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Foreword from  
the Minister
As at the end of 2019, I am pleased with the progress made to implement 
the Fixing the Trains program. 

This year Queensland Rail has restored a full service Citytrain timetable, 
delivering 8290 services per week, and is taking proactive steps to prepare 
for the future and support the ongoing reliability of the network.

Enhancements to the driver training program have supported a steady 
increase in qualified drivers throughout the year, and I am pleased to 
note that Queensland Rail has now achieved its target of 200 new drivers 
in supply. Since October 2016, 213 new drivers and 373 new guards are 
operating on the Citytrain network, with a further 90 drivers and 79 guards 
in training (as at 31 December 2019). 

Although this is a significant milestone for Queensland Rail, I must stress 
that maintaining a sustainable pipeline of train crew remains a key priority 
to ensure the ongoing reliability of the network. Queensland Rail is working 
closely with the Department of Transport and Main Roads to determine 
future service level requirements and is establishing an appropriate 
schedule of training schools to ensure sufficient train crew are qualified to 
meet the increase in demand.

Throughout the coming year, I expect the Fixing the trains program to 
be completed, closing out the remaining 11 recommendations of the 
Queensland Rail Train Crewing Practices Commission of Inquiry.

I believe the progress made to date provides Queensland Rail a solid 
foundation to take the steps required to become a world-class operator. 
We will continue to support Queensland Rail as it delivers the remaining 
recommendations and undertakes organisation-wide transformation 
throughout 2020.   

 

Mark Bailey 
Minister for Transport and Main Roads
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Transformation program 
The Strachan Inquiry set out 36 recommendations designed to stabilise, recover  
and transform South East Queensland’s rail network. Of these 36 recommendations,  
25 are complete, 5 are partially complete and the remaining 6 are in progress. 

This quarterly report details the progress made between October and December 2019. 

Program phases
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 service for Queensland.

Fixing the trains, December 2019
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Phase 1: stabilise 

Throughout the quarter, Queensland Rail consistently  
achieved its on-time running and reliability targets, and no 
timetable downgrades were required over the Christmas  
and New Year period.

The Citytrain Response Unit will continue to work with 
Queensland Rail to ensure the ongoing reliability of the 
timetable throughout 2020.

Phase 2: recover

With many recruitment initiatives and driver training program 
improvements now in place, this quarter Queensland Rail 
achieved its target of 200 new drivers.

As at 31 December 2019, Queensland Rail has trained 213 new 
drivers and 373 new guards and achieved a net increase of  
138 qualified drivers and 142 qualified guards, taking into 
account resignations and promotions to other operational 
positions (e.g. driver to tutor).

Throughout 2020, Queensland Rail will work with the 
Department of Transport and Main Roads to determine the 
future service levels required to support growth of the network. 
In line with these forecast requirements, an appropriate 
recruitment and training schedule will be developed to ensure 
a pipeline of qualified train crew is available to sustainably 
maintain the reliability of the network. 

Phase 3: transform

Queensland Rail has realigned its organisation to better 
meet the needs of its South East Queensland customers 
and Regional Queensland customers. This work is being 
complemented by a cultural change program to promote 
transparency and accountability across all levels and embed  
a customer-first approach in all aspects of the business.

The Department of Transport and Main Roads and Queensland 
Rail are continuing work to establish improved governance 
arrangements and operating models for delivering major 
projects and significant timetable changes. These new 
arrangements will improve integration and efficiency between 
the two organisations in the delivery of major rail projects 
and significant timetable changes. This work is important for 
supporting the successful delivery and operationalisation of 
upcoming projects such as Cross River Rail and the European 
Train Control System. 

Fixing the trains, December 2019



*A further 57 existing services have also been upgraded from three-carriages to six-carriages
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Queensland Rail launched the Commuter Catch-Ups (CCU)  
program in April 2017 to offer customers the opportunity  
to directly interact with employees, including Senior 
Management, and provide feedback on how to improve 
Queensland Rail’s services.

Initially, a target was set to conduct a CCU at every one of 
Queensland Rail’s 152 South East Queensland (SEQ) stations.  
This goal was achieved in December 2019 with a visit to  
Hendra station.  

Since the program commenced in 2017, over 700 Queensland 
Rail employees have participated in 176 CCUs, engaging with 
over 14,800 customers and collecting more than 43,000 pieces  
of feedback. 

Results to date for FY19-20 indicate some fantastic customer 
sentiment towards Queensland Rail services and stations, with  
top performing stations being Rothwell, Varsity Lakes and Banyo.

In 2020, Queensland Rail’s Customer Experience Team has 
reviewed their approach for CCUs and recognised new ways to 
drive value for the business and customer out of this program. 

The insights collected from CCUs and from other customer 
initiatives will inform continued business improvements.

The CCUs in the first half of 2020 will support the rollout of 
Customer Information Screens and the Partial Platform Raising 
Project. CCUs will be conducted at stations prior to scheduled 
work to assess satisfaction with information at the station or the 
level of accessibility. Following implementation, a second CCU 
will be used to measure the impact on customer satisfaction. 
This approach will help inform project planning and assist 
Queensland Rail to better understand customer needs.

CCU enhancements will also enable other business areas, 
such as Citytrain operations, to drill down on specific customer 
metrics and feedback collected from existing channels. With 
this new and more detailed information, Queensland Rail will 
be well positioned to plan service improvements which meet 
customer expectations and deliver realistic, and meaningful 
customer benefits.

Catching up with commuters



Transformation progress report 
October - December 2019

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 being delivered appropriately and creating sustainable 
improvements for Queensland customers. 

Targeted reviews for Quarter 4, 2019 focused on:

• supporting Queensland Rail in realigning its organisation 
and functions to better meet the need of discreet  
customer segments

• oversighting progress to improve the governance 
arrangements and operating models for delivering  
major projects and significant timetable changes.

Recommendations and milestones as at Quarter 4, 2019

Recommendation Response Citytrain Response Unit Comment

Partially complete

3. Revise mandate for projects 
organisation

4. Revise timetable readiness

33. Clarify major project and 
timetable responsibilities

34. Clarify program board 
structures

Queensland Rail and the Department of Transport 
and Main Roads are continuing to work together to 
establish more integrated and efficient governance 
and operational arrangements for the delivery of 
major projects and significant timetable changes.

The Citytrain Response Unit is monitoring 
development and implementation, providing 
feedback as delivery phases progress.

8. Complete review of all  
crewing rules

Training underway for managing registers of train 
crew rules and processes.

Queensland Rail will now update registers to 
incorporate all crewing rules and any future 
requirements.
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Recruitment since October 2016 (as at 31 December 2019)

Train crew Selected Trained Net increase*

Drivers 299 213 138

Guards 500 373 142

Key metrics
To ensure transparency about the progress and impact of  
the program, the Citytrain Response Unit reports quarterly  
on these performance indicators.

  Program progress indicators

Recommendations

In planning In progress
Partially 
complete

Complete

0 6 5 25

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

Q1 - 2019 Q2 - 2019 Q3 - 2019 Q4 - 2019 Q4 - 2019 Q1 - 2019 Q2 - 2019 Q3 - 2019 
90%

100%

1

2

3

4

5

Graph 2 – On-time RunningGraph 1 – Customer Experience: Overall experience 
with the network

92%

94%

96%

98%

Quarters are based on a calendar year, with Q1 being January-March, 
Q2 April-June, Q3 July-September and Q4 October-December. 

Source: TransLink PT Performance Dashboard

Source: Queensland Rail website

Source: Queensland Rail website

Q1 - 2019 Q2 - 2019 Q3 - 2019 Q4 - 2019 

Graph 3 – Services Delivered

90%

100%
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94%

96%

98%

95.66
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