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Message from Chair of the New River Line

New River Line CRP is now celebrating its fifth year!

Despite launching at the onset of Covid and its subsequent restrictions, our wonderful and
creative CRP Officer, Katie Goldthorpe, has kept us on track (apologies for the pun!) through
her energy and commitment. Thanks to partnership working and new business connections
made via our steering group members, we have achieved so much together.

Our biggest and most exciting achievement is the stunning mosaic artwork at Ware Station.
Created under the artistic guidance of local public installation artist Donna Reeve, and in
collaboration with the Always Bee You charity — whose members are adults with learning
disabilities — this inspiring project has been a true community effort. We are immensely
proud that a photograph of the mosaic features on the front page of the Community Rail
Network’s Impact Report.

[ am also deeply grateful to our Steering Group, whose enthusiasm and dedication continue to
support the success and sustainability of our CRP. Our station adopters are truly inspirational,
and our partnership with Greater Anglia remains strong and supportive.

It is an absolute pleasure to serve as Chair of this wonderful initiative, which benefits the
passengers, visitors, and residents who live, work, and travel through Hertford East, Ware, St
Margarets, Rye House, and Broxbourne stations. Thanks to everyone’s contributions, each
station has become a more colourful, informative, welcoming, and joyful place.

[ hope you enjoy reading this year’s review and thank you for your continued support.
Kate Belinis DL
Chair
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Introducing the Community Rail Partnership

Community Rail Partnerships (CRP) provide a link between the railway and local communities.

They bring together a wide range of individuals, organisations and businesses along their route.

The New River Line CRP was formally established in January 2020 and the Line officer took up their post in
August 2021.

The CRP has had a busy year, enhancing station environs for the local community, planning and delivering exciting
projects as well as continually forming new connections with local charities and businesses. Read on to find out
what has been achieved this year and look forward to what is coming.

Thank you to all our current members of The New River Line
Community Rail Partnership for their ongoing support.
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2, EXPENDITURE

The total expenditure for 2024/25 was £51,396, as detailed in Table 4.

Financial report

1. INCOME

Income for 2024/25 came from core contributions from NRLCRP members,

additional member contribution and gra

nts for specific projects.

Total core contributions were £28,000 as set out in Table 1.

Table 1 Core contributions for 2024/25
Organisation 2024/25 Contribution
(£)

Greater Anglia 20,000
East Hertfordshire District Council 2,000
Hertfordshire County Council 5,000
Ware Town Council 1,000
TOTAL 28,000

Greater Anglia has provided an additional one-off contribution of £4,724, raising the

total contributions to £32,724.

Grant funding was obtained for two projects as set out in Table 2.

Source Amount (£)

Description

CRN grant 5,667.00|

Ware Station mosaic

Greater Anglia CCIF grant| 15,700.00

Contribution to New River mosaics and
planter project

TOTAL 21,367.00

Total income for 2024/25 was £54,091 as set out in Table 3.

Table 3 Income received in 2024/25
£
Core contributions 28,000

Additional contributions 4,724
Grants for projects 21,367

TOTAL 54,091

Table 4 Expenditure in 2024/25
(£)
Hosting costs 18,864

Additional running costs 594

CRN membership 150

Website hosting 670

Projects 31,118

Total 51,396
neW Rive, :

3. SUMMARY

The table below sets out the financial position for 2024/25. The overall balance
carried forward to 2025/26 is £104,434. However, a Contingency Fund equal to one
year's annual running costs is held, and hence the balance available to spend is

£84,920.

Table 5 Summary of Financial Position for 2024/25

Balance carried forward from 23/24 (+) 101,739

24/25 Income (Table 3) (+) 54,091
24/25 Expenditure (Table 4) (-) 51,396
Balance to carry forward to 25/26 £104,434
Contingency Fund (-) 19,514
Available carry forward balance £84,920



Report from Alan Neville
Community and Customer Engagement Manager, Greater Anglia

Performance — (Figures as at the end of Rail Period 3)

Right Time Moving Annual Average Target Actual
Right Time MAA 81.50% 81.39%
PPM MAA 93.88% 94.01%

On Time Moving Annual Average Target Actual
On Time MAA 83.89% 84.03%
Time to 3 MAA - 93.62%

Direct Award — In September 2021 we transferred to a Direct Award. Business Planning, and a strong and focused working
relationship with the Department of Transport is a key part of this, with new business plans being approved each year. Our current
plan, now approved by the department, commenced in April 2025. We have been advised that we will pass into public ownership

at 0200 on 12" October 2025,

National Awards / Accolades — We were awarded Passenger Operator of the Year at the National Rail Awards last autumn, the
second occasion in the last three! At the same event we won major awards for our fleet and for Cambridge station. In the
intervening year of the three, we were runner up. We achieved GOLD standard in INVESTORS IN PEOPLE in 2024. We won
Train Operator of the Year at the Rail Business Awards in Manchester in February 2025. It was the third time in six years that GA
has received the accolade, after wins in 2020 and 2021, followed by three successive runners up spots in 2022,2023 and 2024.

Marketing and Revenue update — Several national and GA wide marketing campaigns have occurred throughout the last year
with the aim of encouraging customers back to rail following the pandemic “dip.” This has proven very successful. A new
initiative, Challenge 80, sought to build our passenger numbers substantially to 80 million within the last business year — this was
contained in the Annual Business Plan. It was achieved, and bettered, and our target for the new business year is 85 million.
Nationally the last quarter of 2024 saw leisure travel and commuter grow by 7/8% and business by 21%. The ORR annual
statistics were published at the end of 2024 and showed an average 10% rise in passenger numbers for Norfolk, Suffolk,
Cambridgeshire and Essex. Our overall figure is now over 95% of pre-pandemic levels — the highest of all London and Southeast
TOCs.

Station Improvement initiatives — Many initiatives have brought positive customer benefits though out the year. A station re-
painting programme has been underway throughout our network.

Station adoption — Over the Greater Anglia network, we now have around 338 adopters and 131 adopted stations out of our
portfolio of 135 stations. West Anglia recruitment has continued to be an important goal during the year. Our amazing volunteer
teams continue to delight station customers, passengers travelling though our stations, and our staff with whom they work and
cooperate with. They continue to provide vital information about issues and faults on stations and provide excellent collaborative
links with the communities which our stations serve. They work closely with organisations such as the Bee Friendly Trust,
Railscape and wildlife bodies. Our annual awards ceremony and community rail day are scheduled for the autumn of 2025.

Community Rail - Our community rail organisations have continued to raise rail’s positive profile though-out East Anglia and to
bring passengers onto rail. Their activity plans are very full and reflect excellent work in the communities. Re-accreditations
continue to be achieved. We are working closely with adopters and our community rail organisations in the celebrations for
RAIL200. We have been delighted to announce the formation of a new community rail partnership on the Cambridge — Ipswich
line. We are now partnered with the Foxton, Shepreth and Meldreth Community Rail Partnership and a new name will be
announced soon.

New trains and new longer trains — Great performance by these new fleets has underpinned the increases in performance and
reliability. We have continued to receive Class 720 units from Alstom at Derby, with only one unit remaining. We recently won
more awards for our fleet at the annual 2024 Golden Whistle event.

Integrated Transport and Stakeholder Advisory Board meetings— In June 2025 we held our second integrated transport
meeting of the year, where representatives of train and bus companies and local councils come together to discuss a subject which
becomes ever more important as we seck more sustainable and efficient modes of travel. Other representatives met at our second

Stakeholder Advisory Board meeting also in June. Our 2025 Annual Rail Users’ Forum event was held on 28" April at Stratford,
London.

Future Timetable changes — In planning future services we need both to be cost effective and efficient, but also to encourage

customers back to the railway in large numbers. There were some changes to Great Eastern Main Line services in June 2024 and
some minor West Anglia service changes are planned for December 2025. Regional services will be reviewed in 2026.

Senior Staff changes - Martin Beable has become our new MD, replacing Jamie who has been appointed to a senior position
within NWR. Scott Dolling has joined us as the new Partnerships Manager, looking after all aspects of integrated transport.

. Other — We continue to score extremely highly in the Service Quality regime, and our levels of complaints have dropped
neW R'V@r( significantly in the last 5 years. We are in second overall for customer satisfaction amongst TOCs in the Southeast. Ticketless

g % 7
S da\ % travel is very low.

New Stations — New stations will open at Beaulieu Park, near Chelmsford in autumn 2025, and at Cambridge South in early
2026.
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Travelling with Confidence

In April, we ran an initiative designed to reintroduce 15 carers alongside individuals supported by the
Hoddesdon and Broxbourne Primary Care Network to rail travel. These participants, many of whom had once
been regular commuters, had lost confidence in using the train due to mobility challenges and concerns over
changes in ticketing systems and station accessibility.

To bridge this gap, we arranged a group journey from Broxbourne to Hertford East. This short but symbolic train
ride aimed to rebuild trust in public transport and reignite a sense of independence. Following a wet walk

participants enjoyed refreshments and a guided tour of Hertford Castle, featuring a captivating talk by a local
historian.

The response was overwhelmingly positive. Many attendees expressed renewed interest in using train services
again, citing improved confidence and the social and cultural value of the experience.

This initiative underscored the importance of accessible and inclusive travel.




Installation of Ware Mosaic

Following a series of weather-related delays, the Welcome to Ware mosaic project entered its
exciting installation phase in July. Over several weeks, the station wall was rendered and prepared,
and our dedicated mosaic artist worked tirelessly, grouting and placing each tile under the summer
sun with expert precision and care.

The transformation unfolded in full view of regular commuters, who witnessed the mural’s gradual
emergence. Day by day, tiles revealed a visual tribute to Ware’s rich identity, with many passengers
commenting on the artistry and craftsmanship involved. The community’s enthusiasm was reflected
in a well-received feature in the local newspaper and a surge of positive feedback on social media.
Members of Always Bee You were invited to a launch and were blown away by their achievements
and felt such an amazing sense of accomplishment.

This project stands as a testament to the power of public art in station environments, enhancing not
only the physical space but also civic pride and rail engagement. The Welcome to Ware mosaic is now
a permanent, colourful landmark that celebrates local heritage and demonstrates what can be
achieved when rail partnerships support creative expression.
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Broxbourne Station Garden Launch

In July, we celebrated the completion of the Broxbourne station garden project with a launch event that brought
together everyone who helped make it happen. It was great to welcome the schoolchildren whose designs inspired
the garden, alongside representatives from Network Rail, Greater Anglia, the Community Rail Partnership,
building contractors, and our dedicated station adopter, Keith Reast. We marked the occasion with a ribbon cutting,
a few words from the Community Rail officer, and some well-earned cake. It was a fitting end to a truly
collaborative effort.
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Rail Ale Tralil - story continues

This year, the Rail Ale Trail continued to go from strength to strength, delighting seasoned real ale enthusiasts and
attracting new audiences along the way. With the dedicated support of Greater Anglia’s communications team, the
trail received wide-reaching promotion, including press coverage and a surge of interest via engaging social media
content.

A key innovation was the use of short-form videos highlighting walking routes from local stations to participating
pubs—making the experience more accessible and visually inviting. These videos drew in not only traditional ale
fans but also families and leisure cyclists seeking characterful stops on their outings. Feedback from Highway
Cycles in Hertford indicated increased interest from family groups looking for destination dining along their
cycling adventures.

What started as a celebration of great beer has blossomed into a broader cultural experience—combining food, local
scenery, and sustainable travel.




Rye House Mosaic Project

We were successful in receiving funding through Greater Anglia’s Customer and Community
Improvement Fund which enabled us to run our Rye House Mosaic Project. We worked with Carers
in Herts and paid for 20 unpaid carers to attend seven creative workshops. These sessions taught
participants the full scope of mosaic-making, from tile cutting and design to grouting and installation,
culminating in a beautiful “Welcome to Rye House” mosaic that now proudly sits on the station
platform wall. The project offered carers rare, much-needed time to focus on themselves, and the
emotional impact was powerful: many shared how the experience fostered personal growth, relief
from daily pressures, and a deep sense of pride. The unveiling event was a joyful celebration of their
dedication, creativity, and community spirit.




New planter at St Margarets

Thanks to funding received through the Greater Anglia Customer and Community Improvement
Fund, we were able to purchase an additional planter for the platform at St Margarets station. The
planter was filled with compost from our local nursery, and beautifully planted by our dedicated
station adopters, Robin and Rosemary.

@ A Community Rail
Partnership project
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Funded by The Greater Anglia
Customer & Community
Improvement Fund
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Rye House Waiting Room Upgrade

We partnered with amateur photographers from Rye Meads Nature Reserve and
a local signage company to install photographic vinyls in the waiting room at Rye
House Station. The aim was to improve the visual appeal of the space and promote
the nearby reserve and its wildlife.

The vinyls feature images of local species and habitats, selected to reflect the
character of the reserve and its proximity to the station. The work has been
positively received, with station users commenting on the improvement and
welcoming efforts to brighten a site that has often been regarded as a bit neglected




Councillors Trip along The New River Line

In a continued effort to strengthen relationships and showcase the impact of our
initiatives, we hosted a successful engagement day for newly elected councillors
along The New River Line. The event brought together representatives from local
councils, stakeholders, and members of our community rail partnership.

The group gathered at St Margarets station, followed by a short walk to The Maltings,
where we were warmly welcomed into the boardroom generously provided by
French and Jupps. Presentations from the Community Rail Network, Greater Anglia,
and our own Community Rail Officer offered valuable insights into the journey so far
and the future ahead.

Participants enjoyed a light lunch catered by a local business based in The Maltings,
further demonstrating our commitment to supporting and showcasing local
enterprise. The event continued with a scenic walk along the River Lee towpath to
Ware, culminating with a visit to the Ware mosaic installation, a vibrant and lasting
symbol of community collaboration. The day was met with overwhelmingly positive
feedback from attendees, and significantly, we saw the reinstatement of funding
from Hertford Town Council, a resounding endorsement of the value and relevance
of our work




Launch of Colouring Book

In partnership with local illustrator Jen Kimber, we launched a vibrant and engaging
colouring book to celebrate the towns and attractions along the New River Line.
Designed to spotlight the region’s unique character and offer passengers an enjoyable
travel activity, the book has proven to be a valuable promotional and community
engagement tool.

Copies were distributed to all three local libraries and the Hertford Town and Tourist
Information Centre, where they were warmly received. The colouring book also played
a key role in our Railway 200 event as a promotional incentive, and Hertford Library
incorporated it into their 100-year celebrations, using it as prizes to mark the occasion.
This initiative not only enhanced the travel experience along the line but also
underscored our ongoing commitment to fostering local pride and promoting regional
heritage in creative and accessible ways
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Railway 200 - all stations event

In May, we partnered with the Hoddesdon and Broxbourne Model Railway Club to mark
the bicentennial of rail travel with our Railway 200 event. The celebration invited
participants to explore five local stations, collecting commemorative stickers at each one
for a chance to win a prize. This journey was not only a nod to railway history but also
an opportunity to highlight the richness of the New River Line.

Volunteers, proudly sporting New River T-shirts, were stationed at each station,
welcoming visitors and distributing our newly designed Colouring Books plus our Rail
Ale Trails, and Activity Guides.

Although participation was below expectations, the event proved to be a valuable
learning experience. Importantly, those who completed the challenge reported an
overwhelmingly positive experience. Their enthusiasm reminds us that these moments
of community engagement have lasting impact, and their feedback will help guide future
events.
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