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Independent review of SkyTrain disruptions 
Backgrounder  
 

July 28, 2014 
 
 
On July 17th and July 21st the Expo and Millennium lines were shut down for extended periods 
of time. These outages had a significant impact on customers and raised public safety 
concerns. In both cases the entire system was out of service for periods in excess of four hours. 
 
Some customers self-evacuated trains, and customer crowding occurred at major transit hubs. 
 
The first occurrence was caused by the premature failure of a computer system component that 
controls a segment of the Expo Line, and the second was caused by the loss of power when the 
main power control panel was accidentally taken out of service while undergoing modifications. 
 
A number of internal investigations commenced immediately to determine the causes of the 
disruptions, identify changes that are required to prevent or reduce the likelihood of such 
incidents from occurring in the future, and to respond more effectively to our customers on the 
system. A number of changes have been already been implemented. 
 
On July 23, TransLink CEO Ian Jarvis announced that an independent review would be 
conducted.  
 
Independent, expert review  
 

 The independent review will be led by transportation-industry expert Gary McNeil, who 
has more than 40 years of experience. (CV attached) 

 
o Formerly President of Go Transit and Executive Vice-President of Metrolinx in 

Toronto– responsible for $1.7 billion capital program and $340 million operating 
budget. 
 

o Lifetime Achievement Award in Transportation from the Canadian Urban Transit 
Association (2013). 

 
o Experience in the Metro Vancouver market – involved in the planning, design, 

construction, testing, and commissioning of the initial operations of the 
Vancouver SkyTrain (from downtown Vancouver to New Westminster (1982 – 
1986). 

 

 Other expertise may be called upon as part of the review. 
 

 A final report will be provided to TransLink’s CEO and Board of Directors by the end of 
October 2014. 
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What’s been done in the past 11 days 
 
The following improvements are already underway as a result of key learnings from the two 
recent service disruptions: 
 
Public announcement system  

 Work is underway to put SkyTrain’s public announcement system on a separate breaker 
so that it is not affected by disruptions to other parts of the system. 
 

 Testing of the volume levels on the public announcement system on trains and train 
stations is underway to improve audibility for customers. 
 

 More frequent announcements on SkyTrain during service disruptions (including minor 
delays). A message about remaining on the train for safety reasons is now standard.  
 

 The public announcement system continues to be improved as part of planned system 
upgrades over the next three years. 
 

Staffing during disruptions  

 Plans are in place to mobilize more employees more quickly in the event of a major 
service disruption or emergency.  
 

 This includes Transit Police, SkyTrain attendants, bus operators, customer information, 
and transit security.  
 

 A plan to provide more resources and better customer support at bus bridges is being 
developed. This will likely include more buses and increased staff presence at bus-
bridge loops and stations. 

  
Better communication 

 A public information campaign to advise customers of what to do during service 
disruptions will be undertaken. 
 

 A crisis communication plan is already in place, and it is being reviewed and updated to 
ensure that communication with customers, the public, the media, and other 
stakeholders is better coordinated.    
 

 Employees will be better equipped to help customers get the information they need. 
 

 Changes have been made to the Trip Planner on the website to make it easier for 
customers to get information about bus routes if SkyTrain is down. 
 

 
Media contact: 
C: (604) 803-3199 
E: media@translink.ca 
 


