Major Incident Review — CE Disruption Review

1 Summary of disruption
Heading Details

Date 22/01/2023

Start time 0730

End time 0920

2 Incident Overview

Summary

07:25 — 9H54 reports from LSX that they have no speedo/speed hook but is able to take ATO. Driver
is advised to do so and then call at next station (FDX) to report any further issues.

07:30 — Driver of 9H54 contacts TM1 to advise no speedo/hook available. Driver is transferred to
DCM Central desk. Transferred to ISST who recommends a new SOM.

07:31 — 9Y55 (train in rear) has departed LSX and is now between stations (stranded).

07:33 — Station holds implemented WB between ABX — LSX (SWM?)

07:35 — Driver reports to DCM C that new SOM has not rectified the issue. Transferred to ISST for
further assistance.

07:36 — ISST instructs a CBTC reset (following confirming method of communication).

07:42 — Minor delays ABX — PDX

07:44 — Driver of 9H54 calls back to report CBTC reset has not resolved the issue. Driver confirms
that doors are open and is advised to close them and move forward in SA (Staff Accountable).
07:50 — Driver advises that SA is not available and they are unable to move forward. At this point,
Driver of 9Y55 (stranded for 20 mins) calls to advise that on-board PA reported as inaudible by
customers. Approx. 1000 customers on board and are seemingly unable to be kept informed.

07:51 — 9Y59 instructed to detrain at WHX and move out of the platform to allow stranded 9Y61 (15
mins) into the platform.

07:52 — Severe delays ABX-PDX. Trains begin to be removed into XPG from ABX in order to free up
platforms and move trains EB.

07:53 — Driver of 9Y55 calls in again to report inaudible PAs to customers and an alarm is heard in
the cab (possible CFA/PEA) highlighting a significant egress risk.

07:56 — CAT 1 incident declared by RfLI. Driver calls back to advise that fault
remains and ISST suggests Recovery Mode to get the train moving.

3 Systems Accuracy —

During entire incident

% Trains advertised correctly

% Trains advertised 10+ mins before scheduled departure time
% Trains advertised 0-10 mins before scheduled departure time 8%




4 Customer Feedback

* 18 complaints. Main themes:

— Lack of information for those on stranded trains — reports of no driver
announcements or driver announcements with little information as to when the
recovery will commence. Complaint examples below:

*  The train communication system must have failed since no announcements
were made at any point and we were left stationary for over an hour.
Passengers became understandably worried after about 20 mins so raised
the emergency alarm but no communications were established between the
driver and the passengers. It was left to a passenger moving to the front of
the train and knocking on the driver's door to get any information about what
was going on. | feel the driver did not have sufficient training to deal with
this situation. There must be proper procedures in place to deal with a
comms break down and this morning's journey proves that those
procedures are not in place. Eventually we were diverted back to Liverpool
St but at no point was this officially communicated to any of the very
frustrated passengers”

*  Another delay on the Elizabeth line, stuck in the train for over half hour.
Why? Driver not announcing what’s going on. It’s caused me inconvenience
on my way to work.

»  There is a chronic lack of communication from staff when disruption occurs.
Staff just seem to shrug their shoulders and advise customers they have no
further information

— Response to incident

—  What really surprised me was the lack of platform staff helping and the fact we were
told that the station doors are independent to the train doors which meant the
passengers were essentially trapped on the train in the station. I'd like to know why
only one set of doors were used to evacuate the train making a pretty busy train
walk the length of the train to get off. | asked a member of staff and was told they
don’t know why?

— “Really not impressed with the delays this morning. Why couldn't you divert all trains
to the Upper level of Liverpool Street as soon as the problem became apparent? |
took nearly 2 hours to complete a 40 minute journey.”

General line reliability — one of many regular incidents

5 CE Team — What Went Well and Learnings

What went well Learning Opportunities / Recommendations

*  Volunteer support from HQ * Awareness of when services would likely

*  Crowd control in COS stations resume

* Onward travel information from *  We could have made block cancellations on
COS stations downstream journey planning systems to

* Completion of customer support removed trains that weren’t running (and
CE-on call checklist actions showing as ‘delayed’ from blocking up the view /

lists of trains that were actually running outside
of the central section

* There were no announcements on-board one of
the stranded trains — establish root cause

*  Customer challenges with egress through only
one door — look at how this can be addressed




6 Checklist Completion

6.1 Customer Experience Delivery Manager

Checklist Was it Was it Any learning opportunities?

checked

. H i
deliverable required? effectively?

LUCC service Service status overall worked well and was
status changed
accurate
and correct
E Ticket acceptance Comprehensive ticket acceptance was in
ﬂ, arranged place

CIS updated and No services in the COS. Improvement
regularly checked action for block cancellations

Regular radio

Made at regular intervals, including the

ue : ’, ; broadcasts service status
LLPA and Special Recorded and broadcast at regular
Notices intervals
Check or update
NRES special Regularly updated and checked
notices
@ Regular updates Please see list below
on Teams
6.2 CE 1% line on call

Checklist Wasit asit Any learning opportunities?

Icon checked

: ired?
deliverable  required” effectively?

Disruption banners
arranged

Displayed at all stations and checked in
place, photos taken

Resources moved
to where most

Additional volunteer support was provided
at COS stations

needed
Manage crowd COS stations suspended and staff placed
control at station entrances.
CIS screens As per above
monitored P




Y Station managers in attendance at

Attendance to site Y locations of stranded trains

Station colleague
announcements Y Y
checked

oc

6.3 CE 2" line on call

Was it Any learning opportunities?
checked
effectively?

Checklist Was it

Icon . .
deliverable  required?

Press Office Issued at regular intervals
Updated 9

©

Monitored closely by station teams. Faults

Monitor station
interval dashboard

Bus replacement
needed? N N/A

CIS Accuracy Y Y reported on CIS Fault Group — mitigated
Monitored with announcements and checking Darwin
apps
Social Media
o Monitored N b
5 Check accuracy of Checked regularly and was accurate. One
Y Y .
&l Tyrell error was resolved quickly
Maintain regular -
contact with 1st Y Y Regular calls and incident calls and Teams
Line messages relayed
NRES accuracy Clogged with lists of delayed trains and
Y Y . >
checked captured as an improvement action
Rainbow board Y Y
status checked
.} Support tp trapped Y Y
trains
@




7 Running story of our actions to help customers and
colleagues

Teams Entry

5 will divert to PAD HL
start from PAD HL departing at 08:24
This is due toa speed restriction in the SLO area

West: Due to damage to the

on the LU side of EAL station, the central line will n

erate.

pcted and no impa tincreased p

@ expe

from EAL this

ssengers number on

. AM Radio Checks

Radios
East: No faults/issues

West: No fauks/issues

Centrat No faults/issues

Lfts

Qther Issues

None to repot
. [

Central - 9H54 - FDX Plat B - Train Fault

down at PAD LL Westbou

ving dispaiched by CE team

o SH54 has come to a stand due 10 a train faut.

o Driver i currently in conference with the tach attempting 1o rectify the fault

Central - 9H54 - FDX Plat B - Train Fault 9H54 has come toa stand

to a train fault.D

or is currently in confere vith the tect
9Y63 will be diverted to LST HL

55 will start from LST HL departing at 08:23

4 - FDX Plat B - Train fault « 9H

due to a train fault. = Driver is currently in cor

as come 10 a stand

we with the tech

| on platform..

Oriver atiempting another reset

is still in conference with the tech

D ¢ )
. Minor Delays declared between ABX and PLX

|'u’.‘w 15 1 conference with the tech. Minor Delays dedlared

between ABX and PDX

on this train, Been over 13

. Doors closed using LCP

i

Any nev

ming n




een ABX and FDX

ith the following

‘ Severe Delays declared b
Ticket acceptance in placey
¢+ London Underground via any reasonable route

+« GWR b

« London and Local Buses via any reas:

een Padd

ton and Reading

nable route

¢ SWR between Waterloo and Reading

+ Heathrow Express between Paddington and Heathrow Terminals (pre booked tickets cnly)

via any reasonzble route

by xd and Llonden Terminals

een Abbey W

+ Thameslink between Abbe
+ Muual ticket accey

»od and Faringdon

with Greater Anglia between London liverpool Street and Shenfield

Current Stranded Trains:

5 Between FDX and LSX - 25 LATE

« 9Y61 is outside WHX - 19 LATE

WHY (LSX BC)

Part Suspended between ABX and PDX
Radio Broadcast complete
. Train at FDX coming up to 30 mins

Team in place to detrain

Waiting on the driver to open the

Elizabeth line
Part Suspended

No service between Abbey Wooc
and Paddingtor we fxa
Faultytrain at Farringdon. GOOD
SERVICE on the rest of theline

Disruption to
Elizabeth line

services through
Farringdon
expected until
09:30

Soe all service dsrustions

Service alteration details

Wcident repored: 22 Jan 2024 310740

W1 rou woukd like 1 Solow 1
incdent on X, pleass
s WEarringdon




Description

Afaust on 2 train at Farvisgdon mesns that
Kema I a0 Dcked. DIzaoen ine
WEVICOS rUNNIngG Through this Sttion may
be cancelied, deayed orrevised

Disrnption is augactod uatil 0.3,
Check bafore yeu travet

You can check your jourrey using the
Wational Rall Enquiries reaé-tme Joumnay
Fanner

Comaeraation

You may be entied to csmpensatice If
you expericnce « delay bt compieting yor

[——
—_—
© Notiond Ral Q

some nes ave Woched. (izabets Sne
Servicas running thiough this station may
te cancelied. deayed crrevised

Disruption Is expected usth 09:32.
Chack bafore yeu travet

You £3n chack your jourtay using tha
NationalRail Encuiries resl-tme Journey
Honnee

Compersation

You may be entited to campensation if
You experiance 1 delary s compting your
Jranay wasy. Passs keep your train tstet
and maks 8 Pote of your fourney, as bet
Wil B requined 1D SuEOXrE any ol

Tickats, Railcards and O¥ers
Brying a Ticket
Teket Types
Baicacds
Sreing Manay
& i vt
e
22/01 08:19
o8 - -

Elizabeth line
Information Update

Mewsage statun: CORE MG | (OS2 ACTIVATED)
Thuser 0613 om 220124

Latest Update
Problem:

+ What is tha cause? Beoken down truin,
* Whore bt occurmed? FDX - Platform B

Current Status of Elizabeth Ine services
= Geod Service:
* Mior Datars: NIA

) Ep 63
o8y PR
5 o
Impact:
* Which cpentors and ines aw aflected?
MIREL

A ey sns HO1 Gk weeed 808

* What Sme & the inccent expected lobe
rscteed? 10.00

* What is the atest update?
W54 currently trapped at FOX and it Is
caning block back. Services in the COS
a1 pant ssspended.

Advicr:
- What s the sdvice far custonens? Please
make alternative arangement and aliow

eaira Ume for your jewmeys.
o n ikt srmntanrain nisca? Tickat




nOun ai sction to affec: many Nsbonsl
Rl sarvices berween 2930 3nc § Feb

0758 Gidna Pack

O7:57 Lordon Liverpoot
Stnet

0£:01 Loedon Pasdingion

ol o

0806 Moathrow Arport TS

08:09 Shenfokd T
0E:14 Shenold T
oe:1s 5
0&:19 Loedon Paddington ¥

oase could we kindly divert colleagues te

support at Paddirgton high level if rot

should be
ABX te

Severe Delays - Rest of the line

1

onze -t 3 OB

1ube. Uverground, LUzabeth Une, DLK &

Now 0£26

i
+




A & genidins gobel

Live

AT 2CBON 10 ect marry Natonal
asl serrices Detwoen 23 Jan and 6 Fed

O&ST Absey Woed T

g as







2 services Detween T3 Jan and & Frd

Garir
~ [y
09:43 Shenteld %
e W x

9:54
10:00 Shents x
19:08 AUORY V00 T
10:07 Shendeld %

veam sys




sl 2c50m 10 affect mamy Natnal

19- i) R 0dng

10:46 London Paddegion %

10:49 Hoatwrow Aipoa T4 T
0

10:13 London Paddngion

Whitechapel westbound &

i
‘ 2 4 3
Just reintorce we are still part suspended tations to remainin

exit only

And the <ot up of the PAD highl

ce we are still 0 remain in exit only

it suspended and stations

'g 3 more froquent canvice ploaze?

ol sorvices

Iravel apps e googie Mops aren taIspIaying COrrect INToMmatcn, 1t

shows us working correctly.

ue a Paddington..a passenger showed me signal maps of trains moving and asked why we ling.

Haring same

Thanks for everyone’s hard work.

I would advise aistomers that we are in service recovery, and while there are some train movements, we can't yet advertiss the
service until such time as we can safely restore services

. 9H54 will start from PAD HL

9U35 will terminate at CUS retum working 9R76 to start from C|
9U37 will start from PDX
941 will start from MAI

(T




IR(B will start PAD HL
INO2 will start from EA

te are still savi
< are still say






