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Introduction

The rail industry is too often represented publicly by a small gang of company
directors whose eyes are fixed on their owning group’s share price, or on the
Department for Transport’s latest cost-cutting wheeze.

These people are not the industry. The rail industry is the 10s of 000s of men and
women who operate it day in, day out — people who know better than anyone else
what a well-functioning railway that meet the needs of passengers would look like.

In this survey, you hear the voices of the men and women who really run the
railway.

RMT surveyed rail workers in six categories: fleet maintenance, track and
infrastructure maintenance, on-board staff, station staff and other staff. We asked
them questions based on the rail industry’s proposed cuts to track maintenance,
ticket offices and jobs and its attempts to bring in new multi-functional roles and
revive Driver Only Operation.

Workers were asked about their view of the impact of the proposed cuts on
passengers. In addition to quantitative evidence, RMT sought to collect testimony
and examples from the frontline keyworkers who deliver rail services.

The union opened the survey of its members on 18 July. Within five days it had
received more than 10,000 responses.

Please indicate which of the following best describes your

job.

Fleet maintenance 3.97% 420

Track and other infrastructure maintenance and engineering 37.26% 3944

Station staff / ticket office / Revenue protection 15.57% 1648

On-Board staff 19.92% 2108

Signalling Operations 16.21% 1716

Other (please specify) 7.07% 748
Answered 10584




Executive Summary:

e Almost 70% of Network Rail track and infrastructure maintenance
workers reported that they had seen cuts to their operations in the
last year. Many workers are worried that maintenance has already
been cut too much and that Network Rail is risking passenger
safety.

e Almost 80% of Network Rail track and infrastructure maintenance
workers reported that they were aware of NR’s plans to cut
maintenance jobs and schedules in the future.

e A massive 92% of track and infrastructure maintenance workers
agreed that Network Rail’s cuts will put passengers at greater risk
with 75% strongly agreeing.

Track and infrastructure maintenance workers are very worried that Network Rail’s
move away from ‘preventive’ maintenance to ‘risk-based maintenance’ poses risks to
passengers. Network Rail’s move to cut the frequency of inspections and cut
specialist maintenance teams is seen to import massive risks into the network.
Network Rail is seen to rely too much on sub-contractors, like Railtrack before it, and
workers worry about this trend increasing in the future. The spectre of the disasters
at Hatfield and Potters Bar, which were related to failures in infrastructure
maintenance under Railtrack, as well as later fatal accidents like Grayrigg and
Stonehaven hangs over maintenance workers.

o 889% of station staff responding said that the government and
industry’s plans would worsen the passenger experience.

e 899% of station staff said that the plans would worsen the
experience for disabled passengers and those who need more
support.

There was a strong sense that the driving force behind plans to close ticket offices
and create a ‘multi-functional’ role for all station staff, was to reduce overall staffing
levels and hence costs. Many felt that already staffing levels were stretched, often
due to unfilled vacancies, and that further cuts would be affect the level of service
provided to passengers. There was also a view that merging all roles into one multi-
functional role would lead to a loss of expertise and specialist skills currently held by
station staff in various functions. Members highlighted the important role that ticket
offices play in ensuring that passengers get the right ticket of their journey and are
not overcharged. There was a widely held view that passengers would not get the
same level of advice and expertise under the industry’s plans and that this would be
detrimental to the passenger experience.



There was an overwhelming view that the rail industry’s plans for stations would be
damaging for passenger accessibility and disabled and elderly passengers would be
particularly affected. Staff also pointed out that elderly and disabled passengers are
often less likely to have access to online ticketing and rely on ticket offices. Staff felt
that the rail industry’s plan for stations and ticket offices, which would likely lead to
de-skilling and reductions in staffing, would impact the safety and security of both
staff and passengers.

e More than 85% of on-Board staff surveyed said they believed that
the government’s plans for introducing more Driver Only Operated
trains, which can run without a second member of staff on board,
and new multi-functional on-board staff roles, would worsen the
passenger experience.

e A massive 93% of on-board staff said they believed that it would
worsen the experience of travelling by train for disabled passengers
and those needing more support.

On-Board staff viewed the industry’s plans for multi-functional roles as being an
attempt to water down skilled roles. They point out that having a wider range of
responsibilities will practically overstretch staff and the TOCs will simply use this as a
way of reducing the overall humber of staff on trains. Many workers identified the
problem that more DOO will mean more services travelling without any second
member of on-board staff, increasing risks for passengers at the Platform Train
Interface and on board the train.

Many on-board staff identified the plight of disabled passengers as a particular issue.
Already badly served on Britain’s railways, disabled passengers would clearly lose
out even more under the industry’s plans. Around 40% of Fleet maintenance
workers reported that their employer has already cut maintenance inspections and
worry about the impact this is having on the safety of the rolling stock on Britain’s
railways.

e Around 30% of fleet maintenance workers are aware of plans to cut
maintenance schedules in the future.

e 70% of fleet maintenance workers said they believed that cutting
fleet maintenance regimes would put passengers at greater risk.
Lessening the number of inspections on fleet will increase the risk of
trains entering service with faults, increasing the risk of service
disruption or accidents.

Signalling operations workers are not hostile to the use of new technology but have
reservations that the need to cut costs is being prioritised over safety. They warn
that the drive to push signalling into a few Rail operating Centres risks losing local



knowledge and means that risks of failure are spread over a wider area. Many are
also worried about the growing workloads on signallers.



Track and other infrastructure
maintenance

Network Rail are proposing to completely restructure their maintenance function,
bringing in fundamental changes to working practices, rostering and competency
organisation. Most importantly, they are seeking to cut around 3,000 maintenance
posts and move away from ‘preventive maintenance’, in which there are regular
planned checks on rail, overhead lines, points and signals, toward ‘risk-based’
maintenance, which is more reactive.

Almost 4,000 Network Rail maintenance workers responded to RMT's survey which
asked them their views of these reforms.

Figure 1

In the last year, has your employer
already cut back on track or other
infrastructure maintenance inspections?
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Almost 70% of Network Rail track and infrastructure maintenance
workers reported that they had seen cuts to their operations in the last
year (Figurel).

Many workers are worried that maintenance schedules and capacity has
already been cut too much and that Network Rail is already risking
passenger safety:



“There are already not enough staff on the ground for the work we do. We
rely heavily on contractors. If we cut anymore our squads won't be able to go
out and actually do a job.”

“We are already running understaff and are struggling to respond to
incidents. There is not enough staff to manage the amount of alarms that
RCM brings”

“Rail defects especially in switches and crossings are at a high requiring every
other day or daily inspection. Permanent Way gangs are massively under-
staffed and jobs aren't getting done with a huge backlog. Work carried out is
bare minimum to keep strains from being stopped or speed restrictions
imposed. Heavy lifting and moving is now done manually because machines
won't be paid for. I've witnessed many high-ranking managers, supervisors
and engineers bend or completely ignore standards to keep them out the red.
It's not maintenance anymore but quite literally patch work to get us through
another day. The pressures put onto those on the tools daily is becoming to
much to manage. I work in maintenance P-Way and will not travel via train
seeing first had how bad its gotten over the past 10 years."

“Inspections and Maintenance are already at an all-time low. The amount of
jobs in back log is ridiculous and the amount of staff we already don't have is
ridiculous also. To now cut back even further would be nothing short of
unsafe. With inspecting reduced and the new fix on failure regs there is likely
to be another Potters Bar or Hatfield incident. We love our job and we love
the industry, therefore we want to protect our jobs and also the public!”

"I worked for BR in a maintenance length gang from 1976 till 1978 and then
track welding to the present day, I have never seen it looking so poor.”

“When I first started in the railway industry in 2002 the track condition was
not in great shape. More recent times it has got so much better. But you can
now see it is sliding back in the wrong direction again multiple clamps on rails
bad track conditions ( wet beds ) speed restrictions increasing again its sad
to see after so many years of it being good.”

“Already haven't got enough staff to maintain the track properly. Some of it
is already in a very poor condition.”

“Some parts of infrastructure are In a poor condition with little staff to keep
on top of them and deteriorating badly , yet the company only wishes to
spend on medium refurbs of locations (switches and crossings) when
complete renewals are required , as ever it's just about money and how much
they can save.”



“We are already massively behind with inspections, dozens upon dozens of
dangerous trees have been left for years which should have been Taken
down as much as 5 years ago! We are under staffed and cut backs on
overtime over the last couple.of years has lead to huge backlogs putting lives
at risk everyday.”

“At present due to the under staffing we are unable to undertake preventative
maintenance and can only undertake reactive and the travelling public are
already at risk so to frequencies and staffing levels further would only put
them at further risk of harm.”

Figure 2:

Are you aware of your employer planning
to cut back on track or other maintenance
in the future?
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A massive 92% of track and infrastructure maintenance workers agreed
that Network Rail’s cuts will put passengers at greater risk with 75%
strongly agreeing.
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To what extent to you agree of disagree
with this statement: “Cuts to track
maintenance will put passengers at
greater risk”

80.00%
70.00%
60.00%
50.00%
40.00%

30.00% H Responses
20.00%
10.00% .
0.00% - —— - ———
Strongly agree Agree Neither agree Disagree Strongly
nor disagree disagree

Track and infrastructure maintenance workers are very worried that
Network Rail’'s move away from ‘preventive’ maintenance to ‘risk-based
maintenance’ poses risks to passengers:

“General maintenance prevents failures - if we reduce maintenance, more
failures will occur that we previously could have caught. We're supposed to
prevent failures, not simply react. Failures can cause dangerous situations
and we should be doing everything we can to prevent them.”

“Inspection and preventive maintenance is there to discover faults and
problems to make sure our assets are in spec and working safely. Cutting
back on these services increases the chance something could be missed and
putting the public at great risk”

“In my view, the railway infrastructure and customers safety are better
protected by doing more inspections prior to an accident happening or the
fault leading to having to do reactive maintenance. If you do an inspection
and find nothing wrong this is far better than not doing an inspection and
missing a crack or something which leads to delays, and compromises safety

”

“Lengthening maintenance will result in a re-active instead of a pro-active
culture. This could result in any damage taken longer to be noticed and
possibly more serious and cost more and take longer to repair. This could
then cause more delays and customers becoming more dissatisfied when
asked.”
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“You would not maintain aircraft in the same manner Network Rail wish to
maintain the infrastructure. Fix it when it breaks is dangerous.”

“Risk based maintenance is playing with lives! Already with hot weather we
are seeing an increase in broken Fishplates etc. Under RBM they might not
necessarily be seen.”

“There will be fewer visual inspections. PLPR minor work will be prioritised
over more urgent work. Lack of staff to carry out work. I could go on and on
but the words "risk based maintenance" and the watering down of standards
ought to frighten most people.”

“Preventative maintenance was our bread and butter but now management
have us doing minimum maintenance and faults as they say software have
replaced it but assets are deteriorating in front of everyone'’s eyes.”

“Routine maintenance procedures have been implemented over the years to
prevent big track fails and protect rail freight and rail passengers from
disastrous accidents happening. By doing regular maintenance you also
prevent and reduce overall cost of huge faults and damages over time, by
diagnosing faults early on and prolonging life of track, materials and
equipment used on the railway. By reducing maintenance you are
jeopardising track safety for staff, passengers and in the long run costing
more money. It's like servicing a car regularly, you do it to keep yourself safe,
people around you safe and to prevent huge bills.”

“Would you trust risk-based maintenance to your family?”

Network Rail’s move to cut the frequency of inspections and cut specialist
maintenance teams is seen to import massive risks into the network

“It's our inspections and maintenance that keeps the moving parts of the
railway safe for the passage of trains. Cut back on our MSTs and track safety
will be massively compromised.”

“We have our maintenance tasks in response to previous accidents and
fatalities. They are there to protect the infrastructure and travelling public. To
remove over half of them is madness.”

“In my department, Network Rail Signalling & Telecom Maintenance and
Faulting, a reduction in site visits will be extremely dangerous. Degradation of
wires and cabling that goes unchecked could lead to another Clapham
disaster. A lot of the infrastructure in the North East is outdated, it is not yet
at a level where it can be maintained less.”

“My concern is if a team member is expected to have multi discipline
competencies they will be competent on paper but will not have the hands-on
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practice required to maintain that skill / competence due to having too many
competencies. Therefore mistakes will happen which could make things
unsafe.”

“The multi skilled operative won't have the necessary skills to cover multiple
disciplines that take years to master. Cutting the size of teams especially in
maintenance and track renewal will render the team ineffective. The focus will
be to setting up a worksite and handing back on time. Leaving less time to
get the activity started and completed. The experienced colleagues just won't
be utilised and able to focus on the job at hand.”

“As a grinder dealing with multiple derailment hazards weekly with a massive
growth in p8 failure being a major factor less maintenance and less men on
the ground finding these faults and less welders and grinders to fix them
could in fact be catastrophic. We are already understaffed as it is without
losing more skilled trained men to keep trains moving safely for all train users
the public put their trust in us as professionals to make rail travel safe and to
have peace of mind that every time they set foot through the door of a train
that they will get off at the other end safe and well our biggest fear is that
the lack of maintenance could have the potential for disaster.”

“With less routine preventative maintenance the signalling power supplies
could easily fall into a state of disrepair, we are already dealing with a lot of
faults caused by a lax maintenance programme over the last several decades,
only in the last few years have we modernised our approach to get on top of
maintenance. Reducing maintenance will pull our equipment back down to
the condition it was several years ago with more regular failures.”

“The less maintenance staff we have, the more likely there is to be mistakes.
We are human. We are told to 'take 5 for safety' and not to be pressured into
doing any work, and yet we are having added pressures by having less staff
to do the same work. Accidents are waiting to happen.”

“Any cut back of any type of maintenance at this moment in time will mean
less visual inspections of the rails, points and track circuits. This could result
in major accidents. For example a cracked rail, broken stretcher, damaged
switches, foreign obstructs that have potential to derail a train. Each have a
chance of being picked up by track circuits being shown occupied or a set of
points not getting detection but they equally have a chance of going
undetected and causing a major incident. Regular maintenance visits prevent
and minimise the chance of any of this happening and are essential in
keeping the railway safe and running to its fullest capabilities.”

“Periodic maintenance of assets ensures that degrading equipment can be
monitored and replaced or repaired before a failure arises. Many of our assets



13

are now or are becoming replace on failure. This can be dangerous or at least
cause delays, which could be prevented.”

“S&T cables from Norwich to Ipswich, installed in the 1980s are now life
expired meaning there are wrong side failures waiting to happen. They have
already pushed maintenance from 13 weekly to yearly, and intend to push it
out further. This means any chance of picking up defective cables will be
missed. Just this week we had a signal displaying two aspects due to a cable.
To be clear, most of the locations concerned do not have earth monitoring
equipment.”

“From what I've heard or has been rumoured the plan is to cut all inspections
across the board by some degree but certain inspections that from my
perspective are safety critical and are already at a strained frequency that
taking them back as far as they are proposing will leave the track open to
failures and drastically increase the risk to passengers as we will be relying on
technology and data to come in to cover this that is currently unreliable and
should not be considered acceptable risk.”

“Less maintenance, will cause longer delays in the long run. With less
maintenance, when something does go wrong it'll go wrong on a much larger
scale which will have a knock-on effect to passengers.”

“Cuts to inspections clearly means reduction in safety for passengers as even
at the current inspection timescales some faults and risks are only being
picked up at failure point.”

“One example is that we are seeing quite a few loose bolts on the motion
units that hold tubular stretcher bars on. In some cases, motion units have
already fallen off when found. A lot of these issues have been found not when
carrying out point maintenance but by either track walkers or staff in the area
for other maintenance. If all departments are extending maintenance
schedules then it means that we won't see areas and assets as often, giving
wider scope for something to potentially happen.”

“Our section in east Kent is the oldest and one of the largest. It requires a lot
of maintenance. I think to cut inspections and to cut maintenance is tempting
fate. I believe as a result of this, we will see a terrible accident occur.”

Network Rail is seen to rely too much on sub-contractors, like Railtrack
before it. Workers are deeply worried about this trend increasing in the
future:

“"Reducing maintenance or farming it out to contractors has always led to
major safety incidents, such as Potter’s Bar."
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“We are already down people in our section due to recruitment freeze
bringing agency in to cover or staff from other departments with faults
coming in all the time.”

“Less experienced employees and more contractors will result in less quality
and more chance of a major incident like the days of Railtrack. We are
already massively understaffed in my department and are using 6 contractors
regularly who are very inexperienced and need babysitting.”

“Understaffed at present to carry out the required activities, Too much
reliance on contracted personnel.”

“Our work bank is now growing exponentially, so excess is being passed to
contractors. After many of their fixes, we still are sent back to correct their
works at NRs expense. Even when still under guarantee, contractors are not
brought back to rectify their faults. Now their attitude to works we pass them

" n

is very much, “couldn’t care less”.

“Not enough manpower how means more use of inexperienced contractors
brought in most days to help cover work”

“In our depot the maintenance squad are already reliant on 6 agency workers
for every shift.”

“Less front line staff to undertake the work and inspections will result in more
work being outsourced to contractors who in many cases aren't as highly
skilled, trained, experienced or motivated and also are often unfamiliar with
the area they are working in which is a safety risk to both themselves and to
the users of the railway I.e.. the public”

The spectre of the disasters at Hatfield and Potters Bar, which were
related to failures in infrastructure maintenance under Railtrack, as well
as later fatal accidents like Grayrigg and Stonehaven hangs over
maintenance workers:

“Too many past rail incidents have been caused by cost cutting exercises,
often cutting back on maintenance and then front line staff. Front line staff do
their best to keep the railway running because we care about passenger
safety... But eventually something will give and it will come at a price that
many of us front line staff fear will be another rail incident like Potter's Bar or
Hatfield.”

“Our maintenance regimes have been built up on the accidents/incidents of
the past. A heavy and tragic price was paid that has led to a safer railway and
better understanding of maintenance. We should not be looking to take a
step backwards and go back to those days.”
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“Cutting back on maintenance is taking the railway back 30+ years where
major incidents occurred inflicting loss of life to the general public using train
services.”

“We're doing less and less maintenance than ever before. The last time we
(Railtrack) cut back in this amount there were disasters.”

“I've been on 33 years and I've been at Hatfield and Potters Bar crashes to
know what happens when you sub out work.”

“Hatfield and Potters Bar crashes were caused by maintenance cut-backs, it's
an accident waiting to happen.”

“Potters Bar 2002 - Inadequate maintenance. Grayrigg 2007 - Inadequate
maintenance. Hatfield 2000 inadequate maintenance”

“It will be only a matter of time until a Potter's Bar incident occurs.”

“Railtrack cut our maintenance to signalling and track and we ended up killing
passengers.”

New technology is not seen as an enemy but a tool that can help the job.
But workers worry that it is being tasked with doing too much in the rush
to substitute it for staff

“Some of the new technology (e.g. PLPR) only inspects the rail head. When
the track was inspected on foot the entire site boundary fence to boundary
fence was inspected, including structures. The plane line areas are now only
inspected by supervisors and the intervals for this is being extended. If there
is a problem within a plane line section. the likelihood it will be identified
before an incident is a lot less”.

“Although the PLPR train takes many thousands of pictures it’s still reviewed
by the human eye these staff have /will miss defects and even when it finds a
fault staff still have to attend site to rectify the fault.”

MMT's have their place but how many defects/cracks have been picked up by
workers well before the MMT is due?”

“Maintenance has been reduced within the S&T on the basis that Intelligent
Infrastructure monitored by flight engineers can spot potential failures before
they happen. The concept makes sense, but realistically it doesn't. We find on
many occasions that there is no flight engineer on duty, so potential future
faults aren't caught and passed on. They are also supposed to assist on faults
by using the raw data to guide us on what the failure could be. Again this
doesn't happen when there is no flight engineer on duty.”
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“Drones and other technology can't replace real time primary witness on the
spot giving a true appraisal of a condition.”

“Routine inspection and maintenance helps keep the tracks in good working
order and safe for trains. There are no amounts of technology that will be
better than the human eye using specialist tools to carry this out. The
technology involved in inspections is beneficial to aid the work force on the
ground but this shouldn’t be the main way we inspect the tracks.”

“Technology is moving forward and we now have the ability to see if a fault
on certain pieces of equipment (more in the future) is going to happen but
that in itself is creating more work for our TSG team who are already asking
for more staff. Also from what I know from colleagues within PWay they have
the same issues but in different expertise, they are already understaffed as
are we and have been for a long time due to the recruitment freeze. I think
looking at the amount of overtime that is carried out it is blatantly obvious
staff are required.”

“Over reliance on technology is not a substitute for trained staff on the
ground undertaking inspections.”

“I'm not convinced in the arguments put forward by Network Rail that new
technology like Drones are fit for purpose, when it comes to determining track
geometry issues such a voiding on track. Drones may occasionally see
movement but they cannot determine the amount of such track variation.
Network Rail are trying to sell them as an answer to remove staff from the
track as opposed to them simply being an additional tool which in my view is
all itis.”
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Station, ticket office and revenue
protection staff

The train operating companies plan to close around 1,000 ticket offices across the
country.

They also want to create new multi-functional station staff roles that combine retail,
customer services and operational roles at stations. Staff will be expected to work
longer hours while new entrants to the railway will be working for less money.

More than 1,600 station staff responded to RMT's survey, including those who work
on platforms, in ticket offices and on gatelines.

88%o of station staff responding said that the government and industry’s
plans would worsen the passenger experience.

The government and the industry plan to close all ticket offices
and industry want to create new ‘multi-functional’ station staff
roles in which people perform all duties on a platform (ticket
sales, gateline, customer assistance, dispatch and accessibi
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899% said that the government and industry’s plans would worsen the
experience for disabled passengers and those who need more support.
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What impact will these plans have on
disabled passengers and those
passengers who need more support?
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There was a strong sense that the driving force behind plans to close
ticket offices and create a ‘multi-functional’ role for all station staff, was
to reduce overall staffing levels and hence costs.

Many felt that already staffing levels were stretched, often due to unfilled
vacancies, and that further cuts would be affect the level of service
provided to passengers.

There was also a view that merging all roles into one multi-functional role
would lead to a loss of expertise and specialist skills currently held by
station staff in various functions.

“If multi skilling is a way to reduce staff numbers there will be less help for
customers. There will be staff rushing between roles and a loss of specialist
skills”

“Making staff multi-functional means less people for lots of different jobs.
Stretching resources so thinly is bound to impact customers in a negative way
especially the elderly and vulnerable who often need extra help with mobility
and guidance through the new processes”

“Modernisation is just another word for job cuts when there is no evidence to
suggests these jobs aren’t needed”

“It will stretch an already tired and understaffed work force. All they want to
do is run on minimal staffing rather than give the customers good quality care
and assistance.”
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“Making staff 'multifunctional’ just means having less staff on shift at a station
to struggle to do even the basics of their jobs. Even recently we've had
several instances of vulnerable passengers on the station, we've struggled to
give them the most basic of care due to our current staff coverage. If we had
less staff spread out over the station, we would not be able to give the proper
care people deserve.”

Members highlighted the important role that ticket offices play in ensuring
that passengers get the right ticket of their journey and are not
overcharged. There was a widely held view that passengers would not get
the same level of advice and expertise under the industry’s plans and that
this would be detrimental to the passenger experience.

“The Ticket Office is the first point of contact for most people requiring
assistance and/or reassurance about their journey.”

“Passengers still prefer people to give them the right information about ticket
prices and help with journey enquiries.”

“Customers need a dedicated customer service/ticket office where they can
purchase all tickets and railcards and have expert advice when they are
unsure about which is the best product to meet their requirements.”

“Ticket office staff knowledge is wide and varied and takes a lot of time to
build up. After 20 years, I am still learning as tickets, restrictions etc are
constantly changing. Having multi skilled staff is just devaluing the skills that
those current staff have.”

“People like to speak to a person especially if buying tickets for future travel
and can obtain advice on the best ticket, route and deals available you don't
get that from a machine. By cutting staff we will be unable to offer the
individual service that person requires.”

“Machines do not give the help or expertise of a human that has been doing
the job for years.”

“We routinely see people who have bought far too expensive tickets online
which they could have bought more cheaply and flexible from the ticket office
but they think they have to buy on line- that is what the advertising suggests
- and then having paid too much they have tickets not valid for the service
they are travelling on.”

“Often those living with learning difficulties, mobility impairments and
disabilities want to talk to a person rather than a confusing machine. People
don’t understand the complex intricacies of the ticketing system and will likely
pay more than if they were able to speak to a person in a ticket office.”
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“The ticket office where I work is constantly busy. Taking this away will have
a huge impact on their travel. If we are all multi-functional, we will no longer
be expertise in our sections and customers will have a diluted down customer
experience.”

“People will not have access to more complex ticketing queries. Many stations
will result in no staffing at all. Some disabled customers will be excluded from
use of the railway.”

There was an overwhelming view that the rail industry’s plans would be
damaging for passenger accessibility and disabled and elderly passengers
would be particularly affected. Staff also pointed out that elderly and
disabled passengers are often less likely to have access to online ticketing
and rely on ticket offices.

“A multitude of people, especially the elderly and those who do not travel on
a daily basis, need the help of people working physically at the station. Many
stations are busy and if the staff at these stations is reduced, the staff who
will not be able to embrace many people and give them as much time as they
deserve.”

“Helping passengers who don't have access to the Internet or understand
how to use it or physically can’t. Passenger who don't have a smart phone. A
person who is wheelchair bound access to discounted tickets. Visually
impaired passengers dropped off by taxi drivers unable to get to the
accessible points on the station. Passengers not familiar with area for step
free access.”

“Frequent travellers who require very specific assistance have come to rely on
one or 2 members of staff who fully understand their needs and with whom
rapport and relationships have been built.”

“Lack of ticket offices discriminates against those who have to internet
access. Unstaffing stations means disabled passengers can't just turn up and
go, station less safe for everyone”

“We need ticket offices, the amount of people who come to me they don't
know what to do if offices shut. What about the elderly and disabled those
who are not online or can use a machine. Safety issues and lost revenue will
happen more.”

“Ticket office staff don't just sell tickets. We give information. We can offer
"advice" on best routes. We can adjust connection times. Disabled passengers
may have specific needs. They might just turn up without knowing what the
procedures are.”



21

“We have a window in the booking office designed for disabled people, with a
low counter, hearing loop and braille signs, if that was needed previously,
why all of a sudden has that changed?”

Staff felt that the rail industry’s plan for stations and ticket offices, which
would likely lead to de-skilling and reductions in staffing, would impact
the safety and security of both staff and passengers.

“Safety will be compromised trying to deal with lack of staff doing multiple
jobs.”

“We are already overstretched due to staff shortages and this would worsen
the safety aspect of the job. We are also already struggling to do the day-to-
day station duties.”

“There is not enough time to do everything at once. Every day is different on
the railway and safety is the first priority. Some days can be extremely busy,
and it is not possible to get everything done as it already is now. To have
more work-load could mean serious accidents and mistakes, risking the lives
of staff and customers.”

"By slashing staff off an already understaffed railway industry it will invite
accidents and delays.”

“The railway is a safety critical area. A skeleton crew in each station especially
the larger stations would see an increase in accidents fir example dispatchers
are there to monitor anything unsafe happening on the platforms and act on
it.”

“Closing Ticket Offices and replacing them with retail units increases the risk
of staff being physically assaulted and having no place of safety to escape
from such attacks.”
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On-Board staff

The Train Operating Companies are seeking to revive ‘Driver Only Operation’ on
trains, meaning that guards and conductors lose their safety critical role in dispatch
and meaning that trains will be able to run without a second safety critical members
of staff on board. They are also seeking to slim down on-board teams by making
staff ‘multi-functional’: performing guards’ duties, ticket checking, catering and
cleaning functions, enabling TOCs to operate with fewer staff.

More than 2,000 on-board staff responded to RMT's survey. Here is what they said.

More than 85% of on-Board staff surveyed said they believed that the
government’s plans for introducing more Driver Only Operated trains,
which can run without a second member of staff on board, and new multi-
functional on-board staff roles, would worsen the passenger experience.

The government and the industry plan to run more
trains as Driver Only Operated, creating a new multi-
functional on-board staff role where staff perform all
roles (including but not limited to ticket examination,

catering and train presentation). In your
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On-Board staff viewed the industry’s plans for multi-functional roles as
being an attempt to water down skilled roles. They point out that having a
wider range of responsibilities will practically overstretch staff and the
TOCs will simply use this as a way of reducing the overall number of staff
on trains:
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"By being multifunctional I will not be able to dedicate time to passengers as
there will always be something else I will be needed to do. So working out
complicated journeys with multiple changes that I would usually take time to
explain to passengers I simply would not have the time to do and would just
direct them to screens and staff at the changing station to "ask them" as I
would have other duties to perform. My job as a train Manager is all about
safety and if I am taken away to do other duties I will be expected to muck in
and help out the catering team deliver food through the train therefore not
being able to monitor the train. Multiskilling is only required if the trains are
not staffed to the correct level for the work required. The passengers get less
assistance from a workforce that is stretched to the limits.”

“As a Train Manager with 16 years of experience, I am well versed in what it
takes to provide excellent customer service and identifying those in need of
assistance even when they haven't booked any. By making the role multi-
faceted, the emphasis will no doubt be put on profit before people and our
most vulnerable will be abandoned setting back years of progress in terms of
accessibility. When you are doing a different job on a near daily basis, the
subtle cues can be missed and you will become a jack of all trades but master
of none.”

“We're already stretched to the limits in our current jobs. How are we
expected to do our jobs as well the jobs of colleagues?”

“"We'll have less safety critical duties as this will be heavily watered down and
reduced. Less training less PTI/PTS knowledge and experience and staff will
be more focused on products and revenue rather than the safeguarding of
passengers, train running, platform safety and passengers with disabilities.
Safety of the train and performance is my key role that needs to be held.”

“Having one person do multiple jobs will spread them to thin. I am a caterer
and not only do I serve drinks and food, I answer questions, deal with difficult
situations, help other staff on board staff etc. One person to do everything
will mean things will be missed. Customers will not get a dedicated service,
disabled customers will suffer most.”

“As a conductor, we can deal with passengers while working a train. If we are
removed completely or stuck selling food/drink, then we have less time to
help the passengers in need. I've had people need medical assistance,
disabled people who needed help alighting, elderly who were unsure on the
changes they needed to make, people who were confused by tickets and
needed help buying the correct and cheapest one. I've had people find me
late at night when they have felt threatened by someone else. There have
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been other times where I've needed to help the driver and dealing with
emergency situations.”

“Increase in duties will lead to decrease in concentration causing mistakes to
be made and corners cut in practices. Worst case scenarios are injuries
caused by not following procedures in order try and keep up with all new
responsibilities and in the case of food handling could lead to food poisoning
cross contamination causing passengers to fall ill with the possibility of
causing death by triggering allergies for example opening the company up to
lawsuits.”

“When we are lone working, which is becoming more frequent, we don't have
time to do our job as well as could be. Disabled passengers may be delayed
getting on and off train as we cannot be everywhere at same time. we are
not visible to passengers as often as they would like, again because we can't
be everywhere, causing frustration for all.”

“Multi skilling will mean staff have less time to devote to assisting those with
needs, be that enabling those with disabilities to travel safely, or to assist
those with questions. Removing trained guards will leave the driver alone to
deal with any train issues and potentially lead to longer delays.”

“If a single member of staff will be able to perform more tasks, then the
logical outcome is that fewer members of staff will be on the train at the
same time. Furthermore, unless there is an absolute guarantee that a
member of staff will always be present on every train, the companies will in
time not bother to roster them or even recruit them and worsen the service
offered to those who need it most.”

“One member of staff doing all those jobs will be too busy to pay attention to
those that need more help. If one onboard staff has to clean, cater and
check tickets, revenue will go down, as people realise they will be able to
travel fraudulently without a ticket. Meaning that passengers who do pay will
be bearing the burden of cost. If one person is doing those jobs, it would
only be practical if there was a catering trolley. How then could that be left, if
the member of staff had to attend to an emergency? In real terms there
often needs to be someone with a modicum of authority in the role of the
conductor, for passengers to turn to. The conductor doesn't just sell tickets.
They ensure passengers are helped, to provide a calming influence on rowdy
trains, keep an eye out for anything of concern, and actively play a huge role
in times of emergency and disruption.”
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Many workers identified the problem that more DOO will mean more
services travelling without any second member of on-board staff,
increasing risks for passengers at the Platform Train Interface and on
board the train:

“Passenger safety will be put at risk when boarding, as a driver's main job is
driving the train and focusing on signals etc. Most use the time at stations to
recoup and focus on the next section of track whilst the guard deals with the
boarding and alighting of passengers. The guards view down the train is
better and safer than Any screen in a cab. Should delays happen or an
incident the guard is able to go through the carriage to check on passengers
and inform them what is going on whilst the driver communicates with the
relevant people to resolve the issue, the guard can also help out with
contacting and informing control, signaller emergency services if needed.
Without the guard passengers would have a harder time understanding and
possibly have to wait longer for issues to be resolved also could compromise
their safety. The north has platforms and trains of all different sizes and
most stations are unmanned having a trained professional onboard to assist
disabled passengers is a must with the poor infrastructure in place.”

"DOO0 is a bad idea and an unsafe way to operate a train service. Passengers
feel safe when they see members of staff onboard carrying out their duties
and helping with their needs during their journey.”

“On board crew are needed for disabled passengers the elderly people from
other countries who are visiting and also to protect revenue as we know the
barriers are always unmanned. Also for safety as people seem to be getting
more disrespectful on trains and this will intimidate other passengers and put
them of travelling on the railway and the most important reason safety there
will be more accidents and injury.”

“Customers won't feel safe without a second safety critical person onboard.
Crime related incidents will increase.”

“Violence is increasing and no guard on the train is a threat to loss of life for
sure. Profit before safety is disgusting.”

“There will not be a guaranteed member of on board staff to tend to
passengers needs.”

“In times of disruption and severe delays, on board staff are essential to
coordinate actions required and to identify any distressed and vulnerable
passengers.”

“With DOO there will be no guarantee that there will be a member of staff on
board to help passengers. In addition, being responsible for shutting doors
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means the guard is able to observe people boarding and to see those who
may need assistance.”

How can they run an effective timetable with only drivers? Who will ensure
the safety of the customers on board whilst driver is driving. They can't be in
two places at once. Who will ensure the safety of any vulnerable customers
travelling and assist with their needs?”

“"DOO0O means that PTI (Platform Train Interface) is solely the responsibility of
the driver. No second set of eyes to watch out for the safety of passengers
boarding/alighting.”

“A lot of passengers rely on staff providing them with information, even
though some stations have clearly displayed information it is more reassuring
when staff confirms this. A lot of passengers needing assistance travel using
train services and a lot of stations are unmanned meaning they rely on on-
board staff to be able to access the train (help with luggage, putting down
the ramps which are different for different class trains). Throughout the
journey, passengers feel a lot more relaxed and reassured if someone if
patrolling the train regularly, constantly updating them with information
regarding the journey or future connections.”

“You would be surprised how many vulnerable people travel on our trains.
Without staff travelling regularly there will be no security, no one looking out
for crimes such as trafficking, county lines, terrorism, theft etc In addition,
rail fares will always continue to rise for passengers without staff. But without
staff, the services offered will only decline. Why would passengers want that?

A massive 93% said they believed that it would worsen the experience of
travelling by train for disabled passengers and those needing more
support.
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Many on-board staff identified the plight of disabled passengers as a
particular issue. Already badly served on Britain’s railways, disabled
passengers would clearly lose out even more under the industry’s plans:

“Wheelchair users will especially not have a great experience. It is highly
unlikely that they will be able to speak to anyone on board as they will be
way too busy doing everything else.”

“Most stations that we stop at don't have any staff. Therefore, the Guard is
imperative in helping passengers with disabilities”.

“Yesterday I assisted 2 wheelchair passengers at unmanned stations
(Winsford and Penkridge), both of which were not booked in advance. In
future they would not have been able to use the train with prior booking as
nobody would be there to assist them. Accessibility to all should be a
fundamental right.”

“We regularly struggle now with supporting vulnerable passengers and
passengers who need assistance, cutting staff will worsen the experience for
them.”

“No assistance means leaving customer stranded on trains, with no help or
communication to make it accessible for them. They will not want to travel
on public transport again. It is also a safety risk to them if their disability
could hinder or get them hurt leaving trains.”
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“My wife is registered blind and without staff on board that are available to
help and not selling coffees etc she will struggle Passengers require lots of
help, e.g. with timetables, platform information and delay announcements etc
etc. People will be queuing for all of this plus drinks etc. It's unworkable.

“This plan can only make the passenger experience worse. Elderly and
disabled people often need reassurance and support. It would be more
difficult to do this without a guard walking through the train. If we have a
small and overstretched team on board it increases the chances that
vulnerable people get missed. If everyone is tied to a point of sale then no
one can patrol the whole train. This is just nonsense dreamed up by bean
counters who have no clue what we actually do on board.”

“There will be less of a visible presence from staff members whether that be
at the station or on board meaning that vulnerable passengers won't get the
help and support that they need and deserve. Everyone should have the right
to travel where and when they want without having book assistance ahead.”

“how can a contingency guard, that has had just THREE weeks of training,
match that of a fully trained guard that has received about six months
training? No thought for the safety of the passengers, whatsoever! As said,
it's a disaster waiting to happen!”

“Disabled passengers should not have to book to travel, they should be able
to turn up and go as we do. In DOO areas they would always have to book
and have nobody on board to look after their needs.”
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Fleet maintenance

RMT has received reports that in addition to the cuts being proposed through the
Rail Delivery Group, companies who provide maintenance on trains - ‘fleet
maintenance’ - are beginning to cut their operations and lengthen the times between
maintenance checks.

420 fleet maintenance workers responded to RMT's survey.

In the last year, has your employer
already cut maintenance inspections?
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Around 40% of Fleet maintenance workers reported that their employer
has already cut maintenance inspections and worry about the impact this
is having on the safety of the rolling stock on Britain’s railways

“Fleet maintenance/examination are vital. Mileage between exams has
already been pushed out increasing the risk of failures.”

“Maintenance is being treated as a joke which is a disgrace when you are
working on trains that belong in a museum!”

“Staff levels have been reduced, times to complete tasks reduced. Staff are
carrying out more safety critical tasks quicker allowing them to make
mistakes.”

“The trains are doing more mileage between exams which is leading to more
brake pad wear and trains having poor brakes, major safety issue.”
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“I am actually from an aviation background and since being on the railway
cannot believe how limited the maintenance checks are in general. Especially
if they are planning to cut them back more.”

“Rolling stock that is not inspected regularly poses as risk to passengers, staff
and infrastructure. We have seen this with Class 455 units at [TOC NAME]
where the maintenance exams were taken from 10k miles to 20k miles, this
was done about 3 or 4 years ago. Since then we have seen an increase in
failures. The most worrying is units coming back with brake pads that are
totally worn through and wearing through the brake rigging. This is extremely
dangerous and can result in derailment. The main issue there is that failures
in the dynamic brake system are not picked up and there is a longer period of
time for brakes to wear away. We have seen this many times and is only one
example of the sorts of failures we have. Wheel condition is a massive issue
when extending mileage between exams. Wheels are in an increasingly poor
condition. Again this can result in derailment.”

Around 30% of fleet maintenance workers are aware of plans to cut
maintenance schedules in the future:

Are you aware of your employer planning
to cut maintenance inspections in the
future?

80.00%
70.00%

60.00%

50.00%

40.00%
B Responses

30.00%

20.00%

10.00% -

0.00% -
Yes No

A massive 70% said they believed that cutting fleet maintenance regimes
would put passengers at greater risk. Lessening the number of inspections
on fleet will increase the risk of trains entering service with faults,
increasing the risk of service disruption or accidents:

“Cuts will mean less maintenance therefore we will be doing reactive
maintenance when things get to a critical stage”.
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“Maintenance schedules are worked out to reduce risk as far as reasonably
practicable. Reducing the frequency of maintenance could see components
fail in service, increasing the risk to passengers, staff and the
fleet/infrastructure.”

“Less maintenance, more chance of a hon-compliant and dangerous set to be
sent into service (as already shown in the past few months)”

To what extent to you agree of disagree
with this statement: “Cuts to fleet
maintenance will put passengers at
greater risk”
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“Less inspections could prove to be disastrous on our already ageing fleet.
Every single A or B exam we find an extensive amount of repairs that need to
be carried out.”

“Safety critical inspection of rolling stock components is why the safety of
Britain's railways is so good. Take that away and failures and accidents are
inevitable.”

“Trains come back to depot with various faults every day, These need to be
rectified quickly and efficiently. By lengthening inspection cycles and not
giving trains visual inspections before they leave depots there is more of a
chance of a train entering service with a fault.”

“Safety critical systems will be left to a reactive maintenance schedule rather
than a proactive schedule as it would lower costs. Likelihood that an incident
will cost less than proactive maintenance is a risk that the management and
company are willing to take for the couple of years they plan to be in that
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role. This looks good to the directors and shareholders who all look at the
short term game.”

“The new National Rail Contracts put a lot of emphasis on the softer side of
train maintenance. These KPI's naturally will put pressure on depot staff to
target these issues. We have not updated our maintenance to address this
refocus. More importantly we have not increased the head count. So if we are
pushed to focus more on the softer defects I fear more safety critical faults
will get missed.”

Several workers made references to the Hitachi trains which recently had
to be taken out of service as cracks were located in their frames:

“Cutting maintenance is like skipping servicing on cars, it risks faults not being
picked up like all the new trains having cracked bodies. Would these be
picked up on extended maintenance regimes? Answer, no! This potentially
puts the travelling public at risk.”

“These inspections can find cracks in the frames which could be potentially
dangerous like the ones found in the past. They can also flag up issues a
driver wouldnt necessarily know about such as faulty sanders, cracks in
wheels. To hame only a few.”

“The basic levels of safety checks are done to ensure trains are fit for service.
Increasing the length of time between exams can lead to defects not being
found and things falling off of trains, not to mention other safety elements.
The recent Hitachi IET unit cracks being found shows the extent of the
importance of keeping frequent maintenance intervals. You also have the
interior side of the exams which served to pretty much ensure the interior is
safe for passenger use. No slip or trap hazards, saloon lighting works as this
is a safety and security feature, emergency equipment is fitted as youths
sometimes steal them etc. Not performing these checks can cause
passengers to be put at risk of injury!”

As with track maintenance workers, there is concern at the level of
reliance on sub-contracted and agency work:

“The cuts they have already made are extremely dangerous to public safety.
They have already started to employ more contracted staff than permanent.
90% of the contracted staff have no or little experience on rolling stock.
Adding to that these contracted staff will not and have not received any
proper technical training on rolling stock that is 40 years old. Rolling stock this
old needs to be maintained thoroughly and regularly by skilled trained
staff.....they have cut training and are saving on employers NI by getting
agency workers in.”
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“Cuts to fleet maintenance will be a catastrophic mistake. We have too much safety
critical maintenance work and not enough trained permanent staff.”
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Signalling operations

The rail industry has not tabled separate plans to cut signalling operations but
Network Rail is continuing to push its plans for Digital Railways and ‘Intelligent
Infrastructure’. These are long-term projects that RMT has been discussing with
Network Rail for years. We asked signallers for their views of the general direction of
travel and the way in which Digital Railways is being pursued.

Contrary to the caricatures being peddled by government, signallers’ responses to
these plans do not reveal any hostility to new technology but reservations about
what can be lost and a concern that the process is being driven by a prioritisation of
cost-cutting safety.

Concentration of signallers into Rail Operation Centres (ROCs) is seen by
many signallers as being a sensible and inevitable technological advance
but there are reservations that there are too few ROCs, meaning that
failures have larger consequences. There are also concerns about the loss
of local knowledge which is essential for signallers to create safe line
blockages.

“Some modernisation and technology may be available, but I feel the creation
of ROCs that cover an extremely large area are detrimental to local
knowledge and should have been planned on a smaller scale as failures in a
ROC can create widespread impact on a large geographical area.”

“After seeing the effects of Covid, the plan to put all signalling locations into a
few number of signalling centres could have a massive impact on the running
on the railway. If there’s another Covid like virus outbreak it could have a
bigger impact.. The modernisation of signalling methods or equipment or a
plan to have more local signalling centres could prevent this.”

“Having staff working remotely in signalling centres as opposed to having
staff on the ground is fundamentally more dangerous for passengers and
staff.”

“Network Rail has spent billions on getting rid of signal boxes over the years
to put everything under one roof. All this has caused is more massive failures
when there is power cuts and not improved the train times one bit on our
complex tracks.”

“Making areas bigger for one signaller to command is dangerous and not
practical. Add to that the need for line blockages with additional protection
and the ever-increasing responsibilities weighing heavily upon their shoulders.
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I fear that major accidents will soon become the norm for the sake of saving
a few pounds.”

“The heavy focus on reducing the number of signallers, whilst increasing the
areas they have to manage doesn't correspond to the need for the railway to
be maintained and improved whilst allowing signallers the time and ability to
help provide safe working for trackside staff. Also, the technologies being
used to modernise (ARS etc) aren't good enough to deliver often because
they are bastardised down to a 'budget cost'.”

"I feel from experience that signalling centres put all the eggs in one basket.
It wasn't too long ago there was a fire alarm and one ROC was evacuated
bringing a halt to the majority of the country I feel when it’s split into signal
boxes the railway can still run effectively so modernisation might be good for
profit margins but practicality is not good I think”.

“As a signaller I am appalled at the lack of local knowledge in granting line
blockages to non NWR staff. Dangerous in the extreme.”

“We are already running trains on workstations too large for a shingle person
to work. We are using ARS system to run the trains but when an incident
happens this is more of a problem.”

Workload issues are becoming acute for signallers as numbers are reduced
over time.

“Less staff, more hours and a higher workload will impact on performance
and safety. More likely to make mistakes and sickness will increase due to
burnout.”

“It's all well and good just having a dozen or so ROCS around the country,
but staff have to travel great distances to work. Longer days, less time at
home, huge fuel bills.”

“The work life balance is awful, they want to change pay for Sunday work
which would make me worse off, I don’t get shift allowance like in many
other jobs, the effects on my pension are worrying they are putting more
work on us some of it out upon us by managers staff that are do not know
how to do the job.”

“The signalling grades have modernised and taken on extra work with the
exceptionally large amounts of Line Blocks, which has brought increasingly
high levels of risk to the grade.”

“Signallers shouldn’t be subject to productivity measures. They are there to
run a safe railway. Introducing productivity measures will lead to conflicts
between safety and performance, which is potentially very dangerous.”
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They are trying to add to much too one workstation. Every time a box is
closed it is a rationalisation and the merging of workstation adds too much to
workloads.”

“Signalling is the heart of safety on the railway we get told about managing
Fatigue and how important we are yet we run short staffed with little or no
breaks in high grade locations and inquisition about any delays.”

Signallers are also concerned about the impact of cuts to Network Rail’s
maintenance capacity. This is seen to cut directly across the emphasis on
modernisation and reveal a primary focus on cutting costs over safety
considerations.

I fully support technology as long as it doesn't compromise safety. Job cuts
on the operations side which I believe is in their plans will compromise safety.
Last time the maintenance side was "modernised" it eventually lead to Potters
Bar. If they are successful incidents like that are more likely to occur again
unfortunately.”

“Better technology can help us perform in our jobs. Already I see
maintenance staff being able to pre-empt failures due to remote monitoring
technology. However, cuts to maintenance staff threaten this. What good is it
having a sensor to advise points need urgent maintenance if there is no one
to come and carry out that work?”

"I have NEVER seen a rule change that improves safety at the cost of
performance. The reverse cannot be said. This decrease of safety is seldom
egregious but its cumulative effect is inevitable. From my perspective and
those other signallers I have talked to, maintenance is at its lowest ebb of any
time in memory. This does not seem like a time to shed maintenance jobs or
reduce routine maintenance. When the bitterly learnt lessons of historical
incidents are forgotten , or worse deliberately pushed under the carpet,
people will die. Those actually responsible will then take breath taking golden
parachutes to escape their failures and likely think little more of it.”
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