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Slurp!
We’re giving away a 
Nespresso machine

Welcome 
back 
How retailers are adapting  
in the wake of Covid-19
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About the editor

David is responsible for Network 
Rail’s retail strategy of Cannon St, 
Charing Cross, London Bridge, 
Victoria and Victoria Place. He 
oversees categories nationwide, 
these include: health and beauty, 
retail services and gifting. David is 
based in Eversholt Street, Euston, 
and is always available for a chat 
about anything retail.
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Welcome
Welcome to the summer 
issue of Spotlight magazine. 

Who could have imagined 
the past few months when we 
put out the last edition in March. 

But there’s now light at the end of the tunnel with 
social distancing measures relaxing and an increasing 
number of stores and outlets open. 

Network Rail waivered rents for Q1 and we are 
continuing to support our retailers.

Much work has gone into enabling our stations to 
reopen retail, from station management teams working 
out safe distance measures, facility surveyors helping 
retailers open safely, to retail business partners at the 
forefront of communication – a great effort by all! The 
way ahead is still uncertain, however, we’re confident 
business will get back to normal and it’s important to 
plan for this now.

In this edition we look at the many challenges we 
have faced and how we have worked together, as our A 
United Effort feature on page 11 shows. 

We also look at how retailers are coping in a post-
Covid-19 world in Welcome Back on page 8. 

Finally, in Pulling Together on page 4, we look at how 
retailers supported our key workers and communities 
during the pandemic.

David Perry
Category Manager 

Passengers are sitting pretty at 
Paddington after the installation of 
new wooden benches.

The ‘seamless’ benches were 
installed in the lawn area of the station 
earlier this month as part of a £1million 
improvement scheme to stops on our 
Western route. They feature wireless 
charging as well as USB and traditional 
plug sockets.

Calum Mackay, head of route 
stations – western, said: “The seating 
immediately had a positive impact on 
the atmosphere and within minutes 
passengers were interacting with it and 
each other in different ways to what 
was possible before.”

The benches also attracted praise 
on social media, with passengers 
commenting on their “nice design”. 

As part of the £1m improvement 
scheme, Paddington passengers have 
already benefitted from the introduction 
of a free water fountain, free use of the 
toilets and improved wayfinding.

Reading and Bristol Temple Meads 
are also set to benefit as part of the 
improvement scheme. 

A popular outdoor food, drink and shopping 
destination has welcomed back customers 
to its premises at London Bridge.

Beer garden, food court and flea 
market, Vinegar Yard was able to accept 
limited customers at its market stalls for 
a ‘soft opening’ in early June, before bars 
reopened on 4 July, with food counters 
following the next week. Commercial 
director Neil Benson said the soft opening 
enabled him to understand how people 
behaved on the premises in preparation for 
a more extensive opening. 

He added that lockdown had seen the 
installation of new rooftop sun terraces to 
ensure the site could maintain capacity 
levels while preserving social distancing. 

“We were very lucky in that we have a 
considerate landlord who didn’t charge 
us any rent during lockdown, and we were 
able to pass that down to the 29 small 
businesses who occupy the site,” he said. 

Meanwhile at King’s Cross, Fabio Diu, 

WELCOME    Network roundup

Take a seat Back to business

The benches in place

Vinegar Yard and the
new mezzanine levels

a director of the Real Food Market, is 
cautiously awaiting a rise in footfall before 
inviting his 20 stallholders to resume 
trading. “Network Rail has been very 
helpful and offered to support us in any 
way it can, and is very keen to see the 
market return, as are we,” he said. 

“There’s definitely demand for what the 
market offers: sustainable, local, ethical 
products in a safe open-air setting. 

“Residents who use the market have 
been in touch to ask when we’re coming 
back. We hope it won’t be too long before 
passenger numbers reach the point where 
we can get back to business.”

@FleaLondon 

@RealFoodFest

Find out more about Flea and The Real 
Food Market, King’s Cross   
Follow on Twitter and Instagram

http://www.networkrail.co.uk/property
http://www.networkrail.co.uk/property
mailto:MarketingEnquiries%40networkrail.co.uk?subject=
mailto:MarketingEnquiries%40networkrail.co.uk?subject=
mailto:MarketingEnquiries%40networkrail.co.uk?subject=
https://twitter.com/FleaLondon
https://twitter.com/RealFoodFest
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The street artist behind a series of railway 
heritage murals across South London 
has used his talents to pay tribute to the 
heroes of the NHS. 

Lionel Stanhope’s latest work, which 
morphs the organisation’s name into a 
Superman logo, is proudly displayed in  
a railway arch beneath Waterloo East 
railway station. 

The colourful message has greeted health 
workers travelling to and from nearby St 
Thomas’s Hospital since 1 May.

Lionel said: “Network Rail saw a small 

version of this mural and gave me the 
opportunity to do a much bigger version on 
a wall to say thank you to all our incredible 
NHS staff.”

Customer service manager Eddie Burton 
added: “We’re really proud of our job 
carrying NHS workers to their jobs and our 
stations at Waterloo, Waterloo East and 
London Bridge are next to key hospitals in 
the capital.

“We hope seeing this gives our health 
workers a boost as we know what an 
unbelievable job they have been doing.”

Wonder wall

WINNER

A member of the Leeds station family 
has been chosen to appear in a 
photographic archive celebrating the 
vital efforts of frontline workers during 
the pandemic.

An image of cleaner Beatrice Amsong 
was one of just 100 chosen from 
almost 3,000 submitted by members 
of the public to Historic England’s 
Picturing Lockdown collection.

Beatrice’s employer, cleaning 
contractors Mitie, tweeted: “Fantastic 
to see our #FrontlineHeroes 
recognised for their hard work 
#ExceptionalEveryDay.”

This is the first time the public has 
been asked to capture photographs for 
the national archive since the Second 
World War.

Frontline in focus

Congratulations to last issue’s competition winner 
Kaye Willan, who won £100 voucher from M&S.  
Check out our latest competition on page 13

What’s been happening on the network

Keep up to date

 Mural tribute 

Beatrice Amsong

@Spotlight_NR networkrail

T W I T T E R  S H O U T  O U T
SPOTLIGHT IN NUMBERS

17,000 58%

80 seats
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at the Blue Lagoon restaurant in the 
arches of Glasgow Central station

the number of 
meals Wasabi 
donated to the 
NHS as part of the 
#FeedOurFrontline 
initiative

carloads of foodie 
treats donated by  
     M&S Edinburgh   
     Waverley to  
     NHS staff

of shoppers said 
they’d show more 
gratitude to retail 
staff in the wake  
of Covid-19

WELCOME    Network roundup

https://historicengland.org.uk/images-books/archive/collections/photographs/picturing-lockdown/
https://twitter.com/Spotlight_NR
https://www.facebook.com/networkrail/
https://feedourfrontline.org/
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eams across the country brought 
much needed cheer with chocolate 
and kindness to customers and those 
in need. The team at Liverpool Lime 

Street donated Easter eggs to the Alder Hey 
Children’s Hospital and to a church foodbank. 
Any unsold food is regularly donated to the White 
Chapel Centre, a local homeless charity. The 
group was so overwhelmed by one generous 
donation, volunteers were able to pass some of 
the food to the local YMCA. The M&S team also 
donated a box of gloves to the local Sainsbury’s, 
making one staff member cry with joy, and 
handed out flowers to NHS staff.

Colleagues at Edinburgh Waverley also 
supported NHS teams, handing Easter eggs to 
patients at the Royal Hospital for Sick Children 
and donating milk, cereal, fruit, chocolate and 
cake to the doctors, nurses and porters.

And three carloads of foodie goodies were 
delivered to critical care staff at Western General 
Hospital. The team also supported the local 
community, hand delivering Easter eggs to 
schools, community centres and housing estates, 
and making up bags of essentials for elderly 
residents. The bags were dropped at their doors 
with personal notes. Store manager Natalie 
Toshack said: “I have seen and experienced 
within my team and the station as a whole some 
real acts of kindness and incredible support.”

Meanwhile, at Glasgow Central the team 
donated food to Scotland’s Winter Project, a 
charity helping homeless people. 

Further south, colleagues at Charing Cross 
handed over Easter stock to a care home that 
looks after elderly, disabled and vulnerable 
people. Store manager Sharker Islam personally 
delivered the goodies. 

M&S
At the height of the Covid-19 crisis retailers 
joined forces to support key workers and our 
communities and help raise a smile

Pulling
together
Words: Lucy Clapham
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GWR staff at Liverpool Lime Street

The Glasgow team delivering Easter eggs 
to the children’s hospital

Glasgow teams gets help from police  
to deliver the eggs

https://www.whitechapelcentre.co.uk/
https://www.whitechapelcentre.co.uk/
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Colleagues at Boots stores across the country 
also stepped up to support their communities 
– providing vital assistance as hospitals were 
overwhelmed, while supporting NHS teams.

The pharmacy team at Waterloo teamed up 
with Lambeth Clinical Commissioning Group 
(CCG) to supply palliative care medicines for sick 
patients to help take pressure off local hospitals. 
Clinical commissioning pharmacist Sophie 
Bhandary wrote to the team to thank them for 
their support. She said: “You have really been 
a testament to the profession in how you have 
responded to this need.”

Also receiving a heartfelt thank you was 
the “fantastic” team at Liverpool Street. They 
donated sandwiches, wraps and fruit to the Royal 
London Hospital, which was shared among A&E 
staff, reception, telecoms and security teams, 
those in the discharge lounge and porters.

Colleagues at the London Bridge store were 
approached by a radiographer consultant from 
Guys Hospital, to see if they could help with some 

free essential toiletries. Store manager Bhavin 
Patel and the team happily stepped up and 
ensured staff on shift were well catered for.

Homeless charity Passage was supported by 
the team at Victoria. Colleagues donated food 
at the end of the day to ensure the charity’s 
vulnerable clients got a meal.

Taniya Akhtar, pharmacist at King’s Cross, 
went above and beyond to help an elderly at-risk 
patient, personally delivering his prescription to 
help ensure his safety. 

The patient had been in to collect his inhaler 
but hadn’t received all his medicines, so the 
Boots team liaised with his GP to get the 
necessary prescriptions.

Taniya said: “He lives alone and does not have 
a carer. Due to the unprecedented circumstances 
we were facing, I didn’t want him to have to come 
into the pharmacy again. I also didn’t want to 
send an unknown face, so I delivered his 
medication personally, and counselled him on 
the use and importance of his inhaler.” 

The online team was inundated with  
orders and did a fantastic job, working at  
full capacity, to meet the upsurge in online  
orders. They pulled together to process more 
than 350 orders a day.

Boots

Millie’s Cookies

The team at Waterloo

Hannah O’Connor from  
Liverpool Street

Taniya hand delivers to an 
at-risk patient 

Laura McInnes at Victoria

“I didn’t want him to have to 
come into the pharmacy 
again. I also didn’t want  
to send an unknown  
face, so I delivered his  
medication personally.”

– TANIYA AKHTAR

COMMUNITY    Pulling together

https://passage.org.uk/
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Still
chipping 
away
Businesses have had to get creative 
to remain open during the crisis
Words: Jennifer Hardwick

The coronavirus pandemic has left 
restaurants across the world facing an 
unprecedented challenge.

Keeping up usual service in this time 
has been impossible. However, the director of 
Scotland’s Blue Lagoon fish and chips restaurant 
chain, which has a flagship branch in the arches 
of Glasgow Central, was determined to stay open 
as much as possible when lockdown began. 

The restaurant is a favourite among locals 
serving traditional fish and chips alongside other 
dishes such as calamari, black pudding and a 
Justin Bieber Haggis special, which appeared on 
the menu after the Canadian popstar dined in at 
the restaurant.

Director Simone Varese was forced to close 

branches in shopping centres, but kept others 
open – including the station branch on Argyle 
Street, Glasgow – for takeaway and delivery.

“Luckily we had signed up our Argyle Street 
branch to Deliveroo six weeks beforehand so that 
was ready to go and then we signed up a few 
other branches to it, and also signed up to Just 
Eat and Uber Eats,” he said.

“We also offered collection from that branch 
throughout lockdown, obviously making sure 
social distancing was in place.”

Safety was the priority immediately and 
continues to be so, with the chain recently adding 
protective glass screens to all its counters. “We 
were originally only letting one customer in at a 
time, and then when the guidelines became  

T

Simone has helped to
continue feeding Glasgow

https://bluelagoonfishandchips.co.uk/
https://www.glasgowlive.co.uk/news/glasgow-news/justin-bieber-enjoys-deep-fried-12104575
https://www.glasgowlive.co.uk/news/glasgow-news/justin-bieber-enjoys-deep-fried-12104575
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more specific we laid out stickers on the floor to 
show what two metres apart is, and our staff also 
let customers know where they can stand.  
It works out at two customers in the store at a 
time and the rest have to queue outside, also two 
metres apart.”

Obviously, keeping branches open went some 
way towards mitigating the inevitable financial 
impact of lockdown. But for Simone, it has also 
been important to be a constant presence for 

customers and to hopefully provide some comfort 
during such an unsettling time. 

“We love that we’re still providing a service to 
NHS workers who are working long shifts and 
may not have the chance to cook a hot dinner 
alongside everything else they’re going through,” 
he said. “We hope we can offer some comfort to 
them and the chance to buy food late at night.”

Simone was looking forward to reopening sit-in 
dining once Government guidelines allowed. As 
part of a refurbishment the chain almost doubled 
the capacity of its Argyle Street branch from 45 to 
80 seats, so the restaurant is well-placed to allow 
for socially-distanced dining. “Obviously, we will 
open fully as soon as we possibly can and think 
our customers will also be excited to return.” 

We love that we’re still providing a 
service to NHS workers who are 
working long shifts and may not 
have the chance to cook a hot 
dinner alongside everything else 
they’re going through.” 

– SIMONE VARESE

Did you know? 
Popular platform – Glasgow Central is usually  
the busiest station in Scotland, with more than 90,000 people 
passing through every day before the pandemic. 

New take on a classic – The Argyle Street Blue Lagoon launched 
its first vegan meal this year, with a vegan sausage supper added 
to the menu in January.

Fish and chips have
remained on the menu 

Measures were
quickly installed

Wafting back to happiness

The mouth-watering aroma of fresh coffee was one of the 
first signs that business is back at Glasgow Central station.

Colleagues returned to café and roastery Gordon Street 
Coffee in mid-June to roast their range of blended and single 
origin coffee for mail order customers.

Although web sales were a minor aspect of the business 
beforehand, orders from gordonstcoffee.co.uk shot up as 
regular customers sought out a quality caffeine fix while the 
premises was closed.

Operations manager and coffee roaster Aimee McLean said: 
“Roasting coffee on-site has always been our USP and you can 
really smell it as you step off the train.”

Online sales of their popular Glasgow Roast, Brazil, 
Guatemalan and Ethiopian coffee beans were strongest just 
before lockdown as coffee lovers stocked up, and again when 
the café – which offers a discount to anyone who works in the 
station – announced the resumption of roasting to a euphoric 
response on social media.

“A survey of online customers found almost  
all had been to the shop at some point, so  
it’s been a very good way to stay connected  
with our regulars and bring in some income,” 
said Aimee. 

“Hopefully they’ll come back into the shop 
physically once we reopen.”

@gordonstcoffee

IN THE SPOTLIGHT    Blue Lagoon

https://www.gordonstcoffee.co.uk/
https://twitter.com/gordonstcoffee
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Corinne at work in 
Natwest 

t was a happy day for the team at Natwest 
Manchester Piccadilly when they reopened 
to the public on 2 June.

“They have loved being back,” said branch 
manager Corinne Hill. “They’re not feeling 

homeless because we all got moved to different 
places. We’re really enjoying all being back as  
one team.”

Customers have also been pleased to see 
their return and the station’s one-way system has 
brought in additional customers as more people 
are passing the branch.

Signage, markings and screens keep staff and 
customers safely apart and stewards on the door 
help manage numbers inside. 

Hours have been shortened and the number 
of staff working each day also reduced to further 
boost safety measures.

As one of the first businesses at Piccadilly to 
reopen, the team has got to enjoy the return of 
neighbouring stores. 

“It’s nice to see the station coming back to life,” 
said Corinne.

Personal banker Anthony Hand added: “The 
station is more of a community than the high 
street. I don’t think there’s anyone in the station  
I don’t know on a personal level – it’s like we’re 
one big unit.” 

Also pleased to be back in Piccadilly is the team 
at Pret, which reopened on 8 June. Manager 
Bartosz Nowak said colleagues were eager to 
return and were quickly getting to grips with 
new safety regimes.

This includes hand washing every 30 
minutes, regularly sanitizing touch points and 
surfaces, limiting the number of customers 
and colleagues in store and running a 
takeaway only service.

“We’ve changed our range of products and 
customers can take some types of food away to 
heat up at home. With limited areas to dine in now 
it’s more convenient for them to grab something 
they can heat up themselves,” Bartosz said.

While footfall has been lower than normal, 
those customers who are travelling have been 
thrilled to see the branch open. 

I

Retailers are returning to our stations.
We spoke to some of those who were 
first to open about working in our new 
post-Covid world
Words: Lucy Clapham

Welcome
back

“ Many customers know us by 
name and some ran inside 
when they first saw the 
doors open.”

– BARTOS Z NOWAK
PRET, MANCHESTER

IN FOCUS    Back on the frontline
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“Pret is a company based on word-of-mouth 
marketing and the social interaction between 
staff and customers,” said Bartosz. “Many 
customers know us by name and some ran inside 
when they first saw the doors open.”

The team is making the most of this quieter 
period to bed in safety procedures so they’re well 
equipped for when things get busier.

Bartosz added: “When customers see us doing 
all these procedures I think that sparks a lot of 
confidence in them.” 

Leeds meanwhile, welcomed one of its first 
retailers back on 22 May when Starbucks 
opened. The team operated an online order  
only service to begin with but is now welcoming 
walk-in customers.

They’ve introduced a one-way system and have 
two queues – one for online orders and one for 
walk-in customers – as well as screens, signage 
and a colleague on the door to keep a track of 
numbers inside.

Keeping staff briefed and up to date on the 
latest government guidance has helped the team 
manage the changing situation and adapt to 
social distancing. 

Manager Rachel Higgins said: “We’ve created 
sign off sheets so we know who we’ve spoken to 
about what update, otherwise you lose track, and 
that’s worked really well for us.”

Like staff, customers have been very pleased to 
see Starbucks’ return. “We’re starting to get some 
of our regulars back and it’s all been positive 
[feedback]. The screens are see-through so we 
can still have that connection but without risking 
anything,” Rachel added.

While the station is quieter than normal, Rachel 
and her team are making the most of this time, 
bedding in the new social distancing measures 
and brushing up on their coffee knowledge and 
latte art skills.

Rachel said: “It’s really nice to be back and 
seeing my team. It’s nice to have human contact 
even though it’s from two metres away.” 

IN FOCUS    Back on the frontline

Top tips for the 
return to work

Corinne: “Be open to new ideas and open  
to change if it doesn’t work. Give anything  
a go. We’re constantly learning to adapt  
and change.”

Bartosz: “Prepare yourself for the 
implementation of safety procedures. We 
were briefed well before we came back to the 
shops. In these uncertain times the margin 
for mistakes is zero.”  

Rachel: “It’s all about planning and 
organisation. We planned everything down 

to a tee and did role-playing for when 
customers came into the store.”

See-through screens 
at Pret

Personal banker Claire
Hamer at Natwest

Some of the team at
Leeds’ Starbucks

Ash Izadi from 
Starbucks, Leeds

Limiting numbers helps
protect staff and customers

The queuing dots
at Starbucks

Happy customers with
a fresh Starbucks



Retail vision

HEALTH 
Health and hygiene have been the top 
concerns during the pandemic and are 
likely to continue to be for consumers. 
This will affect what they buy but also their 
behaviour.

Companies with products and services 
that offer protection from viruses are likely 
to do well. Accenture’s recent report – Co 
uman truths that experiences need to 
address – states coronavirus means, 
“every business is a health business.” 
All consumer and employees’  health 
concerns will need to be respected. In 
stores this will mean  
one-way systems and new payment 
methods as people remain wary of 
touching money or keypads. 

ATTITUDE SHIFT 
The public now realise the importance 
of protecting key workers and people 
who work in the service industry. Shop 
assistants have been seen as frontline 
and heroes. This appreciation is likely to 
continue. Researchers found 58 per cent 
of consumers surveyed said they would 
show more gratitude to shop workers 
following the pandemic. And it’s clear the 
human touch is valued with 72 per cent 
saying they would reconsider shopping 
in store if there were no staff available, 
according to research by job site Retail 
Choice.

THANK YOU!

The past few months have seen seismic changes in the way we 
live and the question on everyone’s mind is will life ever be the 
same again?  In retail, we’ve seen massive changes in consumer 
behaviour and attitudes – it’s reshaping the industry. We look at 
research and possible trends in light of Covid-19:

BEHAVIOUR CHANGES
The pandemic has prompted dramatic 
changes in lifestyle. 

Shoppers were forced online or to go to 
one store or one-stop shops rather than 
multiple places for their goods.

As restrictions ease, some of these 
changes could stick and retailers need to be 
aware of changing customer needs. 

With a recession likely, households will 
be holding on tighter to their purse strings. 
There will be a renewed focus on value, but 
people will still want little luxuries, according 
to Mintel in its report COVID-19: the long-
term implications for UK consumers.

CONVENIENCE
Looking at customers’ needs in the post 
pandemic area will be an area for growth. 
From one-stop-shops to gourmet takeaways 
– a new retail model is emerging. Some 
savvy retailers in the food and drinks sector 
have turned their focus on alternatives to 
restaurant or celebratory nights out. Termed 
‘curated convenience’ in the Wunderman 
Thompson Data report, people are seeking 
out a new curated experience instead of 
niche indulgence.

COMMUNITY
In times of uncertainty, consumers turn 
to familiar brands they know and trust as 
they look for security in a fast-changing 
world, according to Mintel. Businesses 
who focused on making money from 
the pandemic will have likely suffered 
reputational damage as people look 
to brands that supported customers, 
employees and supply chains. Consumers 
now want a sense of security and 
support, says Mintel, and brands can 
support communities in their efforts to 

gain customer loyalty. One of the long-
term trends is likely to be a return to 
community with people focused on the 
area around them – achieving this using 
digital tools.

DIGITAL TRANSFORMATION
The pandemic has sped up digital 
transformation for retail, according to an 
article in Retail Gazette.

Social distancing guidelines of the ‘new 
normal’  has forced retailers to adopt 
digital solutions.

Artificial intelligence (AI), the Internet 
of Things (IoT) and virtual reality (VR) are 
helping to offer contactless shopping 
experiences and increase consumer 
confidence, according to a report by 
GlobalData.

Virtual queuing, footfall analytics – 
already available in Network Rail stations 
– self checkout and contactless payment 
are all being employed.

British supermarket chain Asda has 
launched a virtual queuing initiative in 
a store in Leeds, the first of its kind in 
the UK, reports Retail Gazette. It allows 
shoppers to check-in into a virtual queue 
on their smartphone and then wait until 
their turn.

FURTHER READING...
Much research has been done into 
the impact of Covid-19 on all aspects 
of our life:
* Mintel has published a series of 
blogs about the pandemic.
* KPMG has published a report about 
evolving customer priorities when it 
comes to retail experiences.

Spotlight
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https://www.accenture.com/_acnmedia/Thought-Leadership-Assets/PDF-2/Accenture-COVID-19-New-Human-Truths-That-Experiences-Need-To-Address.pdf
https://www.accenture.com/_acnmedia/Thought-Leadership-Assets/PDF-2/Accenture-COVID-19-New-Human-Truths-That-Experiences-Need-To-Address.pdf
https://www.accenture.com/_acnmedia/Thought-Leadership-Assets/PDF-2/Accenture-COVID-19-New-Human-Truths-That-Experiences-Need-To-Address.pdf
https://www.retailgazette.co.uk/blog/2020/04/58-brits-pledge-to-be-nicer-to-retail-workers-after-covid-19/
https://www.retailgazette.co.uk/blog/2020/04/58-brits-pledge-to-be-nicer-to-retail-workers-after-covid-19/
https://www.mintel.com/
https://intelligence.wundermanthompson.com/2020/05/new-trend-report-the-future-100-2-0-20/
https://intelligence.wundermanthompson.com/2020/05/new-trend-report-the-future-100-2-0-20/
https://www.retailgazette.co.uk/blog/2020/07/social-distancing-forces-more-retailers-to-embrace-digital-transformation/
https://store.globaldata.com/
https://www.mintel.com/category/blog/covid-19
https://assets.kpmg/content/dam/kpmg/uk/pdf/2020/07/customer-connections-competing-in-the-new-reality-global-insights-and-analysis-wave-1.pdf
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Words: Lucy Clapham

Lockdown brought teams at Paddington 
even closer together and highlighted the 
station’s importance to the community

In this together:
L-R Haji, Joe, Forhad 
and EK

 *  all pictures taken before  
15 June when facemaks were 
made mandatory

A united effort
t the start of the coronavirus 
pandemic, passenger numbers 
at stations across the UK fell 
dramatically.

The empty platforms and barren concourse that 
greeted teams at Paddington was at odds with the 
normal bustling station.

But despite the strange working environment 
Network Rail and retail teams have taken the 
opportunity to forge stronger ties – all while 
providing essential services for key workers and 
the wider community. 

Station manager Haji Mutaq said: “Under 
normal circumstances I don’t see my counterpart 
in Great Western Railway (GWR) because we’re all 
busy, but we’ve all got to know each other better, 
which has worked in our favour. “Our teams have 
come together through it all.”

Sainsbury’s and Boots remained open 
throughout the height of the crisis, and teams at 
both stores were “proud” to be able to continue 
serving customers.

Sainsbury’s manager Elkhalim Elkhalim, known 
as EK, said: “It was a challenging time at the 
beginning, it was a bit of a shock for all of us,  
but as a team we were adamant to stay open  
and keep supporting people in the station, and 
nearby residents.”

The store has been a lifeline for NHS and 
railway staff finishing long shifts, as well as elderly 
customers. EK praised his team for going “above 
and beyond” and said their efforts had not gone 
unnoticed, with several shoppers dropping in 
thank you cards.

“It’s nice to know we’ve been appreciated, it 
lifts the morale and shows the station is adding  

A
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value at these unprecedented times,” EK added. 
“And it’s absolutely brought the station team 
together, it’s felt like we’ve been one big family.”   

Forhad Ghazi, manager at Boots, agreed teams 
had become closer.

He said: “We know the locals that shop with 
us from GWR and the station. We pop into 
Sainsbury’s and say hello, see how they’re doing 
and see if they need any support.”

Having an onsite pharmacy means the branch 
has become invaluable to people seeking health 
advice, including those being discharged from the 
station’s immediate neighbour, St Mary’s Hospital.

“We’ve had a lot of recovering patients [come 
in] and provided them with certain essentials they 
will need. 

“A lot of people haven’t been going to hospital 
but they do come in to speak to our pharmacists,” 
Forhad added. 

“Being able to support them, that’s something 
we’re really proud to be doing.” 

Station interface manager Joe Porter said 
having Boots and Sainsbury’s beside Network Rail 
teams through the early weeks of lockdown had 
been a morale boost. 

“We appreciate the fact they’ve stayed open for 
us,” he added.

As well as supporting one another, teams were 
quick to help St Mary’s. Before the lockdown Joe 
and Haji donated 200 facemasks to grateful 

medical personnel and opened the station car 
park to hospital staff to use for free.

The Boots team donated toiletries to recovering 
Covid-19 patients and has pledged to continue 
to do so. And Sainsbury’s employees handed 
flowers to NHS staff as they travelled through 
the station.

All teams also came together every 
Thursday to clap for essential workers, and  
a banner thanking the NHS – that could be 
seen from St Mary’s – was hung in the  
station concourse. 

As we continue to work through the crisis all 
teams are looking forward to welcoming back 
passengers. “We can’t wait for more customers 
to come back,” Joe said. “It’s a massive station 
and it’s not the same without them.” 

– FORHAD GHAZI

“Being able to support them, 
that’s something we’re really 
proud to be doing.”

Making improvements

The quieter surroundings at Paddington 
has given Network Rail teams a chance to 
get on with improvement projects, such as 
structural works to platforms 11 and 12. 
The platform work has been completed 
quicker than normal as its been carried 
out during daytime hours, rather than at 
night, which can disturb neighbours and 
nearby residents.

• Paddington first opened in June
1938 but as a temporary station

• The terminus that we use today
opened in 1854

• It was designed by famous engineer
Isambard Kingdom Brunel, who was
greatly influenced by The Crystal
Palace, built for the Great Exhibition
in 1851

• Follow us on Twitter @Spotlight_NR for 
the latest retail updates

Ties between teams
have strengthened

EK with some of his
team in Sainsbury’s 

Haji and Joe chat
to GWR staff
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Making
it blue

Showing our thanks to critical workers

tations across the nation turned 
blue as a tribute to NHS staff and 
other key workers during the height 
of the coronavirus outbreak.

Edinburgh Waverley, Bristol Temple Meads 
and Liverpool Street, Waterloo, Victoria, Charing 
Cross and London Bridge in the capital all lit up 
as part of the #MakeItBlue campaign, which 
saluted frontline teams on Thursday evenings.

Railway teams came together – at a safe 
distance – to clap for key workers and show 
their appreciation, and many stations hung 
appreciative banners for essential workers to 
see as they travelled.

A projection thanking NHS heroes was also 
projected onto Victoria and Charing Cross, and 
at Liverpool Street the blue lights turned to 
orange in support of railway workers.

Ellie Burrows, Network Rail’s route director 
for Anglia, said: “The combination of blue and 
orange lights represented how our railway family 
worked to support those on the frontline and 
showed our solidarity with all key workers across 
the country.”

Alex Hynes, Managing Director at Scotland’s 
Railway, said Edinburgh Waverley’s iconic, 
domed ticket hall was “a fitting backdrop” for 
#MakeItBlue.

“The stories of bravery and dedication shown 
by care workers, NHS staff and everyone else 
who working to keep our people safe, and give 
comfort and support where it is needed, is truly 
humbling,” Alex added.

Messages from celebrities were also played in 
stations across the network, thanking frontline 
teams. The first, from former professional 
footballer and sports presenter Gary Lineker, 
which was broadcast in April, said: “Thank you to 
all our NHS and key workers you are the best, we 
love you all and we will be forever in your debt.” 

“Thank you to all our NHS 
and key workers you are 
the best, we love you all and 
we will be forever in your 
debt.”

– GARY LINEKER

Bristol Temple Meads
goes blue

The striking tribute at
Charing Cross

Teams gather at
Edinburgh Waverley

The famous dome at
 Edinburgh Waverley 

S COMPETITION

We’re offering a tasty prize 
for this edition’s competition!

To celebrate the recent opening of 
Nespresso at London Bridge, we’re giving 
you the chance to win a Nespresso 
Essenza coffee machine.

To be in with a chance of winning, 
answer the following question: In what 
year did London Bridge station first 
open?

Tweet your answer to us @Spotlight_NR 
and be sure to follow us to complete your 
entry. Competition closes on August 31 
and one winner will be chosen at random.

And be sure to keep an eye on our 
Twitter feed for our mini giveaways. 
Throughout the summer we’re giving  
away gift vouchers from a host of our 
station retailers.

https://www.networkrailmediacentre.co.uk/news/video-landmark-stations-in-london-turn-blue-in-support-of-our-nhs-heroes-and-a-famous-voice-joins-in-thanking-them-too
https://twitter.com/Spotlight_NR



