
L ondon Underg round: L os t C us tomer Hours  Inc ident D ata 
G uidanc e Notes  
 
D elays  are recorded by L ondon Underground by S ervice C ontrol teams , before being 
inves tigated further to es tablis h a root caus e and allocate them to a s pecific L ondon 
Underground bus iness  function (department). 
 
L imitations  of the data 
T he data in the as s ociated file repres ents  a s naps hot of the data s et at the time it was  
extracted.  It is  not uncommon for the incident details  to change as  further inves tigations  are 
carried out.  At times  it may not be pos s ible to es tablis h a confirmed root caus e, in thes e 
s ituations  a default root caus e maybe us ed to ens ure cons is tency. 
 
Definitions  
T he following gives  definitions  for the data headings  us ed in the as s ociated E xcel file. 
 
L ine 
T he L ondon Underground line (e.g. V ictoria line) on which cus tomers  were delayed by an 
incident. 
 
D ate 
D ate the incident occurred. 
 
T ime 
T ime the incident initially occurred at. 
 
L oc ation 
L ocation the incident occurred at based on where cus tomers  were delayed. 
Note: Not all incidents  occur at a s pecific s tation, with s ome delays  occurring when a train is  
in between s tations .  In thes e s cenarios , depending on exactly where the train is  in the 
s ection the incident may be booked to the s tation the train is  departing from, or the s tation 
the train is  delayed arriving to. 
 
In itial D elay  
T he number of minutes  the train s ervice is  initially delayed for due to an incident. 
 
E xample: A  cus tomer is  taken ill on a train and is  helped off by s tation s taff.  T he train is  
delayed departing by three minutes , and therefore the initial delay is  three minutes . 
 
T otal D uration 
Whils t initial delay only captures  the initial delay to the train service, the total duration 
captures  the full extent of an incident if it is  more than a s imple train s top / train s tart. 
 
T he total duration could reflect: 

• T he total time a train is  mis s ing from s ervice after being withdrawn, with the time a 
replacement train enters  s ervice being the time the duration finis hes . 

• T he total time a s ignal fault took place over, with the time the s ignal is  fixed and 
returned to normal operations  the time the duration ends . 

 
E xample 1: A  train is  withdrawn from s ervice due to a defect at 20:00.  T he initial delay to the 
train s ervice is  five minutes , but the train its elf is  taken out of s ervice for three hours  whils t 
the fault is  fixed/train replaced, re-entering s ervice at 23:00.  T he total duration is  based on 
the time between the initial incident occurring, and the train re-entering s ervice.  In this  
example the duration would be 180 minutes . 



 
E xample 2: A  s ignal failure occurs  at 13:00 caus ing a five minute initial delay to the firs t train.  
However the s ignal continues  to fail and is  not fixed until 14:00.  In this  example the duration 
would be 60 minutes . 
 
C aus e F ac tor 
T he following C us tomer S ervice C aus e F actors  have been s upplied: 

• Alarm O peration 
• Anti S ocial B ehaviour 
• C riminal B ehaviour 
• T res pas s  
• Vandalis m 

 


