Annex 7 - Example of Communications

Monday 11th May 2015

Some of the review team travelled on Eurostar train 9149 from Lille (1736 CT)
to London, due at St Pancras at 1806 (BST).

Although, as we later learnt, an incident had been causing delays in the
Channel Tunnel since 1557 BST, there was no warning at Lille or before
Calais of any possible delay.

At 1710 BST we stopped on the through track at Calais Frethun. The Train
Manager announced there would be a delay of 20 minutes, “waiting
authorisation to enter the Channel Tunnel”. At 1720 BST the train crawled
slowly towards the tunnel portal.

At 1723 BST the Eurostar website was already predicting a 35 minute delay,
saying this was due to “infrastructure problems in the Eurotunnel”.
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At 1740 BST the train entered the Channel Tunnel, using the running tunnel
north. Train Manager apologised for the delay and said he would give an
estimated time of arrival in London once we had left the tunnel. We proceeded
slowly through the tunnel, switching to the running tunnel south en route.



At 1812 BST the Eurostar website was continuing to predict a 35 minute
delay, because Eurostar were “blind” to the train’s slow progress through the
tunnel.
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At 1814 BST Eurotunnel’s website was saying there are delays due to an
“‘incident”

Latest travel information

For customers travelling today via our UK Terminal

Qur passonger sorvice s currently operating with some timetable
disruption, this Is due to an incident in the Tunnel which is in the
process of being resolved. There |s & waiting time of
approximately 80 minutes on the terminal

We sinceraly apologise for the inconvenience this will cause to
YyOour journey

For customers travelling today via our French
Terminal

Qur passenger service |8 currently operating with some timetable
disruption, this is due to an incident in the Tunnel which is in the
process of baing resolved. There Is a waiting time of
approximately 60 minutes on the terminal

We sincerely apologise for tha inconvenience this will cause to
YOur journey.

This Information Is also avallable via our 24 hour (recorded)
service Information on +44 (0) 8444 63 00 00.

Last update: 11/05/2015 - 18:14 (Time updated GMT+1 hour)



At 1815 BST train 9149 left the Channel Tunnel. The Eurostar website quickly
updated to show a 52 minute delay. The Train Manager apologised, without
giving a reason for the delay, and predicted arrival at St Pancras at 1900
BST.
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At 1825 BST The BBC are now tweeting the delays due to a “freight train
stopped in the tunnel”.

H BBC Sussex -9

Wait time up to 1.5 hours for Passenger Eurotunnel
services at Folkestone due to a freight train stopped
in the tunnel

At 1825 Eurostar 9149 stops at Ashford International, as shown in the
screenshot below of the UK National Rail staff website, which collects real
time train running data from all possible sources. Note that, as with Eurostar’s
real time monitoring system, there is no data from the Channel Tunnel.
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Eurotunnel twitter messages are also saying there is a “freight train stopped in
the tunnel”.
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The aslay in Franca has increased to 60 mins, pleasa accapt our
apologies for any Inconvenience caused. AST

Eurotunnel LeShuttie
Due 10 the slopped train in tha tunnel, there |8 an approxirnate delay of
90 mins in the UK and 30 mins for customers In Calais, AST

a Eurotunnel LeShuttie

Eurotunnel LeShuttle
Denm~ aNigelOFlatcher Apologies Nigel, we have a freight train stopped in the
tunnel. We are hoping to get you on your way as soan as possinie ST

- Eurotunnel LeShuttle
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Eurotunnel’s website is saying there is an “incident in the Tunnel”.
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Eurostar are saying the delays are due an “earlier failure of an Eurotunnel
shuttle”
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Welcome o Eurostar’s Twitler account, Channgl your
questions to us from Bam to 7pm weakdays or Sam to S5pm
(UK tima) on weekends and bank holidays. Bon voyage!

UK

2,009 26.4K

Tweets f

Eurostar
@pwoodwardhk Please accept our apologles for the caterng shortfall

this evening. If you've not been emailed, please call and we wil 1/2

Eurostar
&Darbs60 You're welcome Pate

Eurostar
@GillesG_BE Apologies that your tram was hald - this was dus to the
eariler fallure of an Eurotunnal shuttle which has now been moved.

Eurostar
@0arbsB0 That might be one to re-direct: N 19
S @StPancrasint
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At 1903 BST the Eurostar 9149 arrived at St Pancras International, 57
minutes late. There were crowds at the terminal waiting for arriving
passengers, all looking at the “arrivals screen”.




We later heard the following explanation from Eurostar (time altered to be
shown in BST to correspond to the rest of this appendix):

Incident occurred at 15:57: "A truck shuttle (7433) stopped in the interval 5"

It was not until 5:10 p.m. that we received more information from the on-call
officer of ET:

"We have an interval closed on the French side of the tunnel following the
detection of a hot box on a truck shuttle.

This shuttle wrong way now way (towards the French entrance to Eurotunnel)
and will reboard the detector within the next 10 minutes.

If it goes well, everything will return to normal at 18:00.
If there is a problem, re-opening will be much later in the evening."
The incident effectively ended at 18:16 but we suffered the direct impact of
this incident until 20h (CT) and the indirect impacts until the end of the day
including the reusing of trains (eg the Eurostar 9054 (SPI 20:01 / PNO 23:35):
+35’ ARR).
13 trains were delayed for between 3 and 57 minutes.
In total we observed four explanations for the simple delay as follows:

. Anincident

. Infrastructure problems

1

2

3. A freight train stopped in the tunnel
4. The failure of a Eurotunnel shuttle



It was interesting to note that on this day there were catenary problems in
both the UK and France that the review team were caught up in. For
comparison here are the passenger communications for both incidents —

Tamworth (UK) and Paris-Nord (France).

uve trains

20:07 London Euston |

11th May

£ Set alen

3G 19:30

Details

Liverpool

Lime Street
Dur: 2h 18m

W Pin this train | A Wake me up

A This traer hss been cancelled because of overhead
wire probilems

Updated: 19:30

London Euston

Cancabed

Nuneaton

Cancelad

Stafford

Cancebed

Crewe

Cancekad

Runcorn

Cancabad

Liverpool Lime

L

My travel

EYs

&

Fannar

.
e

SNCF DIRECT
Lew prévsTre

Gare Do O8pen - Pars Nosg
Qe o ervivie . Caturs Viie

e Oe SR00N THOAGUE | OINED i 1 e
Fanaw o wrete Scrcee 1102

seeee O2-UK

19:33
nationalrail

3G

Service alteration details "
Check m
PAGE LAST UPDATED: 11082015 19:29
VOoate mow

Fing out detals sbout how survices arw running une

b Infarmnd o arvy GisTUPGOn 0N your J0UITYry

Delays Detween Rughy and Lichfiukd Trevd Vialley axpected untl 2100

[perp——— M IDER015 1115

Rontis sfiusiant Londan Midiand batween

Loexdan Euston ane

TOCN) slterins

London Midland Virgin Trains
Smmgten Qunrheatd wire problems owar Tarmwo am
cauning delave of uo 19 10 minutes o Ynins

Rugby and Lichfelc Trent Valey. This

Is axpocted unth approcdimaiely 21:00

betaeen

1 Gt fobow this incident ueng the hashing

#Tamworth
= the Nabuns

O check your joummey, plaase (s

Ral Enguines reattme Journey Planner

BEHONCUNCOS 0N CAX O¢ nemard

Vaufier vOUS 28%.FR¢ D W00 SO
L1 Ce On Cemeroas VC e ROTIIWS MO B voire Bl s Sormes o NES wor 3 preeae an
Corvgta

Carwn oreres reorTrettary

Mo S - Fite 30 = VST T Bt (IR STV
s o - S T - i

L -1 fern I T BT -G

- o -t T T ————

Cama e

¥ INFORMATIONS COMPLEMENTARES BUR VOTRE TRAN

Lrw pemme I MATRIIIon SECtIgee & DTS 3 ST Se kTR ey TS ot B 4 Tumnaos Tepus sk ve

T

s v 4 o WIS

TOV | BTGV | WTERCITES | TER | TRANSILIEW

T G W WTIETE e W



