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Foreword from  
the Minister
The Fixing the trains transformation program has now been underway 
for over 12 months. As at 31 March 2018, 18 of the 36 Queensland 
Rail Train Crewing Practices Commission of Inquiry (Strachan Inquiry) 
recommendations have been implemented.

This quarter, much of the focus has been on preparing for the 
Commonwealth Games. Queensland Rail and Department of 
Transport and Main Roads staff worked around the clock to  
ensure a reliable rail service for the duration of the event. 

Managing timetable stress is an ongoing process, and Queensland 
Rail will continue to work with the Department of Transport and Main 
Roads and the Citytrain Response Unit to identify and plan for stress 
periods, ensuring customers receive advance and adequate notice  
of any changes to the timetable.

Since October 2016, 72 new drivers and 193 new guards have completed 
training (as at 31 March 2018). We are making progress but we have a 
way to go yet before we have sufficient train crew to return to a full-
service timetable. Our focus on achieving this is unwavering and we 
will keep Queenslanders informed of our progress.

Our customers deserve a public transport system that is reliable 
and delivers a high-quality level of service, across all modes and 
geographies. I am continuing to work tirelessly with Queensland  
Rail, the Department of Transport and Main Roads and the Citytrain 
Response Unit to ensure we take the steps required to deliver better 

public transport outcomes for our 
customers.

Mark Bailey 
Minister for Transport and Main Roads
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Transforming rail
We are delivering on our plan for Fixing the trains  
and transforming rail in Queensland. 

We are committed to ensuring rail services are restored to the levels required to meet  
the demand of our customers, with a sufficient pipeline of train crew to sustain these 
levels into the future.

We are committed to improving organisational capability to support the delivery  
of a modern, efficient railway.

Most importantly we are committed to driving an improved customer focus across 
Queensland Rail to deliver the standard of service Queenslanders deserve.

This quarterly report details the progress made in the past three months to address  
the Strachan Inquiry recommendations and get Queensland Rail back on track.

Our priorities
The transformation program is being delivered in three phases: stabilise,  
recover and transform.

Stabilise operations, restore Citytrain services to a sustainable level,  
and regain customer and stakeholder confidence.

Recover the organisation and lay the foundation for a broader  
transformation program.

Transform Queensland Rail through cultural change and deliver a more  
integrated public transport structure for Queensland.

Fixing the trains, March 2018
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Queensland Government

Phase 1: stabilise 

Timetabled services have remained stable throughout the 
quarter, and Queensland Rail has developed comprehensive 
plans for managing timetable stress in the lead up to, during 
and immediately following the Commonwealth Games.

Work is underway to identify any further anticipated stress 
periods for the remainder of 2018. The Citytrain Response 
Unit will continue to work with Queensland Rail to undertake 
assurance of plans to manage these stress periods and ensure 
the stability of the timetable is maintained.

Where changes to the timetable are required to manage stress 
and ensure a reliable service, customers will be given advance 
notice of these changes to ensure they can plan their journey 
with confidence.

Phase 2: recover

Rail service reliability has remained consistent over the  
past three quarters, with more than 99 per cent of services 
delivered each quarter. This demonstrates the progress made 
by Queensland Rail towards improving operational planning 
over the short, medium and long term. For example  
Queensland Rail has:

• developed a new software solution to enhance short-term 
(eight weeks) and long-term (up to five years) train crew 
supply and demand forecasting 

• established processes for ensuring an integrated approach 
to operational planning, taking into consideration other 
network activities such as special events and track 
maintenance requirements

• developed agreed protocols with the Department of 
Transport and Main Roads for managing both identified 
and unforeseen timetable stress periods.

Visual Reporting rooms now provide Queensland Rail’s 
management teams with accessible data to support operational 
decision-making for both train service delivery and rollingstock 
maintenance activities.

Phase 3: transform

The transformation and modernisation of Queensland Rail, 
and Queensland’s public transport system more broadly, is a 
Queensland Government priority. 

To achieve this, work is continuing to address the findings and 
recommendations of the Queensland Rail Whole-of-Business 
Review. Four of the recommendations have now been closed 
out, with a further five integrated into the existing Strachan 
Inquiry recommendations. The Citytrain Response Unit will 
continue to monitor Queensland Rail’s progress in actioning the 
remaining recommendations in line with agreed timeframes. 

From a whole-of-system perspective, and in line with 
Recommendation 36a-c, the Citytrain Response Unit has 
developed a recommended integrated public transport  
model for Queensland. The recommended model currently 
under consideration by Government is designed to deliver  
a customer-focused, world-class public transport system for  
all Queenslanders. 

Fixing the trains, March 2018
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Queensland Rail has worked around the clock to ensure visitors 
have access to safe, reliable and customer-friendly rail services for 
the Commonwealth Games. Key initiatives include:

• joining forces with the Queensland Police Service to roll 
out a comprehensive, multi-agency security approach 
which includes:

 - additional security personnel patrolling the network 24/7

 - additional bases for police at Helensvale and  
Nerang train stations

 - additional security cameras

 - extra security training for rail staff

Queensland Rail has boosted the reliability of its inner-city  
network . The new electrical substation in Fortitude Valley, 
commissioned in February 2018, has effectively split Queensland 
Rail’s inner-city power supply into two – isolating Roma Street and 
Central stations from Fortitude Valley and Bowen Hills stations. 

This reconfiguration will significantly boost the resilience and 
reliability of the inner-city network, ensuring at least one side  

• establishing rapid response hubs along the Gold Coast 
line to ensure response teams are in place to respond  
to any network issues in real time

• deploying more than 80 additional, temporary frontline 
customer service staff, many of whom are multilingual,  
to assist visitors travelling on the rail network

• training a further 210 customer service staff from key 
stations in multicultural customer service skills to support 
international visitors.

Extensive analysis has been undertaken to ensure sustainable rail 
service levels for the duration of the Games, enabling South East 
Queensland locals and visitors alike to plan their journey  
with confidence.

of the city network remains energised in in the event of an 
unexpected power outage.

The new substation is the first to be added to the inner city network 
in more than a decade, and will support existing substations located 
at Roma Street and Mayne Yard in Bowen Hills.

All hands on deck for the Commonwealth Games

New power substation boosts Queensland Rail’s inner city reliability

Fixing the trains, March 2018
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Transformation progress report 
January - March 2018

The Citytrain Response Unit is continuing to work with 
Queensland Rail and the Department of Transport and Main 
Roads to ensure that the Strachan Inquiry recommendations 
are appropriately prioritised and delivered to achieve the best 
outcomes for customers.

The Citytrain Response Unit has assured work undertaken to 
address the milestones and recommendations scheduled for 
completion in Quarter 1, 2018.

Targeted reviews this quarter focussed on:

• Queensland Rail’s implementation of an eight week  
train crew planning process (Recommendation 11)

• Queensland Rail’s use of Visual Reporting 
(Recommendation 23a)

Recommendation Response Citytrain Response Unit Comment

Complete

11. Institute eight week crew 
planning process

Queensland Rail has implemented an Eight-week 
Train Crew Management Plan supported by a 
forecasting model, which has been successfully 
used to manage stress periods

The Citytrain Response Unit undertook a targeted 
review of the model and associated processes, 
finding it to be sufficiently robust to meet the  
intent of the recommendation

23a (milestone). Implement visual 
reporting 

Queensland Rail has implemented  
Visual Reporting as a part of its ongoing  
progress towards the implementation of  
a ‘Lean Management System’ 

The Citytrain Response Unit has reviewed evidence 
demonstrating that Visual Reporting is being used 
to inform key operational meetings and support 
data driven decision-making in Train Service 
Delivery and Rollingstock Maintenance

Recommendations and milestones due for completion in Quarter 1, 2018

Partially complete

5a. Plans to address  
critical periods 

Queensland Rail successfully planned for and 
managed a number of timetable stress periods 
throughout 2017 and in early 2018

The Citytrain Response Unit will continue to monitor 
timetable stress periods throughout 2018 and work 
with Queensland Rail and Department of Transport 
and Main Roads to review mitigation plans

6. Undertake near-term union 
negotiations

Queensland Rail commenced consultation  
with industrial partners regarding Master Roster 2

Consultation and negotiations expected to be 
finalised by the end of June Quarter 2018

8. Complete review of all  
crewing rules

Queensland Rail finalised the consolidation  
of crewing rules and processes into a  
central repository

Registers to be updated pending the outcomes  
of Master Roster 2

Fixing the trains, March 2018
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Recommendation Response Citytrain Response Unit Comment

In progress

3. Revise mandate for  
projects organisation

Queensland Rail has developed a scope for revising 
the mandate for projects within the organisation

The Citytrain Response Unit has identified that  
the mandate for projects within the organisation 
may be influenced by outcomes of the Integrated 
Public Transport Model Review. Any further  
work on Recommendation 3 will be considered  
in this context

4. Revise timetable  
readiness process

Queensland Rail has developed a framework 
for how it intends to manage and implement 
operational readiness assessments for  
timetable changes

The Citytrain Response Unit has identified 
Queensland Rail’s framework as a key input into 
the Integrated Public Transport Model Review. 
Any further work on Recommendation 4 will be 
considered in this context

22. Overhaul organisational 
structure

Queensland Rail has introduced a number of 
transformation initiatives within the organisation 
including, the redesigned structure of People 
and Culture function, and the new Customer and 
Innovation function

The Citytrain Response Unit has identified  
that Queensland Rail’s organisational may  
be influenced by outcomes of the Integrated  
Public Transport Model Review. Any further  
work on Recommendation 22 will be considered  
in this context

33. Clarify major project 
responsibilities

The Department of Transport and Main Roads has 
developed a proposed framework for how it intends 
to manage accountability for major capital projects 
and significant timetable changes

The Citytrain Response Unit has identified 
the Department of Transport and Main Roads’ 
framework as a key input into the Integrated  
Public Transport Model Review. Any further  
work on Recommendation 33 will be considered  
in this context

34. Clarify program  
board structures

The Department of Transport and Main Roads has 
developed a proposed framework for clarifying 
program board structures in relation to the delivery  
of major projects and significant timetable changes

The Citytrain Response Unit has identified 
the Department of Transport and Main Roads’ 
framework as a key input into the Integrated  
Public Transport Model Review. Any further  
work on Recommendation 34 will be considered  
in this context

Queensland Government
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Recruitment since October 2016 (as at 31 March 2018)

Train crew Selected Trained Net increase*

Drivers 143 72 38

Guards 260 193 94

Key metrics
To ensure transparency around the progress and impact  
of the transformation program, the Citytrain Response Unit  
will report quarterly on these performance indicators.

  Program progress indicators

Recommendations

In planning In progress
Partially 
complete

Complete

0 15 3 18

Q4 -16/17 Q1 -17/18 Q2 -17/18 Q3 -17/18 Q3 -17/18Q2 -17/18Q4 -16/17 Q1 -17/18
90%

100%

50%

60%

70%

80%

90%

100%

Graph 2 – On-time RunningGraph 1 – Customer Satisfaction

69.50 69.96 69.6470.31

92%

94%

96%

98%

94.03
95.37

96.51

95.02

Graph 3 – Services Delivered

Q3 -17/18Q4 -16/17 Q1 -17/18 Q2 -17/18
90%

100%

92%

94%

96%

98%

99.46 99.70 99.71 99.62

* The total net increase takes into account attrition, and includes all fully qualified train crew including tutors and inspectors.
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