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Train bosses were urged to make improvements at a crunch summit yesterday, as a survey revealed only a third of passengers on the Norwich to London line rate the service provided.

A survey by students from the University of East Anglia found that 63pc of rail passengers using the Norwich to London Liverpool Street service rated it as fair or poor and only a third rated the service as good or very good.

The survey, which was commissioned by Shaping Norfolk's Future (SNF), found this a stark difference to the results from passengers travelling on the King's Lynn to London King's Cross line, with 74pc of people rating that service as good to excellent.

Yesterday, business and council leaders turned the screw on National Express, which runs the line, as they unveiled a set of five demands to revitalise the Norwich to London services.

After a two-hour summit with National Express East Anglia's managing director, Andrew Chivers, the five-point plan called for:

faster journeys from Norwich to London;

extra carriages to ensure everyone can sit down;

fresh investment in infrastructure to improve reliability;

commitment to a catering service and improved cleanliness of trains;

the introduction of wi-fi and plug sockets.

Mike Burrows, acting chairman of Shaping Norfolk, said: “We want a constructive dialogue with National Express. In the medium term we want quicker and more reliable trains, and the recent announcement about infrastructure improvements should help.

“But we also want to see some immediate action from National Express including cleaner and less crowded trains and the introduction of plug sockets and wi-fi which are widely available on other train lines.”

The three MBC students, Talal Shehabi, Vorapan Santrakul and Fei Tong, who is studying for an MBA in business administration, quizzed more than 300 passengers using an online survey.

The research also found Norwich passengers had a number of concerns including punctuality, journey time, cleanliness and overcrowding. Passengers from both King's Lynn and Norwich also said ticket prices were too high.

Chris Frazer, director of business services at Norwich Union, who attended the meeting, said: “With a large number of our people based in Norwich and a considerable number of our UK staff travelling to Norwich and other UK destinations regularly, we are keen to work with National Express and other stakeholders to ensure our people and our business benefit from improved customer service and reliability when using the train network.

“Norwich Union encourages improvements to the Norwich to London line and also connections through Peterborough to York. We would also welcome wi-fi access and power sockets on all trains that would enable our people to use their travel time efficiently.”

A National Express spokesman said: “We have agreed to work together on the important strategic rail issues for Norfolk, identifying short, medium and long term improvements which we can deliver together. 

“We are looking at how we might achieve some of the suggested service enhancements, such as fitting mainline trains with wi-fi equipment, through potential projects with regional partners. We were glad to reiterate our commitment to further improving customer service standards, as well as developing and working towards an enhanced service for the Norwich - London line in the years ahead.” 

Are you doing something to fight for better service on the trains? Contact Lucy Bolton on 01603 772429 or email lucy.bolton@archant.co.uk
