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PURPOSE AND DECISION REQUIRED

1.1

The purpose of this paper is to provide an update on the progress and
developments relating to London Underground’s (LU) Service Status
Information, especially electronic service status information.

1.2

The Panel is asked to note this paper.
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BACKGROUND

2.1

A key objective for Transport for London (TfL) is to provide its customers with
accurate and timely Real Time Information (RTI) in order to enable them to
make informed decisions about their journey options. Many channels are
used to meet this customer demand for RTI on LU and other TfL rail services:

2.2

(a)

direct face to face contact with staff;

(b)

station and train public address (PA);

(c)

Electronic Service Update Boards (ESUBs) in station ticket halls;

(d)

ESUBs on National Rail stations; and

(e)

TfL website and mobile applications.

Work to develop and improve customer RTI has been underway over the last
six months. The broad aims of the work are to:
(a)

improve the accuracy and detail of the information; and

(b)

extend the reach of the information we provide.

Below is an update of progress that has been made so far and a summary of
planned future developments.
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REAL TIME INFORMATION CHANNELS
Station staff information (face to face and public address (PA))

3.1

BlackBerrys have now been rolled out to staff at key stations. This enables
staff to have direct access to the real time information feeds and allows them
to pass on this information to customers much more quickly. At present, staff
can only use the BlackBerrys in ‘surface areas’. The introduction of Wi-fi will
enable use in all station areas where there is Wi-fi coverage.
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3.2

Wi-fi capability has been installed at 16 stations where RTI access is available
to LU staff and it will be launched at up to 100 more stations over the next six
months. Wi-fi will:
(a)

enable staff to access the real time information in all areas of the Wi-fi
enabled station;

(b)

enable customers to access the TfL website for free, thus allowing them
to use Journey Planner and get real time service updates (the mobile
‘rainbow board’);

(c)

enable customers to access other on-line services (as provided through
a Concessionaire) including travel applications; and

(d)

provide potential for further developments in the future, ranging from
internal operational data capture (such as asset condition data), and
potentially remote supervision devices (e.g. a hand held device that
would allow a station supervisor to make status announcements over
the PA system while out and about on the station, rather than within the
station control centre, and even access CCTV feed), or indeed new
generation customer devices such as updated help-points with face to
face communication capability. These and other potential applications
will be reviewed over the next year or so.

3.3

Station staff receive training once a year on why, when and how they should
be making Service Status announcements on the public address at their
station. Training modules are being revised to account for Wi-fi capability.

3.4

The requirements set out in training are reiterated in the PA Guidelines which
give very specific direction to staff on how the information they receive is to be
delivered to customers. Performance to these guidelines is measured by a
mystery shopping survey (MSS).
Train staff (PA)

3.5

The focus on train operators giving real-time customer information remains.
This will continue to be promoted through the line management and monitored
through the MSS.
Electronic Service Update Information

3.6

The service update ‘rainbow screen’ displayed on Transport for London
ESUBs/website and mobile applications is widely used source of RTI. Since
the last update (July 2011), the information displayed has been improved in
the following ways. A new style of presentation to show ‘day to day service’
was launched in November 2011, as shown in Appendix 1. The new style:
(a)

standardises service terminology across all TfL modes and media;

(b)

standardises the graphic presentation of the Service Update
Information; e.g. what you see on the ESUB in the station is now what
you see on the TfL website;

(c)

now shows DLR and London Overground services;

(d)

now shows multiple ‘Service Status’ for each LU, DLR or Overground
line. E.g. if on the District line, only the Wimbledon branch has a
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different status to the rest of the line, the ESUB will now show two
service statuses for the District line as follows;
(i)

District line: Wimbledon-Earls Court – Severe Delays

(ii)

District line: Rest of line – Good Service

NB. on the TfL website this ‘multiple service status’ facility is currently
delivered via a ‘click through’ action. From March 2012, this will be
improved further by the use of a ‘hover’ function.
(e) a new style of presentation has been developed for use when the
Underground is experiencing widespread disruption (e.g. due to strike or
large scale power failure), as shown in Appendix 2. This will be launched
in May 2012. In keeping with what passengers say is most useful at such
times, the new style highlights the sections of lines that are running with
good service rather than those that are disrupted;
(f) a single point, through a single uniform resource locator (URL), for others
to access TfL’s Service Status Information has been developed. This will
make sure that there is accuracy and consistency of presentation of TfL
Service Status Information on third party screens (e.g. those screens on
National Rail stations). This will be live in March 2012;
(g) ESUBs also show disruption on national rail services in the free text are;
and
(h) train departure boards are now available on line.
Electronic Service Update Boards (ESUBs)
3.7

The following details relate to ESUBs and Service Update Information:
(a) there are 335 ESUBs on 250 LU stations;
(b) by April 2012, 26 ESUBs will be operational on DLR stations;
(c) by March 2013, 10 further LU stations that do not currently have an ESUB
will have one (assuming planning consent is granted);
(d) by March 2013, 13 ESUBs will be delivered on those National Rail stations
that LU serves (e.g. Barking);
(e) 50 electronic service update information screens will be rolled out on
London Overground stations. The roll out will commence in September
2012 after the Games;
(f) all TfL ESUBs will be enabled to support the customer information
provision during the Games;
(g) 19 displays on National Rail stations (e.g. Euston);
(h) the TfL website reaching nine million users a month; and
(i) hundreds of syndicated mobile applications with over 500,000 regular
users, enabled by our policy of making all of our data openly available in
raw form.
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Future developments
3.8

In addition to the further changes to existing channel provision outlined above,
TfL is investigating the use of Twitter information to enhance service provision.
At present, customers are able to “follow” TfL to get basic information just as
on the website.

3.9

A pilot is being developed to give much more specific information about
delays, events, estimated time of service resumption etc., using data feeds
from the Network Operations Centre (NOC), and a team of dedicated Twitter
correspondence agents who are able to convert appropriately into customer
language. Under this it is proposed that each line will also have its own feed
which maybe more popular for customers who typically use only one or two
lines. This is the approach being taken in a number of Train Operating
Companies. The proposition is in the early stage of scoping, but is likely to
form part of TfL’s wider offering as its Digital Strategy develops.
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RECOMMENDATION

4.1

The Panel is asked to NOTE this paper.
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CONTACT

5.1

Contact:
Number:
Email:

Gareth Powell, Director of Strategy and Service Development,
London Underground
020 7918 4664
GarethPowell@tfl.gov.uk
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Appendix 1
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Appendix 2
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