This runs to four A4 pages, is aimed at staff to help them answer
customers queries and I'm typing it from a hard copy, so in a few cases
I've skipped bits or summarised.  Still, the essence is here.  Please
excuse any stupid typos; I started work at 5am today.

*Background:*

Bank station is one of the busiest on the London Underground network.
It is a major interchange between the Central, Northern, District,
Circle and Waterloo & City lines as well as the Docklands Light Railway
(DLR).  It is one of the key gateways to the City of London and
Docklands/Canary Wharf, with approximately 250,000 journeys made every
weekday to and from the station (more than 72 million each year).

The number of passengers using the station is rising significantly as
London's economy continues to grow.  Continued expansion of Canary
Wharf, the increase in DLR capacity and the Northern Line upgrade will
all also contribute to the continued and growing importance of Bank as a
major transport hub.

The station is very complex, with six lines passing through it.  There
are many different interchange routes and seven banks of escalators (15
individual escalators) sever the station.  These are critical to moving
passengers quickly and safely through the station.  Their durability has
been put under great pressure by the volume of passengers using the
station - especially since the expansion of office space at Canary Wharf.

Given the importance of the station to the Underground network and as a
key part of the infrastructure of the City of London, LU has
successfully kept the escalators operating both through repair works and
a carefully planned program of maintenance.  As will all machines,
eventually the time comes when repairs and maintenance are no longer
enough.  The escalators at Bank/Monument are now nearing the end of
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their lives and we have to act now to make sure that the station has
escalators which are able to cope with demand today and in the future.

The escalators will all be worked on simultaneously, with the entire
area hoarded off.  This means the work can be completed in the shortest
possible time.

*What is planned? *

By doing this work now, we can reduce the risk of escalator failure in
the future and the prospect of having to close the station at short
notice because of sudden failure and emergency repairs.  If we were to
delay, passenger numbers would increase further and disruption would be
greater.  The upgrade of the Northern line is approaching and the
extension of DLR trains to three cars is imminent.  Both projects will
deliver more customers to the station.

During the works we must always maintain sufficient 'exit' capacity in
the event of an emergency evacuation.   This means that changes in the
way customers are routed through the station (such as one-way systems)
are being implemented.  This will add slightly to passenger journey times.

Given the complex nature of our escalators, the limited space in which
contractors have to work, and the stringent regulations on storage and
fire safety, the work will take many months and in some cases, up to 18
months per bank of escalators.  The work is also complicated by the fact
that almost all of the escalators will need attention over the next few
years.

Work will therefore need to be done in phases.  We have looked at a
number of operational options for keeping as many parts of the station
open as possible, in order to keep disruption to passengers at an
absolute minimum.  It is impossible, however, for us to do this work
without closing some routes for potentially long periods of time.

Having assessed all of the options for phasing the work and keeping the
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station open, we have decided to implement 'no interchange' at Bank and
Monument stations (except between the Northern line and DLR), which will
now effectively operate as two separate stations from 31st March 2008
until August 2009.

Customers wishing to interchange between lines will be asked to
interchange elsewhere around the network.  Remaining walking routes
through the station will also change significantly.

*How do you plan to get this work done? *

In the months preceding March 2008 escalators 8 - 11 have had work to
extend their lives.  During this work there was always an adjacent
escalator in service on the 'up' and a staircase for the 'down'
traffic.  This caused congestion problems at the station, so a series of
PA messages have been in use asking customers to 'avoid' the station.
This work is now complete and the next phase of work is to tackle the
escalators connection the DLR platforms with the District and Circle
line area of the station (Monument).  This is escalators 12-15.  To do
this, we must implement a one-way routing system through the station,
which will mean that there can be no interchange between lines - except
between the Northern line and DLR.

*Why will this help?*


The DLR platforms are extremely busy at Bank.  During the work on
machines 12 - 15 the exit towards Monument will be out of use.  To
safely manage the crowds leaving the DLR, escalators 8 - 11 from the DLR
platforms to Bank end of the station, towards the Central Line, will run
UP.

Customers heading DOWN to the DLR will be routed via a Northern line
platform and then a flight of stairs to the DLR platforms.  However the
Northern line platforms are very busy already and the removal of
interchange between lines is necessary in order to maintain a safe
operation of the station, and keeps the flows of customers moving
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smoothly within the station.

*Why wasn't something done sooner? *

We have been working to extend the lives of the escalators to keep them
in service.  However, we can only do this for so long and have now
reached the point that we need to make comprehensive upgrades to, or
completely replace, escalators.

*Why can't we keep the escalators running during the peak and close the
station at other, less busy, times?*

The state of repair of the escalators means they need to be replaced
immediately or we risk failure which would force us to close the
station.  It is not possible to work on the escalators for part of the
day and have them operational the rest of the time.

*What if we leave the escalators as they are? *

This is not an option.  Give the age and state of repair of the
escalators we are risking daily failure which means that we could be
forced to close the station, on an unplanned basis, at any time.  As the
station gets busier, we risk disrupting the journeys of many more
customers in the future, if we don't act to address the problem now.

*Why can't we do the work at weekends? *

In order to get the work done in the timeframe we have set out, we will
be working on the escalators at weekends.  It's not possible for us to
limit the work to weekends however as once the infrastructure is taken
out of service and we start to repair or replace the escalators, it will
not be possible for us to put it back into place for temporary periods.


*Why is the work taking so long? *

The escalators are bespoke to London Underground, complex in nature and
workspace is restricted by the surrounding built-up area.  The stringent
LU regulations governing storage of materials and fire safety mean that
work cannot progress at the same pace as non-LU escalator works.
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Escalator replacement means that the whole machine has to be dismantled,
the parts broken up and removed, new parts brought in (often by train
during engineering hours) and hand-built in situ, then tested as one
piece of equipment.  All this can take many months, and in some cases,
up to 18 months.

*What are the alternative routes?*

Advise customers to use nearby stations such as Cannon Street, London
Bridge, Mansion House or Moorgate.  Other alternative interchanges
depend on the individual journey being made and are listed on the
customer information leaflet.

*Will there be any extra staff at Bank/Monument? *

More staff will be available at the station throughout the period of
disruption to ensure safe operations, guide passengers through the
station and answer their questions.

*Will London Bridge and Moorgate station be busier as a result? *

Probably.  Both stations can handle additional passengers although exit
and entry may take longer.

*How do we tell passengers?*

[Summary:  Press announcements, posters, leaflets, PA's, dot matrix
messages, Metro, messages on journey planner, and there was a
distribution team at Bank/Monument on the 26th March during most of the
day, so they could target the affected people directly]

*Information*
[Summary of where further information for staff is available and states
that they have liaised with key businesses in City/Canary Wharf to brief
workers]

*Our commitment? *

Our commitment to passengers and staff is that we will complete the work
as fast as possible.  We believe that the timeframe we have set out is
realistic.  If we do have to change our plans, we will let you and our
customers know as soon as possible.

*If I have questions, who should I ask?

*[Staff contact info removed]  If a customer wishes to make an enquiry
or complaint they should contact the Customer Service Centre on 0845 330
9880 (8am-8pm daily).  Full contact details for the CSC are also
available on the TfL website.

