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Introduction  

Tom Joyner, CrossCountry Managing Director 

Welcome to our 2020 Community Impact Report. Here we look back at 
some of the many ways CrossCountry, our people, and our community 
partners have made a difference to society and the communities we 
serve. 
 
This year has been unprecedented, affecting our way of life in ways we 
could never have imagined. However, throughout the pandemic, I have 
been incredibly heartened by the way colleagues have come together 
to offer a service for those who rely on us.  
 

In light of the changed focus from building better communities to supporting those in need and 
helping everyone stay safe, this report celebrates the achievements of those who worked with 
us to support communities across Great Britain.  
 
Community Rail has now become a significant part of our activities with individuals and 
organisations across Britain. Since 2016, we have provided over £1million in funding for 
Community Rail Partnerships (CRPs), delivering new community facilities at stations, 
providing local transport to support social inclusion and promote tourism, and helping bring 
our railways closer to the communities we serve. We are proud of what we have achieved, 
and our new three-year contract allows us to do even more. Our funding for CRPs  increases 
to almost £500,000 each year, and the number of CRPs we support has grown to 25, including 
three in Scotland for the first time. 
 
The achievements of all CRPs were celebrated at the 
Community Rail Awards in December, and this year 
I was pleased that CrossCountry was able to support 
one of the award categories. Many of the partners we 
worked with this year were successful at the event, 
and we hope our bigger role in this work will be 
similarly recognised next year.  
 
But it's not just through CRPs that we can give back to society. In this report you will see 
multiple endeavours undertaken by CrossCountry and our people, that aim to help others by 
supporting the community through these challenging times.  
 
While the future is uncertain, what is clear is that the railway has a key role to play in 
rebuilding our economy and strengthening the regions as part of our government’s efforts to 
‘Build Back Better’. We will continue to work with the government and our stakeholder 
partners to reconnect local economies and strengthen the bond between our towns and 
cities for leisure and business travel. The work we do, both as a responsible business and as 
individuals, will underpin the speed and success we can achieve this, and I am confident our 
next report will show how we have continued to make a difference to the communities we 
serve. 
 
I do hope you enjoy reading this report and find the information within it informative and 
interesting, we would be delighted to hear your feedback.  
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Community Rail core funding  

Each year we provide our designated Community Rail Partnerships with a sum of money 
towards their operation costs. This helps towards their payroll, accommodation and utility 
bills, other office costs and travel.  
 

Community Rail Partnership        

 2020* 2021 2022 2023* 

Bishop Line  £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Bolton & South Lancashire £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Borders £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Crewe – Manchester £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Derwent Valley £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Devon & Cornwall £7,015.38 £10,000.00 £10,000.00 £5,385.00 

East Lothian £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Gloucestershire £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Heart of England £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Hereward Line £7,015.38 £10,000.00 £10,000.00 £5,385.00 

High Peak & Hope Valley £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Leeds-Lancaster-Morecambe £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Lymington - Brockenhurst £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Mid Cheshire £7,015.38 £10,000.00 £10,000.00 £5,385.00 

North Staffs £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Nottingham – Skegness £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Penistone Line Partnership £7,015.38 £10,000.00 £10,000.00 £5,385.00 

SE Glasgow £7,015.38 £10,000.00 £10,000.00 £5,385.00 

SE Manchester £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Settle & Carlisle Railway Company £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Severnside £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Southeast Communities £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Three Rivers £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Tyne Valley £7,015.38 £10,000.00 £10,000.00 £5,385.00 

Worcestershire £7,015.38 £10,000.00 £10,000.00 £5,385.00 

* Part year 
    

Community Rail grant funding  

All our designated CRPs can apply for funding towards projects to support their local 
activities and the aims of community rail. Each application is assessed for its benefit to the 
community and how it demonstrates value in return for support. 

 2020* 2021 2022 2023* 

Grant funding available £46,153.85 £230,000.00 £230,000.00 £123,846.00 

* Part year 
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Food on the Move  
 
During the first national lockdown we were delighted to support the Lymington-
Brockenhurst Community Rail Partnership (CRP) with their Covid-19 community response 
campaign.  

 
Along with South Western Railway, through our Community 
Engagement Fund we had jointly funded ‘Music on the Move’ 
which was meant to take place over Summer 2020. Instead, the 
money was redeployed in response to the Covid-19 crisis 
becoming ‘Food on the Move’.   
 
The CRP’s ‘Food on the Move’ initiative helped to deliver 
nutritious meals to school children from vulnerable families in 
Hampshire.  With the help of the ‘Friends 
of Brockenhurst Station’, the CRP arranged for food supplies to 
be delivered to Priestlands School in Lymington. From there, 
student lunch bags and family food boxes were delivered by 
community volunteers to the surrounding area.    

 
Delivery vehicles were carefully packed with two meals 
for each student and a family food box, which were 
further topped up with items from the schools’ 
established food bank.   
 
CrossCountry’s Stakeholder Manager, David Jones, 
said: “I’m really pleased we were able to help deliver 
such an innovative project as part of a local community 
response to the current crisis.    
 
“This summer’s ‘Music on the Move’ events which were 
due to take place on board our trains 
between Brockenhurst and Reading have 
understandably been cancelled, so we are thrilled that 
our support was put to such good alternative use by our partners.” 
 

First Spade in at Haltwhistle 

Over the summer work began at Haltwhistle Station as Tyne Valley Community Rail 

Partnership (CRP) celebrated the first spade hitting the ground as they revive the waiting 

rooms and redundant wooden buildings at the station. 

Without a doubt this is the biggest project that 

Tyne Valley CRP have ever attempted as they 

work to restore the previously derelict waiting 

areas and create a new space to promote local 

tourism. Inspired by the CrossCountry funded 

‘Socially Enterprising Railway Toolkit’, the 

partnership will also make new office space 

available for hire by local businesses.  

Julie Gibbon, the Partnership’s Projects Director, 
has been instrumental in raising over £500,000 for 
the restoration project: “Without CrossCountry 

https://www.crosscountrytrains.co.uk/xc-community-hub/social-enterprising-toolkit
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and other rail industry partners support, getting going simply wouldn’t have been possible. The 
aim is to completely refurbish both buildings, which will result in improved waiting rooms, a 
‘Welcome to the World Heritage Site of Hadrian’s Wall’ area, and small units available for rent 

by small businesses and artists.’   

 
Support for Anti-Trespass Campaign 
 
Over the summer three Community Rail Partnerships worked together to help tackle the issue 
of trespassing on the railway.  

  
Following a Network Rail report which cited over 
1000 trespass incidents in the first week of 
lockdown, Bishop Line, Tyne Valley and 
Community Rail Lancashire CRP responded by 
creating a competition to raise awareness among 
young people about the dangers of trespassing on 
the railway. 
 
They worked with local communities, the rail 
industry and the Department for Transport to get the 
safety message across. To add an incentive for 
young people to get involved, the national 

competition was supported with prizes from CrossCountry and other rail industry partners. 
  
The competition was open to all 11–18-year-olds across Britain and had six categories, with 
entrants being asked to make a video, write a song or rap, produce a storyboard or write a 
script which shares the anti-trespassing message. Henry Plume was the winner of the 
CrossCountry sponsored prize in the ‘Best Song’ category with his song ‘Somewhere down 
the line’.  
 

Hixon Memorial 
 
Together with Network Rail, we have repaired a memorial garden honouring the victims of an 
accident on the West Coast Mainline more than 50 years ago.   
   
Hixon, which is a small Staffordshire village, 
commemorates the tragic collision between a train 
and a low-loader lorry on a level crossing in 1968. 
Established in the years after the event, recently the 
garden has become overgrown.   
 
Building on the excellent renovation work already 
started by the local community, colleagues from 
Network Rail and CrossCountry stepped in to help 
make the garden a fitting memorial to those who lost 
their lives in the rail disaster. Overgrown and 
dangerous trees were cleared, and the chippings 
were used in the garden.  
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John Robson, Regional Director for the West Midlands & North West, who led the work, 
said: “The railway in the UK is the safest in Europe. Tragedies such as this are rare. But our 
industry must remember events like these to understand the lessons learned, and why we do 
things the way we do. It is a real privilege to work alongside Network Rail colleagues to support 
the villagers of Hixon so that we never forget those who lost their lives.”   
   
Adam Checkley, Senior Programme Manager for Network Rail, said: “When we heard about 
the state of the memorial garden, it was only right that we lent our support to make it a peaceful 
and pleasant place for local people to use and for those to remember loved ones who lost 
their lives. Thankfully, level crossing safety has come a very long way since 1968 with stringent 
measures in place to prevent such tragedies between vehicles and trains happening today.”   
   
Network Rail has closed more than 1,250 level crossings and major improvements have been 
made to the management of level crossings over the last five decades.   
   
Since the memorial garden work, we have also begun working closely with Network Rail and 
the community on a series of other memorial plans to reflect the importance of the accident all 
those years ago. The church window which overlooks the garden is damaged and donations 
have meant that we can look at replacing this. We are also planning a train naming ceremony 
for the Spring when it will hopefully be safer to commemorate the accident and remember the 
learnings from this which has made the railway one of the safest transport sectors.  
 

Support for Woman Engineers exhibition which challenges stereotypes 

In collaboration with The Women’s Engineering Society (WES), we supported a Derby 
photographer to showcase her ‘Women Engineers – portraits of the changing face of 
engineering’ project. The exhibition opened in February at the University of Derby and aimed 
to challenge the stereotypes of what an engineer looks like. The exhibition also ran as part of 
International Women’s Day celebrations on 8 March.  

 
The free exhibition at Markeaton 
Campus ran until we were put into 
lockdown in March. Photographer 
Geraldine Curtis explains: “It all 
started with a chance 
conversation I had with a group of 
female engineers. They explained 
that in the UK, less than 13 
percent of all engineers are 

female. It led me to question why so few women take it up as a career.  
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She added, “Women in the field have such a low profile and there is a real risk that girls simply 
don’t believe that it’s a career in which they would be welcome, or that they could thrive. I felt 
that really needed to be addressed”. Over the two-year project, Geraldine travelled on trains 
to meet her subjects from many industries across the UK for the photographs.  

 
Tom Joyner, Managing 
Director said: “It’s really exciting to 
be supporting Geraldine with this 
project. Britain’s rail industry works 
hard to increase diversity in its 
workforce, and we hope this 
exhibition, which showcases the 
growing number of female 
engineers, will encourage and 
inspire others to pursue a career 
in rail.”  
 

The exhibition comprised of 20 portraits of female engineers who are all STEM (science, 
technology, engineering and maths) Ambassadors who regularly visit schools and colleges to 
talk about exciting opportunities in engineering. 

 
Supporting Youth Charity in Severnside 
 
We teamed up with Severnside Community Rail Partnership (CRP) when the pandemic hit to 
provide support for three West Country youth charities, who have adapted their support 
services to reach out to those most in need during Covid-19.   
 
Young Somerset, Young Bristol and Young Gloucestershire would usually be facilitating 
community youth groups, physical and creative activities alongside providing mental health 
and wellbeing support. As you might expect however, engaging young people during lockdown 
was a challenge.    

 
The charities quickly re-designed their 
programmes in order to reach out to the most 
vulnerable people within the local communities. 
This included delivery of care parcels, sports 
and creative activity packs, virtual youth clubs 
and boredom buster challenges.    
 
Some families also received broadband 
packages to enable them to stay connected 
with friends and families, and to access digital 
activities and schoolwork.     
 
For those in need of extra support, online 

counselling, mental health and hidden victim support was readily available.     
 
Youth workers were out and about supporting local police forces to encourage those struggling 
with compliance during lockdown to return home and stay safe.  
 
Heather Cullimore, Manager of the Severnside Community Rail Partnership said: “Under usual 
circumstances, Community Rail Partnerships would be welcoming young people to the railway 
and encouraging sustainable healthy, travel. While public transport was limited to essential 
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journeys only, we were delighted that through our partnership with CrossCountry, to have 
been able to provide support for local youth charities delivering crucial support services to the 
young people in our communities who need it the most. We look forward to continuing these 
partnerships by offering rail familiarisation and travel confidence building sessions for young 
people in the future.” 
 

Dwell Time 2 Launch 

Community Rail Award winning group Dwell Time and the Penistone Community Rail 
Partnership went online to launch the second issue of their popular arts publication featuring 
over 100 contributions from artists across the world. 
 
Funded by CrossCountry, and other rail partners, Dwell Time is a free arts publication 
reflecting on mental wellbeing.  

 
Due to the pandemic, the live events originally 
scheduled for March had to be cancelled, but they 
strived to continue and organised an online launch 
featuring a programme of artists sharing their 
mental wellbeing stories, as well as installing 
artwork at Huddersfield Station. 
 
The launch, hosted on Dwell Time’s YouTube 
channel, featured selected films by local artists 
including Lucy Barker and Ben NCM, Louis Benoit, 
Community Rail Cumbria, Robert C Clarke, Ralph 
Dartford and Leo Fernandez-Arias. See more on 

the Dwell Time website: dwelltimepress.wordpress.com  

   

Donations to Help Those in Need  
s   
One of the steps we’ve taken while our on-board 
catering was suspended during the lockdown was to 
donate many perishable food products to local 
foodbanks and charities across our network.  
 
All our local teams did an outstanding job in contacting 
foodbanks and charities where we could make 
donations, avoiding an otherwise significant amount of 
food waste.     
 
In the midst of this pandemic, it was pleasing to still see so many people pausing to remember 
those in our armed services who had fallen in past conflicts. Britain’s railways have always 

marked Armistice Day in remembrance of our colleagues 
who fought for our freedom, many of whom are recognised 
on memorials at stations across this region.   
 
With fewer people travelling, the Royal British Legion were 
not going to raise as much as normal, so it was great to see 
colleagues doing a bit extra to help out, including our Bristol 
based Customer Services Manager, Dawn Perkins, who 
sewed some Poppy-themed face masks. Encouraged to 
help by her past role in the WRAF, Dawn and her sister sold 

the masks to raise funds for their local RBL branch in Worcestershire, raising about £250.  

http://dwelltimepress.wordpress.com/
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New Partnership to Combat County Lines 
 
John Robson, Regional Director for the West Midlands and North West met with rail industry 
and British Transport Police (BTP) colleagues at Wolverhampton station to talk about how we 
can get more involved with the County Lines Taskforce.    

 
The BTP secured Home Office funding for a 
Taskforce which started back in December 
2019, aiming to tackle drugs on the railway 
network, and to protect children and 
vulnerable adults who are often exploited by 
gangs into selling and moving drugs.    
 
Since the launch, Detective Superintendent 
Gareth Williams, Head of Covert Police 
County Lines and his team have arrested 
more than 600 people and seized 110 
weapons and £241,000 in cash through this 
operation.    
 

BTP has also partnered with The Children’s Society and their #LookCloser awareness 
campaign to encourage professionals and the public to ‘look closer’ for signs that a child may 
be at risk of criminal exploitation.    
 
The campaign is aimed at anyone who may encounter children in their daily lives, including 
railway colleagues. Key signs of exploitation include a child travelling alone, particularly during 
school hours, late at night or on a regular basis. They may also look lost or in unfamiliar 
surroundings and may be carrying large amounts of money.    
 
Training started 15 December with our newly recruited Revenue Support Specialist staff. 
Awareness will also be rolled out across the business with a particular focus on our frontline 
teams.  
 
John said: “It’s crucial we work with BTP and other industry colleagues to be more aware of 
what is going on across our rail network. We are looking to work more closely with the 
Taskforce and the #LookCloser campaign and we’re in discussions about training 
opportunities for our colleagues.”   
 

CrossCountry Response to return of School Travel 
 
With the big focus on reopening schools and colleges in early September, we wanted to be 
sure that our temporary timetable was equipped to meet the demand for school travel. To 
support this, we sought local stakeholder input from councils, Community Rail Partnerships 
and Rail User Groups, together with valuable insight from our own onboard teams.  
 
We were able to quickly identify historical known school travel flows and the likely numbers of 
students, based on pre-Covid observations. In East Anglia, valuable input from our partners 
including Peterborough-Ely-Norwich Rail User Group and Hereward CRP station adopters at 
March, Manea and Whittlesea, led to us restoring two services in each direction between 
Leicester – Peterborough – Cambridge to support students travelling from schools in 
Peterborough and Stamford. Working with colleagues at South West Railway we included 
calls at Winchester to help students travelling from Southampton, and in Monmouthshire 
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following feedback from local stakeholders we were able to reinstate a morning service for 
children travelling from Chepstow and Lydney to Gloucester. 
 

New Mental Health Training 
 
New on-board caterers who were due to start training as the lockdown came into effect 
embraced virtual training and even piloted a new module on the course.  
   

The new online programme for Retail 
Service Managers and First-Class Hosts ran 
over lockdown and followed on from the 
success of similar training for Train 
Managers and Senior Conductors at the 
beginning of April.  
    
A new ‘Mental Health’ module was piloted as 
part of the course which coincided with 
Mental Health Awareness Week.   
 

Stakeholder Manager Jody Ball and Apprenticeship Manager Caren Alderwick were asked to 
write the workbook and presentation, which they presented to the new recruits in May.     
   
The implementation came after social distancing guidelines meant that training in the 
classroom wasn’t possible.   
 
The training was split into six parts and included an introduction to mental health, identifying 
symptoms, managing stress, mindfulness and looking after yourself and colleagues. The 
module gave our new recruits the opportunity to see Sarah’s Story, which was part of 
Samaritans ‘Small talk saves lives’ mental health awareness campaign.    
 
Jill Haden, Trainer said: “The session was 
brilliant. It was well planned and thought out 
with a variety of resources. It’s something 
we will definitely keep in the future.”  
  
Jody said: “It was an enjoyable project to 
work on and research. The group were 
really interactive, and it was great that they 
felt comfortable enough to share their own 
experiences with mental health too.”    

    

Destination Green   
 
Our internal environmental strategy, Destination Green continues its aim to 
reduce CrossCountry’s environmental impact. We are continuing to work on meeting our 
Destination Green targets which include specific targets for Energy, Fuel, Water and Waste.  
 
Over the course of the year, staff have been really engaged by suggesting great ideas to 
reduce waste and ensure we are making a difference.   
 
Some of the initiatives include collecting empty crisp packets which will eventually be turned 
into plastic items such as benches and watering cans.  
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As part of an initiative with Lush, the UK based handmade cosmetics company, staff have 
collected bottle tops which are recycled into new packaging.  

 
The CrossCountry Property Team has been hard at work 
ensuring locations across the network have LED lighting. The 
amount of energy saved by swapping from the old inefficient 
lighting is significant and it also looks better!    
 
Staff all received reusable hot drinks cup, which are also 
available to buy on board. Discarded coffee cups amount to a 
significant amount of waste and unless they are segregated at 
the point of disposal, they are very difficult to recycle.    
   
During the pandemic, the interest in cycling has certainly 
peaked and staff at CrossCountry have been supported to 
take up this eco -friendly mode of transport by being offered 
the ability to buy a cycle via a salary sacrifice scheme.    
   

As a consequence of having to work from home we have seen a reduction in paper usage. One 
team has gone the extra mile to maintain this change by going completely paperless. The 
Resources team have been involved in creating, testing and trialling our new storing and filing 
systems. And in collaboration with Payroll, Control and GDPR champions, we are now pleased 
to share good news with you and officially announce that we have reduced our paper usage 
by 100% by storing and communicating electronically. We have also electronically redesigned 
our diary, which is used for storing information related to admin requests from our train crew 
colleagues. Well done to the resources team on this significant achievement.    
   
Finally, our parent company Arriva have been working on a long-term Destination Green 
Strategy with the aim to be net-zero by 2050. Lots of exciting work is expected over the coming 
years, which we will share when we have more information.    
   
If you have any ideas and would like to share the work you are doing to reduce the impact on 
the Environment, please contact the CrossCountry Environment Manager as she would love 

to hear your plans and ideas.    
 

March Station Regeneration 
 
A £9.5m regeneration project for Fenland’s 
railway stations is now well underway.    
 
Just weeks after the installation of new waiting 
shelters at Manea and Whittlesea stations in 
the Spring, Fenland District Council and 
Hereward Community Rail Partnership (CRP) 
launched a public consultation to redesign and 
improve the layout of Platform 1 buildings at 
March station. CrossCountry was able to 
provide a link to the consultation document on 
our XC Community Hub webpage, which 
resulted in a record number of responses.  
 
The consultation sought people’s views on three proposals. These included different options 
for the location and size of the waiting room, ticket office and toilets, as well as space for the 
creation of new business premises.   
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Richard Morris, Regional Director, East Midlands & East Anglia said: “CrossCountry is the 
principal train operator at March station which is growing in importance as the main railhead 
for Fenland, including Wisbech which lost its rail service in 1968. It’s great news that 
Cambridgeshire & Peterborough Combined Authority have recognised the importance of their 
local rail links with this investment in their stations.    
 
“We’re delighted to be part of Hereward CRP and we will support the other funding partners 
to breathe new life into March station, helping to save the building’s future and bring it back 

into use for the benefit of rail customers and the local community.”   
 

Staff Community Donations 
 
In response to the coronavirus crisis and in a bid to help NHS key workers with their 
commute, CrossCountry Driver, John Hay, and Longsight Depot Driver, Matt 
Twist, approached us with an innovative idea.   
 
Matt’s wife works for an NHS front line team that use rapid response minibuses to serve the 
local community. With the need to increase levels of cleanliness this year, Matt and John 
suggested we could donate disposable seat covers commonly used in the rail industry to NHS 
workers who use shared transport to support patients.    
 
The idea was taken forward and after liaising with colleagues to agree an approach with our 
suppliers, we delivered a supply of disposable seat covers to support NHS key workers.   
 
Rosie Eastup from the Rapid Response, Urgent Care 
and Homesafe Team at Salford Royal said: “I’d like to 
thank CrossCountry on behalf of all of us, for the 
support and extremely kind donation of the car seat 
covers.    
 
“This enabled us to reduce the risk of spreading the 
virus both to staff and patients, enabling us to provide 
a safer service that our vulnerable patients needed. 
The donation is much needed and greatly 
appreciated in this challenging time.”  

  

Apprenticeships and The Prince’s Trust 
 
We are proud to be supporting the Prince’s Trust. We are in the early stages of developingt  
the scheme as part of our Corporate Social Responsibility agenda. 
  
Given the current financial climate, the partnership will create better employment prospects 
for those that need a bit of a helping hand and want a broad insight to the types of roles in the 
rail industry. The pilot programme is set to start in 2021, which will refine the future of the 
scheme.  
 
The ‘Get Into’ Programme will use short vocational skills training, one-to-one mentoring and 
work experience courses which offers potential employment to successful participants.  
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As part of the recovery from Covid-19 for 
the West Midlands region, we have pledged 
£300,000 along with our sister company 
Chiltern Railways to the Apprenticeship 
Levy Transfer Fund. This was set up by the 
West Midlands Combined Authority to boost 
jobs and skills at smaller businesses in the 
region. 
 
We’ve made excellent progress with our 
apprenticeships programme. Our first 
cohort of Train Driver Apprentices started in 
January 2020 and worked from home 
during the first lockdown.  

 
All our apprentices successfully achieved Level 2 in Maths, English and ICT. This programme 
is widely recognised as the industry standard with many train operators now delivering training 
to this standard.  
 
Our first cohort of Train Managers and Senior Conductors began their programme in 
November. It is a nationally recognised qualification and is fast becoming the industry 
recognised standard.  
 
We’re now piloting our first Level 4 Transport Manager cohort. It includes Customer Service 
Managers, Driver Team Managers and Graduates.  
 
In addition, several senior leaders are also undertaking a Masters’ Degree Apprenticeship. 

This is a level 7 qualification, and we are working in partnership with leading universities to 

deliver this Executive qualification. 

Conveying Medical Freight 
    
CrossCountry and InterCity Railfreight have teamed up to provide a key service transporting 
medical supplies across the country.     
    
As part of an initial trial to be launched in early 2021, InterCity Railfreight, who have been 
moving parcel-sized freight using passenger trains since 2010, will be using non-public areas 
on some of CrossCountry’s trains between Scotland, the Midlands and South West to facilitate 

a more sustainable way of distributing supplies for the NHS 
and the wider medical sector.   
    
Sending time-critical consignments by rail will speed up the 
transportation of essential medical supplies, improving patient 
care and helping to reduce the burden on the NHS. The 
service will also reduce carbon emissions, with less road 
transportation required through city and town centres.   
    
Jeff Screeton, Managing Director InterCity Railfreight, 
commented: “We’re delighted to be working 
with CrossCountry to unlock the potential of this unique 
national network of high-speed rail services, from medical 
shipments to e-commerce. Using spare non-public spaces on 
trains for time-critical logistics will help improve patient care 
and support the NHS”.   
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Tom Joyner said: “We welcome this opportunity as part of our Build Back Better campaign for 
rail to play a greater and more innovative role in the nation’s recovery from the coronavirus 
pandemic. Using this spare space on our five High Speed Trains means we can offer a fast, 
direct service, to our InterCity Railfreight partners initially between Edinburgh, Birmingham 
and the South West”.  
 
The trial scheme will be in full swing by Spring 2021.   
 

New community artwork at Boston Station 
 
The Poacher Line Community Rail Partnership (CRP) along with CrossCountry and East 
Midlands Railway (EMR) unveiled a new piece of artwork at Boston station in November for 
passengers to enjoy as they visit and travel through the station.   
 
The artwork is 27 metres long and located on Platform 2. It was inspired by places and people 
along the Poacher Line; from the bustling city of Nottingham through to the seaside town of 
Skegness, taking in the historic market towns of Grantham and Sleaford and the port of 
Boston.    
 
Artist Alisha Miller spent several months travelling the line chatting with passengers and rail 
staff asking the question: “Tell me something surprising about travelling on the Poacher Line?” 
All which helped the artist build up a picture of this eclectic railway line.   
 
Alisha was inspired by a composition of those conversations and images, gathered during the 
many hours of looking through windows and hopping off to explore the sites, visiting museums 
and meeting people along the way; an insight from those who live and work within.   
 
The artwork is the beginning of a much-needed revamp of Boston station, which has recently 
gained 15 new station adopters. Over the next few months, the station adopters will be busy 
installing new planters and the Poacher Line CRP have further plans to add some artwork to 
the front of the station in 2021.   

 
Jo Andrews, Community Rail Officer for the Poacher Line said: "With the funding 
from CrossCountry and EMR we are thrilled to have been able to work with Alisha to 
commission this impressive installation which showcases the diversity of the Poacher Line 
and highlights the importance of the railway in connecting communities.   
    
David Jones, Stakeholder Manager, added: “Over the next two years Boston station will see 
major redevelopment and this artwork is the first of many improvements which will enhance 
the station and will be enjoyed by those passing through for many years to come. We look 
forward to working closely with Poacher Line CRP to improve the customer and local 
community experience at Boston and other stations on this historic and scenic line.”    
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New accommodation for Rail Partnership 
 
Back in February, David Jones, Stakeholder Manager spent time with Three Rivers 
Community Rail Partnership (CRP) Officers and their station adopters, and visited several 
adopted stations in Hampshire and the Solent area.  

 
David visited the new community shed 
at Woolston station, which has been funded 
by CrossCountry and Southampton City 
Council. The shed has replaced a badly 
corroded metal container and in addition to 
giving the hard-working station adopters 
somewhere to store their gardening equipment, 
it will also double-up as a venue for community 
activities in an area which experiences social 
deprivation. 
 
David said: “I was delighted to spend the day 
with valued volunteers at Three Rivers CRP 

and see all the great things that are taking place with CrossCountry support. The new shed 
will certainly have a positive impact and enable the station adopters to make some great 
improvements on and around the station.” 
 
He also saw the newly opened Petersfield station 
community hub. The empty station office has been 
brought back to life by Three Rivers and East 
Hampshire CRPs and has several functions 
including a tourist information point and a ‘Friday 
Free-shop' foodbank, staffed by CRP volunteers, 
as well as providing new community space for local 
groups and charities.  
 
Three Rivers CRP has plans to make use of 

CrossCountry support to create additional 

community hubs at other stations where there is currently disused space or redundant 

buildings.   

Online Information for Returning Customers 
 
We’ve recently undertaken a project to film 3D virtual tours of our three types of train to support 
customers as they return to rail travel. 

 
Our virtual tours of Voyagers, Turbostars and High 
Speed Trains offer customers the ability to see our 
trains before they travel, familiarising themselves 
with the layout, and key areas of the trains such as 
accessible seating, luggage racks, accessible 
toilets and designated wheelchair spaces.    
 
The virtual tours also offer customers further 
information through 'hotspot links' to website 
information and video content.     
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They are available now on our website 
www.crosscountrytrains.co.uk/on-board-
with-crosscountry/our-trains 
We also rolled out our new initiative to 
improve the visibility of our dedicated 
luggage areas on board Voyagers.    
 
An external visible vinyl is being placed on 
the outside of Coach D on Voyagers to 
highlight where the large luggage space is 
located for customers prior to 
boarding.  There will also be labels at the end of each coach’s luggage racks to make these 
easier to see.    
 
Alongside labelling improvements, we are working to improve the effectiveness of our on-
board announcements and identifying opportunities to pilot some specific communications to 

raise customer awareness of where they can stow their luggage on our trains.      
 

 
 
 
 
 
 
 

 
Training our Drivers 
 
As a result of the pandemic, there have been safety restrictions which has meant that practical 
Driver training on the network had to be paused. Despite this, the training team at Derby have 
managed to safely continue with some specific activities such as remote online training and 
more recently the return to classroom and simulator-based training.   
 
In the summer, we developed an approach to return to in-cab training using the training bubble 
principle in line with approved industry guidance. We are pleased to confirm that practical 
training for trainee drivers was able to recommence.   
  
We’ve been able to expand our Driver 
Training Academy to support with these 
changes. We recently completed the 
refurbishment of two extra training rooms at 
Derby, and installed desktop simulators to 
supplement our existing ones.  
 
Earlier in the year we recruited additional 
Driver trainers to bolster the team. These 
changes allowed us to offer up to 16 trainee 
places in one intake. Start dates for the next cohort of new trainees have unfortunately been 
temporarily delayed due to the Covid restrictions. However, with the hard work completed by 
our Driver training team we are now able to plan with confidence.  

 

http://www.crosscountrytrains.co.uk/on-board-with-crosscountry/our-trains
http://www.crosscountrytrains.co.uk/on-board-with-crosscountry/our-trains


 

18 
 

Narborough Station Anniversary   

At the start of the year, we helped the ‘Friends of Narborough Station’ 
celebrate the station’s 50th reopening anniversary. The station re-
opened on 5 January 1970, having been closed during the infamous 
‘Beeching closures’ during the 1960s. On Monday 6 January 2020,  
‘Friends of Narborough Station’ organised a well-attended 
celebration event held at the station, with coffee and cake being 
served in the waiting room on the platform.  
 
A number of key local stakeholders attended, including 
representatives from Blaby District Council, Civic dignitaries, East 
Midlands Railway, the local MP and several volunteer station 
adopters. 
 

Narborough station is served exclusively by CrossCountry and, 
pre-Covid, generated around 400,000 journeys annually.  
 
The local stakeholders are lobbying for more seating capacity 
on peak time trains and improvements to customer facilities.  
 
David Jones, Stakeholder Manager said: “I was delighted to be 
invited to such a well-attended event and meet some of the 
volunteer Station Adopters, who are clearly very proud of their 
station. It was also great to see the wider local community 
getting involved as well as railway colleagues. It really 
highlighted the important part community rail plays in the 
stations we serve.”   
 

  

Industry Collaboration on Hereward Line 

In February, we met with the Hereward Line Community Rail Partnership (CRP) station 
adopters and representatives from other train companies that serve stations in Fenland for a 
‘meet the managers’ event.  
 
The session gave our station partners the opportunity to share feedback they received from 
passengers who use stations between Peterborough, Ely and Cambridge. By meeting them 
as ‘one railway team’ we were able to answer any questions, address their concerns and give 
them the help and support they need to continue their excellent work as ambassadors for the 
railway.  
 

David Jones, Stakeholder Manager 
said: “The station adopters at Hereward 
Line CRP are passionate about their 
role, but have had to deal with some 
negative feedback from regular 
travellers following some service 
disruption. It’s always helpful and 
positive when the rail industry adopts a 
collaborative approach to address the 
concerns of the communities we serve 
as everyone can understand the bigger 
picture.”  
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During the spring and early summer lockdown, the Station Adopters continued to provide 
valuable feedback on the numbers of key workers who were travelling from Manea, March 
and Whittlesea stations. As a result of their feedback, we were able to make sure our timetable 
changes after lockdown took into account the needs of regular customers using these stations.  
 
“The local intelligence provided by our station partners about schools travel requirements was 

particularly helpful”, David Jones added.     

Making an Accessible Railway 
  
In July, the rail regulator, the Office of Rail and Road, approved our new Accessible Travel 
Policy (ATP). This sets out in detail our commitments to disabled people and other customers 
who need extra help when travelling with us. Whilst the full ATP is published on our website, 
we have also published a new customer leaflet ‘Making Rail Accessible’, which summarises 
the key commitments in our ATP.  
 
Once Covid restrictions ease, we will ensure that copies of this 
leaflet are available to customers at all the staffed stations we 
serve, and we will make every effort to ensure copies are also 
available at many community and public buildings across our 
network, such as libraries, hospitals and doctors’ surgeries. We 
will also be promoting the availability of the national Passenger 
Assist service through our dedicated CrossCountry digital 
screens at stations.  
  
A key commitment set out in our ATP is that we will proactively engage with customers with 
physical and sensory disabilities and groups representing disabled people. In 2020 we have 
collaborated with our industry partners at West Midlands Trains to directly engage with 
disabled rail users who attend their regular Stakeholder Equality Group (SEG). We received 
some very helpful feedback from disabled customers to help us focus on areas where we can 
make service improvements which benefit everyone who travels with us.   
 
As part of our new three-year Operating Contract Franchise Agreement we have created a 
new Accessibility & Integration Manager position that will look to develop and lead our 
engagement strategy with disabled people during 2021 onwards.  
 

Community Conference 2020 
 
In September, our Corporate Affairs team hosted our annual Community Conference.     

 
Due to coronavirus, this year’s conference went 
‘virtual’ and was well attended by nearly 40 
stakeholders, including Community Rail 
Partnerships and Rail User Groups from across 
our national network.  
 
Tom Joyner, our Managing Director, told 
delegates that CrossCountry has funded more 
than £1m of Community Rail initiatives since the 
start of our Direct Award in 2016. He went on to 
explain how important it is for us to continue 

working closely with our community partners and local stakeholders to help regain customer 
confidence in rail travel as we emerge from the pandemic and recover in the future.  

https://www.crosscountrytrains.co.uk/media/4281/dl-accessible-travel-policy-final.pdf
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Our guest speaker Kulvinder Bassi, Head of DfT’s Community Rail team for the past 14 years 
thanked CrossCountry for helping him in his role and said that community rail is in a very 
different place than it was 14 years ago, largely due to funding commitments in train operator’s 
franchise agreements which has allowed community driven initiatives to flourish.  
   
Kul gave CrossCountry a much-appreciated accolade when he said: “CrossCountry is the only 
operator I’ve ever had 100% positive feedback for. They engage with us, they listen, they 
respond, and they give quick decisions.  
   
“Richard Gibson and the team of Stakeholder Managers have done a great job over the 
years.”  
   
He went on to say that passengers are at the heart of future DfT operator contracts and that 

specific commitments to Community Rail and delivering the social benefits of our railway will 

continue to be an important part of new contracts.   
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Summary  

We hope you enjoyed reading this report and learning about some of the many activities 
undertaken by our people and our partners.  
 
Despite it being a tough year, we have managed to deliver numerous initiatives to give our 
customers a better service and support the communities we serve. The stories in this report 
have shown the resilience of communities in towns and cities across the country. We were 
pleased that we could divert funding quickly to projects that benefited communities such as 
food kitchens and charity drives. In the face of potential shortages, PPE was provided to help 
frontline workers continue to keep safe and keep others safe. Even while this was going on, 
we were proud to still deliver other projects such as promoting mental health and wellbeing 
and enhancing stations and community services.    
 
While 2021 will be challenging, we are confident that rail has a key role to play in rebuilding 
our economy and we are looking forward to welcoming customers back when we are able. We 
are already talking to many stakeholders about how the pandemic may have changed people’s 
desires to travel and the journeys they may want to make. It is clear that the current 
precautions such as enhanced cleanliness will continue, and our customers will expect a 
strong focus on ensuring that trains do not become crowded. We are committed to working 
with partners to be the long-distance train operator of choice so that customers can travel with 
confidence.   
  
We are preparing plans to continue supporting communities up and down the country, working 
with local stakeholders to help our nation build back better. Rail services will play an important 
part and I am determined to ensure CrossCountry is at the forefront of everything this industry 
does. The new contract we signed in October offers an opportunity to increase the amount of 
good work we can do to help in these endeavours. We have more funding and resources to 
work with our community partners, to help rail remain relevant to the people that use and 
depend on our services.  
 
Thank you for your continued support and we look forward to working with our many partners 
in 2021 and beyond.  
 
Tom Joyner 
Managing Director 
 


