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Print this as a booklet on your local printer
If you’ve got this as an electronic copy and not 
a hard printed version, and you have access 
to a printer that supports two sided booklet 
printing, you can create your own booklet by 
following the these instructions.

Open the Print menu (CTRL+P on a PC or �+P on a Mac) 
and you will be presented with a screen similar to this shown 
below.

After clicking Properties, the Document Properties screen is 
now shown.

You will return to the previous screen, from where you just 
need to click Print to print this document in booklet format.

The above is based upon using Acrobat on a Windows PC. Screen and option 
layouts may change depending on the version of Acrobat used or if another 
operating system, such as Apple OS/iOS is used.

Select the printer 
that prints 
back-to-back 
from available 
printers shown in 
the Printer drop 
down

In Page Sizing & 
Handling that Fit 
and Orientation: 
Auto Portrait/
landscape are 
the only options 
selected Click Properties

Click the 
Finishing tab

In Document 
Options, click 
Print on both 
sides then in 
Booklet Layout 
select Left 
binding from the 
drop down 

Click OK
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the time of circulation/issue to colleagues and only 
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Good Customer Service
Giving customers accurate travel advice during 
these and any improvement works is vitally 
important.

A happy outcome of good customer service is conflict 
avoidance. More and more people are using the railway 
so not everyone will know which way to go, what train to 
get on or what a rail replacement bus is.

Approach people who look lost or unsure about where 
to go, don’t wait for them to come to you. ‘Do you need 
any help?’ or ‘Where are you travelling to?’ are good 
opening lines. Always ask what their final destination is as 
passengers sometimes ask if this is the train to because 
they don’t want to get that one, if that makes sense!

If you don’t know the answer, don’t guess. No information 
is better than the wrong information. Either take them to 
a departures board and find their train and point them in 
the right direction for the platform or pass them over to 
a member of station staff who will be able to follow up a 
timetable enquiry.

Don’t discriminate! Don’t think an 18-year-old needs 
less help than an 80-year-old, everybody deserves your 
time and attention. During times of disruption passengers 
are more stressed. They 
are frustrated at the 
situation they are in and 
sometimes express 
themselves forcefully. 
By keeping calm 
and ascertaining 
what they need 
you can defuse the 
situation.

You can’t win them 
all and it’s a horrible 
feeling when you’ve been 
shouted at for no reason, 
but remember if you give 100% to 
providing customers with timely help, before they even ask 
for it you will exceed their expectations and provide great 
service every day.
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Introduction to the work
The railway through the Calder Valley will be 
closed on Saturday 20, Sunday 21 and Monday 
22 October, to allow Network Rail to commission 
the new Calder Valley route signalling system, 
controlled from the ROC at York.

Throughout the three days no trains will run between:
• Leeds and Todmorden via Bradford Interchange
• Leeds and Burnley Manchester Road
• Leeds, Bradford, Halifax, Brighouse and Huddersfield
• Bradford, Halifax, Brighouse and Wakefield Kirkgate
• Leeds and Todmorden via Dewsbury and Brighouse 

(except on Monday 22 October when the line between 
Leeds and Brighouse only via Dewsbury is open to allow 
a limited train service to operate).

During the closure, buses will replace trains between:
 � Leeds, Bradford, Brighouse and Huddersfield
 � Leeds / Bradford, Halifax, Hebden Bridge, Burnley,  
Accrington and Blackburn
 � Leeds, Bradford, Halifax / Brighouse, Hebden Bridge 
and Todmorden
 � Bradford, Low Moor and Wakefield Kirkgate
 � Halifax, Brighouse, Mirfield and Wakefield Kirkgate.

Network Rail, as part of the Great North Rail Project, has 
been undertaking major work to upgrade the signalling 
system in West Yorkshire between New Pudsey, Bradford, 
Halifax, Hebden Bridge, Huddersfield and Shepley. This 
upgrade is seeing old traditional lineside signalling systems 
transferred to Network Rail’s state-of-the-art Rail Operating 
Centre in York. 

The upgrade in West Yorkshire has already seen the closure 
of the signal boxes at Huddersfield and Healey Mills in 
January 2018, and now it’s the turn of Mill Lane (Bradford), 
Halifax, Milner Royd, Mill Lane and Hebden Bridge. Upon 
the Calder Valley route reopening on Tuesday 23 October, all 
train movements between Hebden Bridge and Leeds will be 
controlled from the Rail Operating Centre at York.

Full details of the revised train and replacement bus service 
can be found on the following pages. 

We hope you will find this information guide of use. If you 
have comments, please direct these to your local  
manager.
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Service summary overview

Leeds to Preston via Bradford Interchange

Sunday 21 October

Buses replace trains between Leeds, Bramley, New 
Pudsey, Bradford Interchange, Halifax, Sowerby 
Bridge, Mytholmroyd, Hebden Bridge, Burnley 
Manchester Road, Accrington and Blackburn.

Trains that run between:
• Leeds and Preston will be revised to run between 

Accrington and Blackburn only
• Preston and Colne also Clitheroe, Blackburn and 

Manchester via Todmorden are unaffected and 
will run as normal.

New
Pudsey

Bramley

Halifax

Huddersfield
Todmorden

Dewsbury

Cottingley

Sowerby Bridge

Low Moor

Mytholmroyd

Hebden Bridge

Walsden

Brighouse

Deighton

Morley

Batley

Wakefield
Kirkgate

To Selby
& York

to/from Manchester
Wigan and Southport

Ravensthorpe

Leeds

Frizinghall

Forster Square
Bradford

Interchange

Apperley
Bridge

Kirkstall Forge

To Ilkley

To Ilkley
Towards

Skipton, Morecambe
and Carlisle

to/from London
King’s Cross

Mirfield

Preston

Blackburn

Accrington

Burnley
Manchester

Road

Saturday 20 October

Industrial action affects Northern services.

Replacement buses will operate, but train services 
will be heavily revised between Leeds and Bradford 
Forster Square; Preston and Colne and between 
Todmorden and Manchester Victoria
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Service summary overview

Leeds to Preston via Bradford Interchange
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Halifax
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Mytholmroyd
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Walsden
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Wakefield
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Leeds

Frizinghall

Forster Square
Bradford

Interchange

Apperley
Bridge

Kirkstall Forge

To Ilkley

To Ilkley
Towards

Skipton, Morecambe
and Carlisle

to/from London
King’s Cross

Mirfield

Preston

Blackburn

Accrington

Burnley
Manchester

Road

Monday 22 October

Buses replace trains, operating as two separate 
services, between:

• Leeds, Bramley, New Pudsey and Bradford 
Interchange

• Bradford Forster Square, Bradford Interchange, 
Halifax, Sowerby Bridge, Mytholmroyd, Hebden 
Bridge, Burnley Manchester Road, Accrington 
and Blackburn.

Trains that run between:
• Leeds and Preston will be revised to run between 

Accrington and Blackburn only
• Preston and Colne also Clitheroe, Blackburn and 

Manchester via Todmorden are unaffected and 
will run as normal

Additional train services will operate between 
Bradford Forster Square and Leeds.
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Service summary overview

Leeds to Manchester via Bradford Interchange
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Mirfield
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Burnley
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Road

Sunday 21 October

Buses replace trains between Leeds, Bramley, New 
Pudsey, Bradford Interchange, Halifax, Sowerby 
Bridge, Hebden Bridge and Todmorden.

Trains that run between:
• Selby, Leeds, Bradford , Halifax, Hebden Bridge 

and Manchester will be revised to run as two 
separate services between; 
• Leeds and Selby
• Todmorden and Manchester 

• Clitheroe, Blackburn and Manchester via 
Todmorden are unaffected and will run as 
normal.

Saturday 20 October

Industrial action affects Northern services.

Replacement buses will operate, but train services 
will be heavily revised between Leeds and Bradford 
Forster Square and also between Todmorden and 
Manchester Victoria
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Service summary overview

Leeds to Manchester via Bradford Interchange
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Monday 22 October

Buses replace trains, operating as two separate 
services, between:

• Leeds, Bramley, New Pudsey and Bradford 
Interchange

• Bradford Forster Square, Bradford Interchange, 
Halifax, Sowerby Bridge, Mytholmroyd, Hebden 
Bridge and Todmorden.

Trains that run between:
• Selby, Leeds, Bradford , Halifax, Hebden Bridge 

and Manchester will be revised to run as two 
separate services between; 
• Leeds and Selby
• Todmorden and Manchester 

• Clitheroe, Blackburn and Manchester via 
Todmorden are unaffected and will run as 
normal

Additional train services will operate between 
Bradford Forster Square and Leeds.
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Service summary overview

Leeds to Manchester & Southport via Brighouse

New
Pudsey

Bramley

Halifax

Huddersfield
Todmorden

Dewsbury

Cottingley
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Low Moor

Mytholmroyd
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Blackburn
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Sunday 21 October

No train service operates on this route on Sundays.

Saturday 20 October

Industrial action affects Northern services.

No rail replacement bus service will run between 
Leeds and Todmorden via Brighouse.

Trains services will be heavily revised between 
Todmorden and Manchester Victoria
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Service summary overview

Leeds to Manchester & Southport via Brighouse
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Road

Monday 22 October

Buses replace trains between Brighouse, Sowerby 
Bridge, Hebden Bridge and Todmorden.

Trains that run between:
• Leeds, Dewsbury, Brighouse, Rochdale, 

Manchester and Southport will be revised to run 
between:
• Leeds and Brighouse, to a revised timetable 

than normal
• Todmorden, Manchester and Southport

• Clitheroe, Blackburn and Manchester via 
Todmorden are unaffected and will run as 
normal.
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Service summary overview

York to Huddersfield via Bradford Interchange
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Sunday 21 and Monday 22 October

Buses replace trains between Leeds, Bramley, New 
Pudsey, Bradford Interchange, Low Moor, Halifax, 
Brighouse and Huddersfield

Trains that run between York, Leeds, Bradford, 
Halifax, Hebden Bridge and Manchester will be 
revised to run between York and Leeds only.
Additional train services will operate between 
Bradford Forster Square and Leeds.

Saturday 20 October

Industrial action affects Northern services.

No rail replacement bus service will run between 
Leeds and Huddersfield via Bradford and Brighouse.

Trains services will be heavily revised between Leeds 
and Bradford Forster Square.
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Service summary overview

Bradford Interchange to London King’s Cross

New
Pudsey

Bramley

Halifax

Huddersfield

Dewsbury

CottingleyLow Moor

Brighouse

Mirfield

Deighton

Morley

Batley

Wakefield
Kirkgate

To Selby
& York

to/from Manchester,
& She�eld

Leeds

Forster Square
Bradford

Interchange

Pontefract
Monkhill

Doncaster

to/from
Preston &

Manchester. Ravensthorpe

London
King’s Cross

Saturday 20 until Monday 22 October

Buses replace trains, operating as two separate 
services, as follows:

• Bradford Interchange, Low Moor and Wakefield 
Kirkgate

• Halifax, Brighouse, Mirfield and Wakefield 
Kirkgate

A revised train service will operate between 
Wakefield Kirkgate, Pontefract Monkhill, Doncaster 
and London King’s Cross



Page 14

Rail replacement co-ordinators
Arriva Road Transport is leading the rail 
replacement service on behalf of Northern.

They will be providing co-ordinators at the following 
locations between the times shown below.

Sunday 21 October

Station Start time End Time

Accrington 0900 2215

Blackburn 0830 2340

Bradford Interchange 0815 0045

Bramley 0745 0100

Brighouse 0745 0045

Burnley Manchester Road 0730 2330

Halifax 0730 0015

Hebden Bridge 0845 0000

Huddersfield 0745 2245

Leeds 0715 2300

Low Moor 0730 2345

Mytholmroyd 0830 0000

New Pudsey 0745 0045

Sowerby Bridge 0845 2345

Todmorden 0900 2315
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Rail replacement stop locations

Monday 22 October

Station Start time End Time

Accrington 0615 2230

Blackburn 0615 2230

Bradford Forster Square 0700 2130

Bradford Interchange 0445 0130

Bramley 0415 0145

Brighouse 0515 0100

Burnley Manchester Road 0630 2300

Halifax 0530 0100

Hebden Bridge 0445 0015

Huddersfield 0500 2245

Leeds 0400 2315

Low Moor 0500 0015

Mytholmroyd 0500 0030

New Pudsey 0430 0130

Sowerby Bridge 0515 0045

Todmorden 0600 0015



Page 16

Rail replacement stop locations

Replacement bus services will be running, with 
a mix of express and all stations services. 

Maps showing where replacement bus services depart 
from are shown on the following pages.

Customers need to purchase their ticket or  
obtain a promise to pay prior to 
boarding any train or replacement bus 
service as spot ticket checks will be 
undertaken.

Accrington

In the station car park.

Blackburn

In the Vue Cinema car 
park, at the rear of the 
station.

Bradford 
Forster Square

At the front of the 
station.

Not to scale © Arriva Rail North 2018
Not to scale © Arriva Rail North 2018

To Blackburn
&  Preston

To Hebden Bridge

Ticket
Office

Paxton Street

Eagle Street

Not to scale
© Arriva Rail North 2018

Towards Preston,
Bolton & Manchester

Towards Clitheroe,
Burnley, Colne, Leeds,

York & Manchester

Ticket
Office

Station Buildings

Jubilee St   The Boulevard  Railway Road 

Not to scale
© Arriva Rail North 2018

Towards Shipley, Skipton,
Ilkley and Leeds

Forster Square
Retail Park

St. Blaise W
ay

HMRC

Ticket
Office
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Rail replacement stop locations

Bradford 
Interchange

Bradford Council’s 
Britannina Street car 
park, at the rear of the 
interchange.

CUSTOMERS MUST 
NEVER WALK ACROSS 
ANY CARRIAGEWAY AREA IN THE INTERCHANGE AREA - THIS 
IS A CRITICAL SAFETY DIRECTION FROM METRO/WYCA AND 
IS TO BE OBSERVED AT ALL TIMES. THE ONLY EXCEPTION IS 
AT TIMES OF EVACUATION OF THE INTERCHANGE SITE. 

The only approved, and safe, walking route to this location 
is via the lower concourse. Customers must at all times 
return to lower concourse and walk down the passage way 
that accesses this area, past the Bus Station Manager’s 
Office. Customers should allow at least 10 minutes to 
safely transit end-to-end.

Bramley

On Stanningley Road, 
adjacent to Bath Road 

To Bradford - on 
the same side 
of the road as 
Gordons Tyres
To Leeds - stop on 
the same side of 
the road as Bath Road, facing Gordons Tyres.

Burnley  
Manchester Road

By the car park 
entrance on Halstead 
Street.

Towards Leeds and Halifax

Ticket
Barrier

Not to scale
© Arriva Rail North 2018

Britannina St A
647 

 
Croft St

delivery

Br
id

ge 
St

Bus carrageway - no pedestrian access

Bus
Station

No pedestrian access

Walking route between station & pickup/setdown by the lower concourse 
of the Interchange complex only - allow 10 minutes walking time  

Sw
in

no
w

 R
oa

d

Not to scale © Arriva Rail North 2018

To Bradford

To Leeds

Stanningley Road

Ba
th

 R
d

Elder Road

Not to scale © Arriva Rail North 2018

Ticket Office

A682 Manchester Road

D
ent R

o

w    Halstead         Street 

To Hebden Bridge

To Blackburn
&  Preston

Trafalgar Street
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Rail replacement stop locations

Brighouse

In the station car park.

Halifax

Bottom of Horton Street 
- approx 200 yards from 
the station - at bus stop 
45023409 (stop ‘5’).

Hebden Bridge

In the station car park, 
at the front of the 
station.

Huddersfield

Bus stops outside and 
near to the station.

Not to scale © Arriva Rail North 2018

To Huddersfield

To Halifax

Birds Royd Lane

Railway Street

G
oo

de
r 

La
ne

A641 Huddersfield Road

Not to scale © Arriva Rail North 2018

To Bradford
To Brighouse/

Hebden Bridge

Ticket Office

Square Road   Church Street

H
or

to
n 

St
re

et
Eureka!

Square 
Chapel

Piece Hall

River Calder

Not to scale © Arriva Rail North 2018

To Halifax
& Leeds To Manchester

Ticket Office

Station Road

Not to scale © Arriva Rail North 2018

John William Street

Railway St

Station St
George
Hotel

St George’s
Square

Statue of
Harold Wilson

To Leeds, Wakefield
and Bradford

Brook St
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Rail replacement stop locations

Leeds

From either Rail 
Replacement stops 
‘A’ & ‘B’ outside City 
House, or at time of 
major works,  the local 
bus stops at the front 
of the station.

Low Moor

Bus stops adjacent the 
station on Cleckheaton 
Road:

To Halifax - use 
bus stop 45014563, 
outside The Singing 
Fryer chip shop
To Bradford - use 
bus stop 45014577, outside Charlies Café.

Mirfield

Bus stops on 
Huddersfield Road, a 
10 min walk from the 
station:

To Huddersfield 
& Brighouse - use 
bus stop 45015145 
on the station side
To Leeds or Wakefield - use bus stop 45015146,  
opposite The Co-op.

Not to scale © Arriva Rail North 2018

New Station Street

Cycle
Hub

Bishopgate StreetNero
Express

Travel 
Centre

Pret

M&S

Not to scale © Arriva Rail North 2018

To Halifax To Bradford

New Works Road Cleckheaton Road

Not to scale © Arriva Rail North 2018

To Dewsbury/Wakefield

A644 Huddersfield Road

St
at

io
n 

Rd

Lowlands Road

To Huddersfield/Brighouse

River Calder
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Rail replacement stop locations

Mytholmroyd

Bus stops on A646 
Burnley Road, a 10 min 
walk from the station, 
are used.

Towards Hebden 
Bridge - use bus 
stop 45019566, 
opposite The Dusty 
Miller
Towards Halifax/Brighouse - use bus stop 45019567, 
outside The Dusty Miller.

New Pudsey

At the corner of the 
by-pass sliplane and 
Owlcoates Lane.

Sowerby Bridge

In the station car park, 
at the front of the 
station.

Todmorden

At the bus stop on 
Station Approach
Sometimes the car park 
may also be used.

River Calder

A646 Burnley Road

To Halifax
& Leeds

To Hebden Bridge 
& Manchester

The Dusty
Miller

C
al

de
r 

Br
oo

k

Church Street

George Street

B6
13

8

Not to scale © Arriva Rail North 2018

Not to scale © Arriva Rail North 2018

To
Bradford To Leeds

Ticket
Office

A
64

7 
St

an
ni
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le

y 
By

-P
as

s O
w

lc
oa

te
s 

Ln

River Calder

A646 Burnley Road

To Halifax
& Leeds

To
Hebden

Bridge &
Manchester

To
w

n 
Hal

l S
tre

et

Not to scale © Arriva Rail North 2018

Holmes Road

Station Road

To Halifax & Blackburn To Manchester

Not to scale © Arriva Rail North 2018

Ticket Office

Station Approach 
 

Ris
e 

La
ne
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On-train announcements
The following suggested script(s) are for use/
adaptation on-board our train services both 
before and when the work is taking place.

Due to the service patterns along the Calder Valley being 
different on Saturday and Sunday, we’ve arranged them in 
date order to avoid any confusion across the weekend.

Announcements are arranged in first a series of advanced 
announcement that needs to be made from week 
commencing Monday 15 October 2018 and following 
them, on-the-day announcements which are in directional 
order of the route that’s affected. In some cases, you will 
find that we’ve not included a script for a route and that is 
because it’s the ‘right side’ of closure and the journey is not 
affected.

Announcement hints and tips

One of the best of the ways to avoid difficult situations is to 
communicate clearly with customers.

The best way to do this is via face-to-face conversation, 
although obviously, we appreciate that this is not always 
possible, especially on busy services!

Therefore an informative announcement is the next best 
thing and it is important that the customer feels that you 
are talking directly to them and not just reading from a 
script.

One of the most important things to remember when 
making announcements is to speak slowly and clearly as 
the microphone and speakers can and will sometimes 
affects how your voice sounds.
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On-train announcements

Pre-works announcements 

Selby - Leeds - Bradford - Manchester

“  Between Saturday 20 and Monday 22 Octonber, 
planned improvement works along the Calder Valley 
route means we will be unable to run trains between 
Leeds and Todmorden with buses replacing trains over 
three days.

You can find out more information on what is hapenning 
and plan your journey at  
northernrailway.co.uk

If you are travelling on Monday 22 October, please 
ensure that you allow more time for your commute.

I would like to apologise in advance for the 
inconvenience these works will cause to your journey 
over these three days.”

Leeds - Manchester - Southport routes

“  Between Saturday 20 and Monday 22 Octonber, 
planned improvement works along the Calder Valley 
route means we will be unable to run trains between 
Leeds and Todmorden with buses replacing trains over 
three days.

On Monday 22 October, we will be running and heavily 
revised train service between Leeds, Dewsbury and 
Brighouse so please ensure that you allow more time for 
your commute.

You can find out more information on what is hapenning 
and plan your journey at  
northernrailway.co.uk

I would like to apologise in advance for the 
inconvenience these works will cause to your journey 
over these three days.”
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On-train announcements

Pre-works announcements

Leeds - Bradford - Preston

“  Between Saturday 20 and Monday 22 Octonber, 
planned improvement works along the Calder Valley 
route means we will be unable to run trains between 
Leeds and Blackburn with buses replacing trains over 
three days.

You can find out more information on what is hapenning 
and plan your journey at  
northernrailway.co.uk

If you are travelling on Monday 22 October, please 
ensure that you allow more time for your commute.

I would like to apologise in advance for the 
inconvenience these works will cause to your journey 
over these three days.”

York - Leeds - Bradford - Huddersfield

“  Between Saturday 20 and Monday 22 Octonber, 
planned improvement works along the Calder Valley 
route means we will be unable to run trains between 
Leeds, Bradford and Huddersfield with buses replacing 
trains over the three days.

You can find out more information on what is hapenning 
and plan your journey at  
northernrailway.co.uk

If you are travelling on Monday 22 October, please 
ensure that you allow more time for your commute.

I would like to apologise in advance for the 
inconvenience these works will cause to your journey 
over these three days.”

On the following pages you can find out some suggested 
scripts that you may wish to use or adapt depending on 
the route your are working along when the closure is 
taking place.
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On-train announcements

During the Calder Valley route closure

Selby / York - Garforth - Leeds

Selby / York pre-departure

“Welcome aboard this <time> Northern service to Leeds 
calling at <station calling points>.

Due to planned improvement works between Leeds, 
Bradford, Halifax and Todmorden, this service will 
terminate at Leeds. Onward connections to these stations 
will be available from Leeds.

Please take a moment to familiarise yourself with 
the layout of your carriage and the location of safety 
information. In the interests of safety and security; if you 
see something that doesn’t look right, talk to a member 
of staff and we’ll sort it. See it – Say it – Sort it.

Once again welcome aboard this <time> Northern 
service to Leeds.”

Leeds pre-arrival

“We will shortly be arriving at Leeds, our final station 
stop. Please take a moment to ensure you have all your 
personal belongings with you and mind the gap between 
the train and the platform edge.

For customers travelling towards Bradford, Halifax, 
Hebden and Todmorden change here for rail replacement 
bus services from outside the station front, or change 
for a train to Bradford Forster Square and onward rail 
replacement bus. Customers for Huddersfield and 
Manchester, change for TransPennine Express services 
towards Manchester.

Once again, we are now approaching Leeds our final 
station stop, thank you for travelling with Northern today.”
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On-train announcements

During the Calder Valley route closure

Departure announcement

“Welcome aboard this <time> Northern service to 
Todmorden calling at <station calling points>.

Due to planned improvement works between Todmorden, 
Hebden Bridge, Halifax, Bradford and Leeds this service 
will terminate at Todmorden. Onward connections to 
these stations will be available from Todmorden.

Please take a moment to familiarise yourself with 
the layout of your carriage and the location of safety 
information. In the interests of safety and security; if you 
see something that doesn’t look right, talk to a member 
of staff and we’ll sort it. See it – Say it – Sort it. 

Once again welcome aboard this service to this <time> 
Northern service to Todmorden.”

Todmorden pre-arrival
All services including those to/from Burnely

“We will shortly be arriving at Todmorden, our <next/final> 
station stop. Please take a moment to ensure you have 
all your personal belongings with you and mind the gap 
between the train and the platform edge.

If you are travelling to Hebden Bridge, Mytholmroyd, 
Sowerby Bridge and stations to Leeds via Bradford or 
Brighouse – please change here for a replacement bus 
service from outside the station entrance. 

Once again, we are now approaching Todmorden, our 
<next/final> station stop, thank you for travelling with 
Northern today.”

Manchester - Todmorden
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On-train announcements

During the Calder Valley route closure

Departure announcement

“Welcome aboard this <time> Northern service to 
Blackburn calling at <station calling points>.

Due to planned improvement works between Hebden 
Bridge and Leeds, this service will terminate at Blackburn. 
Onward connections to these stations will be available 
from Blackburn.

Please take a moment to familiarise yourself with 
the layout of your carriage and the location of safety 
information. In the interests of safety and security; if you 
see something that doesn’t look right, talk to a member 
of staff and we’ll sort it. See it – Say it – Sort it. 

Once again welcome aboard this service to this <time> 
Northern service to Blackburn.”

Blackburn pre-arrival

“We will shortly be arriving at Blackburn our final station 
stop. Please take a moment to ensure you have all your 
personal belongings with you and mind the gap between 
the train and the platform edge.

If you are travelling to Hebden Bridge, Mythlomroyd, 
Sowerby Bridge, Halifax, Bradford and Leeds – please 
change here for a replacement bus service from the 
station car park. If you are travelling to Accrington or 
Burnley, please change for the next available train 
service.

Once again, we are now approaching Blackburn, our 
final station stop, thank you for travelling with Northern 
today.”

Preston - Blackburn
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On-train announcements

During the Calder Valley route closure

For use on Monday 22 October only

Departure announcement

“Welcome aboard this <time> Northern service to 
Brighouse calling at Cottingley, Morley, Batley, Dewsbury, 
Mirfield and Brighouse

Due to planned improvement works between Brighouse, 
Sowerby Bridge, Mytholmroyd, Hebden Bridge and 
Todmorden, this service will terminate at Brighouse. 
Onward connections to these stations will be available 
from Brighouse.

Please take a moment to familiarise yourself with 
the layout of your carriage and the location of safety 
information. In the interests of safety and security; if you 
see something that doesn’t look right, talk to a member 
of staff and we’ll sort it. See it – Say it – Sort it. 

Once again welcome aboard this service to this <time> 
Northern service to Brighouse.”

Brighouse pre-arrival

“We will shortly be arriving at Brighouse, our final station 
stop. Please take a moment to ensure you have all your 
personal belongings with you and mind the gap between 
the train and the platform edge.

If you are travelling to Sowerby Bridge, Mytholmroyd, 
Hebden Bridge and Todmorden – please change here for 
a replacement bus service from the station car park.

Once again, we are now approaching Brighouse, our 
final station stop, thank you for travelling with Northern 
today.”

Leeds - Dewsbury - Brighouse
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On-train announcements

During the Calder Valley route closure

For use on Monday 22 October only

Bradford Forster Square pre-arrival
As Calder Valley replacement buses are starting at 
Forster Square, conductors working the Leeds to 
Bradford Forster Square should make the following pre-
arrival announcement

“We will shortly be arriving at Bradford Forster Square, our 
final station stop. Please take a moment to ensure you 
have all your personal belongings with you and mind the 
gap between the train and the platform edge.

For customers on board travelling to Halifax, Sowerby 
Bridge, Mytholmroyd, Hebden Bridge and Todmorden, the 
replacement bus service departs from outside the station 
entrance. 

Once again, we are now approaching Bradford Forster 
Square, our final station stop, thank you for travelling with 
Northern today.”

In addition to the normal service running between Leeds and 
Bradford Forster Square; we  will be running the following 
additional services on Monday 22 October:

• 2T01 0625 Bradford Forster Square to Leeds
• 2T03 0720 Bradford Forster Square to Leeds
• 2T05 0827 Bradford Forster Square to Leeds
• 2T02 1620 Leeds to Bradford Forster Square 
• 2T04 1722 Leeds to Bradford Forster Square
• 2T06 1822 Leeds to Bradford Forster Square.

These services will only call at Shipley in each direction, and 
therefore additional annoucement will need to be made as 
shown on the following pages:

Leeds - Bradford Forster Square
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On-train announcements

During the Calder Valley route closure

For use on Monday 22 October only on the additional  
2Txx that are being operated. 

Departure announcement from Bradford

“Welcome aboard this <time> Northern service to Leeds 
calling at Shipley and Leeds only.

This service does not call at Frizinghall, Apperley Bridge, 
or Kirkstall Forge. If you are travelling to these stations, 
please return the platform for the next available service.

Please take a moment to familiarise yourself with 
the layout of your carriage and the location of safety 
information. In the interests of safety and security; if you 
see something that doesn’t look right, talk to a member 
of staff and we’ll sort it. See it – Say it – Sort it. 

Once again welcome aboard this service to this <time> 
Northern service to Leeds calling at Shipley only.”

Shipley pre-arrival when heading to Leeds

“We will shortly be arriving at Shipley, our next station stop, 
change here for services to Keighley, Skipton and Ilkley. 
After Shipley this service calls at Leeds only.

If you are travelling to Apperley Bridge, or Kirkstall Forge 
please change here for the next available service.

Please take a moment to ensure you have all your 
personal belongings with you and mind the gap between 
the train and the platform edge.

Once again, we are now approaching Shipley, our next 
station stop, thank you for travelling with Northern today.”

Leeds - Bradford Forster Square
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On-train announcements

During the Calder Valley route closure

For use on Monday 22 October only on the additional  
2Txx that are being operated. 

Imminate departure announcement from Shipley 
to Leeds

“This service is for Leeds only. If you are travelling to  
Apperley Bridge and Kirkstall Forge, please return to the 
platform for the next available service to these stations”

Departure announcement from Leeds

“Welcome aboard this <time> Northern service to Bradford 
Forster Square calling at Shipley and Bradford Forster 
Square only.

This service does not call at Kirkstall Forge, Apperley 
Bridge or Frizinghall. If you are travelling to these stations, 
please return to the platform for the next available 
service.

Please take a moment to familiarise yourself with 
the layout of your carriage and the location of safety 
information. In the interests of safety and security; if you 
see something that doesn’t look right, talk to a member 
of staff and we’ll sort it. See it – Say it – Sort it. 

Once again welcome aboard this service to this <time> 
Northern service to Bradford Forster Sqaure calling at 
Shipley only,”

Leeds - Bradford Forster Square
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On-train announcements

During the Calder Valley route closure

For use on Monday 22 October only on the additional  
2Txx that are been operated. 

Shipley pre-arrival when heading to Bradford

“We will shortly be arriving at Shipley, our next station stop, 
change here for services to Keighley, Skipton and Ilkley. 
After Shipley this service calls at Bradford Forster Square 
only.

If you are travelling to Frizinghall, please change here for 
the next available service.

Please take a moment to ensure you have all your 
personal belongings with you and mind the gap between 
the train and the platform edge.

Once again, we are now approaching Shipley, our next 
station stop, thank you for travelling with Northern today.”

Imminate departure announcement from Shipley 
to Bradford

“This service is for Bradford Forster Square only. If you are 
travelling to Frizinghall, please return to the platform for 
the next available service.”

Leeds - Bradford Forster Square
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Frequently asked questions 

Bradford Interchange & Halifax route changes

What’s happening on this route?
Buses replace all trains services through Bradford 
Interchange to Leeds, Huddersfield, Wakefield Kirkgate, 
Todmorden and Blackburn.

How do customers travel between Leeds and Bradford
Customers are to use trains services to and from Bradford 
Forster Square Station. Those customers for New Pudsey and 
Bramley will need to use replacement bus service.

How do customers travel between Bradford, Halifax, Calder 
Valley stations and Preston?

Customers will need to undertake the following journey 
option:

 � Bradford, Halifax, Sowerby Bridge, Mytholmroyd, 
Hebden Bridge, Burnley Manchester Road, Accrington 
and Blackburn.

 ! Blackburn and Preston

Between Burnley and Blackburn, the East Lancashire line 
Manchester Victoria and Colne line will continue to run at 
their booked times; whilst between Blackburn and Preston 
the 1Bxx services will run at their normal times.
Alternatively, customers may also undertake the following 
journey options:

 ! Leeds and Manchester via TransPeninne Express

 ! Manchester and Preston

How can customers travel between Bradford, Halifax, 
Calder Valley stations towards Manchester and beyond?

Customers will need to undertake the following journey 
option:

 � Bradford, Halifax, Sowerby Bridge, Mytholmroyd, 
Hebden Bridge and Todmorden

 ! Todmorden, Rochdale and Manchester Victoria

Between Todmorden and Manchester Victoria the normal 
train service will operate, with some minor changes to those 
starting and terminating at Todmorden.
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Frequently asked questions 

Bradford Interchange & Halifax route changes

Alternatively, customers may also undertake the following 
journey option:

 ! Bradford Forster Square and Leeds

 ! Leeds and Manchester via TransPennine Express

How can customers travel between New Pudsey, Bradford, 
Halifax, Brighouse and Huddersfield

Customers will need to undertake the following journey 
option:

 � Bradford, Halifax, Brighouse and Huddersfield

Alternatively, customers from Bradford may also undertake 
the following journey option:

 ! Bradford Forster Square and Leeds

 ! Leeds and Huddersfield via TransPennine Express
 

Why on Monday 22 October, unlike over the weekend, are 
the bus services split at Bradford?

The bus service to and from the Calder Valley has been split 
on Monday to avoid issues with the working week traffic. It 
also provides customers travelling to and from the Calder 
Valley a reduced journey time by changing between bus and 
train at Bradford Forster Square, especially during the peak-
time road traffic conditions.
On Monday 22 October, we will be running the following 
extra services between Bradford Forster Square and Leeds:

• 2T01 0625 Bradford Forster Square to Leeds
• 2T03 0720 Bradford Forster Square to Leeds
• 2T05 0827 Bradford Forster Square to Leeds
• 2T02 1620 Leeds to Bradford Forster Square 
• 2T04 1722 Leeds to Bradford Forster Square
• 2T06 1822 Leeds to Bradford Forster Square.

Are Grand Central services affected?
Yes. Grand Central services will operate between Wakefield 
Kirkgate and London King’s Cross. Replacement buses will 
operate as two separate services as follows:

 � Bradford, Low Moor and Wakefield Kirkgate

 � Halifax, Brighouse, Mirfield and Wakefield Kirkgate

 ! Wakefield Kirkgate and London King’s Cross
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Frequently asked questions 

Dewsbury route changes

What’s happening on this route?
The line will be partially closed to passenger train services 
over the three days as follows

Saturday 20 October

 � Leeds, Cottingley, Morley, Batley, Dewsbury, 
Ravensthorpe, Mirfield, Brighouse, Sowerby Bridge, 
Mytholmroyd, Hebden Bridge and Todmorden

 ! Todmorden, Manchester and Southport

Sunday 21 October

• No service on this route on Sundays

Monday 22 October

 ! Leeds and Brighouse

 � Brighouse, Sowerby Bridge, Mytholmroyd, Hebden 
Bridge and Todmorden

 ! Todmorden, Manchester and Southport

Are TransPennine Express services affected?
No, TransPennine Express services are not affected and will 
operate as per the timetable; however over the three days 
there will be no diversionary route between West Yorkshire 
and Manchester.

Why is there only a direct train service between Leeds and 
Brighouse on the Monday?

Originally, there was going to be, as with Saturday, a 
replacement bus service. However, following discussions 
with  Network Rail, we are now able to provide a train 
service to run between Leeds and Brighouse via Dewsbury 
using the ‘Single Line Working under Ticket Working’ method 
of operation between Bradley Wood Junction and Brighouse 
- platform 1. 
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Frequently asked questions 

Informing customers

How have customers being informed of these changes?
We’ve provided posters at all stations informing customers 
of the changes.
Additionally, train operator, National Rail and Network Rail 
websites, social media outputs have been revised. Revised 
timetables are shown on the websites.

Where can I find details of onward journey information?
Full timetables for the Calder Valley are available on the 
Northern website to download.
NRES, STAR mobile, Journey Planners and 3rd party systems 
(e.g. Trainline) also have the revised timetable details.
Network Rail is normally able to confirm times in systems at 
least 12 weeks in advance of any changes required to the 
timetable. However, owing to ongoing issues at the present 
time, they are unable to do this, instead, they are currently 
confirming timetables between 2 and 6 weeks in advance. 
This means that for some routes online journey planners, 
including National Rail Enquiries, will not be completely 
accurate until at least 6 or as little as 2 weeks in advance of 
travel.
Customers can also enquire at ticket offices or use station 
Help Points for assistance.

Will stations remain open during the blockade?
Yes, ticket offices at all stations will remain open during the 
work. 
Customers will still be required to purchase a ticket when 
travelling on any replacement bus services. Additional 
staff will also be at key locations - as shown in the Rail 
replacement Coordination section of this guide.

Will the normal train service resume at the times stated?
Network Rail has planned the works with plenty of time to 
complete everything prior to the service start-up on the day 
following each closure.
In the unlikely event of the works over-running a revised 
timetable will be put in place and this will be uploaded 
into the National Rail journey planner as required and 
communicated via local travel news and social media.
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Frequently asked questions 

Passenger Assist and Rail Replacement

Will there be any changes to Passenger Assist during the 
works?

No. Anyone who requires the Passenger Assist services 
should book as they would usually, by calling our Customer 
Experience Centre at least 12 to 24 hours before travel on 
0800 138 5560 or online at northernrailway.co.uk

What about replacement bus services?
Planned replacement bus/coach service will be in operation 
throughout the closures with buses running between:

 � Leeds, Bradford, Brighouse and Huddersfield
 � Leeds, Bradford, Halifax, Hebden Bridge, Burnley,  
Accrington and Blackburn
 � Leeds, Hebden Bridge and Todmorden
 � Bradford, Low Moor and Wakefield Kirkgate
 � Halifax, Brighouse, Mirfield and Wakefield Kirkgate.
 � Leeds, Dewsbury, Brighouse and Todmorden 
(Saturday 20 October only)
 � Brighouse and Todmorden 
(Monday 22 October  only)

Information on pick-up/drop-off points for rail replacement 
buses can be found within this booklet. They are also listed 
on Useful Information Posters at every station.

If a customer gets a replacement bus/coach will they still 
need a ticket?

Yes, where ticket purchasing facilities are available, 
passengers should purchase a ticket before attempting to 
travel. If ticket purchasing facilities are not available, a ticket 
should be purchased at their destination.

Bus to train connection policy
Appropriate time has been incorporated in schedules to 
permit interchange to/from rail replacement buses.
Trains may be held for up to 5 minutes and no more. 
For all holds and requests for additional time to hold the 
train, the request should be made via a phone call to the 
respective train service controller.
The only exception will be connections between last trains 
and last rail replacement bus services and vice-versa,  
which must be held in the event of late running. 
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Frequently asked questions 

Passenger Assist and Rail Replacement

Can customers put a pram/bike/wheelchairs or scooters on 
the bus/coach?

Other large items maybe carried subject to the space being 
available on the bus/coach.

Will the bus/coach driver let customers off at the bottom of 
their road as the bus passes there?

No. Rail replacement buses are only allowed to drop 
passengers at the designated stops found on the Useful 
Information Poster and listed in this guide.

Surely everyone’s going to get a free ride?
No. Bus co-ordinators and customer service staff will be 
at many locations and have been instructed to check that 
everyone boarding and alighting have valid tickets
These checks will be supplemented by Revenue Protection 
Officers. Customers without tickets will be guided to the 
booking office, ticket machines or revenue staff.

Can customers take alcohol on the replacement buses?
As with local buses, alcohol and the consumption of alcohol 
is not permitted on any rail replacement vehicle. 
Customers with alcohol will need to store it in the hold, not 
in the overhead racks. Any open alcohol will have to be 
disposed of prior to boarding - even if it means pouring it 
down the drain!
Customers heavily under the influence will not be permitted 
to travel.

Can customers use existing local bus/tram/metro services?
Unless advised otherwise, use of local bus services is at the 
customers’ own discretion and cost.

Can customers take animals on the replacement buses?
Guide dogs and hearing dogs are allowed to travel on all 
rail replacement services.
Other pets and animals are not allowed other than at the 
express discretion of both the bus coordinator and rail 
replacement bus driver. In no circumstances are animals to 
be placed on seats.
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Frequently asked questions 

Tickets

Are there any changes to ticket validity and routing during 
the works mentioned in this guide?

No. ‘Route Hebden Bridge’ and ‘Route Burnley’ ticket 
restrictions that apply along the Calder Valley remain in 
place.
Any customer wishing to travel on services via Huddersfield 
to and from Manchester and Preston will need to be issued 
an ‘Any Permitted’ route ticket for their journey.

Are there any changes in customers collecting advanced 
purchased tickets?

No and they must adhere to their booked journey unless a 
CSL2 status is declared and ticket restrictions lifted.

Will there be changes in the Revenue Protection or Penalty 
Fares scheme during the works?

No. There will be no change, and teams will be deployed 
as they are currently. The Penalty Fares scheme remains 
unchanged.

Will ticket holders get a discount because there are no 
trains?

No. An amended timetable has been provided offering a 
similar number of journey opportunities. However, should 
any service be delayed against the revised timetable, delay 
repay compensation will apply as required. 

How does Delay Repay work? 
If a customer’s train is delayed by 30 minutes or more they 
are entitled to compensation under the Delay Repay policy. 
This applies to all tickets, including season tickets.

Does Delay Repay apply to PTE tickets such as SystemOne, 
MCard, Walrus or TravelMaster?

No. Customers holding these cards, or equivalent day ticket 
products, are not entitled to Delay Repay.

How do customers claim Delay Repay?
Customers can pick up a Delay Repay form from a staffed 
station, can either complete online or download one from 
northernrailway.co.uk/delayrepay
Customers that have purchased a Northern only Advanced 
ticket via the Northern App will have any Delay Repay 
entitlement automatically refunded to their bank/card 
account without needing to fill any forms in. 
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The H-O-T and W-H-A-T Protocols
Every day almost seven million journeys are 
made on rail systems and railway stations are 
used by people for a variety of other purposes 
other than rail travel, for example: to meet 
people, use shops, buy tickets, etc.

In this busy environment, it has been observed that the 
range of behaviours described as ‘normal’ can be very 
broad. This means staff must continually evaluate what 
they see and what they tell members of the public – and be 
able to decide on the appropriate action to take.

Terrorists are involved in crimes at all levels, they travel 
extensively around the country and have been known 
in recent events to use the railway system to plan their 
attacks and also to inflict attacks upon.

H-O-T protocol

The H-O-T protocol is a simple acronym used to 
help assess any suspicious items, such as bags, 
boxes and packages.

H Is it HIDDEN?
 Has the item been hidden or placed out of public   
 view?

O  Is it OBVIOUSLY suspicious?
 Does the item look unusual, is there any wire or   
 tape visible?

T Is it TYPICAL of its environment?
 Is it something that you would not expect to find   
 in that environment?

It is important that you do not over react. Ask yourself if 
the unattended item belongs in the environment you have 
found it, e.g. would you expect to see a briefcase or bag 
on the platform or by a train. Remember, a terrorist  
does not want a device to be found.
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If after applying the H-O-T protocol you are unsure about 
the item, you should move yourself and others away from 
the item and initiate the Incident Response Plan.

When you encounter items of lost property you must 
conduct a visual inspection and make an assessment of 
the risk e.g.. a mobile phone, left on a bench, 02 minutes 
after a train has departed, is likely to be an item of lost 
property, whereas a bag hidden in a toilet, should be 
classed as suspicious.

While the risk of terrorism is very real, you are very unlikely 
to encounter it.

The other method that we are likely to encounter a threat 
of terrorism is via a telephone call; please ensure that you 
have the Telephone Bomb Threat sheet available.

Following the prompts on the sheet will enable as much 
information to be gained as possible, to allow the Police to 
make a decision.

The W-H-A-T protocol

The W-H-A-T protocol is a new simple acronym 
which is now used to give transport staff 
structure to information and intelligence 
gathering prior to taking any action. 

It is important to be aware of the W-H-A-T protocol so as 
to gather the required information when police action is 
required: 

What are they doing?
• Are they being violent or are they just doing 

something that seems out-of-place?
• Are they attempting to hide/conceal something?
• Are they following someone?
• Are they taking unusual interest in security 

arrangements, for example trying to see key codes, 
checking locked doors, looking at the position of 
CCTV equipment?

The H-O-T and W-H-A-T protocols

The H-O-T protocol
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How are they behaving?
• Do they seem calm or agitated?
• Are they trying to avoid detection? (Are they 

obviously aware of their surroundings?)
• Could they be influenced by drinks or drugs?
• Are they being confrontational?

Alone or acting with others?
• Are they with other people?
• If so, do they seems to be acting with a common 

purpose (e.g. all moving together?)
• Have they been with other people who have moved 

away?
• Are they pretending not to be with other people?

Threat - what type are they believed to pose?
• Are they carrying an obvious weapon?
• Do they appear to be concealing a possible 

weapon?
• Are they carrying a bag or other or other container?
• Are they holding something that could be used as a 

weapon?
• Have they made a verbal threat/comment (e.g. “I 

have a gun in my bag”)
• How many people (including informants) reacting to 

them?
• Is the behaviour of the informant consistent with the 

‘threat’ they have identified?

The W-H-A-T protocol is not only useful in information 
gathering and reporting possible terrorism activity, it could 
be used as a format to help assess whether someone 
is behaving in a way that might lead to a crime being 
committed or even a suicide attempt.

The H-O-T and W-H-A-T protocols

The W-H-A-T protocol
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If you feel safe to approach and engage with the person, 
talk to them in an effort to resolve the situation. This is 
the preferred option. However...

• If you do not feel it is safe to approach them, 
immediately escalate the situation to a supervisor. If 
they consider that person poses an immediate threat, 
then contact the police

• If at any stage you believe a subject’s behaviour poses 
an immediate threat to yourself or others, then take 
immediate action to move people away and request an 
immediate police response. A police attendance must 
be requested every time a weapon is identified.

Safety & Security
During these improvement works you may be 
working at a location that you, and also our 
customers who are travelling, are not familiar 
with.

Please remember that your responsibility for the safety and 
security of colleagues and customers remains the same, 
wherever you are working.

You must always carry your name badge and Northern 
security Identity Cards at all times when on duty, firstly 
to reassure customers that you are a member of staff 
and, secondly, it is important in all non-public areas of 
stations. You will not be allowed access to PNB facilities /
administrative areas without it.

Remember that your Identity Cards must be presented on 
demand if requested to any member of staff be it Northern, 
Network Rail or other TOC staff member or a member of 
the BTP.

If you lose your Identity Cards and or name badge, please 
report it immediately to your line manager.

Always wear your high-visibility clothing when it is 
appropriate to do so.

The H-O-T and W-H-A-T protocols

The H-O-T protocol
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Northern Control Centre Numbers
Northern operates one Control function with 
roles and responsibilities discharged from the 
two North of England Network Rail ROCs in York 
and Manchester.
All Control Centre numbers are programmed into 
company mobiles, the GSM-R system and also available 
on ‘The Shed’. We’ve also included them below.

Duty Control Manager   01904 718147
 
Customer Service Controller 01904 718148

Manchester Control Office 

Senior Train Service 
Controller 0161 880 1350

Manchester North Train 
Service Controller 
 0161 880 1351
 
Manchester South Train 
Service Controller
 0161 880 1352

Manchester West Train 
Service Controller 
 0161 880 1353
  
Maintenance Controller 
 0161 880 1354

Customer Information 
Controller  0161 880 1356

York Control Office  

Senior Train Service Controller 
01904 718146
 
West Yorkshire Train Service 
Controller 01904 718158

South Yorkshire Train Service 
Controller 01904 718159

North Train Service Controller
 01904 718157
 
Maintenance Controller
 01904 718156
 
Traincrew Controller
 01904 718151 

Delay Attribution Controller 
(AD North &East)  
 01904 718149
 
Delay Attribution Controller 
(AD West)  01904 718152
 
Customer Information 
Controller 01904 718092
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Contact us with  
your feedback  
about this guide 
We hope you will find this  
information guide of use.

If you have comments about it, 
please direct them to your 
local management team.
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