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Foreword from  
the Minister
Through the implementation of the Fixing the trains transformation program, 
we have seen progress made in stabilising rail operations, and restoring 
service reliability on the Citytrain network.

During the Commonwealth Games in April, Queensland Rail demonstrated 
efficiency and reliability, successfully delivering more than 3000 services  
on the Gold Coast Line alone, over the 11-day period. This included up to  
8 trains per hour during peak periods, with on-time running results averaging 
98 per cent throughout the Games period. 

I commend both Queensland Rail and the Department of Transport and  
Main Roads on their efforts to operate an integrated and effective public 
transport system, enhancing the Commonwealth Games experience for  
visitors, athletes and residents alike.

I am also pleased to advise that our customers are starting to see the  
benefits of the additional 40 train drivers now operating on the Citytrain 
network. In July, for the first time in over 18 months, we will be able to  
maintain service levels throughout a school holiday stress period.

I must emphasise however, that we still have work to do. We do not yet  
have sufficient train crew to enable the return to a full-service timetable,  
and there are 18 recommendations of the Queensland Rail Train Crewing 
Practices Commission of Inquiry (Strachan Inquiry) still to be implemented.  
We cannot—and will not—become complacent. 

The Palaszczuk Government committed to fixing 
the trains and transforming public transport 
to deliver better outcomes for Queenslanders. 
I will continue to work with Queensland Rail, 
the Department of Transport and Main Roads, 
and the Citytrain Response Unit to deliver our 
customers a modern, efficient and reliable public 
transport system that meets their needs now and 
into the future.    

			   Mark Bailey 
			   Minister for Transport and Main Roads

Fixing the trains, June 2018
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Transforming rail
We are continuing to deliver on our plan for  
Fixing the trains and transforming Queensland’s  
public transport system to better meet the needs  
of our customers.

We remain focussed on 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 Queensland Rail’s organisational capability to  
support the delivery of a modern, efficient railway.

Most importantly, our commitment to improving customer-focus in Queensland Rail,  
and across the public transport system, is unwavering.

This quarterly report details the progress made between April 2018 and June 2018 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, June 2018
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Queensland Government

Phase 1: stabilise 

Queensland Rail successfully delivered a reliable 
timetable, across the Citytrain network, for the duration of 
the Commonwealth Games in April 2018. This demonstrates 
Queensland Rail’s improving capability to accurately identify 
and manage stress to deliver a reliable timetable in the lead  
up to, during and immediately following the event.

The July school holidays, including State of Origin III, is  
the next identified stress period. For the first time in over  
18 months, a timetable adjustment will not be required 
to manage stress on the network as proactive train crew 
management and increase in train drivers enables the  
current timetable to remain in place. 

The Citytrain Response Unit is continuing to work with 
Queensland Rail to identify and plan appropriately for 
upcoming stress periods in the remainder of 2018 and  
into 2019.

Phase 2: recover

Efforts to recruit and train additional train crew over the  
past 18 months has enabled Queensland Rail to manage  
the July school holiday stress period without the requirement 
for timetable adjustment.

Since October 2016, Queensland Rail has trained an additional 
85 drivers, with a net increase of 40 and trained an additional 
210 guards, with a net increase of 93. While these additional 
train crew are enabling the delivery of a sustainable and 
reliable timetable, there is still insufficient train crew  
available to support an increase in services at this time.

Queensland Rail will continue to implement initiatives to 
reduce training durations, targeting a nine month training 
program as recommended by the Strachan Inquiry. 

The Citytrain Response Unit is continuing to work with 
Queensland Rail to ensure training initiatives and retention 
strategies are appropriately designed and implemented to 
support the recovery of the organisation and deliver a reliable 
rail service for customers.   

Phase 3: transform

The modernisation and transformation of Queensland Rail,  
and the broader public transport system remains a Queensland 
Government priority.

In line with Recommendation 36A-C of the Strachan Inquiry, 
the Citytrain Response Unit has developed a recommended 
integrated public transport model for Queensland. The 
recommended model, which remains under consideration 
by Government, is designed to deliver a world-class public 
transport system, ensuring the best possible outcomes for  
our customers across modes and geographies.

Fixing the trains, June 2018



Delivering for customers
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Following many months of intense planning and preparation, 
south-east Queensland’s public transport system played an 
integral role in the overall success of the Gold Coast 2018 
Commonwealth Games (GC2018).

Over the course of the event, more than 5.5 million trips were 
taken across all modes in the public transport network. Increased 
services, seamless connections and free transport for ticketed 
spectators helped deliver this record number of journeys.

Despite increased strain on the network due to the ongoing 
train crew shortage and requirement to operate 24/7 services, 
Queensland Rail successfully delivered more than 3000 services 
on the Gold Coast Line alone over the 11 day event, with an  
on-time running average above 98 per cent.

The success of the public transport system in supporting the 
delivery of the GC2018 is a testament to the cooperation and 
coordination between the Department of Transport and Main 
Roads and service providers, including Queensland Rail.  
It demonstrated capability in delivering an integrated, efficient 
and reliable public transport system.

While it is acknowledged that the GC2018 was a one-off special 
event, the lessons learnt regarding service planning and improved 
integration and coordination between modes provide valuable 
insights into how Queensland’s current public transport system 
could be enhanced to deliver better outcomes for customers.

Integrated transport solution delivers Commonwealth Games success

Fixing the trains, June 2018
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Transformation progress report 
April – June 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 2, 2018.

Targeted reviews this quarter focused on:

•	 Queensland Rail’s forecasting and planning for the 
upcoming July school holiday stress period

•	 Queensland Rail’s training initiatives and retention 
strategies (still in progress)

Recommendation Response Citytrain Response Unit Comment

Complete

No new recommendations were assured as being completed in Quarter 2, 2018

Recommendations and milestones due for completion in Quarter 2, 2018

Partially complete

5a. Plans to address  
critical periods 

Queensland Rail successfully planned for and 
managed the Commonwealth Games stress period

Queensland Rail to identify and plan appropriately 
for upcoming stress periods 

The Citytrain Response Unit will continue to monitor 
timetable stress periods for the remainder of 2018 
and into 2019, and work with Queensland Rail to 
review mitigation plans, where required

6. Undertake near-term union 
negotiations

Queensland Rail has reached agreement with 
industrial partners to implement Master Roster 2, 
including associated meal breaks, by no later than 
February 2019

Queensland Rail will develop an implementation 
plan for Master Roster 2. This will be assured and 
monitored by the Citytrain Response Unit

8. Complete review of all  
crewing rules and processes

Queensland Rail finalised the consolidation 
of current crewing rules and processes into 
centralised registers

Registers to be updated pending the outcomes  
of Master Roster 2

Fixing the trains, June 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

This recommendation may be impacted by the 
outcomes of the Integrated Public Transport Model 
Review (Recommendation 36a-c). Any further work 
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

This recommendation may be impacted by the 
outcomes of the Integrated Public Transport Model 
Review (Recommendation 36a-c). Any further work 
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

This recommendation may be impacted by the 
outcomes of the Integrated Public Transport Model 
Review (Recommendation 36a-c). Any further work 
will be considered in this context

26. Review leadership capabilities Queensland Rail has completed a capabilities 
assessment for both the Executive and Senior 
Leadership teams

This recommendation may be impacted by the 
outcomes of the Integrated Public Transport Model 
Review (Recommendation 36a-c). Any further work 
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

This recommendation may be impacted by the 
outcomes of the Integrated Public Transport Model 
Review (Recommendation 36a-c). Any further work 
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

This recommendation may be impacted by the 
outcomes of the Integrated Public Transport Model 
Review (Recommendation 36a-c). Any further work 
will be considered in this context

Queensland Government
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Recruitment since October 2016 (as at 30 June 2018)

Train crew Selected Trained Net increase*

Drivers 160 85 40

Guards 296 210 93

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

  Program progress indicators

Recommendations

In planning In progress
Partially 
complete

Complete

0 15 3 18

Q1 -17/18 Q2 -17/18 Q3 -17/18 Q4 -17/18 Q4 -17/18 

Q4 -17/18 

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

100%

50%

60%

70%

80%

90%

100%

Graph 2 – On-time RunningGraph 1 – Customer Satisfaction

69.96 69.6470.31 70.01

92%

94%

96%

98%

95.37

96.51

95.02

Graph 3 – Services Delivered

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

100%

92%

94%

96%

98%

99.70 99.8399.71 99.62

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

95.68
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