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Transport Delivery Committee

Date 9 April 2018
Report title Metro Operations Business Report
Accountable Director Phil Hewitt, Metro Programme Director

Email: philhewitt@centro.org.uk
Tel: 0121 214 7254

Accountable 
Employee

Sophie Allison, Metro Operations Manager

Email: sophieallison@centro.org.uk
Tel: 0121 214 7347

Report to be/has been 
considered by

Councillor Roger Horton – Lead Member Rail and Metro

Recommendation(s) for action or decision:

The Transport Delivery Committee is recommended to note the report: 

1.0 Purpose

1.1 To report on matters relating to the performance, operation and delivery of Metro 
services in the West Midlands. 
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This report includes:

Section A
2.0

Operational Performance

2.1 Patronage
2.2 Weekend Patronage Growth
2.3 Punctuality
2.4 Reliability
2.5 Customer Service Representative Coverage

Section B
3.0

 Partnership Update

3.1     Metro Passenger Panel
3.2     T69 Trams e-Auction
3.3     Future Events and Planned Works

Section C
4.0

Tram Passenger Survey - Satisfaction Results

4.1 Tram Passenger Survey 

Section D
5.0

 Operational Matters and Passengers Impacts

5.1 Re-opening of Bilston Rd
5.2      Easter Timetable

Section E
6.0

 Operator Business Updates

6.1      NXMM update

Section F
7.0

Financial Comments
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2.0 Section A – Operational Performance.
 

2.1 Metro Patronage

2.1A Chart 1 shows the monthly patronage from February 2017 to January 2018.  Following the 
closure of Bilston Road in June 2017 patronage decreased but since re-opening in December 
2017 has started to recover. The current position shows that the average change from 
February 2017 to January 2018 compared to the year prior is -1%.  Patronage in January 
2018 shows a 9% decrease when compared to the patronage for January 2017.

Chart 1

2.2 Weekend Patronage Growth

2.2A Chart 2 shows patronage on Midland Metro at weekends. When comparing the period 
February 2017 to January 2018 with the equivalent period a year prior, patronage on average 
has shown a decrease of 5% on Saturday and 3% on Sunday. However, since the 
commencement of Bilston Road track replacement project, patronage has declined on both 
Saturdays and Sundays. When comparing the month of January 2018 with January 2017, the 
change has been a decrease on Saturday of 18% and on Sunday a decrease of 20%.
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Chart 2

2.3 Punctuality

2.3A This measure details how many journeys have been operated in accordance with the 
published timetable at the departure and termination points. Chart 3 shows monthly 
punctuality performance from February 2017 to January 2018. Please note that incidents 
which affected service and are outside of the operator’s control have not been removed from 
the figures presented, thus the figures demonstrate the real passenger experience.

2.3B Punctuality had improved since June 2017 but has seen a decline during December 2017 
and January 2018. This has been primarily due to driver availability issues. National Express 
Midland Metro (NXMM) are using all available options, to ensure that they are able to improve 
this over the coming months.  This includes driver training for 4 x new starters due to pass 
out in Feb 18 and another 2 x drivers are to be recruited in Mar 18.  Monitoring of sickness 
continues and long term sickness is being looked at under capability options. 
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Chart 3

2.4 Reliability

2.4A This measure shows the percentage of kilometres operated against the scheduled timetable.  
Chart 4 shows performance over the last 12 months. The target is 98% and due to driver 
availability this has fallen below this target. As per item 2.3B NXMM are addressing driver 
availability issues. 

Chart 4
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2.5 CSR Coverage

2.5A Chart 5 shows the number of journeys that were completed with a Customer Service 
Representative (CSR) on board over the last 12 month period.  Where journeys have been 
completed without a CSR, this is largely attributed to staff absence due to sickness.

Chart 5

3.0 Section B – Metro Partnership Update

3.1 Metro Passenger Panel

3.1A Metro Passenger Panel last met on 7 December 2017 and items discussed included an 
operational update, the re-opening of the A41 and the penalty fares consultation. They also 
welcomed a new panel member. 

The Panel were supportive of the WMCA proposal to seek powers to make changes to the 
penalty fares in the future and appreciated the consultation information being shared with 
them for comment. There was a general consensus that the current penalty fare was not a 
deterrent to non-paying passengers and would be interested in any planned changes to 
discourage this behaviour. 

Other feedback from the panel included the desire for more park and ride provision as 
patronage continues to rise and the extension projects progress. The panel also welcomed 
the early return to passenger service in to Wolverhampton St George’s especially due to the 
severe weather that was forecast for the week of reopening. 

The next passenger panel is on 15 March 2018.
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3.2 T69 Trams e-Auction

3.2A On 2nd February 2018 thirteen T69 trams were auctioned via the BravoSolution e-
procurement platform; all thirteen trams up for auction were sold to a single bidder. The 
remaining trams outside of the e-auction namely, Tram 7 was purchased by UK Tram and 
Tram 11 (in Birmingham City Transport Livery, and named the former first female Leader of 
Birmingham City Council and Lord Mayor of Birmingham, Theresa Stewart) has been donated 
to Birmingham City Museum. 

3.3 Future Events and Planned Works

3.3A   Midland Metro work with event organisers to ensure that tram services and events can 
proceed without issue.

The annual Birmingham Pride event will take place this year between Saturday 26th – 
Sunday 27th May 2018. On Saturday 26th May the parade route will travel along New Street 
through the junction with Corporation Street. Therefore due to the volume of participants 
and vehicles used for the parade, tram services will terminate at Bull Street stop between 
11am – 2pm. 

Due to the ongoing Centenary Square Extension works, Victoria Square will no longer be 
the starting point for the parade. This year’s parade will commence on Colmore Row/ 
Waterloo Street then travel down Bennetts Hill and back onto New Street.

4.0 Section C – Tram Passenger Survey – Satisfaction Results 

4.1A The Autumn 2017 results are expected in the Spring and will be reported to TDC accordingly.

5.0 Section D - Operational Matters and Passenger Impacts

5.1 Re-opening of Bilston Rd

5.1A Tram services to Wolverhampton St George’s tram stop resumed on the 8th December 
following the completion of ride checks with all driving staff.  This was originally scheduled for 
14 days but was completed in eight days due to the dedication of the Metro staff and trainers. 
This enabled passengers to travel into Wolverhampton city centre by metro in time for the 
Christmas holiday period.

5.2 Easter Timetable

5.2A NXMM operating hours throughout the Easter period will be unchanged, with the exception 
of: 
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 Monday 2 April (Easter Monday) – An enhanced Sunday service will be in operation every 
10 minutes between 08:00 and 18:00, reducing to 15 minutes from 18:01 until 23:00

6.0 Section E - Operator Business Update, National Express Midland Metro

6.1   NXMM Update

6.1A Work continues with the Office of Road and Rail Regulation (ORR) and UK Tram to consider 
the recommendations presented by the Railway Accident and Investigation Branch (RAIB) 
following the investigation into the Croydon fatal incident.  A number of the recommendations 
are already in place and others are being investigated as they have considerations outside 
of a single tram operator.

6.1B The CAT Free prototype tram (tram 18) has completed site commissioning tests and is 
awaiting approval by the ORR before being returned to NXMM for driver training to 
commence.  Once all drivers have been trained on the battery operation, tram 18 will return 
to passenger service in Q1 2018. This will trigger the fitting of batteries to the rest of the fleet 
which will take place at the Wednesday depot. 

7.0  Financial Comments 

There are no direct financial implications as a consequence of this update report.


