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Use Case Review
Mobility Assistance

Accessibility is extremely important to TfL, and a key use case trigger was to test if the system can correctly detect wheelchairs. 
Willesden Green is not a step free access station and with one main staircase leading to the platforms it is not safe for wheelchair users. 

We also included two triggers which we believe can showcase how smart technology can assist with the decision making and analysis 
when it comes to deciding on future stations becoming step free. We are also conscious that Willesden Green station has one main
staircase leading to Platforms 2 and 3, and the biggest contributor to customer injuries on stairs and escalators is excessive luggage e.g. 
large suitcases.
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Use Case Review
Crime & Anti-Social Behaviour cont....

Although unfolded bikes and e-scooters were not initially raised as a concern
by staff at Willesden Green, we wanted to assess if the smart technology can
successfully detect bikes and e-scooters. 

Following several months of staff feedback, testing and analysis of data, we 
eventually switched off the detection models for both, as the AI could not 
differentiate between an unfolded bike and normal bike and an e-scooter 
and children’s scooter. This meant that the dashboard generated high 
numbers of false alerts which did not require the attention of staff. 

Working closely with our colleagues in Network Security, we included a 
‘weapons detection’ trigger. This required detailed planning and 
engagement with our policing partners, the British Transport Police (BTP). 

A trained firearms officer was able to help with our simulations and we 
conducted several tests throughout the station during non-operational 
hours.  

, we were pleased with 
the results and thankfully, there have been no reported alerts or incidents for
weapons at Willesden Green station. In the images below, you will see the 
BTP officer holding a machete and handgun.
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Use Case Review
Unattended Items

An objective for the project was to demonstrate how smart technology can to drive enhancements in safety and security and we 
recognised the security challenges we have across the network with regards to unattended items. We have seen promising results for 
this trigger which has resulted in staff carrying out further investigations when needed.

Litter and Debris 

Station cleanliness and ambiance is very important, and our first trigger launched was the detection of litter. Although Willesden Green 
station has a regular cleaning schedule, the system generated many alerts which caused frustration amongst staff. The detection 
model was very accurate, detecting newspapers that customers had left, and unwanted paper cups. Following feedback from staff, 
we disabled the litter alert.
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Use Case Review
Person on Floor 

Another important trigger prioritised by staff at Willesden Green 
station. Throughout the trial we successfully detected several 
incidents where customers fell on the floor and required 
assistance. 

We also received alerts, which highlights the challenging 
behaviour of a small minority group of customers who risk their 
safety when using our services.

We have also seen several alerts for rough sleepers and beggars at the entrance of the station. Alerting staff early, has enabled them to 
remotely monitor the situation and provide the necessary care and assistance.
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Smart Station Fare Evasion Alerts

June - 3,802

May - 3,341
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Smart Station Learnings
• Following a 12-month period, the system detected over 44,000 triggers which included real-time alerts (19k) and alerts for insights (25k) 

only. Smart Stations was designed by station staff and their continued feedback and collaboration with T&D, enabled an agile 
delivery to ongoing changes when required. On average, staff would receive 55 alerts a day relating to the use cases.

• Following extensive Trade Union engagement it was agreed that the dashboard would be used voluntarily by Station Supervisors and
therefore, staff were encouraged to use the dashboard when on shift. This resulted in over 60% of alerts were acknowledged by 
station staff and only 1% was recorded as ‘Invalid’ which is when the system has incorrectly detected the behaviour, movement or 
object as required.

• Early detections via the Smart Stations dashboard enabled staff to monitor and observe the situation, ensuring a speedy response is 
provided. Data shows that over 300 alerts resulted in the Supervisor making an additional public address announcement, reminding 
customers to stand behind the yellow line.

• The dashboard alerted Station Supervisors to incidents when customers had accessed non-public areas and the track, resulting in the 
Station Supervisor sending staff to assist and prevent any major incident or risk to life. 

• Feedback from staff suggests smart technology has a key role to play in the future, by helping and protecting our staff and improving 
the overall customer experience within stations.   
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Smart Station Learnings
Weather
Direct sunlight on the camera resulted in negative detections, and where extreme sunlight caused shadows over the benches, it did 
impact some use case detection models.

Simulations
Before the deployment of each use case trigger the T&D delivery team conducted extensive simulations at Willesden Green. This
required careful planning to ensure all simulations were conducted in a safe environment. As mentioned previously, some simulations 
e.g. person on track had to be conducted during non-operational hours.

On occasions, it did require the help and support from operational colleagues to notify customers when simulations were happening 
on the stations.  Nas Ali also conducted many simulations at times when the delivery team were unable to visit Willesden Green station.

It is likely that further simulations would be required if smart stations were to be extended into more stations. Conducting simulations will 
require people to support in the process and it will take time to complete, this must be considered when identifying project roles and 
responsibilities.
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Smart Station Learnings
Human Factors
To improve the response rate to alerts, we must consider making Smart Stations an essential part of kit for Station Supervisors. Ensuring all 
alerts are acknowledged by staff will improve the situational awareness and response to incidents.

This may also result in future integration requirements into other existing applications, removing duplication and driving efficiencies. 

Future phases must build on the existing guidance material and adopt a similar engagement model and conduct face to face briefings. 
This may prove a challenge if the station has high numbers of staff rostered at that station. Implementing Smart Stations at a larger 
station will take longer and will require more frequent engagement with staff. 
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Thanks




