
ACoRP  
Station Adoption Seminar

Briefings and Paperwork 
“probably the most boring subject in the world”

Pete Myers Head of Service Quality Northern Rail



What we want to talk 
about!

• A little bit about Northern Rail

• A little bit about Station 
Adoption at Northern Rail

• Why have Station Adoption?

• The Red Tape
– The right people

– Keeping people safe

– Engaging with Adopters
– Northern Rail getting something 

back
– Avoiding embarrassment

• Questions

Tales of woe throughout



What we want to talk 
about!

• A little bit about Northern Rail

• A little bit about Station 
Adoption at Northern Rail

• Why have Station Adoption?

• The Red Tape
– The right people

– Keeping people safe

– Engaging with Adopters
– Northern Rail getting something 

back
– Avoiding embarrassment

• Questions

Tales of woe throughout

By the 
way I 

hate red 
tape too



4

290 trains

4,800 
employees

463 
stations

85.5 million 
passenger 

journeys per 
year

2,550 train
services per 

day



Northern ’s Stations

• 463 Stations                             
(inc Workington North)

• Over 70% of our stations are 
unstaffed

• Only 18 stations carry a first to 
last staff presence

• Our top 35 stations by footfall 
carry over 50% of our 
customers

• Our stations inc:
– Manchester Victoria

which ranks 51, with 
5,789,892 journeys in 
2009

– Teesside Airport
ranking 2509, with 44 
journeys in 2009

We really need Station Adoption at Northern



Station Adoption

The three types of station 
Adoption at Northern: 

• Level One: Individual 
Adoption or the 
Watching Brief

• Level Two: Station 
Partnerships

• Level Three: Corporate 
or Schools Adoption 
(inc CRPs)



Why bother with Station 
Adoption then?



Station Adoption

Why Adopt-a-Station!

Safety and the Law!

• Bolton, Blackpool 
and Bradford 
Interchange all 
have footfall in 
access of 2 million 
journeys

• Reddish South, 
Gainsborough 
Central and 
Teesside Airport all 
have footfall of less 



Station Adoption

Why Adopt-a-Station!

Customer Service!

• Northern Rail is a 
customer service 
organisation that 
just happens to run 
trains (not the other 
way around)!

• Northern Rail 
operate approx 
26,300,000 train 
miles a year 
(equivalent to over 



Station Adoption

Why Adopt-a-Station!

Community

• Often Adopters do more 
than the simple watching 
brief

• Northern Rail is part of the 
community

• Many of Northern Rail’s 
routes and stations are 
designated as CRPs

• Station Adopters often form 
or join Friends of xxx



Station Adoption

In the last 6 Years 

• Adopters have reported over 40,000 individual faul ts
• One third of the total reported
• Adopters have completed over 30,000 report cards
• Adopters have completed NPS style On-Train 

Surveys
• Adopters have completed over 20 individual 

bespoke surveys for various teams within Northern 
Rail 

• Adopters have assisted the Police and our revenue 
teams, identifying holes in our revenue protection 
strategies.



Now for the red tape
(sorry)



Why red tape is 
important
1. To make sure you get 

the right people
2. To keep those people 

safe
3. To keep everyone else 

safe
4. To keep the adopters 

engaged
5. To find out stuff
6. To avoid upsetting 

people



The right people

We all need to know

• Who we have working 
on our stations

• What they want to do
• If there are any 

conflicts of interest
• If they need any extra 

help

Tale of woe number 1



The right people



Keeping 
everyone safe
We all need to realise

• People see risk in 
different ways

• Enthusiasm is good up 
to a point!

• Volunteers have rights 
too!

• Murphy’s Law has a 
nasty habit of coming 
true

Tale of woe number 2



Keeping everyone safe



Engagement 

Station Adoption needs to 
be a two way process

We have forms too
• Safety Briefings
• Newsletters
• Adoption meetings on 

site
• Adoption seminars
• Thank you events
• Sharing best practice



Engagement 



Getting our 
money’s worth 
Continuing the two way 

theme

• Report cards
• Surveys and audits
• Just how good are we 

at fixing and cleaning 
stuff?

• Building value within 
the entire business



Getting our money’s worth 



Getting our money’s worth 
Unresolved Faults per Adopter
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Faults 0.86 0.78 0.80 0.82 0.64 0.64 0.61 0.67 0.69 0.58 0.61 0.63 0.61 0.57

Target 0.85 0.85 0.85 0.85 0.85 0.75 0.75 0.75 0.75 0.75 0.75 0.75 0.75 0.7
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Getting our money’s worth 
Northern Station Adopters 'Mood' Data
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Mood 90.2% 91.0% 90.7% 90.0% 85.0% 90.3% 90.6% 88.3% 88.8% 89.3% 89.3% 89.0% 90.3% 91.1%

Target 84% 84% 84% 86% 86% 88% 88% 88% 88% 89% 89% 89% 89% 89%
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You can ’t do 
right for doing 
wrongRail companies MUST

• Keep accurate and up to 
date records of who is 
doing what and where

• Make sure that all the 
groups working on a 
station know each other

• Keep in contact with all 
groups

• Realise that adopters can 
bruise easily 

Tale of woe number 3



Finally three key points

1. Keep it simple
2. Keep records
3. Make sure that every 

form, briefing session 
and meeting has a 
purpose

Above all don’t let red tape get in the way



Station Adoption




