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what our members say

INTRODUCTION

With over 1600 East Coast RMT members spread across
the country it was never going to be easy to get everyone
together. So we asked them to comment as part of an
online survey via SurveyMonkey.

We asked how they felt about what has happened to their
work and to the franchise. Many members have been
working the East Coast mainline for British Rail, Great
North Eastern Railway (GNER), National Express East
Coast (NXEC), Directly Operated Railways Ltd (DOR) and
Virgin Trains East Coast (VTEC).
The three private operators (GNER, NXEC, VTEC) won the
contract with bids promising £1.3 billion, £1.4 billion and
£3.3 billion respectively. They all failed.
RMT members, whether working this route for 6 months,
or more than 40 years, care passionately about the
service and what they can achieve.
Five hundred and ninety responded to the survey. What
follows are a small selection of their responses. They are
all their own words.

PRIVATISATION
VTEC constantly pumps out
propaganda insisting all is
rosy in the garden but they
are all about image/brand.
Style over substance every
time. If anyone with influence
is reading this please look
behind the shiny facade they
present. They are by far the
worst of four companies I
have worked for on the
ECML and do not deserve to
be rewarded for failure.

This lot are all
fur coat and no
knickers, all
promises and
no content as
long as it is all
red and shiny
they really
don't care.

I have now worked for 4 companies that have held the
franchise, but VTEC bid a staggering over bid that in my
opinion could never be achieved.

We were understaffed
and made to do the job
of two, sometimes
three, people. Working
with different people
every day instead of
having crew like with
East Coast.

Overall Virgin
Stagecoach are a
sham and are
ruining what was a
fantastic railway to
work for.

Travel centres barely staffed with large queues and
ticket machines constantly out of order, therefore losing
more revenue. Gateline not staffed sufficiently therefore
left open and again seeing revenue walk out the door.
Staff morale at the lowest therefore stress levels and
sickness higher, again losing the company money.
Surely if areas were sufficiently staffed and staff happy
then revenue would be higher.

All I have seen is dishonesty and
cutting costs.

MANAGEMENT
VTEC have increased their
manager numbers and
reduced front line staff. You
have no idea who is
managing you and who to go
to with a problem.

Many of us felt they had
overbid, as we had many
years behind us with several
changes of operator.

Too many
management
with no railway
knowledge at all.

I dislike coming
to work which
was never the
case until 18
months ago, I’m
made to feel
worthless.

Zero home/work
life balance now.
Staff moral rock bottom
due to bad management.

Terrible management
and hugely overbid for
franchise.

BY FAR THE
WORST COMPANY
EVER TO MANAGE
THE ECML!

Due to greed and
managerial
incompetence, I am
ashamed to say I work
on the ECML. Up until
the start of this franchise,
I was proud to say I
worked on the premier
line in Britain, now I am
embarrassed.

VTEC are clueless,
they have run the
staff into the ground,
over worked us. The
management have
no clue and they
have given us duties
which mean we are
unable to deliver a
good level of service.

Also the management don’t listen to the front line
teams and introduce something without thinking about
it first. Example of this is the customer experience
managers given responsibility for areas of the business
that they know nothing about, this lasted for some
places 2 weeks and others a year, until it’s gone back
to the way it was as it didn’t work.

Most stressful time in 20 years on the railway. Bullied us.
Intimated us. Threatened us.

STAFFING
Responsibilities were taken away from staff at all levels.
No one in management wants to make a decision
because they’re worried it will come back to them. The
company has ruined staff morale. The majority of staff will
work their back legs off, and don’t need to be pushed, we
all had pride in our job. Now because the number of staff
is reduced, no one knows who or when they will get other
people on the train and you can’t get a “team” together.

Dress it up however you
like but this company
have ripped the heart out
of it... daily I see
colleagues go sick with
stress and it's heart
breaking to see grown
men and women cry.

I am absolutely
down. I am now
here just to pay my
bills and nothing
else. I loved my
duty for 18 years
but not now.

VTEC have stripped this workplace of staff, moral &
atmosphere. They over promise and under deliver to their
passengers through staff cuts which in turn gives the
passengers cause to vent their anger at us. No wonder
we have such a high sick bill because VTEC have just
created this monster themselves.

We don't have the staff to be able to run many of the
services that the customers think they are going to be
getting. Staff sickness is at an all-time high, there are
virtually none of the managers around to talk to about
concerns or get help. No staff supervision to help staff.
Breaking up train crews so we can't support each other.
Poor management styles.

Slashed up
crew rosters to
save money,
giving unrealistic
diagrams and
turnaround
times for already
stressed out
crews.

It’s all rainbows and unicorns
on the outside, when it is
rotten on the inside… it is the
staff that suffer from this.

Too many managers.
Everywhere you look a lanyard
and not enough front line staff.

I've seen a lot of people around me disintegrate from
being happy and bubbly and excited about being part of a
great company, to now being stressed and over worked
and to not even want to turn up to work, its genuinely
quite heartbreaking to witness.

EQUIPMENT
Under public ownership we
were fully crewed. We stayed
with our crew each day for
work and had a bonded
team. We all looked after
each other and our
passengers, especially our
regular passengers. The
repairs were done straight
away. Not like recently with a
window smashed and not
repaired for days.

They don't fix
anything.
When
equipment is
reported for
failing it never
seems to get
fixed.

Virgin are not prioritising safety: the current fleet is in a
hell of a state. Maintenance stock at all time low as not
replacing stock! How the hell did we run out of
windows?

The amount of times I’ve
tried to do my job but I’m
not able to do it properly
because of being short
staffed or leaking ovens,
faulty microwaves, epos
machines not live... it’s
ridiculous and
embarrassing.

Lack of spares.
Lack of manpower.
And Lack of good
leadership.

One of the most shocking things I've noticed is the
state of many of the trains, nothing (unless it's
considered strictly a safety issue) gets fixed, no matter
how often the problem is raised. We have had buckets
on seats catching leaks. The ovens leak constantly
with streams of water running from the kitchen into
vestibules. Fly infested trains etc etc.

Trains have been run into the ground.

PUBLIC OWNERSHIP
Privatising this company only
leads to major failure as
history can see. Who suffers?
The customers as we change
services and offer the world
but reduce the staff and
cause chaos for everyone
including the tax payers by
putting us in the hands of
greedy business owners.

Bring back
public
ownership and
get this ship
back under
firm control.

The service
should never
had been
privatised in
the first place.

East Coast delivered for the passenger and had a
happy, committed work force. Virgin and Stagecoach
have effectively taken a company which was performing
well and ruined it.

They are the worst
company I have worked
for in my years in the
railway industry. Have
never seen so much staff
unrest with what VTEC
think is right. They just
don’t listen to staff what
so ever. Fed up like
hundreds of staff working
East Coast mainline.

Sadly the customer
is no longer at the
heart of the
business. The
decline was very
rapid. It’s very sad
to see the East
Coast mainline be
destroyed.

At the time of joining, I felt valued, the customers
were well looked after, and the overall service ran well
and efficiently. When stagecoach and Virgin took over,
they promised staff that they would help us provide a
better service for the customers and would help 'take
us to amazing'. It became clear very early on that this
was never going to be the case.

I have had passengers tell me that they
preferred the company under East Coast, yet
none have praised the running under Virgin.

WHAT RMT MEMBERS SAY
The summary results of some questions are incredibly revealing:
Q5 Did VTEC staff the contract at an appropriate level to efficiently
run the service?
83.59% of members said NO
Q6 Do you believe VTEC submitted a bid that was impossible for
the company to deliver?
86.76% said YES
Q7 What is your preference for the future
90.66% for East Coast be taken back into public ownership
Q9 If you worked for East Coast when it was in public ownership
would you agree customer service was better or worse than under
private ownership?
81.23% said it was BETTER
Q10 How well do you think the Government has handled the
current East Coast crisis?
2%

thought they had handled it WELL

RMT is the only union representing all grades of workers on Virgin Trains East
Coast. 37% of our members responded to this online SurveyMonkey.
We cannot thank enough the 286 members who sent written comments,
samples of which are printed verbatim on the preceding pages.

The survey was sent out on Friday 9th March with responses received by
Wednesday 14th March 2018.
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