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1 Introduction 

We aim to maintain high levels of customer satisfaction                                        
with the information we provide during service disruption  

This document is intended to provide an overview of the arrangements that Arriva Rail London(ARL) has in place to 
deliver information to customers during service disruption, as well as a summary of the ongoing workstreams to 
improve our performance. 

Our arrangements are designed to comply, with the current version of the ATOC Approved Code of Practice for 
Passenger Information During Disruption (PIDD ACOP)to the extent applicable to a Metro railway. Cross-reference to the 
key requirements of the PIDD ACOP is made in Appendix B and to the rail industry action plan in Appendix C.  

ARL will continue to review these arrangements on an annual basis or whenever an update to the PIDD ACOP is 
published. Our key principles 

We have developed 10 key principles  which provide a high level view of our approach to managing service disruption. 
Our current principles are shown in the diagram below. 

Figure 1: Our 10 key principles for effectively managing service disruption 
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2 Our approach 

2.1 Key principle 1 – Communicating a ‘core message’ during disruption 

 

2.1.1 Application of these arrangements  

The arrangements within this document apply whenever CSL2 (Customer Service Level 2) has been declared. Our 
thresholds for declaring CSL2 are based on our delay matrix, which has been agreed with Transport for London (TfL) and 
uses the line statuses that are common with other TfL modes. These line status and an explanation of their meaning is 
shown in the table below. 

Line status Definition 

Good service Trains are running normally. 

Minor delays Trains are running but with short delays.  

Severe delays Trains are running but with longer delays. Overcrowding and short notice changes are likely. 

Part-suspended Trains are running but not to all stations. Overcrowding and short notice changes are likely. 

Suspended Trains are not running. 

Figure 2: Line status definitions 

The thresholds for determining the status are evaluated on a line by line basis. The London Overground network is 
composed of the following individual lines: 

 Gospel Oak to Barking 

 Highbury & Islington to New Cross, Crystal Palace, West Croydon and Clapham Junction 

 Stratford to Richmond and Clapham Junction 

 Watford Junction to Euston 

 London Liverpool Street to Chingford 

 London Liverpool Street to Cheshunt (via Seven Sisters)  

 London Liverpool Street to Enfield Town 

 Romford to Upminster 

The delay matrix and criteria used by our Control team to determine the line status and the subsequent threshold for 
declaring CSL2 is shown below. It is designed to take account of the frequency of trains on a given line of route, the 
impact of the disruption to customers travelling in that area and the availability of alternative options.  

For London Overground services, CSL2 would apply whenever a line of route is experiencing ‘severe delays’ or has been 
‘part-suspended’ or ‘suspended’.   

  

1 
We will keep customers informed of the ‘Problem’, ‘Impact’ and ‘Advice’ 
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Line status Criteria (these can vary by line of route) 

Minor delays  A train is at a stand for more than 10-15 minutes 

 A train is running more than 15 minutes late 

 A train is cancelled or terminated short of its destination 

 One or more trains are not calling at a station on a line of route 

Severe delays  A train is at a stand for more than 20-30 minutes 

 A train is running more than 30 minutes late 

 Multiple trains in one direction are cancelled or terminated short of its destination 

 There is a gap in service of around twice the line frequency 

Part-suspended /  

Suspended 

 Network Rail has closed all or part of a line of route to all train movements for at least 

15 minutes AND 

 The line or part of the line is expected to remain closed for at least 30 minutes 

 Figure 3: Our delay matrix criteria 

In extreme circumstances, we may choose to issue ‘Do Not Travel’ advice if our network experiences extreme 
circumstances that restrict our ability to operate our service. This will only be implemented following authorisation from 
an on-call Director. 

2.1.2 Management arrangements 

Within our Control Centre, our Control team led by the duty Control Shift Manager is responsible for declaring CSL2 and 
leading the response to service disruption, which includes all communication requirements. 

2.1.3 CSL2 control communications framework 

Our CSL2 control communications framework shown below provides a high-level overview of the communications that 
we provide from our Control Centre. 

 

Figure 4: Our CSL2 control communications framework 

The CSL2 control communications framework is composed of the following elements: 

 Disruption warning – An initial warning message, communicated internally, whenever the Control Centre 
becomes aware of likely service disruption; this is an optional message that may or may not precede a 
holding message depending on the circumstances 
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 Holding message – An initial message to advise that disruption is occurring and encourage recipients to be 
alert for further information; this is sent within 10 minutes of our Control team becoming aware of trains 
coming to a stand or an incident occurring which is likely to breach the CSL2 threshold. 

 Core message – A regular disruption message every 20 minutes containing the key elements our staff and 
customers need to be adequately informed during CSL2; where a disruption event has reached a steady 
state, we may reduce the frequency of these updates to once per hour. 

2.1.4 Issuing communications 

Our Control team is responsible for ensuring that communications are issued during CSL2. 

Our core method of communication is our Orinoco Control Communications system, which provides messages via the 
Orinoco mobile app or in e-mail format or to our frontline staff and managers, other Train Operating Companies, 
Transport for London, National Rail Enquiries and external media groups. Transport for London and National Rail 
Enquiries use this information to broadcast information via their communications channels, listed in section 2.2.1 below. 

At stations, we provide information on our customer information displays, on both summary of departure displays and 
platform indicators. If information integrity becomes poor for any reason, we may choose to overwrite train timetable 
information with an information message and/or replace real-time information with the standard timetable. We also 
broadcast messages via the public address systems where such equipment is available and encourage our staff on the 
ground to supplement these with tailored local information where possible. 

Our frontline staff at stations have access to iPhones and iPads which provides information from Control as well as 
access to the wider sources of information in the public domain. Network Rail are responsible for the communication of 
real-time information to our Drivers during the course of the journey. 

2.1.5 Core message communications model 

All of our communications are designed to follow our core message communications model as far as possible within the 
limits of the information available to our Control Centre. The model provides a set of best practice principles for 
delivering a comprehensive message that provides all of the information our staff and customers need to make an 
informed decision regarding their onward journey. 

The core message communications model is composed of three key elements as shown in the diagram below. 

 

Figure 5: Our core message communications model 
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Figure 6: Example Core Message from our Orinoco communication system 

2.1.6 Describing the problem 

When describing the problem, we try to use industry-agreed reasons (as prescribed by the industry’s Information 
Development Group) to ensure that a common language is used across the industry and provide locations using 
customer-friendly terminology (i.e station names rather than railway locations). However, this may not be possible 
when using particular systems with restricted functionality or when providing information to third parties who may use 
their own language to describe delays. 

2.1.7 Describing the impact 

When describing the impact, we try to ensure that we use simple terminology to ensure that customers can make an 
informed decision regarding their journey. We will always provide an estimate of the expected duration of disruption, 
unless circumstances or available information prevent us from doing so. 

2.1.8 Providing advice to customers 

We have tailored our customer and staff advice to suit each of the line statuses in our delay matrix. Our current general 
guidelines on providing customer advice are shown in the table below. 
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Delay status Advice 

Good service Travel as planned. 

Minor delays Expect slightly longer journey times. 

CSL2 statuses Consider using alternative routes. 

Do Not Travel Arrival at their destination cannot be guaranteed. Avoid all non-essential travel. 

Figure 7: Customer advice 

2.1.9 Reviewing communications via multiple channels 

During a disruption event, our duty Control Shift Manager monitors disruption messages from other Train Operating 
Companies to ensure that the messages from different operators affected by the same incidents are consistent. The 
team is also responsible for reviewing the information provided on the Transport for London and National Rail Enquiries 
websites to ensure that this is equally consistent with the information delivered from the Control Centre.  

Our Control Team has access to a Customer Information Dashboard ‘Darwin Alerting and Reporting Tool’ (DART) which 
they use to proactively ensure that information is consistent across all electronic channels. 

 

Figure 7: Our DART Dashboard showing electronic communications across many channels. 
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2.2 Key principle 2 – Providing a disruption warning 

 

2.2.1 Off-network 

ARL does not operate a customer website, telephone enquiry service, alerting facilities or social media for the London 
Overground network but we provide information to both Transport for London and National Rail Enquiries for inclusion 
in the following information services: 

Transport for London  Customer Services Team – 0343 222 1234. 0800-2000 seven days a week. 

 Customer website and mobile site; journey planner; service update boards (live 
line statuses); e-mail updates. 

 @LDNOverground Twitter channel 

National Rail Enquiries  Customer website, mobile site and mobile app; journey planner; live departure 
boards 

 TrainTracker and TrainTracker Text; Alert Me 

 @NRE_LndnOvergnd Twitter channel; NRELondonOverground Facebook channel 

 

 

2.2.2 On-station 

We aim to provide a disruption warning across all locations at the station to ensure that customers can make an 
informed choice regarding their journey. We employ the following methods at our stations to provide an initial warning 
to our customers: 

 Electronic Service update boards (eSUB) – We provide the status of each of our lines to London 
Underground’s Control Centre (LUCC) who update the London-wide service update board systems for 
websites, stations and third-party users.  

 Manual Service update boards (SUB)– We provide manual white boards at stations with route level line 
status information. 

 Posters – Our suite of disruption posters provide a clear warning to customers. We encourage our staff to 
display a disruption warning poster, information poster and alternative route poster in a visible location at 
the entrance to each station. 

2 
We will provide a disruption warning in all locations where our customers need them. 
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Figure 8: Our suite of disruption posters 

 Signage – We have created temporary signage which can be used to alert our customers to the occurrence 
of disruption and to encourage them to contact our staff for further information. This is particularly used at 
ticket vending machines to ensure customers are aware of disruption before they purchase a ticket. 

 Customer information systems – Our Customer Service Control team provide a disruption warning in the 
form of messages on our customer information systems as well as maintaining an accurate and updated 
timetable. 

 Announcements – As well as announcements from the Control Centre and automated train delay 
announcements, we have mobile public address equipment on some stations and encourage our staff to 
supplement standard announcements with more personalised information for customers at the station. 

 Help points – We have help points on all our stations which are handled by National Rail Enquiries or our 
Control teams.  

 
2.3 Key principle 3 – Making alternative routes available 

 

2.3.1 Alternative route plan 

As soon as we declare CSL2, we encourage our customers to consider using alternative routes. Customers are 
encouraged to use alternative rail routes where possible from nearby stations or use local buses for short hop journeys. 
Our alternative route plan includes ticket acceptance arrangements with all National Rail and Transport for London 
modes to ensure that customers have access to the most convenient route to complete their journey. Our staff have 
access to iPhones and iPads with a range of journey planning tools to provide comprehensive alternative route 
information to our customers. 

We have worked with National Rail Enquiries and their mapping provider, Project Mapping, to produce a customer-
facing version of our alternative route plan and these are now available on the National Rail Enquiries website and in a 
poster format for display at stations.  

3 
We will make alternative route information readily available as early as possible. 
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Figure 9: Our alternative route map for our Richmond/Clapham Junction to Stratford lines, showing all the recommended alternative routes 

2.3.2 Ticket acceptance 

Our alternative route plans are linked to the rail industry’s joint ticket acceptance agreement, which provides automatic 
ticket acceptance for National Rail ticket holders on all National Rail TOCs and London Underground services for a 
minimum period of 90 minutes on delivery of a CSL2 Core Message via the Orinoco Control communications system. 
Ticket acceptance is currently arranged by telephone for Docklands Light Railway, London Trams and London Buses. 

This does not apply to Oyster users as the Oyster Conditions of Use on National Rail Services states that, during service disruption, 

customers will be charged for the journey they zones and services use. Rail replacement bus services 

As London is well served by alternative routes, we feel that rail replacement bus services are of limited value during 
service disruption. However, we do aim to provide rail replacement bus services in the following circumstances: 

 Cancellation of the first or last trains on any line of route 

 Suspension of services at Carpenders Park where a rail replacement bus shuttle service can be operated to 
and from Bushey to connect with London Midland and London Buses services  

 Suspension of services for more than 3 hours between Willesden Junction and Shepherd’s Bush or between 
Watford Junction and Harrow & Wealdstone  

 Suspension of services for more than 3 hours between Southbury and Cheshunt 

  



 

 

 
Arriva Rail London PIDD Local Delivery Plan – Issue 1 (November 2016) 

Page 11 of 26 

2.3.3 Communication of alternative routes 

The availability of alternative routes for a particular disruption event is communicated via the Orinoco Control 
communications system. This information is used by our staff, Transport for London and National Rail Enquiries to 
communicate advice to customers. 

Our alternative route maps are available to customers on the National Rail Enquiries website and any disruption 
information provided on this site includes a link to the relevant map. This map is also available in a poster format for 
display at our stations. 

2.4 Key principle 4 – Ensuring electronic information sources are accurate and up to date 

 

2.4.1 Off-network  

Our Control team is responsible for sending train alteration information via our station customer information systems or 
Darwin Workstation whenever cancellations, alterations or known delays are occurring.  This information is fed directly 
into Darwin, the National Rail Enquiries real-time timetable database, which provides direct updates to National Rail 
Enquiries journey planners, feeds and linked customer information systems. 

It is important to note that only those journey planners powered by Darwin can be updated with live train alterations. 

Our Control Team has access to a Customer Information Dashboard ‘Darwin Alerting and Reporting Tool’ (DART) which 
they use to proactively ensure that information is consistent across all electronic channels. 

2.4.2 Stations 

All our stations are equipped with a customer information system which provides realtime information to the customer 
information displays and public address systems. Our displays show timetable information and live train running 
information with the ability to display supplementary information messages. Our public address systems broadcast 
automated next train and live update information with the ability to broadcast supplementary live or scheduled 
announcements. At the current time, some stations on the West Anglia Inners route network are not equipped with 
public address systems. 

Our Control team is responsible for maintaining the accuracy of customer information systems whenever cancellations 
and alterations are necessary or whenever delays to trains become known. However, there are times when our Control 
teams can become overwhelmed by the large number of cancellations and alterations which occur during service 
disruption, preventing us from displaying accurate individual train information to customers. If information integrity 
becomes poor for any reason, we may choose to overwrite train timetable information with an information message 
and/or replace real-time information with the standard timetable. 

During 2015, the majority of customer information systems at stations were linked to Darwin. The Darwin CIS project 
has ensured that information across the entire National Rail network is consistent and provides us with the opportunity 
to deliver cancellation, alteration and delay information directly to other operator’s systems, rather than to rely on 
those operators to input this information separately into their systems. 

The Thales customer information system that serves stations between Dalston Junction and Surrey Quays was taken out 
of the scope of the Darwin project and our Customer Service Resources team will continue to make separate manual 
inputs in to this system whenever changes to train services occur. We are working with TfL to research solutions for 
replacing the system on this part of our network with one that is linked to Darwin. 

  

4 
We will ensure that electronic information sources are accurate and up to date. 
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The table below shows how customer information at stations is currently controlled across our network. 

Line  Station type Stations CIS capability 

Gospel Oak to 

Barking 

ARL  stations All stations between Gospel Oak and 

Woodgrange Park except Blackhorse Road 

Amey system fully controlled by 

ARL with link to Darwin  

Other 

operators’ 

stations 

Blackhorse Road Amey system with full information 

control for London Overground 

and  with link to Darwin  

Barking ATOS system fully controlled by 

c2c but linked to Darwin 

Highbury & 

Islington to 

West Croydon 

and Clapham 

Junction 

ARL  stations Canonbury, Clapham High Street and 

Wandsworth Road  

Amey system fully controlled by 

ARL  with link to Darwin  

All stations between New Cross Gate, 

Crystal Palace and West Croydon 

Amey system fully controlled by 

ARL  with link to Darwin  

All stations between Dalston Junction and 

Surrey Quays except Canada Water 

Thales system fully controlled by 

ARL  but with no planned link to 

Darwin 

Other 

operators’ 

stations 

Highbury & Islington Amey system with full information 

control for London Overground 

and with link to Darwin  

Canada Water and Whitechapel Thales system with full 

information control for London 

Overground platforms only but 

with no planned link to Darwin 

Denmark Hill and New Cross ATOS system fully controlled by 

Southeastern but linked to Darwin 

Queen’s Road Peckham and Peckham Rye Amey system fully controlled by 

Southern but linked to Darwin  
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Line status Station type Stations CIS capability 

Stratford to 

Richmond 

and Clapham 

Junction 

ARL  stations All stations between Hackney Wick, 

Imperial Wharf and South Acton, except 

those managed by other operators listed 

below  

Amey system fully controlled by 

ARL  with link to Darwin  

Other 

operators’ 

stations 

Gunnersbury, Highbury & Islington, Kew 

Gardens and West Brompton 

Amey system with full information 

control for London Overground 

and with link to Darwin  

Clapham Junction and Richmond Amey system fully controlled by 

South West Trains but linked to 

Darwin 

Stratford Amey system with full information 

control for London Overground 

platforms and with link to Darwin; 

ATOS system fully controlled by 

MTR Crossrail but linked to Darwin 

Watford 

Junction to 

Euston 

ARL  stations Bushey platforms 1 & 2 Amey system with full information 

control for London Overground 

and with link to Darwin  

Carpenders Park, Headstone Lane, Hatch 

End, Kilburn High Road, South Hampstead, 

Watford High Street and Willesden 

Junction 

Amey system fully controlled by 

ARL  with link to Darwin  

Other 

operators’ 

stations 

Watford Junction ATOS system fully controlled by 

London Midland but linked to 

Darwin 

All stations between Harrow and 

Wealdstone and Queen’s Park except 

Willesden Junction 

Amey system with full information 

control for London Overground 

and with link to Darwin  

London Euston ATOS system fully controlled by 

Network Rail but linked to Darwin 
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Line status Station type Stations CIS capability 

London 

Liverpool 

Street to 

Chingford 

ARL  stations  All stations between Bethnal Green and 

Chingford except Walthamstow Central 

ATOS system fully controlled by 

ARL  with link to Darwin 

Walthamstow Central ATOS system with full information 

control for London Overground 

and with link to Darwin 

Other 

operators’ 

stations 

London Liverpool Street ATOS system fully controlled by 

Network Rail but linked to Darwin 

London 

Liverpool 

Street to 

Cheshunt and 

Enfield Town 

ARL  stations  All stations between Bethnal Green, 

Enfield Town and Theobalds Grove except 

Seven Sisters 

ATOS system fully controlled by 

ARL  with link to Darwin 

Seven Sisters ATOS system with full information 

control for London Overground 

and with link to Darwin from 2015 

Other 

operators’ 

stations 

Cheshunt ATOS system fully controlled by 

Abellio Greater Anglia but linked 

to Darwin 

London Liverpool Street ATOS system fully controlled by 

Network Rail but linked to Darwin 

Romford to 

Upminster 

ARL  stations  Emerson Park ATOS system fully controlled by 

ARL  with link to Darwin 

Other 

operators’ 

stations 

Romford ATOS system fully controlled by 

MTR Crossrail but linked to Darwin 

Upminster ATOS system fully controlled by 

c2c but linked to Darwin 

Figure 10: Customer Information Systems 

2.4.3 Day A for B process 

Where an emergency timetable has been authorised under the industry’s Day A for Day B process, the Control team is 
responsible for checking to ensure that any amendments to the train plan have been downloaded correctly from 
Network Rail overnight. This is carried out as part of the standard CIS checks undertaken every day, with any errors 
corrected using Darwin workstation and/or CIS systems. 

2.4.4 Delay Reasons 

Following research undertaken by Transport Focus and Samaritans the industry has agreed to adopt the new phrase 
“emergency services dealing with an incident”, to communicate suicide incidents on the rail network. The old reason 
‘person hit by a train’ has been removed from ARL’s electronic systems and staff have been briefed on using the new 
reason. 
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2.5 Key principle 5 – Providing good customer service 

 

2.5.1 Customer service mobilisation during service disruption 

Within our Control Centre, our Control team, led by our duty Control Shift Manager, is responsible for leading our 
response to service disruption. 

In addition to our traditional stations roles, we have introduced a new team of Customer Service Ambassadors, who are 
generally deployed to provide a greater staff presence on platforms at our busier stations during the morning and 
evening peak periods. However, this is a flexible role which provides us with an additional team of customer service staff 
that can be deployed to the locations where our customers most need them. Our Revenue Protection Inspectors can 
also be withdrawn from revenue protection duties if required to support the customer service response.  

Within our Station Management Team, we are committed to ensuring that our Station Delivery Managers are out of the 
office and on the network during the morning and evening peak periods to support our frontline teams and lead on our 
response to managing service disruption on the ground during these busy periods. 

2.5.2 Stations 

We have customer service staff at all our stations from 15 minutes before the first train until 15 minutes after the last 
train, every day of the week. We aim to be visible, available and happy to provide assistance to customers during service 
disruption as we know that customers value the opportunity to speak to a human being when things go wrong. 

We have developed the following key principles to describe the key attributes of the service we provide to our 
customers : 

 

Figure 11: Our Customer Service Principles 

2.5.3 Trains 

All of our trains are operated in ‘Driver Only Operation’ (DOO) mode, so we do not routinely have staff within the 
passenger accommodation on board our trains. However, we do have Revenue Protection Inspectors and TravelSafe 
Officers roaming the network who are equipped with smart devices, allowing them to access online content from TfL 
and National Rail Enquiries as well as internal communications. 

In a situation where a train has been stranded, our Control team may decide to send a support team to the train, 
depending on the circumstances, to support the Driver and provide assistance to customers on board. 

 
  

5 
We will be visible, available and happy to provide assistance to customers 
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2.6 Key principle 6 – Reassuring customers with regular announcements 

 

2.6.1 Stations 

Most London Overground stations are equipped with public address systems which broadcast automated next train and 
live update information with the ability to broadcast supplementary live or scheduled announcements.  We have local 
public address capability at these stations and we encourage our staff on the ground to make tailored local information 
where possible and when required. 

Only eight stations on our routes from Liverpool Street to Enfield Town, Cheshunt and Chingford have automated public 
address equipment. All stations can make manual local announcements. 

At a number of key stations, we have also invested in mobile public address equipment which delivers localised 
information at platform level. This is used particularly during the morning and evening peak periods. 

Our systems are designed to ensure that information shown on displays and broadcast via public address systems is 
consistent and we have a suite of public address guidelines for our staff, which have been designed to ensure that 
announcements are consistent with the Core Message Communications Model. 

 

  

Figure 12: Our framework for station announcements  

2.6.2 Trains 

All our trains are equipped with public address systems which broadcast automated route and next station information. 
All of our trains are operated in ‘Driver Only Operation’ (DOO) mode, so we do not routinely have staff within the 
passenger accommodation on board our trains. However, Drivers are encouraged to supplement the automated 
announcements to keep customers updated and provide re-assurance.  

6 
We will reassure customers with regular announcements on stations and trains 
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Figure 13: Our framework for on-train announcements 

2.7 Key principle 7 – Considering our older and disabled customers 

 

2.7.1 Policies and practices 

We produce a guide, entitled “Making rail accessible: Helping older and disabled customers”, which shows how we are 
committed to helping less able customers travel more easily on our network. We also publish a complete version of our 
Disabled Person’s Protection Policy, entitled “Making rail accessible: guide to policies and practices”. Together, these 
documents provide more details regarding the services we provide, particularly during service disruption. 

   

Figure 14: Our suite of customer and policy documents setting out our commitments to our older and disabled customers 

2.7.2 Off-network 

Where service disruption is likely to affect customers who have pre-booked assistance for their journey with us, our 
Control team will make every effort to contact them in advance of their journey to make alternative arrangements. 

2.7.3 Stations 

All of our stations are equipped with a customer information system which drives the customer information displays 
and, at most stations, the public address systems. Our displays show timetable information and live train running 
information with the ability to display supplementary information messages. Our public address systems broadcast 
automated next train and live update information with the ability to broadcast supplementary live or scheduled 
announcements. At the current time, some stations on our routes to and from London Liverpool Street are not 
equipped with public address systems. 

7 
We will consider the impact of disruption on our older and disabled customers 
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As all of our stations are staffed, we aim to ensure that staff are available to proactively assist our older and disabled 
customers if they pre-book assistance and/or identify themselves to our staff on arrival at the station. During service 
disruption, this assistance can include the following: 

 Changing platforms during short notice platform changes 

 Providing accessible alternative transport if alternative routes are inaccessible 

 
2.8 Key principle 8 – Avoiding long waiting times at platform level 

 

We understand the inconvenience that is caused to customers who are able to make their way to platform level at our 
stations to discover there are no trains available. To combat this, we encourage our staff to take practical steps to alert 
our customers to the occurrence of disruption as soon as they arrive at the station 

2.8.1 Disruption warning 

Our key principle 2 regarding the provision of disruption warning is designed to ensure customers are aware of 
disruption before they touch-in with their Oyster card and/or reach the platform. 

2.8.2 Platform closure 

If a line of route is suspended and no trains are expected to run, we encourage our staff to close off platforms or 
prevent access to the compulsory ticket area beyond ticket barriers. Some of our stations are equipped with permanent 
tensile barrier equipment and all our stations have ‘Disruption Kits’ with barrier tape for our staff to use for this 
purpose. 

2.9 Key principle 9 – Delivering our service to all customers 

 

2.9.1 Services to other operators 

In addition to London Overground services, our stations are served by services operated by Abellio Greater Anglia, 
London Midland, London Underground and Southern. As a Station Facility Owner, we provide an impartial service to all 
customers at the station, regardless of the operator with whom they are travelling. 

Our staff at stations have access to information about other operators’ services, which includes access to the TfL and 
National Rail Enquiries websites. We also encourage other operators to share their operational information directly with 
our staff, including the Core Message output from Control. 

2.9.2 Ticket acceptance 

We have a flexible approach to ticket acceptance and will provide it to any operator who requests it during service 
disruption.  As part of our membership of the joint industry ticket acceptance arrangement, our Control team are 
responsible for monitoring incoming messages in Orinoco from members of the scheme and conveying National Rail 
ticket acceptance information to our staff. 

 
  

8 
We will act to avoid long waiting times on platforms when no trains are available 

9 
We will provide an impartial service to all customers, regardless of their travel choice 
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2.10 Key principle 10 – Reducing the inconvenience caused 

 

2.10.1 Operational contingency plans 

We have a number of operational contingency plans, forming part of our Control Manual on the company intranet, 
which are designed to reduce the inconvenience caused to customers during disruption. Our key contingency plans are 
as follows: 

 Operational contingency plans - Individual plans for each of our lines of route, agreed with Network Rail 
and/or other train operators; these provide clear guidance to our Control team regarding the services we 
can operate when access to infrastructure is restricted 

 Stranded trains procedure – This procedure provides guidance to our Control team regarding the process to 
be adopted if a train is stranded as well as information for the support teams who may be asked to attend 
the incident 

 Defective on-train equipment procedure – These plans provide guidance on managing defects to 
equipment on our fleet 

 Incident response procedure – These plans provide guidance on how to respond to various types of 
incidents which may affect our network, helping to minimise disruption  

 Key route strategy – These plans, which include emergency timetables, provide clarity regarding the 
services we will operate during extreme weather conditions when access to infrastructure may be limited 

The decision to implement these contingency plans is taken by ARL  Control team in conjunction with the relevant 
Network Rail Control.  

2.10.2 Customer care policies 

We have a number of customer care policies, which are designed to reduce the inconvenience caused to customers 
during disruption. Our key policies are as follows: 

 Cheapest ticket policy - We aim to ensure that customers purchasing National Rail tickets are not penalised 
by being charged more for their tickets during service disruption than they would expect to pay if services 
were running normally. 

 

 

 Compensation policy – We aim to ensure that customers can receive compensation when they are delayed 
for reasons within our control by 30 minutes or more on London Overground or arrive at their National Rail 
destination over 60 minutes late on a through journey.  

 

EXAMPLE 1 - Compensation policy 

10 
We will try to reduce the inconvenience caused to customers during disruption 
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A customer travelling from Shepherd’s Bush to Gospel Oak is delayed by 35 minutes due to a technical problem on 

the train at Kensal Rise. 

In this instance, the customer can log on to their TfL online account within 30 days and apply for a refund of the 

appropriate single fare for the journey. 

EXAMPLE 2 - Compensation policy 

A customer travelling from South Tottenham to Southend Central arrives 75 minutes late due to a technical problem 

on the train at Leyton Midland Road. 

In this instance, the customer can log on to their TfL online account within 30 days to apply for compensation. They 

will receive a refund of the appropriate single fare for the journey on London Overground or the amount shown in 

the National Rail Conditions of Carriage, whichever is greater. 

Figure 16: Compensation policy 

 Do Not Travel policy – We may need to issue ‘Do Not Travel’ advice to prevent customers from 
commencing journeys when extreme circumstances may restrict our ability to operate trains 

EXAMPLE – Do Not Travel policy 

Heavy snowfall is preventing train operators from running their services and many trains have become stranded due 

to electrical supply problems.  

In this instance, train operators may issue ‘Do Not Travel’ advice. This means that customers should be warned that 

travel to their destination cannot be guaranteed. 

Figure 17: Do Not Travel policy 

 Last train policy – We aim to ensure that customers whose last train is cancelled or who will miss their last 
connecting services due to disruption are not stranded with no alternative options  

EXAMPLE – Last train policy 

A customer is travelling from Shoreditch High Street to Crawley, connecting to Southern services at New Cross Gate. 

Due to a technical problem, the customer has been stranded on a train and has missed their last connecting service. 

In this instance, our station staff can contact our Control team who will review the options available and ensure that 

the customer is not stranded. 

Figure 18: Last train policy 

 Missed connection policy – We aim to ensure that customers travelling with National Rail tickets are not 
penalised for missing a booked connection due to service disruption. 

 

 

 

 

EXAMPLE – Missed connection policy 
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A customer travelling from Headstone Lane to Birmingham New Street has an Advance ticket with a seat reservation 

on a connecting Virgin Trains service at Watford Junction. 

Service disruption is occurring and the customer will arrive late at Watford Junction and miss their connection.  

In this instance, tickets can be stamped and endorsed ‘DISRUPTED ON LO’ with the headcode of the train to ensure 

customers can take a later train without any penalty. 

Figure 19: Missed connection policy 

 Period of amnesty policy – We aim to ensure that customers travelling with National Rail tickets who had to 
travel via an alternative route on an outward journey due to service disruption are not penalised if they 
have a legitimate reason for returning via that same route. 

EXAMPLE – Period of amnesty policy 

A customer has purchased a ticket from Mill Hill Broadway to Colchester. They intended to travel on Thameslink 

services to West Hampstead, changing for the Overground to Stratford before joining their onward Abellio Greater 

Anglia service to Colchester. 

Thameslink services are suspended but ticket acceptance has been granted on London Overground services. The 

customer decides to drive to Hatch End and use London Overground for their journey as far as Stratford. However, on 

the return journey, there is no service disruption but the customer needs to go back to his car at Hatch End station. 

In this instance, our Revenue Protection Inspectors and station staff will use their discretion and/or seek advice from 

our Control team. The customer should not be penalised for returning via this same route. 

Figure 20: Period of amnesty policy 

 Refund policy – We aim to ensure that customers with National Rail tickets whose train is cancelled or 
delayed as they commence their journey can abandon their trip and receive a full refund. 

EXAMPLE – Refund policy 

A customer has purchased a ticket from Kensington Olympia to Clapham Junction. Their original planned train has 

been cancelled and services on the line have been suspended. 

In this instance, customers may return their unused ticket to the ticket office to receive a full refund without any 

administration fee. Alternatively, they may apply to their original point of sale within 28 days of expiry of the ticket. 

Figure 21: Refund policy 
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2.10.3 Disruption kits 

Each of our stations has a ‘Disruption Kit’, a box of useful tools to support our staff to deliver the service to our 
customers during service disruption. The kits, containing items such as our alternative route plans, barrier tape, 
loudhailers and high visibility clothing, are reviewed periodically by our Station Management Team to ensure that all 
equipment is available and in working condition. 

2.11 Supporting principles 

2.11.1 Management arrangements 

Within our Control Centre, our Control team is responsible for leading the response to service disruption, from both a 
customer service and operational perspective. Our Control Centre is open 24 hours a day and has a key role in co-
ordinating our staff on the ground. 

Out of hours, we operate a number of on-call structures. For the Customer Service team, we operate a two-tier 
Customer Service On-call structure, composed of ‘First Line’ frontline Station Delivery Managers and ‘Second Line’ HQ 
and senior managers with frontline customer service experience.  For the Operations team, we operate a two-tier 
Operations On-call structure, composed of ‘First Line’ Driver Managers with frontline safety and traincrew management 
experience and ‘Second Line’ Operations Managers with incident management experience. The designated on-call 
managers are available by telephone 24 hours a day to provide guidance to the Control team and provide a 
management presence where required. These on-call structures are supported by a high-level on-call structure 
composed of ARL  Directors and Professional Heads of Department. 

2.11.2 Annual review of communications systems 

Our Control Information and Systems Manager is responsible for undertaking an annual review of our communication 
systems to ensure that the information and data contained within them remains up to date. This review will include: 

 Reviewing address books to ensure that all necessary recipients are included 

 Reviewing the content of pre-templated messages to ensure that all information remains accurate and up 
to date 

2.11.3 Understanding our responsibilities during service disruption 

We have produced a miniguide to service disruption to help our frontline teams to understand the end to end process 
for delivering customer information, as well as their specific responsibilities to customers during CSL2.  

 

Figure 22: Customer Service Miniguide - Service disruption 
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3 Service disruption review 

3.1 Introduction 

As a Concessionaire, operating the London Overground network on behalf of TfL, ARL  is subject to an independent 
customer satisfaction regime which measures and monitors the perceptions of our customers. Along with the insights 
we receive from our customers via our Customer Relations team, we intend to use these together to track the 
satisfaction of our customers and determine any future actions to improve our performance. 

3.2 Our measures 

3.2.1 Customer Satisfaction Survey (CSS) 

TfL commissions an independent survey of customer satisfaction every quarter across all its modes, including London 
Overground.  As part of the Customer Satisfaction Survey (CSS), customers are asked a direct question regarding 
information during disruption on stations and trains, rating their level of satisfaction on a scale from 0 to 10 where 10 
represents extreme satisfaction and 0 represents extreme dissatisfaction. A mean (average) score is calculated out of 
100 for the network as a whole. 

We use the following CSS measures to track our performance: 

 Information during disruption (station) – This provides the average level of satisfaction with information at 
stations 

 Information during disruption (train) – This provides the average level of satisfaction with information at 
trains 

3.2.2 Customer feedback 

Our Customer Services Team collates all the complaints we receive regarding the provision of information. Each quarter, 
we review the customer feedback we receive to understand how our customers feel about the information we provide 
during disruption and determine our key focus areas for the next quarter. We are proud that ARL currently receives one 
of the lowest levels of complaints in the UK rail industry. 

3.2.3 Performance data 

Each period, we review the severity of disruption using the Cancellation and Significant Lateness (CaSL) figures, which 
give us a good understanding of the impact of a particular period’s disruption on our customers. 

CaSL is defined as the percentage of passenger trains which are cancelled in part or full, or which arrive at their final 
destination 30 or more minutes later than the time shown in the public timetable. 

3.3 Current performance 

Train performance 

Measure 13-period MAA to period 10 

(ending 09 Jan 2016)  

Previous 13-period MAA 

(ending 03 Jan 2015) 

Change 

Cancellations and 

Significant Lateness 

2.25% 1.67% +0.58% 

Figure 23: Cancellation and Significant Lateness (CaSL) 

Performance has dipped over the past year, due to the knock-on effect of the blockade at London Bridge and the 
performance of the rolling stock we inherited for our routes to and from London Liverpool Street. However, train 
performance is returning to normal levels.  
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Customer satisfaction 

Measure Most recent survey 4-quarter MAA Change 

Information during 

disruption – stations 

81.89 (Q2 2016-7) 82.26 + 

Information during 

disruption – trains 

83.12 (Q2 2016-7) 81.28 += 

Figure 24: Customer Satisfaction Survey (CSS) scores for information during disruption on stations and on trains 

NB – These are the most recent results available at this time for the previous operator of the Overground concession 
LOROL. 

We continue to achieve some of our highest ever satisfaction scores for information during disruption in the last 
quarter. 

In the last Customer Satisfaction Survey, we scored 82 out of 100 on stations and 84 out of 100 on trains for information 
during disruption - this equates to an average customer rating of 8 out of 10. 
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4 Continuous improvement  

This section provides an overview of the projects and workstreams underway to continuously improve the way we 
manage information during disruption. 

4.1 Projects completed 

This section will be completed after the next PIDD Review with details of projects completed by ARL. 

 

4.2 Projects in progress  

 Orinoco 2 – we are upgrading our class 378 fleet and Orinoco staff app to provide staff with realtime 
loading information. This project is expected to be completed in May 2017. 
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Appendices 

A  PIDD-on-a-page: RADAR diagram 

B Cross-reference to the key requirements of the PIDD ACOP 

C Cross-reference to the PIDD rail industry action plan 
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PIDD-on-a-page: RADAR diagram 

R   RESULT desired High levels of satisfaction with information during service 

disruption 

 

 

A   APPROACHES planned D   Approach DEPLOYED 

1 
We will keep customers 

informed of the ‘Problem’, 
‘Impact’ and ‘Advice’ 

 Orinoco messages to staff, managers, other TOCs, TfL, NRE and external media 
 Messages on CIS displays and PA broadcasts at stations 
 Smart devices for frontline staff with Driver communications via Network Rail 

2 
We will provide a disruption 

warning in all locations where 
our customers need them 

 TfL and NRE websites 
 Station posters, signage, service update boards, CIS displays and PA broadcasts  

3 
We will make alternative route 

information readily available 
as early as possible 

 Pre-determined alternative route plans 
 Alternative route posters at stations and on the NRE website 
 Automatic ticket acceptance from the first Tyrell message 
 Rail replacement bus services 

4 
We will ensure that electronic 

sources of information are 
accurate and up to date 

 Train alterations into Darwin 
 Train alterations via CIS systems 

5 
We will be visible, available and 
happy to provide assistance to 

customers 

 Fully staffed stations with Customer Service Ambassadors and Station Delivery 
Managers providing extra support at busy times 

 Revenue Protection Inspectors and TravelSafe Officers across the  network 

6 
We will reassure customers with 

regular announcements on 
stations and on trains 

 PA broadcasts on stations 
 PA broadcasts on trains 

7 
We will consider the impact of 

disruption on our older and 
disabled customers 

 Proactive contact for pre-booked assistance customers affected by disruption 
 Proactive assistance on stations 

8 
We will act to avoid long waiting 

times on platforms when no trains 
are available 

 Disruption warning (see principle 2) 
 Platform closure or prevented access to platforms if lines are suspended 

9 
We will provide an impartial 

service to all customers, 
regardless of their travel choice 

 Impartial service to all customers regardless of operator 
 Flexible ticket acceptance policy 

10 
We will try to reduce the 
inconvenience caused to 

customers during disruption 

 Operational contingency plans 
 Customer care policies 
 Disruption kits 

 

 

A Success ASSESSED 
Customer Satisfaction Survey: Information on service disruption (stations/trains) 
Customer Relations: Complaints regarding the provision of information 

 

 

R  Approach reviewed and REFINED 
Our Head of Customer Service Development  

will lead an annual PIDD review 
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Cross-reference to the key requirements of the PIDD ACOP 
 

Requirement shown in the PIDD ACOP Cross-reference to ARL’s PIDD Local Delivery Plan 

8.1 – General 

 

Service disruption thresholds and CSL2 2.1.1 (Application of these arrangements) 

Understanding of the end-to-end PIDD process 
2.11.3 (Understanding our responsibilities during service 

disruption) 

8.2 – Operations 

 

In the Control Room 2.1.2 (Management arrangements) 

Issue of a Holding Message 

2.1.3 (CSL2 control communications framework) 

2.1.4 (Issuing communications) 

2.1.5 (Core message communications model) 

Mobilisation of Operations /CS response teams 2.5.1 (Customer service mobilisation during service 

disruption) 

Alterations to train services 
2.4.1 (Off-network) 

2.4.2 (Stations) 

Contingency plans 2.10.1 (Operational contingency plans) 

Cause of the disruption 2.1.5 (Core message communications model) 

Control Room immediate actions 

2.1.3 (CSL2 control communications framework) 

2.1.4 (Issuing communications) 

2.1.5 (Core message communications model) 

2.3.2 (Ticket acceptance) 

2.5.1 (Customer service mobilisation during service 

disruption) 

2.7.2 (Off-network) 
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Requirement shown in the PIDD ACOP Cross-reference to ARL’s PIDD Local Delivery Plan 

8.3 – Customer Service 

 
 

Holding/Core Messages 

2.1.3 (CSL2 control communications framework) 

2.1.4 (Issuing communications) 

2.1.5 (Core message communications model) 

Alternative Routes and Ticket Validity 

2.3.1 (Alternative route plan) 

2.3.2 (Ticket acceptance) 

2.3.3 (Rail replacement bus services) 

2.3.4 (Communication of alternative routes) 

Cheapest Ticket and Do Not Travel policies 2.10.2 (Customer care policies) 

Other Railway Undertakings’ passengers 
2.9.1 (Services to other operators) 

2.9.2 (Ticket acceptance) 

8.3.1 - At the Station 

 Grouping Stations Together 
Not applicable - we do not take this approach to delivering 

customer information and seek to provide all of our stations 

with a network-wide view 

 Customer Information Screens (CIS) 2.4.2 (Stations) 

 Announcements 2.6.1 (Stations) 

8.3.2 - On the Train 

 Information Flow 2.1.4 (Issuing communications) 

 Sharing Information 2.5.3 (Trains) 

 Announcements 2.6.2 (Trains) 

 Face-to-face customer service 2.5.3 (Trains) 

8.3.3 – Internet, Social Media and Telephone 2.2.1 (Off-network) 

8.4 – Learning for the Future 

 PIDD – Focused Incident Reviews 2.11.4 (PIDD review) 
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Cross-reference to the PIDD rail industry action plan 
 

 Issue unresolved   Issue but mitigation in place  On-track   Completed   Not applicable 

Recommendation and current status Cross-reference to ARL’s PIDD Local Delivery Plan and/or comments 

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-route disruptions) for incorporation into the “Good Practice Guide for 
providing Information to Customers” and TOCs then need to deliver the changes to desktop 
and mobile websites and Smartphone apps. 
 
Owner: Information Development Group 
Delivery Date: March 2017 to fully implement 

NOT APPLICABLE TO ARL 

As a Concession, ARL does not operate its own customer information websites or apps. 

Information regarding London Overground services can be found on the National Rail 

Enquiries or Transport for London websites. 

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 continue to 
maintain/improve the proportion of known amendments, for changes made on the day, being 
communicated in a timely fashion into Darwin i.e., before the train is due to depart its origin 
station, or within 5 minutes of being cancelled once it has started its journey. 
 
Owner: Operations Council 
Delivery Date: May 2015 

ARL PIDD Local Delivery Plan, Paragraph 2.4.2 

Our Control team is responsible for maintaining the accuracy of customer information 

systems whenever cancellations, alterations or known delays are notified by the 

Operations Control team. 

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, work needs to be done to increase the 
number of suppliers who integrate the Darwin Timetable feed into their journey planners - 
and ticket issuing systems that offer journey planning functionality – in real time. This is to 
make sure that customers receive up-to-date information and are not offered cancelled trains 
in journey results – and therefore cannot book onto trains that will not run. 
 
Owner: Information Development Group 
Delivery Date: March 2017 

NOT APPLICABLE TO ARL 

As a Concession, ARL does not operate its own journey planners or ticket issuing 

systems offering journey planning functionality. 
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Recommendation and current status Cross-reference to ARL’s PIDD Local Delivery Plan and/or comments 

PIDD 
04 

 

 

For longer term disruptions (like Dawlish when the line collapsed during the storms in early 
2014), the industry should develop a process for getting passenger information into 
downstream systems at the earliest, practical opportunity and for the duration of the 
disruption. 
 
Owner: National Task Force – Operators Group 
Delivery Date: August 2015 

INDUSTRY WORKSTREAM LED BY NATIONAL TASK FORCE – OPERATORS GROUP 

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. 
 
Owner: National Task Force – Operators Group 
Delivery Date: May 2015 

ARL PIDD Local Delivery Plan, Paragraph 2.4.3 

The process has been communicated to our Train Planning team. 

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. 
 
Owner: Information Development Group 
Delivery Date: May 2015 

ARL PIDD Local Delivery Plan, Paragraph 2.4.3 

Our Control team is responsible for checking to ensure that any amendments to the 

train plan have been downloaded correctly from Network Rail overnight. 

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 (and other relevant digital channels) as 
specified in the “Good Practice Guide for providing Information to Customers”. 
 
Owner: Customer Information Strategy Delivery Board 
Delivery Date: March 2017 

NOT APPLICABLE TO ARL 

As a Concession operator, ARL does not operate its own websites. Information 

regarding London Overground services can be found on the National Rail Enquiries or 

Transport for London websites. 
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Recommendation and current status Cross-reference to ARL’s PIDD Local Delivery Plan and/or comments 

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. 
 
Owner: Information Development Group 
Delivery Date: May 2015 

ARL PIDD Local Delivery Plan, Paragraph 2.1.9 

Our Control team is responsible for reviewing the information provided on the TfL and 

National Rail Enquiries websites to ensure that this is equally consistent with the 

information delivered from the Control Centre. 

PIDD 
09 

(Merged into PIDD-07) 
 

PIDD 
10 

(Merged into PIDD-19) 
 

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. 
 
Owner: Operations Council 
Delivery Date: October 2014 

ARL PIDD Local Delivery Plan, Paragraph 2.11.2 

Our Control Information and Systems Manager is responsible for undertaking an 

annual review of our communication systems, which includes reviewing address books 

to ensure that all necessary recipients are included. 

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. 
 
Owner: Customer Information Strategy Delivery Board 
Delivery Date: March 2016 

ARL PIDD Local Delivery Plan, Paragraph 4.1 

All London Overground frontline customer facing staff have access to iPads and 

iPhones along with a range of enterprise applications to deliver customer 

information. 

 

PIDD 
13 

 

 
 
 

In order to make sure that communications to customers about disruptions are more 
meaningful, the list of revised reasons should be implemented within TOC messaging and 
Darwin for dissemination to customer information systems. 
 
Owner: Information Development Group 
Delivery Date: May 2015 

ARL PIDD Local Delivery Plan, Paragraph 2.1.6 

We have obtained quotations for our Amey system and an order has been placed. We 

are awaiting quotations from Worldline. It is highly likely that our Thales system will be 

replaced in the short term so we are not proposing to make any changes to this system 

at the present time. 
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Recommendation and current status Cross-reference to ARL’s PIDD Local Delivery Plan and/or comments 

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. 
 
Owner: Information Development Group 
Delivery Date: December 2015 

NOT APPLICABLE TO ARL 

As a Concession operator, ARL does not deliver information directly to customers. 

Information regarding London Overground services can be found on the National Rail 

Enquiries or Transport for London websites. 

PIDD 
15 

 

 

To increase customers’ trust in the information they are being told 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. 
 
Owner: National Task Force – Operators Group 
Delivery Date: March 2017 

ARL PIDD Local Delivery Plan, Paragraphs 2.6.1 and 4.1 

We have local public address capability at most of our stations and we encourage our 

staff on the ground to make tailored local information where possible and when 

required. We are currently undertaking a plan of works that will provide public address 

to those stations on our routes to and from Liverpool Street where this is not available. 

Our Operations team is working on a campaign to improve the delivery of information 

on board, which begins with Driver briefings in the next briefing cycle. 

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. 
 
Owner: National Task Force – Operators Group 
Delivery Date: May 2015 

ARL PIDD Local Delivery Plan, Paragraph 4.1 

We have removed automated apology announcements from all systems. 

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. 
 
Owner: Information Development Group 
Delivery Date: May 2015 

ARL PIDD Local Delivery Plan, Paragraph 2.2.2 

Our disruption warning and apology posters proactively include details of 

compensation arrangements. Compensation payments are managed by Transport for 

London on our behalf and there have been London-wide campaigns to educate 

customers about how to claim. 

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). 
 
Owner: Information Development Group 
Delivery Date: May 2015 

NOT APPLICABLE TO ARL 

Compensation payments are managed by Transport for London on our behalf and are 

available to customers via the TfL website. 
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Recommendation and current status Cross-reference to ARL’s PIDD Local Delivery Plan and/or comments 

PIDD 
19 

 

 

So that customers are aware of disruptions, the industry needs to develop and implement a 
method of tying a customer’s journey to 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). 
 
Owner: Commercial Board 
Delivery Date: March 2019 

NOT APPLICABLE TO ARL 

ARL does not collect individual customer information when selling tickets at stations 

and does not operate any ticket sales websites. 

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 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. 
 
Owner: Customer Information Strategy Delivery Board 
Delivery Date: October 2015 

NOT APPLICABLE TO ARL 

As a Concession operator, ARL does not deliver information directly to customers. 

Information regarding London Overground services can be found on the National Rail 

Enquiries or Transport for London websites. The design of our timetable literature is 

specified by Transport for London. 

PIDD 
21 

(Merged into PIDD-19) 
 

PIDD 
22 

(Withdrawn) 
 

PIDD 
23 

 

 

All TOCs need to review the apps & devices made available to staff to ensure that they’re fit 
for purpose (i.e. does the device have the right functionality and right level of mobile coverage 
for the location that the staff member works in?) for providing customers with accurate 
information and TOCs will write into their Local Plans to review on an ongoing basis. 
 
Owner: Operations Council 
Delivery Date: May 2015 

ARL PIDD Local Delivery Plan, Paragraph 4.1 

We have completed our review and are introducing a new control communications 

system, mobile technology and apps 

PIDD 
24 

 

 
 
 

The industry will update its processes to make sure that they reflect the requirement for staff 
make announcements when the train comes to a stop between stations within 2 minutes. This 
includes increased usage of “general call” announcements. 
 
Owner: Operations Council 
Delivery Date: March 2016 

ARL PIDD Local Delivery Plan, Paragraph 4.1 

This is included within our new Customer Service Miniguide 
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Recommendation Cross-reference to ARL’s PIDD Local Delivery Plan and/or comments 

PIDD 
25 

 

 
 

Customers should to not be forced to pay more because of disruption. In the eventuality that 
they are forced to pay more, ‘no quibble’ refunds should be provided. 
 
Owner: Commercial Board 
Delivery Date: March 2017 

ARL PIDD Local Delivery Plan, Paragraph 2.10.2 

We operate a cheapest ticket policy to ensure that customers are not forced to pay 

more because of disruption when buying a National Rail ticket. We will offer refunds to 

customers with valid National Rail tickets who are forced to pay more through no fault 

of their own. 

This does not apply to Oyster users as the Oyster Conditions of Use on National Rail 

Services states that, during service disruption, customers will be charged for the 

journey they zones and services they use. 

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. 
 
Owner: Commercial Board 
Delivery Date: March 2018 

INDUSTRY WORKSTREAM LED BY COMMERCIAL BOARD 

PIDD 
27 

(Merged into PIDD-19) 
 

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 
 
Owner: Customer Information Strategy Delivery Board 
Delivery Date: March 2016 

NOT APPLICABLE TO ARL 

All our stations are staffed at all times and are equipped with customer information 

systems. 

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. 
 
Owner: Operations Council 
Delivery Date: May 2015 

INDUSTRY WORKSTREAM LED BY OPERATIONS COUNCIL 
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Recommendation Cross-reference to ARL’s PIDD Local Delivery Plan and/or comments 

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. 
 
Owner: Information Development Group 
Delivery Date: May 2015 

INDUSTRY WORKSTREAM LED BY INFORMATION DEVELOPMENT GROUP 

 

PIDD 
31 

 

 
 

TOCs should monitor the quality of their own output for CSL2 incidents. 
 
Owner: Operations Council 
Delivery Date: May 2015 

ARL PIDD Local Delivery Plan, Paragraph 3.2.4 

Our Control Information and Systems Manager regularly undertakes reviews of CSL2 

output from Control. 

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. 
 
Owner: Operations Council 
Delivery Date: October 2015 

We are awaiting confirmation from ATOC of the industry standard. 

 

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 – this should be along the lines 
of the disruption is “expected at least until…” or similar. 
 
Owner: National Task Force – Operators Group 
Delivery Date: May 2015 

ARL PIDD Local Delivery Plan, Paragraph 2.1.7 

We will always provide an estimate of the expected duration of disruption, unless 

circumstances or available information prevent us from doing so. Once agreed wording 

is provided from the workstream led by National Task Force – Operators Group, we will 

seek to use it where practicable. 

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 – and added into the controller training and competence management process. 
 
Owner: National Task Force – Operators Group 
Delivery Date: October 2015 

INDUSTRY WORKSTREAM LED BY NATIONAL TASK FORCE – OPERATORS GROUP  
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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. 
 
Owner: National Task Force – Operators Group 
Delivery Date: May 2015 

NOT APPLICABLE TO ARL – NETWORK RAIL ACTION 

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. 
 
Owner: Operations Council 
Delivery Date: December 2014 

This plan has been reviewed against the latest PIDD ACOP. 

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. 
 
Owner: Information Development Group 
Delivery Date: October 2015 

NOT APPLICABLE TO ARL  

As a Concession operator, ARL does not deliver information directly to customers. 

Social media channels for London Overground services are managed by Transport for 

London and National Rail Enquiries 

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. 
 
Owner: Customer Information Strategy Delivery Board 
Delivery Date: December 2015 

NOT APPLICABLE TO ARL  

As a Concession operator, ARL does not deliver information directly to customers. 

Social media channels for London Overground services are managed by Transport for 

London and National Rail Enquiries. 

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, needs to be re-
invigorated – and delivered subject to costs. 
 
Owner: National Task Force – Operators Group 
Delivery Date: March 2017 

INDUSTRY WORKSTREAM LED BY NATIONAL TASK FORCE – OPERATORS GROUP 
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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. 
 
Owner: Operations Council 
Delivery Date: December 2014 

This plan has been reviewed and is appropriate for a metro operation. 

PIDD 
41 

 

 

To increase transparency and accountability, TOCs should set out what they are doing under 
their local Plan issued under the ACoP, together with the ACoP itself and an annual progress 
report. 
 
Owner: Operations Council 
Delivery Date: October 2015 

We intend to publish this plan on the ARL website, along with a link to the ACoP. The 

progress report is shown within this plan. 

PIDD 
42 

 

 

The Network Rail “Guidance Note for Control, Response and Station Staff: Information During 
Disruption” document should be published on the Network Rail website and an annual 
progress report provided. 
 
Owner: National Task Force – Operators Group 
Delivery Date: May 2015 

NOT APPLICABLE TO ARL – NETWORK RAIL ACTION 

PIDD 
43 

 

 

The PIDD ACoP and the Network Rail “Guidance Note for Control, Response and Station Staff: 
Information During Disruption” should cross-reference each other. 
 
Owner: National Task Force – Operators Group 
Delivery Date: October 2015 

NOT APPLICABLE TO ARL - INDUSTRY WORKSTREAM LED BY NATIONAL TASK FORCE – 

OPERATORS GROUP 

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. 
 
Owner: National Task Force – Operators Group 
Delivery Date: December 2015 

INDUSTRY WORKSTREAM LED BY NATIONAL TASK FORCE – OPERATORS GROUP 
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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. 
 
Owner: National Task Force  
Delivery Date: May 2015 

INDUSTRY WORKSTREAM LED BY NATIONAL TASK FORCE 

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. 
 
Owner: National Task Force 
Delivery Date: November 2015 

INDUSTRY WORKSTREAM LED BY NATIONAL TASK FORCE 

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. 
 
Owner: Operations Steering Group 
Delivery Date: TBC 

INDUSTRY WORKSTREAM LED BY OPERATIONS STEERING GROUP 

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. 
 
Owner: Operations Steering Group 
Delivery Date: March 2016 

INDUSTRY WORKSTREAM LED BY OPERATIONS STEERING GROUP 

PIDD 
49 

 

 

TOCs and third party retailers should ensure that throughout the journey-selection and 
purchase process it is clear that the journey returned is not the normal one (examples include 
if there’s a bus journey, if it’s taking longer than normal; if the train’s diverted from normal 
route; if the journey’s to a different station than usual or if there’s a reduced or significantly 
amended timetable etc.). 
 
Owner: Operations Steering Group 
Delivery Date: TBC 

NOT APPLICABLE TO ARL 

As a Concession, ARL does not operate its own journey planners or ticket issuing 

systems offering journey planning functionality. 
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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 agreed to adopt the new 
phrase “emergency services dealing with an incident”, to communicate suicide incidents on 
the rail network. 
 
Owner: Information Development Group 
Delivery Date: December 2015 

ARL PIDD Local Delivery Plan, Paragraph 2.4.4 

We have implemented this change; however, we believe that further guidance is due 

to be issued that may supersede this action 
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