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Date issued: 4th of July 2023

Freedom of Information Request 79/23
 
We are writing in response to your Freedom of Information request. Your request has been considered in accordance with the requirements of the Freedom of Information Act and our Data and Information Management Policy.
 
YOU ASKED US…

What Service Level Agreements (SLA) are in place?

Where can I find the emergency incident procedure?

RESPONSE

Question 1

Please see the below SLA.
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Question 2

Emergency incident procedures can be found on trains. We have attached a copy of our 'Passenger Information During Disruption (PIDD) procedure'

Below are two examples of the onboard safety information posters:
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We hope this information is of use to you. 

Yours sincerely,  
 
Transport for Wales

Appeal Rights
If you are unhappy with the way your request has been handled and wish to make a complaint or request a review of our decision, please write to the Head of Freedom of Information at either Transport for Wales, 3 Llys Cdwyn, Pontypridd, CF37 4TH or freedomofinformation@tfw.wales. Your request must be submitted within 40 working days of receipt of this letter. If you are not content with the outcome of the internal review, you have the right to apply directly to the Information Commissioner for a decision. 
The Information Commissioner (ICO) can be contacted at Information Commissioner's Office, Wycliffe House, Water Lane, Wilmslow, Cheshire, SK9 5AF or you can contact the ICO through the 'Make a Complaint' section of their website on this link: https://ico.org.uk/make-a-complaint/ 
The relevant section to select will be "Official or Public Information".
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Specified vehicle requirement supplied (to be calculated
by dividing total vehicles provided by the Supplier for
this road transport type meeting the Customer
specification by the total vehicles requested by the
Customer for this road transport type).

>97%

Requests fulflled completely (to be calculated by
dividing total successfully fulfilled requests for this road
transport type by the total requested made to the
Supplier by the Customer for road transport of this
type).

>97%

Vehicles provided to be under 10 years old (To be
calculated by dividing the number of vehicles provided
by the Supplier under 10 years old by the total amount
of vehicles provided for this road transport type).

>93%

Vehicles on site within 1 hour of request (To be
calculated by dividing the total number of vehicles
provided by the Supplier within one hour of the request
being made by the Customer by the total vehicles
provided by the Supplier for this road transport type).

>97%

PSVAR compliance rate (to be calculated by dividing the
number of PSVAR compliant vehicles provided by total
requests for this road transport type). Note this is SLA s
based on the DFT continuing to issue exemption
certificates should this process be this will
be reviewed and amended based on the latest position.





image2.png
active Vs Bt Pt e

Neges ddogetwch
Safety notice

Toe g Sty Wt (- E0) | Pt 3002208

=)
Commans: 210 W) 94 09 en




image3.png
Passenger Safety Informatiol

Drawing Number:
Da

cmert. A8rghts reserved.limay ot be &
el i< dorument
ity are





image4.png
TRAFNIDIAETH CYMRU
TRANSPORT FOR WALES





