





New GC uniform

You’ll have noticed we officially launched our new uniform back in
September, rolled out across all crew. Now all remaining items have been
distributed, the older GC-issued uniforms are no longer permitted.

This new look marks a key milestone in the GC journey, we think it looks
pretty good and we’re sure our customers and stakeholders all agree.




How Andrew “Bart” Simpson got
back on track thanks to GC

If you’ve ever been through Eaglescliffe on a Sunday, chances are you’ve met
Andrew “Bart” Simpson - one of our most enthusiastic ambassadors.

Bart’s railway story began back in the late 60s. He says, “I was only three, playing
with my first train set while watching the Tyne Valley line at the bottom of our
garden. | grew up spotting at Newcastle Central and Darlington and always
wanted to be part of the railway family - but I joined the police force instead.”

After 31 years in the police, Bart retired in 2021, but he soon realised he wasn’t
ready to slow down. “/ needed something to do - for my sanity really,” he says,
“After wearing a uniform for so long, | missed the structure, the teamwork, and the

sense of belonging.”

He already had some railway experience under his belt. For 13 years he worked
as a steward on luxury rail tours with West Coast Railways, gaining valuable
knowledge and a PTS certificate along the way. So when a friend at the Grand
Central ticket office mentioned an ambassador vacancy at Eaglescliffe Station,

it felt like a perfect fit and he started in spring 2024.

“Working with such a dedicated team restored my sense of purpose,” Bart says,
“Thanks to my Grand Central friends, | was back on the rails - pardon the pun”

The ambassador role also helped set up Bart’s next big step. By chance, he saw a
vacancy for part-time station support staff at Darlington in late 2024. He applied
and started with LNER in August 2025, while also maintaining his role as a

GC ambassador.
Returning to work has made a big difference to Bart’s wellbeing. “The railway
has given me a new lease of life,” he says. “After leaving the police, | didn’t realise
how much that job had taken out of me physically and mentally. Being part

of the railway family again has been amazing - it’s brought back that sense

of camaraderie and purpose. I've found genuine friendships and a sense of
belonging here,” he says. “Grand Central will always be special to me.”
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Rail education for Eaglescliffe schools

Bishop Line CRP secured funding from Grand Central’s community
fund to deliver rail safety in Eaglescliffe and the surrounding area.

Delivery began mid-October and will be complete by early January
2026. Over the autumn term, Bishop Line’s rail education officer, Jess
Young visited five primary schools and two secondary schools to
deliver rail safety workshops and assemblies to over 2,400 children.
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A day to remember in York

We love a good day trip and back in September we were very happy to
donate 30 train tickets for a Hartlepool cancer support group to have
a day outin York.

The West View Advice and Resource Centre (WVARC) Cancer Support
Group was set up in 2017 and meets weekly as a way to provide
respite to anyone affected by cancer.

“Everyone thoroughly enjoyed the day with our group doing what
they wanted to do, some shopping, some visiting museums and York
Minister and others just enjoying the trip, sightseeing,” says Robert
Booth, the group’s secretary, “The event means so much to people
living with cancer. Being able to forget about treatments and hospital
appointments for a day and spending the day with people who, through
adversity, have now become friends. We wish to express our thanks to
Grand Central Trains for a fantastic, warm and sunny day out in York.
The train journey was very enjoyable, some people saying they hadn’t
been on a train for years. | think that will change for some in the

near future.”



Bradford Youth Partnership

We’re really excited to have launched a new youth partnership in
Bradford to help young people gain confidence using the rail network
and develop their employability skills.

Grand Central has teamed up with the University of Bradford and
Bradford City FC Community Foundation to deliver the Bradford
Ambassador Programme - an initiative designed to give young people
practical skills, enhance their independence, and inspire future travel
confidence.

The first joint training event took place on 14 December at the
Bradford City Hub, bringing together students from both organisations
for an introductory session about the programme. As part of the

day, attendees took part in a virtual reality experience to build rail
confidence and complete employability development activities.

In the new year, the young ambassadors will put their new skills
into practice through a series of rail confidence trips and visits to
established ambassador groups to learn from their experiences.

“We see first-hand, among the thousands of young people we work
with each year, the importance of safe, accessible and affordable travel
to connect them with key opportunities and experiences,” said Pavan
Sembi, Head of Community Engagement and Inclusion at Bradford
City FC Community Foundation, “By bringing young people together
to support them through rail confidence training, we will enable them
to both foster a deeper understanding of the opportunities rail

travel provides, to support their peers, and support their

employment journey.”

The partnership marks the start of a long-term project, with other
opportunities to follow in 2026 as the ambassadors begin their
outreach work and mentoring activities.

Customer Relations Team bags
RailStaff Award

Grand Central’s customer relations team was crowned winner of

the coveted Customer Service Team Award at the RailStaff Awards
2025. The award recognises the team’s outstanding work supporting
passengers and delivering compassionate, responsive service across
our network.

The awards took place at Birmingham’s NEC on Thursday 27
November, bringing together colleagues from across the rail industry.
We are so proud of the team for taking the well-deserved top stop,
ahead of a wide range of operators and suppliers.

The judges said they were looking for professionalism, empathy and
proactive support for customers, qualities that have been central

to the way Grand Central’s team handles enquiries, complaints and
feedback every day. This win underlines our commitment to putting
customers at the heart of everything.

“Being named Customer Service
Team or Person 2025 at the RailStaff
Awards means everything to us,j’ says 55% 299,
Sarah Newton, Customer Relations

Manager, “We were absolutely elated % satisfaction with e easein
on the night and incredibly proud. If complaint handling smisfaction compared
I’m honest, we had no expectations of

winning and felt genuinely honoured

just to be finalists. It may sound a little

cheesy, but for the team it’s next-level 49% 13%
validation of the hard work, empathy
and consistency they’ve shown for
our customers through some very
challenging years.”

% Satisfaction with complaint
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% satisfaction with increase compared
complaint outcome to 2023/24






Founders' Week at the Black Cats

We were delighted to be the presenting partner at Founders’ Week at
Sunderland AFC back in October. Fans could see the GC logo and brand on
digital screens and at key points throughout the stadium as part of

our partnership with the Black Cats, who returned to the Premier League
this season.

Some of our lucky colleagues won matchday tickets and got to be present
at the club’s 2-0 victory over Wolves at the Stadium of Light. GC customer
service and catering manager Vane Ristov had the unforgettable
experience of joining the pre-match walkout with the match officials

and team captains.
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Before kick-off, the group also had their picture taken with Sunderland
legend, Lee Howey.

“Becoming a Sunderland AFC Partner feels like the perfect fit for us,”
said Chris Brandon, GC director, “This partnership is more than just a
collaboration - it’s a celebration of our roots and the people we serve,
so it’s fitting to begin our partnership as the Presenting Partner

of Founders’ Week.”
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