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Intervention Service

Two Worlds

Operatlons Centre .
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 Place: Between Thun and Gwatt
* Train: 4-car composition (3 Lotschberger / 1 Nina)

« Passengers: ca. 400 Travellers
« Malfunction: Vehicle malfunction with emergency braking,

cause not known or rectifiable on site
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Information Sources
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Primary Goals

Operations Centre Intervention Service
— Reliability of the timetable (punctuality) — Develop a (new) plan on the spot
— Service to passengers (information) — Limiting stress and risks for passengers
— Limiting conflicts of moving trains in the — Safety on Site
whole railway network — Situational decisions may overrule
— Using the correct processes processes

— Reducing uncertainty — Handling uncertainty
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What is the best way to deal with the event?

Run 3 train sections?

Towing the train section

Evacuate on the same
(with malfunction)?

track or on a
neighbouring track?

Tow away or
evacuate?

Time of shunting
movements of the LRZ:
Immediately or after

passenger trains? Evacuation with fire-fighting

and rescue train (LRZ) or
passenger train?
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|dentified cognitive skills

Situation-
appropriate
communication

Sharing mental Perspective
models taking
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Training Concept (focus on identified cognitive skills)

On-the-job & H'R Off-the-job () o

°0&& )
— Collection of 10 exercises — 1 day of training
— Independent practice at the workplace — Theory lessons
— Cooperative tasks — Practical exercises and reflection on
— in-depth learning of theory exemplary case
— Reflection with counterparts — Group discussions

— Simulation
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Off-the-Job: Practical exercises

Several exercises base on the Exemplary Case of the Train defect and Evacuation (from the
beginning of this Presentation).

Situation-appropriate communication:

— Listening and Reflecting on the Recording of a real conversation from the case study between
the head of operations and the dispatcher

Perspective taking

— Discussion about the goals of each role in this situation.

Sharing mental models

— Performing a debriefing (,After-Action-Review" (AAR)) for the case.
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Off-the-Job: Simulation Exercise

— Goal: Practical use of learned Skills
— 120 minutes, role play style
— All participants in the course are involved (Roles)
— Intervention (approx. 2 persons)
— Operations center (approx. 2-3 persons)
— QObservers (approx. 1-3 persons)
— The case is difficult and evolving over time with complications

24/02/2025 www.fhnw.ch/aps 13



“ Fachhochschule Nordwestschweiz
Hochschule fiir Angewandte Psychologie

Evaluation

— Structural integration of the trainings in the company

— Very positive Feedbacks of participants

— Too early to register effects

— Encouraging feedbacks from real cases after the off-the-job training
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Challenges to be aware of

Group Composition
— All roles of the operations centre and Intervention service must be present in every training

course
— Juggling different cultures

Content
— Focus on practical exercises not theory
— Participation of stakeholders needs time (but is invaluable)

Train the Trainer
— Scientists cannot replace Railway subject matter experts (standing)
— The trainers must be Involved and enabled
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Questions ?
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