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Date issued: 8th of April 2025

Freedom of Information Request 63/25

You asked us…

We would be grateful if you could provide the following information:
1. The current policy relating to crowd control at Wrexham General Train Station for match days;
2. Details of the current arrangements that you have in place regarding match day travel;
3. In particular, your policies and standard operating procedures for any person including those with a disability who wish to use the following routes on match day:
a. The direct route to/from platform 4 at Wrexham General Station;
b. Access to platform 4; and
c. The steps to/from the main road to the Station Car Park.
4. Your Accessible Travel Policy for both match days and none match days;
5. Your policy regarding requests for reasonable adjustments made on match days and requests for reasonable adjustments with no prior notification;
6. Your risk assessments and standard operating procedures in relation to crowd control on match days;
7. Confirmation of whether TfW and/or Wrexham General Station contracts with any third parties to provide additional staff to implement the current arrangements on match days and who those third parties are;
8. Your disability training programme for staff and what it consists of, including in relation to the risk of bias or discrimination to disabled passengers;
9. Any data that you have to confirm:
a. The number of passenger assistance requests for Wrexham General Station in the past 12 months relating to accessibility during match days and confirmation of how many of the requests were successful;
b. A breakdown of reasonable adjustments that have been provided on match days in the past 12 months in or around Wrexham General Station.


RESPONSE

Question 1

A crowd management plan has been developed with the support of our crowd management specialists (Sword Security Ltd). 

Please see attached policy.

In relation to the redactions, the following exemptions apply –

Section 38 – Health and Safety
Section 40(2) – Personal information

Section 38 is a prejudice-based exemption and as such, requires TFW to complete a balancing test to establish where the balance of the public interest lies.

Factors favouring disclosure

There is always a strong public interest in transparency. However, the redacted information refers to event security and detailed maps outlining resourcing and the locations of the main electricity/gas/water supply etc.

Factors favouring non-disclosure

The information redacted relates specific information about security at events and mapping of resources and locations of business-critical supplies.

TFW must consider the health and safety of its staff, customers and the wider community. Releasing this information into the public domain could give individuals with nefarious interests the information needed to endanger the health and safety of the public and TFW staff.

On balance, TFW must protect and prioritise the health and safety of their staff and the community and so the balance in this case, lies in favour of non-disclosure.

Section 40(2) – Personal Information

Under this exemption, personal data should not be disclosed if this would contravene the data protection principles.

Personal data is defined by the General Data Protection Regulations (GDPR) as follows - 

 “‘personal data’ means any information relating to an identified or identifiable natural person (‘data subject’); an identifiable natural person is one who can be identified, directly or indirectly, in particular by reference to an identifier such as a name, an identification number, location data, an online identifier or to one or more factors specific to the physical, physiological, genetic, mental, economic, cultural or social identity of that natural person”.

ICO guidance states the following –

When a public authority receives a request for information that constitutes personal data about its employees, it must decide whether disclosure would breach Principle 1 of the Data Protection Act (the DPA), ie whether it would be fair and lawful to disclose the information. Whether the disclosure is fair will depend on a number of factors including:
  whether it is sensitive personal data;
  the consequences of disclosure;
  the reasonable expectations of the employees; and 
 whether there is a legitimate interest in the public or requester having access to the information and the balance between this and the rights and freedoms of the data subjects.

In this case, we have identified that names and contact details contained in this document is personal data AND the release of this information WOULD contravene the first principle of the DPA.

It is important to remember that disclosure of personal information under the FOI is to “the world at large”. 
The key question when it comes to disclosing personal information, is what is the harm that will arise from disclosure.

The individuals in question would not have any expectation that this information would be released into the public domain.

Question 2

This is included in the attached. Each event impacting a Transport for Wales station is reviewed in collaboration with the station manager, security, crowd management, BTP & local police. 

Question 3

Page 4 attached document (pre event) - Please note, these plans will be subject to change and discretionary access can be facilitated for various reasons.
Page 5 attached document (post event) - The ramp leading to platform 4 off Regent Street will be closed and there will be no access into the station (2 x Sword managing this) unless they have accessibility needs. The staircase leading to the station will also be blocked (2 x Sword managing this). Everyone will be sent to the station entrance via the main car park which will be blocked off to facilitate the queue system and buses.

A) This is facilitated pre and post event as detailed above. 

B) Access to the station is maintained for accessibility needs. 

C) This is blocked off as part of a mitigation detailed in our risk assessment. 

Question 4

Please see the below links –

Policies and information | TfW

Making Rail Accessible: Helping older and disabled passengers | Policy document | Transport for Wales

Question 5

Transport for Wales do not hold an accessible policy for match days.

The below links which may be of interest –

Accessibility at events | Transport for Wales
Book Assisted Travel On Our Trains| Transport for Wales

Question 6

Please see attached risk assessment.

Please note, the redactions have been applied by virtue of the following exemption-

Section 40(2) – Personal Information

As detailed above.

Question 7

Yes – Sword Security and Silurian Security. We also bring in additional Transport for Wales management support teams.

Question 8

Key Learning Points from our A&I training for both Stations and Conductors:
 
· To understand the term disability and explore how it covers a wide range of different people with different impairments, which may or may not affect the way they travel by train.
· To explore the Equality Act 2010 and how it prohibits discrimination against people with specified protected characteristics, one of which is disability, and the Act’s requirements for ‘reasonable adjustments’.
· To introduce the various definitions of disability and appropriate terminology (including the Equality Act 2010 definition and the social model) to help identify disabled people (and others that may need assistance) and to be able to use appropriate language.
· To explore physical and non-physical impairments to enable you to assess individual needs and provide appropriate assistance.
· To introduce you to the regulations that are relevant within the railway industry and explore some of the actions that licensees are required to take and how this may impact on your job roles.
· To examine the Passenger Assist process and how it works for disabled passengers and how you play an important part in delivering the service.
· Explore the concept of respect and dignity and why it is important to treat disabled people with patience, optimism, and a willingness to find a way to communicate.
 
Please note: events considerations are outside of the ATP scope or licensing requirements hence the dedicated page - Accessibility at events | Transport for Wales which is in effect our informative and customer focused offering.

Question 9

A) Transport for Wales had 59 prebooked passenger assists on event days. Of the 59, 41 were completed, 6 not completed (passenger didn’t show up), 8 cancelled & 4 who did not make themselves known. 
B) Transport for Wales do not hold a specific breakdown of reasonable adjustments at Wrexham.


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 Cadwyn, 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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