
 

  

 

 
 
 

Edward Mountain MSP 
Convener 
Rural Economy and Connectivity Committee 
The Scottish Parliament 
Edinburgh 
EH99 1SP 
 
 
13 January 2020 
 
 
Dear Edward, 
 
I wanted to provide you with an update on the latest SQUIRE improvements, as well 
as the learnings following our review into the events of 24 August 2019. 
 
Service Quality Incentive Regime (SQUIRE) 
 
As the committee will be aware, SQUIRE is used by Transport Scotland to assess 
facilities on ScotRail trains and at stations. If something is found during routine 
SQUIRE inspections that does not meet the expected high standard, ScotRail 
contributes to the SQUIRE investment fund. All money raised through the SQUIRE 
fund is reinvested into projects across Scotland’s Railway. 
 
The latest report released by Transport Scotland on 10 January has shown that the 
service on ScotRail trains and at stations improved significantly between 15 
September and 7 December 2019, compared with the same period the previous 
year. 
 
Our continued investment in CCTV, station environments, customer information, and 
train cleanliness led to a £190,927 year-on-year reduction in contributions to the 
SQUIRE fund, from £814,002 between 16 September and 8 December 2018 to 
£623,075 (excluding Retail Price Index (RPI)) in the same period in 2019. 
 
Customers have benefitted from improvements in security on trains and at stations 
following the upgrade of ScotRail’s CCTV network, with station and on-train CCTV 
availability improving by an accumulative seven percentage points compared to the 
same period last year.  
 
Litter and contamination at stations continues to improve thanks to a closer working 
relationship with Network Rail. This has contributed to a 20 per cent improvement in 
the repair of platform surface issues, from 59 per cent to 79 per cent compared with 
the same period in 2018. 
 
The availability of on-train toilets has improved as a result of new controlled emission 
tank facilities at Yoker depot. The new equipment means more trains can be serviced 
simultaneously and has resulted in year-on-year improvement of four per cent. 
 
Customer service from ScotRail staff on trains and at stations has improved by five 
percent points. 
 



 

 

These new figures are encouraging, but we know there’s more to do. Our continued 
investment in new and upgraded trains, better stations, and better facilities will 
ensure we continue to make improvements in the areas that matter most to 
customers. 
 
Learnings from the events of Saturday, 24 August 2019  
 
At my appearance before the Committee on Wednesday, 4 September 2019, I 
committed to providing members with an update on the review that we were 
conducting following the disruption caused to customers on Saturday, 24 August 
2019.  
 
To begin with, I want to summarise the events that took place that evening.  
 
Summary 
 
On Saturday, 24 August 2019 Edinburgh was host to a number of major events. This 
included 67,500 visiting Murrayfield Stadium to watch Scotland v France; the final 
Saturday of the Edinburgh Festivals, with more than 30,000 additional visitors to the 
city compared to an average Saturday; and more than 15,000 people watching 
Hibernian v St Johnstone at Easter Road stadium. 
 
There were further factors which resulted in Edinburgh being very busy, including 
high temperatures in the city and the summer bank holiday in England and Wales.  
 
Until Saturday, 24 August our plan for the Edinburgh Festivals had been working 
very well. We provided more seats than ever before to accommodate the hundreds 
of thousands who visited the capital during the month-long festival. As we had been 
doing through the festival period, we did communicate to our customers in advance 
to let them know that trains would be very busy, and to encourage them to plan 
journeys in advance.  
 
From around 19:00, the number of customers departing Edinburgh Waverley 
increased quickly. Around the same time, several incidents affected our plans to 
provide additional capacity on some trains, including staff shortages which resulted in 
some cancellations, three separate incidents where the emergency alarm was pulled 
on a train, a train failure at Waverley, and a trespasser on the line outside Edinburgh. 
This also led to an impact at Haymarket, making it difficult for customers to board 
services. 
 
There was also insufficient communication with staff and customers both at 
Edinburgh Waverley, and between Waverley and Haymarket. 
 
For the rest of evening, trains were overcrowded, making it was difficult for people to 
board. By 00:38, all customers had left Edinburgh Waverley, and a small number at 
Haymarket were provided with alternative transport. 
 
Learnings and actions 
 
A detailed investigation, led by our Head of Integrated Control, was quickly set up to 
understand what had happened and to recommend changes. This review included all 
aspects of events on the day and included interviews with many front-line colleagues  
 
 
 



 

  

 

 
 
who were involved in managing the disruption and dealing with customers. As a 
result of that review, we are doing the following:  
 

• A more rigorous event planning process has been implemented, including 
better contingency measures to deal with disruption. The management of the 
disruption caused by the Christmas improvement works at Haymarket on the 
same day as a planned rugby match at Murrayfield was evidence of this new 
approach.  
 

• The deployment of additional staff during major events; increased availability 
of replacement transport; closer working to resolve traincrew shortages; and 
the introduction of a station control room at Edinburgh Waverley are all 
actions being progressed. 
 

• A review of the radio system between Edinburgh Waverley and Haymarket 
has been carried out, and improvements subsequently implemented, to 
improve communication between colleagues at the stations. 
 

• There have been extensive discussions between British Transport Police 
(BTP) and industry partners. This included me meeting with Scottish Rugby to 
discuss planning for future major events, as well as the Transport Scotland-
convened summit on planning for major events. As a result, arrangements 
are now in place which will improve visibility and communication between the 
parties to allow better planning. 

 
I want to assure the committee that we recognise the impact that the events on 
Saturday, 24 August had on our customers. While many factors were outside our 
control, our performance also wasn’t good enough and we have learned lessons 
from it. Delivering additional services and preparing for major events is a 
fundamental part of our forward planning process, whether that’s for sporting events, 
concerts, or the Edinburgh Festivals. Our objective is to build on the strengths of our 
planning process and to get better at managing major events. We will continue to 
work with partners and key stakeholders to make sure we get it right more often in 
future. 
 
I hope this update is helpful. I look forward to appearing before the committee in 
March to further update members on developments across Scotland’s Railway. 
 
In the meantime, please don’t hesitate to get in touch if you need any further.  
 
Yours sincerely, 
 
 
 
 
 
 
 
Alex Hynes 
Managing Director, Scotland’s Railway  
 


