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PARIS    3 mins ALL SOUTHBAND TRAINS
DELAYED DUE TO WEATHER

You’re in control of a busy station complex, what could possibly go wrong?

Terrorism

Overcrowding

Signal Failure

Extreme Weather

Passenger Assistance

Power Failure

Maintenance

Civil Disorder

How can you and your team be prepared to cope with any eventuality, 
and be able to react quickly and calmly rectifying any situation with 
minimal disruption? With this guide we break down the complexity and 
introduce a systematic order to co-ordinate and control any situation.

How to take control...

Trespassers



PARIS    3 mins ALL SOUTHBAND TRAINS
DELAYED DUE TO WEATHER

1   YOUR EYES AND EARS

assist. You are in full control of the individual Help Points and you are 
able to divert the calls when necessary.

Your CCTV ‘eyes’ and Help Point ‘ears’ are linked. As the Information 
button is pushed not only are you alerted to an incoming call but a CCTV 
camera activates to show you a live video feed of the caller.

An integrated CCTV network provides you with a clear vision of remote 
areas and hidden alcoves. With finger tip control you are able to pan 
and zoom across the station observing changing situations in real time.

Emergency Help Points located at key points throughout the station 
complex allow you to communicate directly with passengers to aid and 

You are able to receive incoming Radio and GSM-R calls from station 
staff and simultaneously from train drivers in the station, or in the vicinity.



PARIS    3 mins ALL SOUTHBAND TRAINS
DELAYED DUE TO WEATHER

2   YOUR VOICE

The gooseneck microphone that is part of the desk control unit in front 
of you allows you to speak, not just to a caller at a specific Help Point, 
but also across the Public Announcement system in a specific area - 
such as a particular platform or the entire station. You are also able to 
make direct calls via Radio and GSM-R to station staff and train drivers.
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3   YOUR KNOWLEDGE

The keyboard in front of you allows you to type key information 
messages directly to a network of Customer Information Displays. You 
can select whether your words are transmitted across the whole station 
or if they are directed to a specific location. 



The nightmare scenario - a fire, an explosion, a terrorist 
attack. In this situation seconds save lives.

The following example shows a sequence of actions that can 
all take place via the station manager’s operator terminal.

1 The station manager makes an immediate assessment 
of the situation via the CCTV network, remotely selecting key 
viewpoints.

2 He can select platform staff for on-the-ground 
information via staff radio.

3 He can instantly contact train drivers via GSM-R and 
has the option to play a pre-recorded announcement to 
safely bring trains to a halt.

4 Within the same interface the manager is able to 
speak to emergency services via the secure emergency radio 
network, TETRA.

5 Co-ordinating all of the incoming information, the 
manager can decide to react by making live announcements 
or playing pre-recorded ones to tell passengers to evacuate 
the station.

6 By remote control, exit barriers can be opened and 
station entrances converted to exit only.

7 All Customer Information Systems can be switched to 
display station evacuation instructions.

8 By close monitoring of CCTV, staff radio and 
emergency services the station manager is able to bring 
order to the unpredictable.

Managing an
emergency Fire, 

explosion, 
terrorists.



Controlling passenger flow is crucial to effective station 
management.

A report of a trespasser in a non-public area, or of station 
overcrowding may come to a station manager from ground 
staff, through CCTV or from the public via a Help Point or 
phone call.

1 CCTV observation is key to co-ordinating a response 
and reacting appropriately. When there is immediate danger 
of a collision with rail services, the manager can speak to 
train drivers via GSM-R and bring trains to a halt. 

2 Station staff can be co-ordinated over the radio 
network to position them in the best place to respond and if 
necessary to close barriers to manage crowd control.

3 Announcements can be made over the public address 
system to inform passengers of safety procedures to avoid 
overcrowding.

4 Station staff can make direct announcements from 
their own radios while on the platform where necessary.

5 If required, emergency services can be contacted via 
TETRA to be alerted to the situation and can be guided by 
the station manager while monitoring on CCTV.
 
6 Customer Information Systems can be updated           
to give relevant information to passengers of the             
unfolding situation.

7 As the situation is brought under control, the station 
controller can control passenger flow through the operation 
of remotely controlled access points, liaise with emergency 
services, platform staff and train movements.

Managing 
erratic 
passenger
movements

Trespassers,
civil disorder,
overcrowding.



Keeping trains on schedule is always paramount but coping 
with unexpected situations comes with the territory.

Compared with terrorism and trespassers, poor weather 
conditions are more everyday concerns but in these 
situations the communications network is just as important.

1 Reports of changing conditions may come to the 
station manager in many ways but the information regarding 
changes made to routing can be made directly to train 
drivers via GSM-R.

2 Station staff can relay local conditions back to the 
manager including updates about maintenance work.

3 Announcements can be made over the public address 
system to inform passengers of any necessary delays and 
alterations to platforms.

4 Customer Information Systems can be updated with 
the latest travel information which can be displayed not just 
on platforms but on Help Points in more distant locations 
such as car parks. 

5 As the situation is rectified the public can be quickly 
informed and updated.

 

Managing
unexpected
situations

Signals,
maintenance,
weather.



The Help Point is like the staff member who can be on every 
platform all the time.

Since pioneering the development of the Help Point in 
collaboration with London Transport in the 1990s, TDM has 
helped this white circular item of platform furniture become 
a familiar sight across the world. They provide a vital 
communications link for passengers everywhere.  
If a passenger presses the Emergency button in a situation 
of distress, for example they may have had a bag stolen, then 
this is what happens next.

1 When the button is pushed a CCTV camera directed at 
the Help Point is automatically activated and the manager 
can see the passenger.

2 The manager can take down any details and place 
the caller on hold while a connection can be made to the 
transport police (or other emergency services via TETRA).

3 The caller can then be connected to have a                
one-to-one conversation with police so that all relevant 
details can be passed clearly and quickly.

4 Following the police intervention the station manager 
can, if necessary, connect the caller to a friend or relative by 
normal phone network to assist in the situation.

The Help Point has many uses and this is just one example, 
they can also be used to simply update the caller about train 
times and with the WebCIS version they can display local 
timetable information without the need for a call.
 

Managing
passenger 
enquiries

Information,
assistance,
reassurance.



Dual Button Help Point 
Help Points can be provided with multiple buttons 
that connect to different destinations, the most 
common use for multiple buttons is for Emergency 
and Information calls which are answered by 
different departments or operators. It is often the 
case that the emergency calls are directed to a 
specialised emergency operator or in some cases 
the transport police where the information calls 
are directed to a 3rd party information centre that 
has information on timetables or local events.

WebCIS Help Point 
We have developed Help Points which incorporate a 
screen capable of displaying graphic images. These 
have been used for several purposes including 
the display of real-time travel information with 
details of the next 2 hours of travel information 
or any relevant travel disruption. Another use of 
the screen is to have rolling presentations that 
advertise local events or attractions.

Multimedia Help Point 
Similar to the WebCIS unit, the Multimedia Help 
Point combines a screen and Help Point functions 
in a single unit but with an interactive touch 
screen which allows the user to interact and input 
information. Journey planning is an example of the 
functions that can be implemented, the user could 
also select the type of information displayed from 
menus such as local attractions.

Disability Access Points 
These provide a communication point for the public 
at a location where a member of the public with 
a disability may require assistance from a member 
of staff, for example on a train station platform 
where there is a gap or a difference in height 
between the platform and the train carriage. The 
member of the public requiring assistance would 
press the call button of the assistance point and 

this would connect to  a supervisor or manager 
that could arrange for a member of staff to meet 
the user and provide the necessary assistance. The 
supervisor could be local or remote depending on 
the situation.

CCTV
CCTV systems are available in analogue or IP 
(Internet Protocol) formats. Analogue systems use 
a direct connection from the camera to a switcher 
or matrix input using coaxial cable, similarly 
monitors are connected to outputs via coaxial cable 
. A keyboard or controller is also connected to the 
matrix which allows the CCTV operator to select 
which camera input is viewed on a selected monitor.

IP systems use cameras that connect to the LAN 
(Local Area Network) either through a cabled 
ethernet connection or wireless connection where 
available. Viewing images is achieved through an 
application installed on a PC, the operator is able 
to select a camera from a menu and the image 
appears in a window on the screen.

Where CCTV is installed in public areas there 
may be a legal requirement to record the images 
and keep the recordings for a period of time, 
where an incident has occurred authorities may 
require the recordings for evidential purposes. 
With analogue systems recording is achieved by 
installing digital video recorders (DVR’s) between 
the cameras and matrix, the images are stored 
on hard drives and can be downloaded either 
though a dedicated software application on a PC 
or burnt to a DVD on the DVR. Digital systems 
use servers connected to the network to store the 
images, streams from each camera are recorded 
which are accessed using a software application. 
Recordings are a reduced rate to save on storage 
space requirements.

The Technology Behind The Solution



Intelligent CCTV systems have been developed 
where the system analyses the video images and 
according to a set of rules alarms are triggered 
under certain circumstances. For instance, an object 
may be left in a passageway and if after 2 minutes 
the object has not moved the system recognises 
that and alarms the operator to the fact. 

PA Systems
PA (Public Address) systems consist of speakers, 
amplifiers, routers, microphones, audio sources 
and control panels. Speakers are installed 
according to acoustic surveys which provide 
quantity, spacing, height and direction for the 
speakers in the space to be serviced. Speakers 
are grouped together to enable announcements 
to be directed only where required, these groups 
are known as zones.

Manual broadcasts are made by an operator that 
selects a number of zones from their controller 
and then presses the talk button and speaks into 
the microphone, their voice is then broadcast to 
all the speakers in the selected zones.

Automated pre-recorded messages can be added 
to a PA system with a Digital Voice Announcer 
(DVA) which is a program that resides on a PC 
and has a database of professionally recorded 
voice segments which are used to create 
messages. The user can select how many times, 
how often and to which zones the messages are 
played.

Feeds can also be taken from the customer 
information systems that provide an audio 
version of information shown on overhead 
displays using text to speech technology.

Emergency broadcasts are automatically 
triggered when the fire system has a positive 
activation and can broadcast an evacuation 
message to all zones. Emergency broadcasts 
override any other announcements.

Access Control
Access Control manages the entry and exits of 
controlled areas. It can be as simple as a single 
door with an intercom and electronic latch, to a 
complex system with multiple doors at multiple 
sites using fobs or cards for access. The simple 
systems are stand alone and more complex 
systems are networked either with IP networks or 
dedicated cabled networks.

Where access control is used for large open 
areas contained by fencing and gates,  perimeter 
detection systems are used to monitor for 
unauthorised entry using various methods such as 
light beams, vibration and acoustic detection.

The TDM Platform
The core function of TDM’s Platform is safety 
critical communication, the current solution is 
the 3rd generation of the system that has been 
developed since the 1990’s. The platform is now 
based on Voice over Internet Protocol (VoIP) which 
allows voice communications to be delivered over 
standard network installations thus saving on 
installation costs of dedicated cabling. The system 
is built to provide reliable communications for 
the public on transportation systems on road, rail 
and tunnel or public places such as city centres or 
large campus.

Help Points are the interface for the public 
providing an audio link to an emergency operator 
and are available in a variety of forms as described 
earlier on page 10. 

In control centres the calls are received on operating 
terminals which are available as a compact 
handset “EBG” or a touch screen system operating 
terminal “SBG”. The SBG provides the operator with 
a graphical interface displaying status information 
and gives control of all of the equipment linked 
to the TDM platform. The graphical layout can 
be stipulated by the customer, commonly using 
building layouts and geographical maps.



At the core of the system is the Comnode 
(Communications Node ) server which handles all 
of the calls on the system and also provides the 
operator terminal interfaces. The TDM platform is 
highly scalable and there are two sizes of server 
offered depending on the size of the installation 
both being commercially available hardware. The 
servers have redundant hard disks, power supplies 
and network ports which prevents a hardware 
failure causing the system to stop. Multiple nodes 
can be installed on the network as a group called 
a cluster and distribute the workload.

Depending upon the solution required, gateways 
are installed to provide the interfaces to different 
communication technologies, each of the gateways 
connect to the LAN (Local Area Network) and 
converts the communication technology to VoIP.

Network Gateways connect the system to either 
the ISDN telephony network with either BRI (Basic 
Rate Interface) or PRI (Primary Rate Interface) or 
the traditional analogue telephone network .

GSM-P Gateways connect the system to the public 
mobile telephone network and can handle both 
voice calls and SMS (Short Message Service) texts.

GSM-R Gateways connect the system to the Railway 
mobile telephone network.

PA Gateways connect the system to PA systems 
providing the audio and control data to the amplifier.

Glossary
• PSTN (Public Switched Telephone Network) 
a telephone line connected to the public telephone 
networks. This method requires the Help Point to 
be cabled to the telephone socket supplied by the 
service provider. It is possible that in a basic form 
with a handset and no amplification that the Help 

Point would not require a separate power supply as 
the power could be derived from the telephone line.

• GSM-P (Global System for Mobile 
communications - Public) the public mobile 
networks. Where it is impracticable or too costly to 
cable to telephone networks the mobile networks 
can be utilised to provide the communication link. 
Most areas are covered by a mobile network. 

• GSM-R (Global System for Mobile 
communications- Railways) similar to GSM-P but 
this is a private network using different radio 
frequencies from the public networks and is 
developed specifically for railway applications 
with enhanced features.

• VoIP (Voice over Internet Protocol) uses 
the network infrastructure found in nearly all 
buildings these days. Utilising the Local Area 
Network (LAN) reduces the requirement for long 
cable runs as the cable only needs to be to the 
nearest network access point. There is also no 
requirement for dedicated telecoms lines thus 
reducing the running costs.

• ISDN (Integrated Services Digital Network)
is a type of digital telephone line that provides high 
quality audio, multiple calls and other functions 
such as Multiple Subscriber Numbers (MSN) which 
allows a number of devices to be connected to the 
same line all with different numbers.

• SDSHL (Symmetrical High-speed Digital 
Subscriber Line) connections are point-to-point 
connections that use a pair of copper wires, this type 
of connection allows long distance connections on 
existing infrastructure most commonly used for 
upgrades of existing systems without installing 
new cabling or networks.

Trans Data Management is an international supplier of 
integrated communication and security solutions for the 
transportation industry. This includes high-speed rail, urban 
rail, metro systems, underground systems, motorways, tunnels, 
airports, ports and harbours. 

The Company was founded in 2000 and has since installed 
multiple systems throughout the world. By using the latest IP 
platform, the Company relies on its technical know-how and 
project experience in delivering innovative, reliable and durable 
operational and mission critical communications solutions. 

The company has a network of subsidiaries and partners 
globally. Local sales offices manage the successful on-site 
implementation of projects, assisted by their particularly close 
relationships with partners. 
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EuroTunnel

First Great Western
London Underground
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Kapsch

Siemens
Swisscom
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