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Foreword from  
the Minister
Since October 2016, Queensland Rail has been focussed on stabilising 
services and recovering the organisation to restore the service levels 
required to meet the needs of Citytrain customers.

I am pleased to report that Queensland Rail has now recruited and trained 
sufficient drivers and guards to support a return to a full-service timetable.

As of 29 July 2019, Queensland Rail will restore a further 430 services on  
the Citytrain network, returning the timetable to service levels introduced 
with the opening of the Redcliffe Peninsula Line in October 2016.

While this is a significant milestone in the ‘Fixing the trains’ transformation 
program, I stress that there is still work to be done to implement the 
remaining Strachan Inquiry recommendations and embed sustainable  
long-term improvements for rail in Queensland.

Enhancements to the driver training program are supporting the delivery  
of additional drivers into supply. Since October 2016, 176 new drivers and 
296 new guards have commenced operating on the Citytrain network, with 
an additional 75 drivers and 76 guards in training as at 30 June 2019.

The Palaszczuk Government remains focused on supporting Queensland Rail 
in its recovery and transformation, ensuring it has the capability and agility 
to meet the challenges of the future, and continues to deliver a safe, reliable 
rail service for Queenslanders. 

 
 

 
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,  
24 are complete, two are partially complete and the remaining 10 are in progress. 

This quarterly report details the progress made between April and June 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.
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Phase 1: stabilise 

Since May 2019, Queensland Rail has been successfully 
operating an enhanced timetable with 32 additional priority 
services. This timetable has added 14,000 extra seats to the 
Citytrain Network, addressing some customer loading issues 
and filling frequency gaps. 

On-time running and reliability have exceeded targets for the 
quarter at 95.62% and 99.77%, respectively.

Queensland Rail is now preparing to restore a further  
430 weekly services, returning to a full-service timetable  
with the same level of services introduced with the opening  
of the Redcliffe Peninsula Line in October 2016. 

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

Phase 2: recover

A key component of Queensland Rail’s recovery is its renewed 
focus on customers, and Commuter Catch-ups are providing 
the opportunity for Queensland Rail staff, including senior 
management, to engage with customers and discuss feedback 
about services and opportunities for improvement.

Since April 2017, 129 Commuter Catch-ups have been held 
across 113 stations, collecting feedback from more than  
11,000 customers. The customer feedback collected is being 
used to inform customer improvements across the network. 
Initiatives include:

• additional Passenger Information Display Screens at  
six key stations, with installations currently earmarked  
for a further three stations

• programming of station facility improvements including 
minor rectification works and improved storage facilities 
and an online booking system for bike-riders.

Queensland Rail is continuing to review the way it 
communicates and engages with customers and will continue 
to listen to feedback and make improvements to meet the 
needs and expectations of customers. 

Phase 3: transform

The Department of Transport and Main Roads and Queensland 
Rail are continuing to progress works focused on improving the 
governance arrangements and operating models for delivering 
major projects and significant timetable changes. It is expected 
that the outcome will result in a more integrated and efficient 
approach to delivering major rail projects and significant 
timetable changes. This work is important for supporting the 
successful delivery and operationalisation of forthcoming 
projects such as Cross River Rail and the European Train  
Control System. 

Queensland Rail has also initiated a cultural change program 
within the organisation. This work is being led by the recently 
appointed Executive General Manager People and Culture 
and while still in the early stages, it is expected that the 
organisation-wide initiative will promote transparency and 
accountability across all levels and embed a customer-first 
approach in all aspects of the business. 
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Northgate

Roma Street

1

Ferny Grove line

1
1

1

1

Sunshine Coast line
2 services upgraded 
to six car carriages*

Redcliffe Peninsula line

Beenleigh line

Gold Coast line

Airport Line

Doomben line

Cleveland line

Rosewood line

Ipswich line

Springfield line

Shorncliffe line

Caboolture line

+48 services

+6 services

+2 services

Northgate – 
Roma Street 
+239 services

+12 services

+2 services+9 services

+43 services

+6 services

+44 services

+6 services

+13 services

Since October 2016, Queensland Rail has focussed on  
stabilising rail services and recovering the organisation. 

Now, with sufficient train crew recruited and trained, and the 
appropriate frameworks and processes for managing the  
timetable, Queensland Rail is in a position to return to a 
sustainable, full-service timetable. 

From 29 July 2019, 430 services will be added to the current 
timetable, restoring the timetable to the same level of services 
introduced with the opening of the Redcliffe Peninsula Line in 
October 2016. Fifty-nine existing services will also be upgraded 
from three-carriages to six-carriages, providing added capacity  
and improving passenger loading.

The new timetable will add 200,000 seats on the network and 
deliver a consistent Monday to Friday timetable along with  
more consistent stopping patterns and departure times,  
providing customers greater choice and flexibility when  
planning their journey.

Return to full-service

*A further 57 existing services have also been upgraded from three-carriages to six-carriages
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Transformation progress report 
April - June 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 2, 2019 focused on: 

• plans for the return to a full-service timetable in July 2019

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

Recommendations and milestones as at Quarter 2, 2019

Recommendation Response Citytrain Response Unit Comment

Partially complete

4. Revise timetable readiness The recently developed operational readiness 
framework was used to enable the return to a  
full-service timetable

Ensure the operational readiness framework 
is in alignment with any operational model 
and structural changes required to implement 
Recommendations 33 and 34

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

Complete

9. Introduce train crew sectorisation Queensland Rail has implemented a new route 
competency training program, enabling new train 
drivers to achieve partial network deployment

A train crew sectorisation strategy has been 
developed to support whole-of-network outcomes 
in line with current planning to operationalise  
Cross River Rail
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Recruitment since October 2016 (as at 30 June 2019)

Train crew Selected Trained Net increase*

Drivers 259 176 109

Guards 400 296 96

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 10 2 24

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

Q3 -2018 Q3 -2018 Q4 -2018 Q4 -2018 Q1 -2019 Q2 -2019 Q1 -2019 Q2 -2019 
90%

100%

50%

60%

70%

80%

90%

100%

Graph 2 – On-time RunningGraph 1 – Customer Satisfaction

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: Queensland Rail website

Q4 -2018 Q1 -2019 Q2 -2019 Q3 -2018 

Graph 3 – Services Delivered

90%

100%

92%

94%

96%

98%

70.69

99.79

71.03 71.5770.26

95.66 95.62
96.03

99.83 99.73 99.77

96.37
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