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A Administration 

Version & Revisions This document is issued as part of the Company IMS which 

provides a central directory of instructions & guidance across the 
company.  

 Version Date Comments 

Version 3  October 2016 Minor amends and update of 

ATOC PIDD Table following 

Peer TOC (TPE) review. 

 

 Contents approved by CRCL Procedures Group on 01.08.2016 

 

This document will be reviewed at a frequency no greater than 

three yearly.  

 

References References can be found in Appendix A. 

 

Implementation The requirements of this Procedure are mandatory and apply 

from the date of issue. 

 

Definitions Definitions used in this document can be found in Appendix A. 

 

Superseded 

documents 

CQP-013 Chiltern Railways PIDD Local Plan with a review date of 

September 2017.    
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B Requirements 

1 Purpose & Scope 

 General Purpose 

1.1.1 This document outlines the arrangements that Chiltern Railways has in 

place to deliver information to customers during service disruption as well 

as details of ongoing workstreams that will further improve information 

provided to our customers 

 Scope 

1.2.1 This procedure is applicable to all departments and personnel names 

within the document.  

 Related Documents  

 Approved Code of Practice- Passenger Information During Disruption.  

 CRCL-P-541 - Out of Hours On-Call Procedure 

 CRCL-P-541 - Out of Hours On-Call Procedure documents how On Call 

Support will be provided 

 OSP -14 - Seasonal Preparedness Plan 

2 People 

 Responsibilities 

2.1.1 The Customer Service Director holds overall responsibility for the 

deliverance of customer information 

2.1.2 The Head of Customer Service Quality is responsible for updating this 

document annually or more frequently if required to ensure that it is 

compliant with the PIDD ACOP. 
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C Procedure 

1 Introduction  

1.1 

providing a safe, reliable, welcoming and value for money passenger rail 

service. Communicating effectively with our customers, particularly during 

times of service disruption, is an important factor in achieving this vision. The 
local considers the challenges that we operate a Mainline and Commuter 

service and the differing needs for both services.  

1.2 Our aim is to run services that are on time, thus reducing the amount of 

disruption and subsequent information required during these periods. This is 

measured through the industry Public Performance Measure. This records the 

amount of services that have arrived with five minutes of the published arrival 

time within our timetable.  

1.3 To deliver robust and reliable information we have aligned our principles with 

the ATOC Passenger Information during disruption Approved Code of Practice 

(PIDD ACOP) July-14. This defines high-level guidelines about generic good 

practice in the provision of information to customers during disruption. It is 

intended to provide individual operators and Network Rail with a framework 

that they can tailor according to local circumstances. This is so passengers are 

given the information they need to plan their journeys both in advance and on 

the day, particularly during times of service disruption. 

1.4 To exceed the standards PIDD ACOP, we have developed local strategies 

through innovation and responding to the feedback we receive from our 

customers. We have various channels for feedback and this information leads 
into our processes for improving our methods to meet the needs of our 

customers. We have looked beyond the industry to take the best practice from 

other leaders in communications and information delivery. We have also 

commissioned a leading UK university to review our entire customer 
information deliverance and make recommendations to enhance our customer 

service proposition.  
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2 Our Key Principles of Information Flow and Deliverance  

 This section outlines how Chiltern Railways will deliver information to our 

customers during disruption. 

 Service Distribution Thresholds  

2.2.1 We have service status thresholds to deliver how our trains are running 

against the public timetable. The service status thresholds and CSL2 
(Customer Service Level two) are based on the extent and number of trains 

of delayed: 

G
re

en
 

Service running normally 

 

No more than 5 trains delayed by more than 10 minutes through the same delay cause. 

OR 

No more than 10 trains delayed through any cause 

Customer Service Level 1 

Y
el

lo
w

 

Minor delays  

 

Out of course running, customer journeys being disrupted with short notice alterations and multiple 

delays of up to 30 minutes, not expected to last more than one hour.  

OR 

Towards the end of major service disruption where the service is beginning to return to normal. 

 

Customer Service Level 1 

R
ed

 

Major delays/disruption 

Major service disruption, likely to substantially affect the service for more than 1 hour. Multiple 

delays in excess of 30 minutes and multiple cancellations. Alternative transport, ticket acceptance, 

on-call response and management response maybe required. 

Customer Service Level 2  Automatic Ticket Acceptance  

B
la

ck
 

DO NOT TRAVEL  

Chiltern Railways cannot provide ANY service or the service is severely disrupted with delays in 

excess of 2  hours 

 

Customer Service Level 2  Automatic Ticket Acceptance 

 

 Customer Service Level 2  

2.3.1 CSL stands for Customer Service Level. It is the Customer Service response 

to the level of train performance we are delivering. Our base staffing 

levels will be aligned to deliver customer service level one.  We 



Chiltern Railways 

CQP-013 

Version 3-October 2016 UNCONTROLLED COPY WHEN PRINTED Page 7 of 25 

understand that during CSL2 we will need to offer greater support to our 

control centre, contact centres and our stations. This document outlines 

how we deliver this, thus enabling greater output of information to keep 
our customers informed at times when our trains are not as per the 

timetabled times.  

2.3.2 Monitoring train performance is completed at the Integrated Control 

Centre.  The Service Information Controller will monitor and communicate 

the service level based on the thresholds detailed in section 2.2.1. 

 Training of the end-to-end PIDD Process  

2.4.1 To train and keep our teams informed to deliver the highest level of 

information, we have produced documents that are briefed and given to 

all frontline staff. An information manual acts as a guideline for frontline 

staff. It includes: 

 Guidance on finding out about how the train service is running; 

 Advice on measures to be taken during disruption to help customers; and 

 A summary of how compliance with the ATOC Passenger Information During 

Disruption Code of Practice Issue 3 (PIDD ACoP) will be monitored. 

 

2.4.2 A range of guidance leaflets has been produced covering specific subjects 

such as: 

 Android Smartphone Guide 

 Using Live Departure Board 

 Understanding Your Role During Disruption - A Guide for Frontline Staff 

 

 

3 Operations - In the Control Room  

 Holding and Core messages  

3.1.1 Our Service Information Controllers based in Banbury are responsible for 

the issuing of holding messages.  

3.1.2 Our Tyrell IO address books will be reviewed every three months to ensure 

that all stakeholders are receiving up to date train running information. 
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This is actioned by the Head of Control Centre and reviewed at our 

Customer Information Delivery Group.  

3.1.3 Holding messages are expected to be issued within 10 minutes of the 

control centre becoming aware of trains coming to a stand or an incident 

occurring which is likely to breach the CSL2 threshold.  

3.1.4 This will include: 

 PROBLEM -  

 IMPACT - What it means for the service 

 ADVICE - What we tell our passengers to do instead 

 

3.1.5 During the incident, Control will send an update HOLDING MESSAGE 

when things change or on average every 20 minutes if nothing changes. 

staff to ring Control for anything but essential information. 

3.1.6 Where no estimate for the duration of an incident is known Control will 

include an estimate based on previous similar incidents.  

Example  

On 28 March, a Freightliner service, failed at Fenny Compton with a possible broken brake pipe. 

Ticket acceptance was granted on Virgin and London Midland services between Birmingham and 

London. 

 

Problem: Failed freight train between Banbury and Leamington Spa. 

Impact: All Chiltern Railways services between London and Birmingham subject 

to short notice delays, alterations & cancellations possible until at least 

1100. 

Advice for 

Passengers: 

Chiltern Railways tickets will be accepted on Virgin Trains and London 

Midland services between Birmingham New Street & Euston. 
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 Information Flows During Disruption  

 

 On Call Management Support  

3.3.1 The on call structure has a personal on call for each function within the 

business. We have a two-tier on call structure, which is able to provide 

additional support and guidance to all departments of the business 

including the Control centre and customer service department.  

3.3.2 Customer Action Teams  



Chiltern Railways 

CQP-013 

Version 3-October 2016 UNCONTROLLED COPY WHEN PRINTED Page 10 of 25 

3.3.3 The Customer Action Team are volunteers who help us deliver outstanding 

customer service during times of disruption including:  

 Severe service disruption 

 Engineering works overruns 

 Incidents at stations 

 Winter weather treatment 

 Power failures  

 

3.3.4 Their role is to:  

 Provide an extra pair of hands and a friendly face 

 Offer customers advice on alternative travel arrangements 

 Answer requests and queries 

 Provide reassurance to customers 

 Give one-on-one assistance to particular customers 

 Provide a Chiltern Railways presence 

 Support colleagues in times of disruption 

 Make or arrange for announcements to be made 

 Distribute refreshments (when possible) 

 

3.3.5 The volunteers available are reviewed frequently to ensure we have the 

appropriate number available and appropriate skill set. The Customer 

Action Team volunteers are called out by the Customer Services Stations 

On Call Manager when required. 

 Alterations to the Train Service  

3.4.1 Our Duty Control Managers are responsible for managing alterations to 

train services, in liaison with the relevant Network Rail Control and 

signalling centres and London Underground.  

3.4.2 Our Service Information Controllers are responsible for the physical input 

of alterations to train services into industry systems. Alterations are input 

within 10 minutes of a decision being made. The system feeds off our data 

sources for information that is displayed on our station customer 

information screens, website and staff mobile devices. 

 Contingency Plans  

3.5.1 Chiltern Railways general contingency outlines how we will manage 

service disruption. It will be used as general guidance to all rail 

professionals as an aid to the safe and punctual running of Chiltern 

Railways services. 

3.5.2 Operational staff will expect the contingencies contained in the above 

document to be used however, the Duty Control Manager will confirm the 

contingency to be used in each case. 

 Day A to B Process  
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3.6.1 The A to B process is when changes are made to a timetable to commence 

from the following day service for a given period of time.  The full day A 

to B process is documented within our seasonal preparedness plan.  

3.6.2 Three severe weather timetables have been developed to allow for various 
gradings of operation depending on the severity of the conditions. These 

timetables have been colour coded for ease of reference. Once uploaded 

A for Day B.  

3.6.3 There are three severe weather timetables:  

 Yellow  Minor reduction in asset availability (Reduced rolling stock availability 

and coupling avoided outside of Depot confines  

 Red  Significant reduction in asset availability. 

 Black  Skeletal timetable only for use during severe infrastructure depletion 

and major reduction in demand. 

 

 Activating an Emergency Timetable  

3.7.1 In the event that the Yellow, Red or Black timetables are to be run, it is the 

responsibility of the Level 3 on-call that the timetable is uploaded. The 

timetables will have already been bid to Network Rail and so the process 

for this is as follows:  

3.7.2 Weekend: DCM to contact NR Control Birmingham on (internal number) 

08554664 to advise of the decision and request upload. NR Control will 

inform the on-call member of the NR Train Planning Team.  

3.7.3 Weekday: DCM (or designated other) to NR Control Birmingham on 

(internal number) 085546664. They will contact a member of the NR STP 

Team at Milton Keynes.  

3.7.4 It is the responsibility of the Level 3 on-call to ensure that LUL are informed 

of any decision to switch to an emergency timetable. This should be 

reported to Baker Street Control, who in turn will report it to the Network 

Operations Centre. 

3.7.5 Once implemented on day A, our control team will check amendments to 

the timetable to ensure the file has been uploaded into industry systems. 

 Cause of Disruption  

3.8.1 We aim to ensure that the provision of information to customers and 

frontline customer service teams is consistent across the industry and 

presents one version of the truth. Chiltern Railways uses the industry 

Information Development Group (IDG).  

3.8.2 Our Service Information Controllers are responsible for communicating the 

reasons for disruption, both in industry systems and to our frontline staff 

and industry partners. 
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4 Customer Service  

 Alternative routes and ticket Validity  

4.1.1 We have signed a reciprocal automatic ticket acceptance agreement with 

First Great Western, London Midland and Virgin Trains. If Chiltern 
declares CSL2, and the other three TOCs are not already in CSL2, then 

Chiltern passengers will automatically be able to use their tickets to reach 

their destination using the other TOCs.  As customers may have parked in 

differing locations during CSL2, the agreement will stay in place for 
customers to make the same return journey if required although CSL2 may 

not still be in place.  

4.1.2 Note: Arriva Cross Country are not participating in the Automatic Ticket 

Acceptance arrangement. Ticket acceptance will be obtained if required 

by obtaining authority from their Duty Control Manager. 

4.1.3 Operators will accept tickets to destinations via all reasonable routes: 

First Great Western 

Disrupted 

Operator 
Routes Disrupted Acceptance 

Chiltern 

Railways 
Banbury  London Marylebone 

Banbury  Oxford  Reading  

London Paddington 

 

London Midland 

Disrupted 

Operator 
Routes Disrupted Acceptance 

Chiltern 

Railways 

Kidderminster  Birmingham Snow 

Hill/Moor Street 

Kidderminster  Birmingham 

Snow Hill/Moor Street 

Birmingham Snow Hill/Moor Street  

Leamington Spa 

Birmingham Snow Hill/Moor 

Street  Leamington Spa 

Stratford Upon Avon -  Leamington Spa 

Whitlocks End/Shirley  

Birmingham Moor Street/Snow 

Hill 

Aylesbury Vale Parkway  London 

Marylebone via Amersham 

Bletchley/Milton Keynes Central 

 London Euston 

Leamington Spa/Warwick Parkway  

London Marylebone 
Coventry  London Euston 

 

Virgin Trains 

Disrupted 

Operator 
Routes Disrupted Acceptance 



Chiltern Railways 

CQP-013 

Version 3-October 2016 UNCONTROLLED COPY WHEN PRINTED Page 13 of 25 

Chiltern 

Railways 

Birmingham Snow Hill/Moor Street  

London Marylebone 

Birmingham New Street  

London Euston 

Leamington Spa/Warwick Parkway  

London Marylebone 

Birmingham 

International/Coventry  London 
Euston 

 

4.1.4 National Rail has developed a series of alternative route maps to act as a 

guide for customers during disruption. The routes shown are for advice 

only, and do not indicate that tickets issued for used only with a specific 
train operator will be accepted on any alternative routes during 

disruption. 

 

4.1.5 The maps are available on the National Rail website:  

4.1.6 http://www.nationalrail.co.uk/stations_destinations/46655.aspx. 

 Do Not Travel and Cheapest Ticket Policies  
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4.2.1 In exceptional circumstances such as a terrorist attack, major operating 

incident, exceptional weather and fire we may advise customers not to 

travel (Black Service). 

4.2.2 This policy will be initiated and cascaded to Control from Director Level. 

4.2.3 If a decision is taken to issue a Do Not Travel warning the Service 

Information Controller will: 

 Immediately issue a message to staff and update the website using Tyrell 

 Notify the Marketing On Call Manager and Commercial Director via telephone  

 Inform alternative transport suppliers that their services will be required to at 

least the end of the day and make them aware of arrangements for the 

following day(s) if deemed necessary. 

 

 Other TOCs Passengers  

4.3.1 We have signed a reciprocal automatic ticket acceptance agreement with 

First Great Western, London Midland and Virgin Trains. If any of the 

aforementioned TOCs declares CSL2 then the others will accept their 

customers on reasonable alternatives as outlined above.  

4.3.2 Customers may make return journeys on a Chiltern Railways services using 

tickets issued by other TOCs long after the disruption is over. For example, 

a customer that normally travels from Tring to Euston might drive to 

Wendover and use a Chiltern service to London.  

4.3.3 In such cases customers may complete the return journey even if ticket 

acceptance arrangements have expired. 

5 At the Stations  

 Understanding our responsibilities during service disruption 

5.1.1 Our aim is to ensure that station staff have access to information to enable 

customers to be to be kept abreast of the situation with the developments 

detailed as an evolving story. This is completed by improving the 

technology and communications infrastructure available. 

5.1.2 Each of our ticket office windows is connected to the internet and has a 

dedicated PC separate from the ticket machine. Staff have access to the 

National Rail Enquiries and TfL websites and Live Departure Boards Staff 

Version. Tyrell messages are received by e-mail and a public CIS display 

replicator is also available in some ticket offices. 

5.1.3 A guide has been produced for frontline staff, including station staff, 

outlining their role during disruption: 
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 Customer Information Screens  

5.2.1 If the integrity of information becomes poor, our Control teams may 

choose to overwrite train timetable information with a Core Message. 

Train running information is communicated by local station staff. 

 Announcements  

5.3.1 Most station announcements are made automatically and are triggered by 

the CIS system. Our staff are briefed to make manual announcements 

the leaflet displayed above. 

6 On The Train  

 Information flow and information sharing  

6.1.1 All on train staff, car park attendants, dispatchers and platform hosts have 

smartphones. The phones all provide mobile access to the National Rail 

Enquiries and TfL websites and Live Departure boards (Mobile Staff 
Version). All the smartphones are equipped with TyrellCheck Mobile for 

receiving Tyrell messages from Control. 

6.1.2 Network Rail are responsible for the communication of real-time 

information to our drivers during the course of the journey. On services 

north of Banbury we encourage our drivers and Train Managers to 

communicate with each other and share information. 

 Announcements  

6.2.1 Our on train staff are encouraged to make manual announcements to 

keep customers updated and provide re-assurance. Our Mainline services 
only have manual announcements and a mixture of auto and manual 

announcements are made on all other services.  Our guidance material 

details the aim to make announcements within two minutes of the train 

being stationary.  This maybe longer for services operated by a driver 

only depending on the delay. 

 Face to face service  
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6.3.1 Extra reassurance is given where on-train teams are able to walk through 

the train and talk to passengers in person.  Where this is possible, 

passengers do appreciate it. 

7 Internet, Social Media and Telephone  

 Website  

7.1.1 Our website provides: 

 Journey Planner 

 Live Departure Boards 

 'How's My Train Running' disruption information 

 'Changes to Train Times' details of upcoming engineering works 

 JourneyCheck Alerts, provided by Nexus Alpha, to notify passengers of 

disruption via email and SMS.  

 

 Telephone  

7.2.1 Information by telephone is available to customers via our Customer 

Relations Team or via our Passenger Help Points (PHPs) at stations, 

answered by our NRE Help Point Contact Centre.  

7.2.2 Regardless of where the calls are answered, all staff has access to Holding 

and Core Message information 

 Social Media  

7.3.1 Extensive use is made of social media, in particular Twitter, to provide real 

time train running and other service information.   

 PIDD Compliance Monitoring  

7.4.1 A Key Activities Processes and Controls  PIDD Compliance summary 

exists to document procedures and ensure compliance with the PIDD 

ACOP. This document is reviewed every period by the Customer 

Information Delivery Group to ensure that Chiltern Railways is compliant 

with the PIDD ACOP. 

7.4.2 Chiltern Railways Compliance and Audit Department will conduct annual 

reviews to ensure that the company is compliant with the PIDD ACoP.  

 Reviewing Incidents  

7.5.1 The ATOC Passenger Information During Disruption Approved Code of 

Practice, also known as the PIDD ACOP, requires that we conduct regular 

reviews to monitor the effectiveness of the information flow from Control to 

frontline staff when CSL2 is declared. We will conduct a minimum of one 

CSL2 review per period and one in depth review annually of a CSL2 
incident through an independent party to feedback on the incident and 

deliver recommendations. 

 Review of Technology and Devices  
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7.6.1 An annual review will take place to review our technology including our 

apps and devices used by our frontline teams. This will asses the 

technology against the aspirations for a first class delivery of information. 

Mitigations will be detailed against any areas that are not met.  

 Live Information Review  

7.7.1 To track other information during disruption, the On Call Marketing 
Manager tracks set information from other key sources. As well as viewing 

internal Chiltern information to  ensure that the information is correct and 

relevant, the below are checked and reviewed via  customer information 

delivery group. 

8 2015/2016 Workstream Review  

 In the past, a number of projects have been delivered which have improved the 

communications with our customers. This investment has seen the introduction in 

technology and people to deliver a measured improvement in passenger 

information during disruption.  

 Projects delivered:  

 Phase one of Aston University collaboration on PIDD with resulting 

recommendations  

 Marylebone new way of working to enable a more fluid approach for the 

deployment of staff during disruption 

 Introduction of Head of Customer Service Quality to review, plan and 

implement changes to the PIDD process  

 New customer relations system to gather feedback on customer information to 

drive improvements  

 Upgrade CIS to the KEY inform system to deliver a more versatile approach for 

information at stations. 

 Website and mobile app upgraded to include easy access banner facility to 

display prominent information when disruption is planned or occurring. 

 

 2015/2016 Workstream Plan  

PIDD Annual Plan  

PIDD Area  Action   Detail  
Target 

Completion 

Overall 

Process  

Aston University collaboration.  Review of communications, 

disruption management and 

PIDD with subsequent 

recommendations.  

Dec 17 

Implementation of ATOC 

recommendations  

ATOC recommendations to 

improve overall PIDD position 

and consistency across the 

industry.  

Ongoing  
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Technology  

Introduction of Tablets at 

Marylebone. 

Tablets to be introduced at 

Marylebone for front line staff to 

use to receive information and 
disseminate.  

Dec-16 

WIFI upgrade on all trains Upgrade all trains to have free 

WIFI and enable customers to 

access information.   

Sept 17 

Best 

Practice  

Station disruption kits  Disruption boxes to be available 

at stations to have tools available 
to all staff for managing 

disruption at that location.  

Jan-17 

Disruption Leaflets  Disruption leaflets to be 

produced in line with best 

practice from other TOCs.  

Jan-17 

Review of apology posters post 

disruption  

Review of when, what and where 

for our post disruption apology 
posters.  

Dec-16 

 

Requirement in the PIDD ACOP  Cross reference to Chiltern Local Plan  

General  

Service Disruption Thresholds & Customer Service Level 2 Section 6 

The end-to-end PIDD process involving Network Rail/other 

suppliers should be clearly determined. Section 9.1 

Operations 

In the Control Room Section 7 

Issue of a Holding Message Section 7 

Mobilisation of Operations /CS response teams Section 7.3/4 

Alterations to train services Section 7.5 

Contingency plans Section 7.6 

Cause of the disruption Section 7.7 

Control Room immediate actions Section 7.2 

Customer Service 

Holding/Core Messages Section 7.1 

Alternative Routes and Ticket Validity Section 8.1 

Cheapest Ticket and Do Not Travel policies Section 8.2 

 Section 7.1 

At the Station 
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Grouping Stations Together 

We do not group stations together for 

information. 

Customer Information Screens (CIS) Section 9.3 

On the Train 

Information Flow Section 10  

Sharing Information Section 10  

Announcements Section 10.2 

Face-to-face customer service Saction 10.3 

Internet, Social Media and Telephone Section 11 

Learning for the Future 

PIDD  Focused Incident Reviews Section 11.5 

 

 Industry Recommendations  

8.4.1 The following table details the rail industry action plan to improve the 

provision of passenger information during disruption (PIDD. It was 

developed through collaborative working between train operators and 

Network Rail. Below is our progress and timeline against the 

recommendations 

PIDD-01 So that customers get the right level of information when there is 

disruption, the industry needs to specify good practice in the area 

of prominent warnings on websites (which cover local and multi-

for providing I

deliver the changes to desktop and mobile websites and 

Smartphone apps. 

IDG 

PIDD-02 To make sure that the most accurate timetable is reflected in real 
time customer information systems (that are powered by Darwin, 

of which there are over 450), TOCs need to make sure they have 

the right level of resource available,  to provide a high proportion 

of known amendments, and strive to ensure that all known 

amendments, for changes made on the day, are communicated in 
a timely fashion into Darwin e.g., before the train is due to depart 

its origin station, or within 5 minutes of being cancelled once it 

has started its journey. 

Ops. 
Council 

PIDD-03 To minimise the chances of customers being offered incorrect 
journeys, and purchasing tickets for trains that will not run when 

there is disruption, the industry is committed to increase the 

number of suppliers who integrate the Darwin Timetable feed into 

their real time journey planners  - and ticket issuing systems that 

offer journey planning functionality  in real time, with TOC 

channels being a high priority.  This is to make sure that customers 

receive up-to-date information and are not offered cancelled 

IDG 
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trains in journey results  and therefore cannot book onto trains 

that will not run. 

PIDD-04 For longer term disruptions (like Dawlish when the line collapsed 
during the storms in early 2014), the industry should develop and 

adopt a process for getting passenger information into 

downstream systems at the earliest, practical opportunity and for 

the duration of the disruption.  

NTF-OG 

PIDD-05 The Day A for B process needs to be formally communicated by 

Network Rail Operations to all Train Planning, Operations and 

Information departments so that all parties are aware of the 

timescales they need to work to in order for the process to be fully 

implemented. 

NTF-OG 

PIDD-06 The industry needs to develop a Day A for B checking process, 

within the TOC controls and NRCC, to make sure that, when the 

Day A for B process has been implemented, spots checks are 

made to give confidence that changes have been uploaded 
correctly to the timetable system and passed into all downstream 

information systems. 

IDG 

PIDD-07 To make sure that customers are aware of any disruptions that 

may affect the journey they are planning to take, all TOCs should 

integrate the National Rail Enquiries Disruption feed into the 
various parts of their website where customers can access journey 

information  this will include the ticket sales parts of their websites 

 

CIS-DB 

PIDD-08 Each TOC will implement a process whereby someone is sense-

checking their own website - and other major websites which 

contain information about their trains - at a frequency appropriate 

to the level of disruption to make sure that what the customer sees 
makes sense and that the information being provided is consistent. 

IDG 

PIDD-11 To make sure information received about disruption is shared with 

all required parties, all TOCs should implement a process to make 

sure that the NRCC and other TOCs addresses are contained 

within the address books of their messaging systems, and that they 
are added to the correct recipient groups when sending 

information about disruption. 

Ops. 

Council 

PIDD-12 To make sure that staff and customers receive the information they 

require during disruption, the industry should develop a more 
streamlined and versatile method of providing the right 

information to the right people at the right time, based on staff 

and customer requirements.. 

CIS-DB 

PIDD-13A In order to make sure that communications to customers about 

disruptions are more meaningful and consistent, the list of revised 

reasons should be implemented within TOC messaging systems 

for onward dissemination to downstream free-text services 

(websites, alerts, social media etc.),  

IDG 
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PIDD-13B In order to make sure that communications to customers about 

disruptions are more meaningful and consistent, the list of revised 

reasons should be implemented in Darwin and downstream 
systems that take its real time train running information for 

dissemination to downstream customer information systems 

(station CIS, train PIS etc.) 

IDG 

PIDD-14 So that customers are better able to understand what is happening 
on the ground, and therefore make decisions about their travel 

plans, the evolving / changing story of the incident should be 

made available to customers where practically possible. 

IDG 

PIDD-15 

when there is disruption; manual announcements should be made 
during disruption (at stations and on trains) alongside the current 

automated ones where the facility exists. For DOO trains, PIDD-

39 (modifications to make remote announcement to passengers 

on the train via GSM-R) will need to be live to make this fully 
available. 

NTF-OG 

PIDD-16 The industry needs to reconfigure the current suite of automated 

announcements (both on stations and on trains) to remove the 

apology where repeated automated announcements would be 

broadcast. 

NTF-OG 

PIDD-17 When a journey is delayed to the extent that compensation is 

payable, (in line with the Compensation Toolkit) operators should 

make reasonable effort to ensure information is available which 

makes it clear that passengers can make a claim. 

IDG 

PIDD-18 Claim forms for compensation should be made easily available to 

passengers  on trains and on stations, where practical, and on 

all TOC websites (easily accessible, downloadable forms). 

IDG 

PIDD-19 So that customers are aware of disruptions, the industry needs to 
develop and implement a 

the ticket they have purchased (where their journey and personal 

data is known)  in order to provide tailored information (e.g. 

emails/texts on delays/cancellations and invitations to claim 

compensation). 

CB 

PIDD-20 So that customers have visibility of information sources, to help 

them avoid the problem in the first place, the industry should 

promote the services that are currently available for customers to 

check for delays before they travel  for example Real Time 
Journey Alerts/ Smart Phone Apps  for example, on TOC 

timetable literature and on websites  and as part of PIDD-12 

commit to review the current suite of services to make sure that 

they are fit for purpose. 

CIS-DB 

PIDD-23 All TOCs need to review the apps & devices made available to 

the right functionality and right level of mobile coverage for the 

location that the staff member works in?) for providing customers 

Ops. 

Council 
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with accurate information and TOCs will write into their Local 

Plans to review on an ongoing basis. 

PIDD-24 The industry will update its processes to make sure that they 
include the requirement for staff to make announcements when the 

train comes to a stop between stations within 2 minutes. This 

 

Ops. 
Council 

PIDD-25 Customers should to not be forced to pay more because of 

refunds should be provided. 

CB 

PIDD-26 Temporary fares that are put in place as mitigation for major 

disruption should be made readily available to customers to 

purchase in all ticket issuing systems. Those systems that do not 
have the ability to do this should be upgraded to make this 

possible. 

CB 

PIDD-28 To establish what might be done to improve the information at 

unstaffed stations, where there is currently no real time 
information provision (circa 500 stations), work needs to be done 

to identify solutions powered by Darwin, so that TOCs are aware 

what is available to them so that they can build the costs into future 

plans 

CIS-DB 

PIDD-28.1 All TOCs to advise their number of stations without any real time 
info (CIS) 

IDG 

PIDD-29 Ongoing quantitative research should be commissioned to 

measure the improvement in the quality of information during 

disruption for all train companies and that the results are 

published. 

Ops. 

Council 

PIDD-30 In order to facilitate the work required in PIDD-31/32, work needs 

to be done to develop a measure of Core Message quality. 

IDG 

PIDD-31 TOCs should monitor the quality of their own output for CSL2 
incidents, and at least once annually should carry out an in-depth 

review of at least one CSL2 incident. This review should be carried 

out by an independent party (such as another TOC) and focus on 

customer impact including information and other customer 

service.  

Ops. 
Council 

PIDD-32 The industry should develop a standard for measuring Core 

Message quality, and each TOC should have its Core Messages 

audited against this standard by an independent party (such as 

another TOC) at least once annually. 

Ops. 

Council 

PIDD-33 Where practically possible, an estimate for how long the 

disruption will last should be provided. Where no estimate is 

available, the industry should agree the form of messaging to be 

used until a reasonable estimate can be given to customers.  

NTF-OG 

PIDD-34 Additional coaching should be provided for staff responsible for 

the production of Prioritised Plans (where there is a need) so that 

the plans are produced more quickly and are fit for purpose 

NTF-OG 
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including in respect of duration and impact  and added into the 

controller training and competence management process. 

PIDD-35 Network Rail needs to report the level of adherence to the 
production of Prioritised Plans by Control in order for compliance 

to be measured. 

NTF-OG 

PIDD-36 All TOCs should review the contents of their local Plans and CSL2 

threshold definitions against the content of the new ACoP to 
ensure they are fit for purpose. 

Ops. 

Council 

PIDD-37 So that customers who use Social Media to contact a TOC about 

disruption are not ignored, all TOCs need to review how they 

service the information needs of these customers throughout the 

period they are running trains. 

IDG 

PIDD-38 So that customers receive consistent information about multi-TOC 

disruptions across all channels, industry-wide Social Media good 

practice for providing information needs to be captured and 

shared, whilst also taking into account individual TOC business 
needs. 

CIS-DB 

PIDD-39 So that TOCs can make manual announcements to customers on 

trains, including DOO operated services, the work previously 

done to ensure the GSM-R modifications are made, which will 

allow TOC controllers to make remote announcements to the train, 
will be delivered subject to costs. 

NTF-OG 

PIDD-40 All TOCs need to review their local Plans to ensure that they are 

reflective of the type of service they are running e.g. commuter / 

long distance / metro. 

 

Ops. 

Council 

PIDD-41 To increase transparency and accountability, TOCs should publish 

what they are doing under their local Plan issued under the ACoP, 

together with the ACoP itself and an annual progress report. 

Ops. 

Council 

PIDD-42 

published on the Network Rail website and an annual progress 

report provided. 

NTF-OG 

PIDD-43 

cross-reference each other. 

NTF-OG 

PIDD-44 TOCs and Network Rail should hold periodic cross-industry 

reviews of local plans in order to make sure they are up-to-date 

and also to share good practice. This should also include test 
events to make sure that the information dissemination processes 

are kept up-to-date and fit for purpose. 

NTF-OG 

PIDD-45 To help trigger the right cultural response this action plan will be 

circulated to all TOC and Network Rail Route MDs in order for 

them to provide the right level of focus on PIDD within their 

businesses. This will promote high level leadership for the local 

delivery of the action plan. 

NTF 
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PIDD-46 So that the industry can respond effectively to engineering 

overruns, contingency plans should be in place and TOCs and 

Network Rail should ensure that planning, control and passenger 
information functions are staffed appropriately when engineering 

work is taking place, including on the day before services are due 

to resume  which might include Christmas Day and Boxing Day. 

NTF-OG 

PIDD-47 So that accurate information can be provided to customers when 
short-notice timetable changes are necessary, the industry will 

actively explore options that would enhance its ability to, at any 

time of year, upload alternative timetables into Darwin on the day.  

OPSG 

PIDD-48 So that customers have access to the full details of their journey 

when there are engineering works, textual descriptions should 
explain what is being done and why.  

OPSG 

PIDD-49 TOCs and third party retailers should ensure that throughout the 

journey-selection and purchase process it is clear that the journey 

ferent station than usual 

 

OPSG 

PIDD-50 The industry needs to change the way it communicates suicides on 

the railway. Instead of the current phrase "person being hit by a 
train", a change will be made to take account of the recent 

Transport Focus and Samaritans research. The Industry have 

 

IDG 
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Appendix A: References and Definitions 

References 

None   

Definitions 

  

ACOP  Approved Code of Practice  

CSL2  Customer Service Level 2 

NPS National Passenger Survey  

PIDD Passenger Information during Disruption 

  

 


