
 

  

 
 
 
 
 
 
11 January 2018 
 
 
Edward Mountain MSP 
Convener 
Rural Economy and Connectivity Committee 
Scottish Parliament 
EDINBURGH 
EH1 1SP 
 
 
 
 
Dear Edward 
 
Train Service Performance 
 
When I appeared at the Rural Economy and Connectivity Committee on 8 November 2017, 
I gave an undertaking to keep you regularly updated on developments at the ScotRail 
Alliance. 
 
With that commitment in mind, please find attached a copy of my letter to Bill Reeve, 
Director of Rail at Transport Scotland. This sets out the recent performance challenges we 
have faced, and the steps we are taking to improve the service we offer to our customers. 
 
Despite a difficult few months, ScotRail remains the best performing large operator in the 
UK. For the twelve months to 6 January 2018, nine out of ten of our trains met the public 
performance measure of arriving at each booked station within five minutes of the 
scheduled time. That’s something we are determined to build on, as we continue to do 
everything we can to build the best railway Scotland has ever had. 
 
Yours sincerely 
 

 
 
Alex Hynes 
Managing Director, ScotRail Alliance 
 
 
 
 
 



 

  

 
 
 
 
 
11 January 2018 
 
 
Mr Bill Reeve 
Director of Rail 
Transport Scotland 
Buchanan House 
7th Floor, 58 Port Dundas Road 
GLASGOW 
G4 0HF 
 
 
 
Dear Bill 
 
Train Service Performance 
 
I wanted to write to you about the ScotRail Alliance’s recent train service performance, and the 
steps we are taking to improve the service we deliver for our customers. 
 
As you know, the investment we are making across the country will help to build the best railway 
Scotland has ever had. The introduction of electric trains on the Edinburgh-Glasgow via Falkirk High 
route in December was an important milestone as we prepare for the arrival of our brand new Class 
385 Hitachi electric trains. These trains will deliver more seats, faster journeys, and better services 
for customers in the Central Belt. 
 
Our high-speed trains, which will be introduced between Aberdeen and Edinburgh this year, will 
ultimately connect Scotland’s seven cities. The major upgrade between Aberdeen and Inverness will 
enter its next phase in the coming months, which will improve the service we provide to customers 
in the north of Scotland. And our recent investment in the south of Scotland is providing an extra 
1,500 seats and ten extra services each day between Dumfries and Carlisle. 
 
This shows that our exciting plan to build the best railway Scotland has ever had applies to the 
whole of Scotland. 
 
However, in recent months, train service performance has been challenging. We experienced an 
early and particularly difficult autumn, which had a negative impact on our day-to-day operations 
and our ability to get services back to normal when things went wrong. This, combined with a 
number of significant incidents, Storm Caroline and very low temperatures, has had an impact on 
our performance. 
 
For the four-week period ending 6 January 2018 (period 10), 83.4 per cent of our trains met the 
public performance measure. The three biggest incidents impacting performance were: 
 
27 December 2017 – A possession overrun due to technical issues in the signalling works on the 
Edinburgh-Glasgow lines, and frozen points in and around Waverley Station. As a result, we were 
unable to run services across the Central Belt first thing in the morning.  
 
15 December 2017 – There was a signalling control failure. At 0830, the failure signalling electronic 
equipment returned all signals in the Cathcart Area to red, affecting East Kilbride, Kilmarnock, 
Cathcart Circle and Neilson routes.  

  



 
 
11 December 2017 – A train with an electrical power fault failed outside Glasgow Central. This 
blocked traffic in and out of the station for several hours during the morning peak. 
 
For period 9, our public performance measure was 83.3 per cent, and for period 8 it was 83.1 per 
cent. 
 
The cumulative impact of this is that our moving annual average now stands at 90.4 per cent. While 
this means that, for the twelve months to 6 January 2018, nine out of ten trains met the public 
performance measure of arriving within five minutes of their scheduled time, this is below the 
performance improvement plan target of 90.8 per cent. 
 
Our customers expect, and deserve, the highest possible standards. We are determined to deliver 
them. As a result, I wanted to let you know that I have asked Nick Donovan to undertake an 
independent review of train service performance. His rail industry background and experience will 
provide additional resource to the expertise already in place across the ScotRail Alliance. 
 
Despite the challenges of recent months, ScotRail remains the best performing large operator in the 
UK.  That’s a strong foundation on which to build.  But because we want to deliver even more for 
our customers, and because Transport Scotland rightly expects the highest standards, we will come 
forward with a performance improvement plan. 
 
Yours sincerely 
 
 

 
 
Alex Hynes 
Managing Director, ScotRail Alliance 
 
 
 
 
 


	Letter to REC Cttee re PIP - 11 Jan 2018
	Letter to Bill Reeve re PIP - 11 Jan 2018

