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“On-track to 90" - Implement A Cross Work

Improvement Team to Achieve Performance

Improvement

VKL 4
7

o PREERERR (COS) N 2022 F
5 R ARE - W 20235
5HRUREBTE - BB
S BOVRS BN IR i HY
ImARYS - HPINEBRITE L
REBIE -

o BLMBABEIEBIEIROVES
BRGNS ~ My
(3455) VD) e ERE - AKK
IRE RN B E OIE R
B -

o HPIEBBFEFINE (MAA)
BRI NEZE88% » RNBK
PETHY95% B1R »

o BRNEBMEERREENME
MmZ o RIELEIE - HPIE
M—OBERAEN%RSE @ £
PRI HRE D - TWHEN "AX
MEEN0"STEICAR T &
]

Y 4
Finalists-17
y

SERIFMERE —EMTREL
Network Rail * Rail for London }%
HihERBHBTRINRNIBE -
FIBARIR ~ DITEESBRIIE
BESENEUERTE  ARASE
PRIEHIZREE B HIERIR o
Tig—FikiTeEeREe - DABRRER
IR EMERERI R » HEEPIBNREN
IRESEITIEXR - DA ZEPIMERE
HIEE B FHIWE 5 DAN H B MRl
RETETE I E IIE -
BREER —ICETIE LRIBE
RANBIREOVRIRZ - WerEETES
HE R IR R ETTIRIG - DARE SR I IR 1R
BPIFE o

O i B34 ) — I E B S AR TS IR TE
sx DEMNB aEFEET
B (CDMT) ] 7EAR® P En AR IR (H
HRE REFTEHELHIEE T
#HFHE (TCC) °

B SHR

AMEREZLEMEEMNNTARBERAZE
91.76% °

APINEBRIRERIT 99.6% 09528

AP RIRNE B RGE R P RSP BRMBRERT
SRBVHHER 2 — -

PP
iiig 2T AN

FAIB KB B AR S 69 7458 BR 12 3 PN ER SUERDRY
e

EiEE - HEHEEMNEMBSENEME L - @ALE
BT BN TF -

REABDEMNIRARENSER - Ao fRiEE 5
o5 o

EREF (RBEE) BAMNGEGSL - FBFEPI
FIR P BREHISHESER TR AR -
SRCBRNI AR N\EE - BERF - BHEE -
BISBENBNENIIE - WESIRBH [EMH

firgais] BIRS -



& L

W\

Lhimss AnNERES
Coniinuous improvement for Ih =3 yeors

@ Problem Analysis 7 @} Improvement Methods “
7 7

e Following the opening of the Central J
Operating Section (COS) in May 2022
and the move to the full timetable in
May 2023 with a significant uplift in
trains and an end to end service, we
experienced a range of performance
issues.

Performance and Planning - conducted
performance review meetings with
MTREL Network Rail, Rail for London
and other industry partners to
prioritise performance improvement
activity, analyse data, passenger
loadings and train location data to

o The issues included poor Network improve the response to disruption.

Rail infrastructure on the Western e Engineering - fleet software upgrade
route, reliability issues with the new to resolve in-cab issues, on-train door
train fleet (345s) as well as disruption set up and wiring modification to
events caused by ill passengers. improve door performance and trains

e Our performance on Moving Annual resetting, preventive improvement

Average (MAA] dropped to 88%,
which is below our contracted o
performance target of 95%.

work on the wash wiper system.

Customer Experience - developed an
improved process for managing
Passengers Il on Trains (PIOTs), and
encouraging customers to 'bin’ their

e As the performance problem was

caused by a multitude of causes,
Work
Improvement Team, involving each

litter to avoid it becoming trapped in

a cross functional

train doors.

department was implemented to e Drivers and Control - developed a

address this challenge and the joint service recovery improvement
‘On-track to 90" programme was project which included a Control
Driver Management Tool (CDMT] to

assist during disruption and the

introduced to improve performance.

implementation of Train Crew

Coordinators (TCC) at key stations.

Innovate, Transform for greater success

Summary of Achievements

Tangible Benefits

e QOur performance has improved to an average of
91.76% periodical performance over the last five
periods.

e We achieved a record day’s performance of
99.6%.

e Qur strong commitment to performance has
seen the Elizabeth line becoming renowned as
one of the Britain's most reliable railways.

Intangible Benefits

e Qur commitment to excellent service drives
improvement and innovation.

¢ Increased collaboration among different teams
and functions based on trust, joint commitment
and respect.

e (reater level of engagement and sense of
ownership among different teams to overcome
obstacles.

e Rebuild trust and confidence from our Client
(Transport of London) which lays a strong and
solid foundation for our bidding for the new
concession of the Elizabeth line.

e Demonstrate our alignment to MTR's four core
values of Excellent Services, Mutual Respect,
Value Creation and Enterprising Spirt, and
exemplify our purpose to Keep Cities Moving.

PPM MAA versus projected "do nothing” MAA
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The Public Performance Measure (PPM)
at the beginning of the Work Improvement
Team initiative/activities and the forecast
of performance, if we didn't take any
action.
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Colleagues undertaking an Ishakawa exercise
as part of a disruption management workshop.

Periodical PPM vs PPM MAA
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Improvement in Public Performance Measure
(PPM) following the implementation of the
On Track To Performance, Work Improvement
Team activities.




