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Issue 
Having undergone a £1bn upgrade, to 
provide a state-of-the-art passenger 
experience, the challenge moved on to 
how this standard of service and 
presentation is maintained, in the most 
efficient way that keeps the station fully 
operational 24/7. With 130,000 individual 
building components, ranging from light 
bulbs through to complex heating, 
ventilating and fire alarm systems, it 
needed to have data as well as good 
organisation at its centre.   
 
To ensure smooth management of the 
operational accountabilities from 
construction to maintenance phase, the 
process began long before the station 
upgrade work was due to complete. 

Solution 
To maintain the required level of efficiency 
across such a diverse range of requirements 
a new asset management system was 
developed. Each of the 130,000 items were 
referenced, for ease of identification and 
implementation of works. The new asset 
management software includes 3D room 

visualisation, diagrams and details of all the 
130,000 components. Early training and 
familiarisation enabled our maintenance 
team to work closely with the customers 
handover team to efficiently use and 
update the new system and verify data.  

To be sure of the right transition of 
knowledge and maintenance regimes 
between the team handing over the 
redeveloped station and ourselves Network 
Rail co-located all teams within their station 
offices to establish the right level of data 
sharing and collating. Open collaboration 
was essential at the handover stage to 
avoid any potential confusion between a 
building handover defect and a routine 
maintenance issue. 

The teams came together weekly to resolve 
issues on the spot and to share details of 
scheduled works. Our maintenance service 
contract demanded fault completions 
within 7 days, 2 days or 24 hours and by 
having sight of the development work 
programme we could plan better to 
reduce impact on the station environment. 

Outcome 
The collaborative approach at London 
Bridge station has put the rail customer and 

operational safety first in this critical new 
station operational handover phase, whilst 
ensuring the right level of detail on every 
aspect of maintenance is shared and 
documented. The longer term benefits of 
this high level operational framework for on-
going maintenance is to ensure greater 
efficiency of service for both passengers, to 
minimise disruption, as well as Network Rail 
as the station operator: 

• Scheduling takes into account the needs 
of commuters by 24 hour working. 

• Data is reviewed and cleansed to 
provide accurate asset information 
leading to more efficient maintenance 
and informed planning of future works. 

• The client has real time reporting against 
performance measures. 

• Co-location has built strong operational 
relationships which help everybody to 
deliver an efficient and effective 
maintenance service for passengers and 
station operators. 

• Reputations are safeguarded. 

With the new system and approach fully 
proven, Network Rail is seeking to replicate 
the benefits across other major stations to 
improve efficiency across the network, as 
part of their strategic commitment to align 
their asset management activities with 
ISO55001. 


