5™ February 2012

Service Manager

Abellio Londor: Ltd.

301 Camperweil New Road,
London,

SE5 OTF

Re: Bus Service H25

Fam one of ih: many anfortunate agsseng st yiwy rabv nn the H2E service during the daily
rush hours.

The K25 service must be the most unreliabie operating in the Feltham area, one can never
be sure whether a bus will arrive as timetabled or, as regularly happens, will arrive at a time
that leaves one unsure if it is either very late or very early. Most recently on the 2" and 3"
of February the 07.23 was canceiled, a not unusual occurrence and | say ‘cancelled’ because
the aiternative explanation can only he that the driver/s took the decision not to take the
bus out. | am a realist and understand that breakdowns and staff sickness can happen but it
appears ihat someone within your organisaticn made the decision to inconvenience and
punish the sarne passengers on consecusl e days.

In the almost five years that | have been using this service | have only once seen an
Inspector, she arrived at ray stop (Charleston Ciose) one morning and several people spoke
with her ac we waited and waited... 'nitially she would not accept that the service was
irregular but as time passed and the scheduled bus dic not arrive she began to understand
and made a call; she was then abie 1o tell us when the bus would arrive but not the reason
for the deiay. When the bus arrived it was so crewded thet she said she could not allow
anyone to board and this despite severai pzople alighting. | did ask her for the number she
had caiied but it was not cne that could ke made avaiiable to the public. However, for some
weeks after this the service did run as scheduled.

Since the timetable and route changed in Novembear 2011 the punctuality has further
deterisreted and the crange m route, which was unidertaken so that buses are no longer
heid up vshen the varriers are down at ~eizhaly. Stadion, has also had no |mpact on the
reliakifity of the service and NCW & reguisr ocotirrence | that two buses are followmg each
otner or just minutes apart

| understand, frem my partner, that the ':e-"w"a is cfrer, unreliable during the course of the

day i.e. efter aud bafore the rush wGurs. Sul 2 has told e that it is advisable to go to the bus
stop atleast cne bus earlier than the one she reeds when she has an appointment and one
day in Decemier waited an hour mid-moiing f o7 & bus to arrive.



At other bus stops in the Feltham araa thiere are eiactronic indicator boards with service
updates, | am unaware of any on tha FI25 route 5o would like to suggest that they are
introduced.

| feel that your reaction to this leiter wili be trat oui statistics showing that this service is the
best in the area, and that might te the case very ate at night, but what you will not do is
supply any concrete assurance of how the cervice will actually run to timetable. | am sure
that you appreciate how important 2 reftalzie bus service is to those going and returning
from work, particularly as the H25 servicas two stations end a major transport hub.

On Friday niorning one of the peopls waiting suggested that the least your company could
do would be to fix a crystal bal! tc every bus stop, but as a public service provider | am
confident that you wili want to do more than the least.

I look forward to receiving your comments.

Yours faithiuily,

Cc; Lacn Caniess, TFL
~ Landon Buses Custemear Sarvices
Abellic Ltd, Twickenham Ga:age






