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Return to Rail
Railfuture webinar

“Attracting passengers back to rail”

Saturday 3 October 2020

This presentation can be viewed from 
www.railfuture.org.uk/conferences

Presented by:

Charlene Wallace

Director for National Passenger & 
Customer Experience,
Network Rail
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A bit of background 

• Joined the Network Services team in March 2020 
with a vast experience of managing and leading 
teams in the transport industry.

• Held various senior roles including customer 
experience strategy, business transformation and 
people management. 

• Engaged as a Non Executive Director and most 
recently as Chair of Edinburgh Trams and is currently 
CEO of West Lothian Chamber of Commerce. 

• Holds an MBA and has studied International 
Business and Languages.

• Former director of Railfuture
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“Changing the way we work 

together will make the biggest 

difference. Our response to Covid

embodies the putting passengers 

first mindset and just goes to show 

what we can achieve”

Andrew Haines, chief executive,

Network Rail
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Welcome back



OFFICIAL

Creating a safe environment
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Working with industry to improve customer service
and passenger information during disruption
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Customer Assistance at our stations 
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Love Passenger 

Own it & make 
things happen

A warm 
welcome

Listen to 
understand
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The future
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THANK YOU

Any questions? 

Contact me on: 

Charlene.Wallace@networkrail.co.uk


