UK Light Rail Conference

‘FOLLOW THE MONEY
SELL THE BENEFITS’

Innovation and investment
was debated by senior
figures from 12 countries at
the UK’s premier industry
conference and exhibition.
TAUT rounds up just a few
of the highlights.

TOP: Manchester was the host city for the 12th
Annual UK Light Rail Conference, in Metrolink’s 25th
anniversary year. All photography by Neil Pulling

T

he 12th running of the UK Light
Rail Conference took place at the
University of Manchester on
18-19 July, with over 260
delegates debating key issues
on the future of the mode, and with
presentations and panel debates on core
strategic, technical and operational issues.
With an ever-growing international
presence, the event is a showcase in the
promotion of technology and public transport

ABOVE: Delegates participated in two halls of
interactive debate over two days, offering challenging
viewpoints to the presenters and panellists.
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innovation. Delegates came from 12 countries
to the event – supported by Transport for
Greater Manchester, UKTram and the
Department for Transport – that also featured
exhibits from leading industry suppliers and
service providers alongside a walking tour of
the city’s Second City Crossing. Networking
sessions were hosted by KeolisAmey Docklands,
a drinks reception was held by Keolis and a
summer barbecue event for all delegates was
hosted by event organiser Mainspring.
The conference began with a keynote
speech from Transport for Greater Manchester
Chief Executive Dr Jon Lamonte who outlined
the city’s 2040 vision. The region’s Metrolink
network celebrated its 25th birthday two days
before the event – it now stretches to over
90km (56 miles) with 120 high-floor trams.
Dr Lamonte said: “We want to be a
top-flight world city by 2025. The region is
experiencing a population explosion; we’re
at 2.8 million now and expect to be well over
three million by 2040… we are experiencing
some of the fastest growth outside London.”
“In transport terms, we expect an extra
800 000 journeys each day by 2035-40 and
the regeneration and transport opportunities
offered by devolution are enormous. Our
residents tell us they want access to jobs and
opportunities, while businesses want access
to new markets. The future generation, if
we’re going to stop them disappearing off on
HS2 to London, need to see a future here.”

Metrolink expansion has contributed
significantly to modal shift in its quartercentury history, but there is much more to do,
Lamonte explained: “Only 11% of trips
in Greater Manchester are made by public
transport right now. In contrast, about 60%
are made by car. The problem is that 31%
of people in Greater Manchester don’t have
access to a car and 37% of job-seekers talk
about lack of access to transport as one of
the real barriers to getting a job. We’ve got
to make walking, cycling and the public
transport offer more attractive to them.
“There are many challenges to overcome.
What’s the impact of Uber? What’s the
impact of autonomous vehicles? Frankly we
just don’t understand right now. These are
the sorts of challenges that this group can
start to tackle and that’s why I’m delighted to
be here to open this important conference.”
The welcome was followed by TfGM’s new
Head of Metrolink, Danny Vaughan, who
took the opportunity to thank outgoing
operator Metrolink RATP Dev and welcome
the KeolisAmey Metrolink partnership that
took over operations and maintenance of the
light rail network just days before the event.
“Metrolink isn’t the easiest network to
operate,” Vaughan told the audience, “it’s
technically very complex with constraints all
over the place. Growing capacity is going to
be a key challenge, so we need to think about
things like investing in even more vehicles or
possibly extending vehicles – we need to get
out heads around that challenge.
“Vehicle and infrastructure reliability
needs to grow, as does customer satisfaction.”
On the future, Vaughan was optimistic.
“Will there be a Metrolink Phase Four?
Probably. There are extensions such as
continuing the Trafford Park line to Port
Salford, that’s a very real possibility.
“A western loop would also complete the
circle of the Airport line. We’re investigating
orbital routes, tram-train routes – so we’re
keen to see what happens in Sheffield. A little
wishful thinking maybe, but if Manchester
grows in the accordance with the plans then
we may be looking at underground solutions
in the not too distant future.”
Peter Jones, Project Director of delivery
consortium MPT (VolkerRail, Laing O’Rourke
and Thales) not only gave delegates a guided
tour of the 2CC project on the second day, he
also gave a presentation that outlined some
of the construction techniques involved in
delivering such a complex scheme in a busy
modern city environment.
Jones commented: “The key challenge was
between disruption to the service versus the
most economic build option. The option
chosen was phased works with two summer
closures of two months each to build the lines
quickly and effectively without causing too
much disruption. This has been an excellent
call as it hasn’t disrupted patronage.
“Things such as precast platforms allowed
us to make best use of the tight construction
windows and we also re-used a tower crane
from an adjacent development, also by
Laing O’Rourke, to minimise disruption.
We’ve planted 22 semi-mature trees, some of
which are on platforms – a first for the UK.
Delivered to budget, and early, it has created a
new centrepiece for people visiting the centre
of Manchester.”

“We’ve seen the largest
investment in public
transport outside
London, and a significant
part of that has been
funded by local people.”
Dr Jon Lamonte
Chief Executive
Transport for
Greater Manchester

Transport
for Greater
Manchester
Chief Executive
Dr Jon Lamonte
described how he
wants his city to
a ‘world leader’
in transport
innovation and
service delivery.

International experience

Tranvía de Zaragoza’s line one is “the spine of
the city”, explained Ana M. Moreno, General
Manager. This Spanish city of 700 000 opened
the 12.8km (eight-mile) route with 25 stops in
2013 under a PPP with 80% private and 20%
council backing. With 100 000 users each
working day, Zaragoza’s trams carry more
passengers than any other in the country;
during the famous Festes del Pilar festival in
October, it runs a 24-hour service.
It has been measured that emissions in
some parts of Zaragoza have fallen by 33%
since the opening of line one, and that
19.6m litres of fuel are saved per year – some
24% of passengers now leave their car at
home (Tranvía de Zaragoza won the Best
Environmental and Sustainability category at
the Global Light Rail Awards in 2016).
Against this background, plans have
been unveiled for a second line expected to
cost EUR200.5m, which will run east-west
connecting the railway station with the city
centre. This 9.8km (6.1-mile) line will feature
20 stops, with an expected demand of 19.6m
passengers/year. It is predicted that a further
four million passengers will use line one as a
result of the new route’s opening.
Bernd Reuß from the ‘Light Rail Day’ event
updated the conference on Scandinavian
projects. He outlined the plan for a Green line
in Copenhagen, stretching 28km (17 miles)
with 28 stops to connect to existing urban rail
services. Opening is planned for 2023-24.
Aarhus, Denmark’s second-largest city with
some 325 000 people, is integrating 98km
(61 miles) of existing railway as a tram-train
service – electrified as part of the scheme –
with 12km (7.5 miles) of new line. The new
route will be operated by Stadler Variobahn
vehicles, while Tango units will run over the
existing route. The infrastructure is nearing
completion and some 17 of the 26 trams have
been delivered; opening of the DKK2.5bn
(EUR336m) project is planned for September.
Separately, Odense, with 200 000 people
but 45 000 students, has a DKK3.17bn
(EUR426.3m) project to build 14.4km
(8.9 miles) of line. The estimate is for 12m
passengers per year on a system that has also
selected Stadler as its rolling stock supplier.

“Follow the money.
Following the money
means following the
beneficiaries of better
public transport and
helping them to recognise
the benefits.”
Geoff Inskip
Chair
UKTram

Meanwhile in Sweden, the city of Lund
is planning for an expected increase in
population from 116 000 to 190 000 by 2050;
40 000 people already use the central station
each day. Work started earlier this year on
a 5.5km (3.4-mile)/nine-stop line that is
planned to open in 2019.
The massive project to double the size of
the Paris Metro from 200km (124 miles) to
400km outrivals all other French transport
schemes, explained Elodie Hanen, SYSTRA’s
Director of Group Transverse Development.
Initiated in 2008, the official start of the
programme was marked in 2010 by the
passing of the ‘Grand Paris’ law; among other
things this enabled the creation of a dedicated
public agency, Société du Grand Paris.
The scheme has three objectives – with
housing and urban development closely
linked to transport. Of the latter, in addition
to the new automated lines, the project covers
modernisation of the existing metro system.
As an idea of the scope, Société du Grand
Paris has powers to act as a land developer
around stations – this extends for a radius of
400m unless a specific contract is signed
with local authorities/stakeholders. There are
21 such specific urban planning contracts.
There are to be 68 new stations, and 85% of
the new network is to be underground. The
first section should open in 2019.
Mark Walbrun from consultant Mott
MacDonald travelled from Chicago to offer

Tranvía de Zaragoza’s General Manager Ana
Moreno shared the plans for the city’s second
tramline, a 9.8km east-west route that has recently
started construction.
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an inspiring presentation with John Krause
of Chicago Streetcar Renaissance (CSR) on a
plan to deliver six new green track light rail
corridors across the US city.
Feeding into the Windy City’s motto of
being the ‘city in a garden’, the LRT proposal
envisages innovative changes to traffic
management for a high-frequency, high-speed
light rail service that would deliver ‘first-class
last-mile links from commuter rail to job
centres’. “The most important thing is that
rather than going where’s there’s leftover
road space, we’re going where it does the most
good: where demand is highest and where the
congestion is worst,” Krause explained.
CSR’s Executive Director added: “Our
system is inspired by the modern French
Hall A Chair Geoff Inskip
tramway as we think this provides a better
(right) leads a panel of scheme
model for what we’re trying to achieve than
promoters, operators ands consultants
either the modern US streetcar system that
from Spain, Israel, France and Denmark.
mixes with traffic and goes about 10km/h
[6mph] or the typical US light rail solution
here. After that the city is prepared to talk
which works essentially like a commuter rail
about how much the project might cost, how
link between suburb and city.”
long will it take and what would it look like
Working with the Illinois Institute
in more detail.”
of Technology and the Argon National
Laboratory, CSR and Mott MacDonald are
Can public transport be free?
using cutting-edge algorithms that can
Allan Alaküla, Head of the EU Office from
dynamically model traffic flows on a whole
Tallinn, gave an update on his city’s strategy
city grid to give priority to the flow of people
to offer free public transport. Estonia’s capital
instead of vehicles. The system would
has 445 000 residents, growing annually by
therefore dynamically offer signal priority to
4000-5000, and now offers free round-thean LRV carrying 90 passengers rather than
clock travel to all registered residents.
ten cars each carrying one occupant.
The “pricetag for the policy is EUR12m”,
Thirty years ago such a radical approach
he explained, mainly through lost fare
to restructuring of surface traffic would have
revenue – EUR4-5m is still collected annually
been unthinkable, but the advent of such
through ticket sales. “The main objective
technology is convincing city fathers to
was social urgency,” Alaküla said. “After the
look at how congestion can be solved both
2008-09 global economic crisis, the major hit
now and in the future as the city’s elevated
to passenger spending power arrived in 2010
‘L’ heavy metro faces a USD20bn deferred
and 2011 and our public services satisfaction
maintenance backlog.
survey showed that price for public
In response to audience
transportation became the major
questions, Krause added:
barrier to travel.
“We need to use this
“The second reason was
powerful model to
make a compelling
“If you’d have taken
argument that
the heritage trams
you can bring
“It’s not just Tallinn, it
away from Blackpool,
a railway right
became a Europe-wide
through the heart
you might as well have
of downtown
issue – affordability can
blown up the tower.”
without
be a real barrier to access
undermining
public transport.”
Jane Cole
traffic on the
Managing Director
All an Alaküla
surrounding grid.
Blackpool Transport
Head of the EU Office
That’s the key point
City of Tallinn

the wider economy, we believed we could
stimulate this by encouraging people to
buy more local goods, go out more in the
evenings and weekends and have better
access to jobs.
“A local referendum also ensured that it
remained locked-in politically. It was three
quarters in favour. A similar vote in Chengdu
also recorded a three-quarter vote. I wonder
what it would be here, I would imagine a
similar proportion if the public was asked.
“This vote made it politically possible to
increase service speeds through the city, with
greater service segregation. We also raised
the parking tariff. The new rates are EUR6/
hour around the clock in the old town and
EUR4.8/hour outside. This marked a drastic
increase but the message was given by the
administration, ‘you can’t complain as we are
offering you a free alternative.’
“Road occupancy is still too high, so I think
there is scope to raise the tariff even higher,
although this is not under discussion – yet.”
The anticipated fear that residents would
leave the city due to higher motoring costs
hasn’t been seen, he added: “Personal income
tax is a major part of the municipal budget,
linked to residency. Since the referendum, the
increase in residents has been 30,000-plus.
Our conservative estimate is that every 1000
residents contribute about EUR1m, so we
calculate that over EUR20m has been raised
additionally since the implementation.
“This is how it became possible financially.
The city earns ‘heavily’ and can invest more
substantially in vehicles and quality of service.”
The policy has proved so successful that the
new government is rolling it out to regional
bus lines nationwide from autumn 2018.

UK outlook ‘generally positive’

ABOVE: Mark Walbrun of Mott MacDonald and John Krause
from Chicago Streetcar Renaissance travelled from the US to
showcase their ambitious plan for a new high-speed six-route
LRT network.

ABOVE: Allan Alaküla emphasised
the success of Tallinn’s initiative to offer
free public transport, being rolled out
nationwide to regional bus services in 2018.
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Turning back to UK systems, project and
operational updates were heard from
Blackpool Tramway, Docklands Light Railway,
Midland Metro, Sheffield Supertram and the
Tyne and Wear Metro. For more detail on the
Midland Metro ‘Big Bang’, see page 335.
Blackpool’s Tramway may be one of the
world’s oldest street-running systems, but it
is enjoying new life (as detailed in TAUT 954).
In 2012, its first year as a revived light rail
system with new Flexity 2 trams, patronage
rose 10.5% over previous figures, Managing
Director Jane Cole reported.

This year two more Bombardier vehicles
are to arrive for the coastal line to bolster
the 16 already in the fleet – and these will
initially be used on shuttle services between
Bispham and Blackpool Town Centre until
the new spur to Blackpool North station
opens in 2019. Future aspirations include
extending the line to the south of Fylde.
However, this system is not forgetting its
famous heritage: under Blackpool Transport’s
current five-year plan it is intended to set
up a new charitable trust to run the historic
vehicles – a structure that would allow access
to funding from additional sources. It is also
planned to establish a training academy at
the 1930s Rigby Road depot.
As various UK systems look to new and
replacement fleets, obtaining vehicles is the
looming challenge for the Tyne and Wear
Metro, which still uses the original MetroCammell-built trains (albeit recently heavily
modernised) dating back to the system’s 1980
opening. The estimated cost of replacing
the 90-strong Metrocar roster is GBP435.5m
(EUR487m), explained Tobyn Hughes from the
North East Combined Authority. It is intended
that operation of the new vehicles will remain
with Nexus (the NECA’s transport arm),
with maintenance outsourced. Nexus took
operations in-house in April 2017, after seven
years under the management of Deutsche
Bahn subsidiary DB Regio Tyne & Wear.
Fleet replacement would effectively
complete a package of Metro modernisation,
which runs with up to peak headways of

three minutes over 77.5km (48 miles), serving
60 stations. A massive programme of asset
renewal is already taking place, having started
in 2010. Up to 40m trips are made annually
on the existing network, which combines
new infrastructure with old railway.
There are aspirations to expand the
network, potentially including through
the incorporation of the former heavy rail
Ashington, Blythe and Tyne route.
Discussion at previous conferences have
focused on which new UK town or city has
a sound business case for a new LRT system,
and this year it was the turn of one of the
country’s most ancient and historic cities

ABOVE: Peter
Jones, MPT Project
Director, led a tour
of Metrolink’s
newly-opened
Second City Crossing
at the end of the
event’s second day.
LEFT: Former Chair
of the UK’s APPLRG
Greg Mulholland
warned that for light
rail to really develop,
the industry needed
to work harder in
lobbying government.

Supplier of the Year

Connecting communities
Daily travel within 75 cities
has been improved by
Mott MacDonald’s light rail
expertise. For more than
40 years we’ve been
helping our clients deliver
efficient, affordable and
environmentally responsible
light rail systems, making
travel easier for all,
enhancing life now and
for future generations.
mottmac.com
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to take the platform. With the Cambridge
area booming –experiencing 7% annual
employment growth – Colin Harris of
Cambridge Connect outlined the plans.
In population terms, the area has grown
virtually exponentially over roughly the last
century, from circa 250 000 to around 650 000;
predictions suggest it will reach 800 000 or
even one million by 2050. With development
in the mediaeval city constrained, and
further restrictions due to the surrounding
Green Belt, the periphery has seen 33%
growth. This has also been driven by the high
price of city property, with the result that
commuting from outlying areas is increasing.
Given these limitations, the proposal is
for a system that would run underground in
the city centre, below the historic landscapes.
Feasibility studies are proposed for later
this year or next, for what would become
an initial 22km (14-mile) line with 15 stops.
Harris has even suggested that sections of
the troubled Cambridgeshire Guided Busway
could be converted to light rail.
Expanding on Harris’ presentation, Peter
Wakefield of Railfuture East Anglia said that
Cambridge’s travel-to-work area is now
60 miles (roughly 100km) across. He showed
how a ‘Greater Cambridge Metro’ could
be created through railway upgrades, to
complement the proposed light rail scheme.

Politicians want ‘quick wins’

Transport development is inevitably linked
to complicated political factors – and who
better to guide the audience through some
of the decision-making considerations
than the former chair of the UK’s All-Party
Parliamentary Light Rail Group?
Politicians want quick wins and to spend
money on more quick and easy schemes
than large ones like light rail, warned Greg
Mulholland. Formerly the UK’s Member
of Parliament for Leeds North West,
Mr Mulholland explained “the political
reality as I see it for light rail.”
Serving as an MP from 2005-17, Mr
Mulholland campaigned strongly – albeit
ultimately unsuccessfully – for light rail in
Leeds; most recent expansion in the UK,
he said, had been on the basis of growing
existing schemes rather than building
new ones. Asking (in reference to the UK
Government’s 2010 Green Light for Light Rail
report) “how much light rail has actually
passed through the ‘Green Light’ since
2011?” He answered, “Not much in reality.”
Mr Mulholland reported that in political
circles light rail is still seen as disruptive and
very expensive to install, and that there was
a lack of understanding of the actual scheme
costs and of those of building in the risks.
He argued that despite the current wave of
decentralisation of powers taking place in the
UK, it is “all on the basis of the devolution
that the centre says you can have… the purse
strings are still very much controlled by
central government.”
The former parliamentarian made a
number of recommendations which included
that local authorities should be given more
freedom; that the Department for Transport
should build up its light rail expertise; that
greater funding and resources should be
made available to trade bodies and that a new
report on light rail is needed.

The discussion on perspectives on tram-train construction and operation
brought together panellists from the current UK pilot, the Glasgow Airport
Access Project and the soon-to-open Aarhus scheme in Denmark.

Tram-train: Looking beyond Sheffield

Network Rail Senior Project Sponsor Simon
Coulthard acknowledged the recent report
from the UK’s National Audit Office into
delays and cost increases on the country’s
tram-train pilot project, which covered NR
and Department for Transport (TAUT 956)
involvement, as the ‘elephant in the room’.
However, he said: “An audit looks backwards,
and we are very much focusing on the future.
Working collaboratively with Supertram and
with South Yorkshire PTE we have made and
continue to make great progress.”
The new junction that marks the start of
the Tinsley Chord was commissioned over
Easter, and Mr Coulthard reported that
electrification masts were now installed, with
the expectation that catenary will be hung
this year. Helen Plummer from Turner &
Townsend explained that commissioning of
the Sheffield – Rotherham route is expected
next summer, and that it is hoped to run
passenger services in mid-2018.
Discussion also took place around the
proposed tram-train solution for the Glasgow
Airport Access Project (GAAP), with George
Vincent from Glasgow City Council and
Barbara Walker from Renfrewshire Council
explaining the scheme. Described as the
flagship of the Glasgow City Deal and
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LEFT AND
BELOW: Alistair
Gordon, Chief
Executive of Keolis
UK & Ireland,
welcomed guests to
the evening drinks
and barbecue, also
celebrating the start
of the KeolisAmey
Metrolink operating
and maintenance
concession.

expected to cost GBP144.3m (EUR161.5m),
the GAAP is intended to connect the city
centre with Glasgow Airport. This had 9.4
million passengers in 2015, and predictions
see this rising above 10m.
The tram-train scheme has a Benefit Cost
Ratio of more than two, and has been selected
as the preferred option for the link. Some
15km (nine miles) of running over existing
heavy rail route would be combined with a
new light rail spur of around 2km (1.2 miles),
depending on the precise route. An outline
business case was approved in December
2016, and the aim is for an opening in 2025.
Suggestions for potential further
tram-train schemes included expansion
of the Sheffield pilot, Manchester, and the
potential to penetrate Glasgow city centre.

Technology: Lessons and warnings

With a local authority calling for innovation,
France’s Grenoble tramway maintains a
dedicated programme, explained Caroline
Villien, attached from Transdev to be
Marketing and Commercial Director of
transport operator SEMITAG.
‘Lemon’ (the Laboratoire d’experimentation
des mobilites de l’Agglomeration Grenobles)
runs around ten projects at any time – one of
which is the measurement of city pollution
levels through sensors fitted to trams and at
fixed points.
A city of 675 000 people with five
tramlines, Grenoble is surrounded by
mountains, creating an environment in
which air pollution can build up; on ‘alert’
days when pollution is above a certain level,
restrictions are placed on the use of older
motor vehicles in the city.
Work started on the tram-based pollutionmeasuring programme in 2016, and sensors
have been fitted to the roofs of ten of the
29-strong fleet, which run for 12km (7.5 miles)
north-south through the city centre.

“How many
talented people are we
missing out on by not
showing that they can
make a career in
light rail?”
James Hammett
Managing Director
UKTram

Delivering a world-class light rail
system for Metrolink across
Greater Manchester

The M-Pact Thales consortium brings together
three industry-leading companies:
Laing O’Rourke, VolkerRail and Thales UK.
The consortium is responsible for the design
and construction of the multi-million pound
Metrolink extensions.

Contact: Bryan Glass, Operations Director
e: bglass@laingorourke.com
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Further presentations were seen on
trackform innovation, and the use of
sophisticated modelling systems to help
mitigate risk, safety and passenger systems.
For the more technically-minded, Dr Paul
Colegrove of Cranfield University discussed
some of the benefits of 3D printing and
the latest ‘Wire & Arc Manufacturing’ for
creating large and complex components from
metal. He explained: “With WAM we can
produce very large objects with very small
amounts of defects. The main shortcoming
is that there aren’t any commercial available
systems, this is something we’re working on.
“You can achieve considerable cost-savings
as you’re reducing the amount of material
required for the final component. The
second big benefit is lead time. Compared to
forging, for example, the lead time for some
“There are quite a few more considerations
components can be anything up to a year,
with WAM that be reduced to a month or two.” about fully catenary-free systems. There’s
a lot of work being done on automotive
Amongst a fascinating session of
vehicles around EMC, but we’re not seeing
presentations on traction power supplies, Dr
much of that crossing over into rail.”
Rob Armstrong from York EMC demonstrated
This led into a lively debate about the future
that removing overhead wires doesn’t remove
of catenary-free systems, the first of which in
the challenges of electromagnetic conflicts
the UK is going to be delivered as part of the
between light rail and its neighbours.
Midland Metro ‘Big Bang’ expansion.
“The fundamental issue is there is
no space in the urban environment,” he
Peter Adams, Midland Metro Alliance
suggested. “What about electric vehicles?
Development Director, said: “We have an
What effect would they have if driving over a
ideal opportunity in Birmingham to go
track circuit? One of the things we’re looking
catenary-free as the savings more than
at at the moment is what effect 16 Teslas nosebalance the expenditure, so it was in that
to-tail in the outside lane of a smart
sense an easy decision to make.”
motorway would have on the
Kevin Bell from legal firm Bond
cabling that underpins the
Dickinson gave a more sobering
system. Fundamentally,
view of IT and cloud-based
16 Teslas wouldn’t be
systems in his talk on
“With an impact on
that different to a
cyber security and the
historic
settings…
battery-powered
responsibilities placed
I think that if you’re
light rail vehicle.
upon those who collect
data and use cloudlooking to put trams in
based technologies
cities like Oxford and
in the operation
Cambridge, [catenaryand maintenance of
“Without
transport systems.
free] is the only way to go.”
up-to-date data on
EU-wide GDPR
your customers you
Peter Adams
(General Data Protection
are nowhere.”
Development Director
Regulation) rules from
May 2018 will see increased
Midland Metro
David Favest
penalties for data protection
Alliance
Marketing Director
breaches. Under the new rules,
STIB-MIVB
fines of up to 4% of global annual
turnover or EUR20m – whichever is
higher – can be imposed. In the UK this will
replace the current penalties that can be
brought by the Information Commissioner’s
Office, of up to GBP500 000 (EUR560 000).
The changes reflect the seriousness with
which data protection is being treated in an
interconnected world. Recent cyber attacks
include the ‘WannaCry’ attack that affected
targets around the world including the UK
National Health Service.

The passenger

David Favest of STIB-MIVB expressed the vital
importance of creating an emotional bond with
passengers, including the power of linking the
identities of public transport brands to their home city.

Focusing on our most important stakeholder,
Bob Gough from KeolisAmey Docklands
outlined a pioneering project on the East
London light metro that works with local
health practitioners. ‘Back on Track’ looks
at addressing mental health issues on and
around the network to make the railway a
safer and more inclusive travel option for all.
Gough said: “Light rail systems are about
people. We’re here for our communities,
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The busy
exhibition saw
innovations
from companies
both in the UK
and across
Europe,
including a
popular stand
for UK trade
body UKTram.

we’re here for our passengers and I’m very
passionate about how we make our networks
safe and easy to use for all.
“We’re about de-stigmatising. We bring our
community to the railway, some of the most
diverse communities in London. Purely from
a business perspective, if you care about your
staff, care about the mental health well-being
of your passengers and it will benefit you.”
David Favest, Marketing Director for
Brussels operator STIB-MVIB, outlined
his challenges in convincing people to
make the shift to public transport. Favest
said: “Word of mouth is the primary factor
influencing 30-50% of every purchasing or
service usage decision. The mobility offer is
exploding... even if we have 50-55% market
share we’re not alone anymore – people have
more choice, then can compare, they can
communicate with each other.
“You have to create an emotional bond and
really know your customer – both your actual
and future customers. Market your brand
and your USP, we are often too shy as public
transport companies because we are public.
“Sometimes we have the sad feeling
within public transport that engineering and
marketing are two opposite worlds… this is
totally not the case. Today’s customer influence
is gigantic as they are never far from their
smartphone. Twenty years ago this was not
the case but now customers can communicate
with the world instantaneously.”
Favest gave a number of fasincating insights
into how his teams encourage brand loyalty:
“Collect your data, crunch it and reapply
it immediately into creating a one-to-one
relationship with your customer. They
want to feel individual and alone in your
communication with them.
“We have initiatives such as collecting the
addresses of people relocating to Brussels.
The first thing they receive is a welcome pack,
explaining the public transport offer and
giving them vouchers to use our transport and
for restaurants and attractions.
“I’m pretty sure that we are the only
marketing department in Belgium that is
profitable. I’m not using public money. We
sell advertising on our vehicles and form
partnerships – this pays for my team.
“Simplicity is the highest sophistication.
The customer only understands one language
– simplicity.”
The UK Light Rail Conference is organised by
Mainspring – www.mainspring.co.uk

