways to
continue the service beyond the initial three
years.”

C O L L A B O R AT I O N

P ROT E C T I N G

T H E

E N V I RO N M E N T

Award-winning gardener and
station adopter Mick Eyre by the
pergola at Uttoxeter station.

Left, passengers on the South Downs Rambler
and below the Okehampton bus link service.
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ENHANCING CUSTOMER EXPERIENCE:
Colleagues at Reading Centre have attended a Sign
Language course in order to better communicate
with customers with impaired hearing. Here, Retail
Service Manager Donna Weir demonstrates her
signing skills to passenger Charisma Underhill.

L I N E
T H E
D OW N

TO SEE VIDEO

Recurring themes of people and service reflect
the spirit of doing our best for communities
TOM JOYNER
I do hope you have enjoyed reading this
Community Impact Report and learning
more about the many projects our people
and our partners were involved with during
2019, and the role these have played in
supporting our nation’s society.
Throughout this report I hope you
noticed the recurring themes of people
and service. These are two of the things I
have been focussing on since joining
CrossCountry last Spring. I truly believe an
empowered and inspired team will always
do their best for our customers and
communities, and we have some of the
best examples of these people at
CrossCountry.
The Community Rail movement can
trace its roots back almost 30 years and
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CRP funding

2017

2018

2019

Grant funding available

248,461.46

170,000

91,538.44

Direct funding to each CRP

14,615.38

10,000

10,000

SINCE 2016 we have been using the funding
available to us through our Franchise
Agreement with the Department for
Transport to financially support and actively
work with our Community Rail Partners.
This support has come through both a
direct contribution to their operating costs,
and in our administering a trust for partners
to bid for funding for project-based
undertakings to make a difference in their
community. Many of the achievements this
work delivered have been showcased in the
report you have just read and builds on other
projects during the previous two years.
Community Rail Partnerships that have
benefited from the funding are listed below.

SCAN PHOTO

By CROSSCOUNTRY MANAGING DIRECTOR

Community Rail Partnership Funding

there’s hardly a train operator today that
doesn’t have an involvement with a
partnership or local group. At CrossCountry
we have seventeen partnerships across our
network, and you’ll have read just how
involved we’ve become in helping them
make a difference.
One of the most telling examples was
when my team travelled to many of their
Community Rail in the City events to see
how these were being showcased at
stations across Britain, sometimes even
getting involved in many of the hands-on
activities. Their successes have shown the
value these partnerships bring, so I was
especially proud this year when we helped
establish two new partnerships in the
Midlands.
But the work we do is much more than
that involving CRPs, it’s about looking to
help all the communities we touch. In the
North East we’re proud of our continuing
involvement with Newcastle Rail Academy.

Here the engineers and railway operators
of the future are being provided the tools
and skills to start their careers, and my
teams have been continuing to support
their ‘rail week’ events so the students can
learn more about our industry.
And our involvement with the
Samaritans and others to promote mental
health and wellbeing, or helping our people
raise funds for worthy causes such as
cancer research.
And one very personal to us at
CrossCountry is the work of our very own
Kerry Sheehan, who has done so much to
raise money to have Bleed Kits available in
public locations in honour of her brother,
who was fatally stabbed almost three
years ago.
If you’d like to know more about the
work my teams do then please get in
touch. And if you have any thoughts about
what more we could do in our
communities them please let me know.

X The Bishop Line
X Bentham Line
X Crewe to Manchester
X South East Manchester
X Derwent Valley Line
X High Peak and Hope Valley
X Devon & Cornwall
X Heart of Wessex
X Hereward
X Mid Cheshire
X Poacher Line
X Severnside
X Tyne Valley
X North Staffordshire
X Lymington to Brockenhurst
X Three Rivers
X Penistone Line

To find out more visit:

www.crosscountrytrains.co.uk/
xc-community-hub
or contact:
communications@crosscountrytrains.co.uk
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