
 
Summer 2020   

IT Services 
All change with one voice 



Our people are innovative and customer focused. We work together as one team,
enabling you to maximise the potential of the IT solutions you choose.

Our knowledge of how Network Rail operates and its IT infrastructure means we
understand the challenges faced by our customers and can support you in finding
the best IT solutions to meet your needs.

Our experience in delivering operational and IT support services, infrastructure, IT
security and cloud services means we can keep your IT systems working to their
optimum capability. This means you can get on with your job and be confident in the
IT you use. 

IT Services is part of the Route 
Services family. We are your expert IT
partner for Network Rail. 

We are continually developing and
adapting information systems,
providing self service and collaborative
technologies to support our customers

"Our IT Services teams are able to
provide the very best value for our
customers. Our expertise in IT,
specialist knowledge of the wider rail
industry and the values we share with
all of Network Rail means we are the
ideal IT partner of choice."
Aidan Hancock, Chief Information
Officer

Introduction 01

PROVIDING A RANGE OF IT
SERVICES TO OUR
CUSTOMERS THROUGHOUT
NETWORK RAIL

For more information on our services please visit our IT Services Hub   



What we do for you 02

Strategise 
We'll help you make the most of your IT investments today and for the future.
 

Operate  
We'll provide responsive and flexible support to keep your IT stable and
secure; enabling you to focus on your business, all day every day.

Deliver 
We'll work with you to provide cost effective and timely project
management expertise for your IT programmes.

Consult   
We'll guide you to chose the right IT solutions that best suit your needs,
enabling to you to transform your IT in an efficient and effective way.

IT Services provides a range of services for you. We ensure that the most up
to date expertise and specialist skills in each of our areas are available to
you. And we uphold the same values as you and your teams; these values
run throughout every aspect of Network Rail and our IT Services team.

Security
Security is a top priority for us. It underpins
everything we do and every value we uphold. 

For more information on our services please visit our IT Services Hub   



Create a communications strategy and
plan, keeping colleagues and customers
informed throughout the crisis.

Set up new communications channels
and improve existing ones to
communicate key messages that
enabled Network Rail colleagues to
continue working from home.

We were able to keep colleagues
connected; providing opportunities for
teams to share experiences, ideas and
maintain good health and wellbeing.   

Our work in action
 
The coronavirus pandemic created many
challenges for IT Services, but it also
provided an opportunity for us to come
together as a team in new ways, supporting
each other and ensuring everyone was able
to continue working in a safe way. Strategic
change and engagement worked with the IT
Services team to: 

Strategic change 
and engagement   
All change with one voice
  
We offer strategic planning and delivery of all your IT change programmes. We are
supported by specialists in change, communications, engagement and relationship
management. This means that we are best placed to help you deliver change positively
and effectively with your stakeholders, teams and audiences.

What people say
 
"During the Covid-19 crisis the SCMO were
instrumental in helping the IT team to
update and share important information
with the business. 

They launched communications across
Network Rail enabling senior leaders to
update their teams and connected large
groups together using Yammer, Teams and
hosting live events." 
Aidan Hancock, Chief Information Officer

03

For more information on our services please visit our IT Services Hub   
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For more information on our services please visit our IT Services Hub   

Route engagement 
Wherever you are we are your local IT Partner 
  
We are your gateway to access IT Services and opportunities to explore new
technology & digital innovation.

Our work in action 

We are ideally placed as the link between IT Services and our routes and regions
customers. By providing expertise across a range of IT fields, from innovation to
architecture to strategic delivery, we are able to act as both consultants and delivery
specialists. We are a one-stop-shop for our partners and customers from across 
the country.

What people say

"Not even coronavirus could stop the Route engagement team from delivering its
promises. Throughout the lockdown our team has been busy delivering IT provisions
for our route customers at the new Aston MDU on North West & Central route. Thanks
to the hard work and efforts of the team, the  work continued so we could vacate and
de-mobilise the existing site on time. And we did. By achieving the demolition of the
site the planned development work has been able to continue. This means that the
creation of a new modern and efficient workplace for the Central Rail Systems Alliance
and others is carrying on, regardless of the pandemic. 
On behalf of the Central Rail Systems Alliance we would like to express our thanks
and gratitude to the team who pulled together to get the job done in a great
example of collaboration and teamwork." 
Andrew Sykes, Director of Engineering 
and Design, Infrastructure Projects



Identifying opportunities that enable your team to use technology in new and
innovative ways in order to solve the challenges and problems you face.
Sourcing new and emerging technologies to use as new solutions, ensuring 
that Network Rail is at the cutting edge of using technology innovatively.
Becoming a market leader for innovation bringing in new ideas and technologies 
in a secure way, providing more opportunities to build new solutions. 

Our work in action 

We help you by:
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We're here to help you use technology in new and powerful ways.

We bring together our expertise in digital innovation with our specialist
knowledge of Network Rail and the wider rail industry to give you new solutions 
to old problems.

What people say 

Innovation comes to life in the powerful ways we use it to solve problems. Here's
two examples that really highlight the work we do. 

Have you ever had a disrupted train journey 
and found it difficult to get the information 
you need to continue your journey? 
Read our case study here to find out how the Digital Innovation team is finding a
way to give all of our passengers reliable information as fast as possible. 

Did you know that there were 282 lives lost to suicide on the railway in 2019? 
Find out how the Digital Innovation team are using technology to keep people safe
on the railways and at our managed stations by reading more on our hub site.    
Anand Patel, Head of Technology & Innovation

Digital innovation

For more information on our services please visit our IT Services Hub   

https://networkrail.sharepoint.com/sites/RSIT2/Shared%20Documents/Forms/AllItems.aspx?csf=1&web=1&e=iggImd&cid=978de25c%2D9bb1%2D48a0%2Dbfbf%2Db0f2189742ab&FolderCTID=0x012000C81EB9E6EEDA154EA46CAD8E28E7AFD3&id=%2Fsites%2FRSIT2%2FShared+Documents%2FSCMO+information+hub%2FOur+services%2FDigital+Innovation+Case+Study%5FJuly+2020%2Epdf&parent=%2Fsites%2FRSIT2%2FShared+Documents%2FSCMO+information+hub%2FOur+services
https://networkrail.sharepoint.com/sites/RSIT2/Shared%20Documents/Forms/AllItems.aspx?csf=1&web=1&e=iggImd&cid=978de25c%2D9bb1%2D48a0%2Dbfbf%2Db0f2189742ab&FolderCTID=0x012000C81EB9E6EEDA154EA46CAD8E28E7AFD3&id=%2Fsites%2FRSIT2%2FShared+Documents%2FSCMO+information+hub%2FOur+services%2FDigital+Innovation+Case+Study%5FJuly+2020%2Epdf&parent=%2Fsites%2FRSIT2%2FShared+Documents%2FSCMO+information+hub%2FOur+services


Data science 06
We are experts who support our colleagues from across Network Rail 
to use and interpret data to make intelligent business decisions.  

We provide advice, guidance and delivery services to our customers. 
We help you to use data and analytics information to drive innovative solutions 
that enhance business performance and help solve complex challenges. 

Our work in action 

We are not here to blind you with science. Instead we will support you in how to understand
your data to overcome your challenges, provide insight and information that can help inform
your decisions with accessible and understandable facts. 

Our unique knowledge of Network Rail combined with our professional expertise enables us
to work with you to create and deploy the most advanced and practical solutions and unlock
sophisticated capabilities for you and your team. 

What people say
 
"The data science team is working on an advanced Artificial Intelligence solution to
inform maintenance schedules, driven by real time predictions of asset failures and their
impact on the timetable. 

This new solution will combine data and sophisticated analysis to significantly improve
the way we plan and maintain our railway assets. This will reduce train delays and
associated costs as well as enabling us to deliver a safe and efficient railway for our
colleagues, passengers and freight users."
Nick Kotsis, Chief Data Scientist

For more information on our services please visit our IT Services Hub   



07IT governance
and advisory

Set up, implement and use governance and assurance best practices.
Give confidence that your governance processes are robust and that your
assurance standards are high.
Make use of our adaptive frameworks for: compatible technology, platforms
and applications, governance for architecture standards, patterns,
repositories of solution designs and templates.
Connect with a network of experienced professionals from across 

Make intelligent and informed business decisions based on insight, data 

Our experienced teams are here to help you embed the best IT governance,
advisory and assurance processes and frameworks for your business needs.

Our work in action

We will help you to: 

       Network Rail.

       and facts.

IT Governance and Advisory is all about asking the right questions which lead
you to making the right decisions at the right time. 

Read our NewRail story on our IT services hub page, to discover how we
supported a key programme to get back on track after the high-value IT
programme began to unravel. The story showcases how our team help to
identify and implement the governance standards and frameworks needed for
successful programme delivery. 

 

For more information on our services please visit our IT Services Hub   

https://networkrail.sharepoint.com/:b:/r/sites/RSIT2/Shared%20Documents/SCMO%20information%20hub/Our%20services/IT%20Services%20Governance%20Advisory%20Case%20Study_July%202020.pdf?csf=1&web=1&e=ax7u4R


Digital advisory 
We share your values, we understand the way you work.
We know the boundaries, constraints and demands that apply to working 
at the heart of the rail industry.

We pride ourselves on forward thinking and we do this by working closely with our
customers to enable strategic direction based on their needs and our expert insight.
We keep looking outward with greater emphasis on enabling value delivery and risk
mitigation. We look beyond Network Rail to see the wider industry's future.
Focus on enterprise is key across Network Rail to gain clarity on technology needs.
We keep being innovative so that we encourage adoption of emerging technology.

Our work in action

Our shared vision and values enable us to help you in four key ways:  

Digital advisory goes Stateside. Read about how our team worked with our
American counterparts on managing their assets.

A chain is only as strong as its links. Find out how our team helped the route
services team future-proof their supply chains.

Responding to COVID-19. Hear how our team supported in the COVID-19 effort to
keep our colleagues safe and able to work. Read more on our hub page.

What people say

Our work is varied and reaches across the whole of Network Rail and internationally.
We are able to shine a spotlight on just three examples of our work.

1.

2.

3.

Raghava Appikatla, Head of Enterprise Architecture
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For more information on our services please visit our IT Services Hub   

https://networkrail.sharepoint.com/sites/RSIT2/Shared%20Documents/Forms/AllItems.aspx?csf=1&web=1&e=iggImd&cid=978de25c%2D9bb1%2D48a0%2Dbfbf%2Db0f2189742ab&FolderCTID=0x012000C81EB9E6EEDA154EA46CAD8E28E7AFD3&id=%2Fsites%2FRSIT2%2FShared+Documents%2FSCMO+information+hub%2FOur+services%2FDigital+Advisory+Case+Studies%5FJuly+2020%2Epdf&parent=%2Fsites%2FRSIT2%2FShared+Documents%2FSCMO+information+hub%2FOur+services
https://networkrail.sharepoint.com/sites/RSIT2/Shared%20Documents/Forms/AllItems.aspx?csf=1&web=1&e=iggImd&cid=978de25c%2D9bb1%2D48a0%2Dbfbf%2Db0f2189742ab&FolderCTID=0x012000C81EB9E6EEDA154EA46CAD8E28E7AFD3&id=%2Fsites%2FRSIT2%2FShared+Documents%2FSCMO+information+hub%2FOur+services%2FDigital+Advisory+Case+Studies%5FJuly+2020%2Epdf&parent=%2Fsites%2FRSIT2%2FShared+Documents%2FSCMO+information+hub%2FOur+services
https://networkrail.sharepoint.com/:b:/r/sites/RSIT2/Shared%20Documents/SCMO%20information%20hub/Our%20services/Digital%20Advisory%20Case%20Studies_July%202020.pdf?csf=1&web=1&e=cqsmLc


Our work in action 

During the coronavirus lockdown we delivered the 'Call to Arms' app to
support our colleagues across Network Rail. The app enables you to identify
yourself as willing to volunteer and allows you to list the skills and
experiences you have. You can also search for available colleagues based on
their skill set, business area or location. 

Visit out dedicated Digital Factory website.
Michael Pattinson, Director of the Digital Factory

  

Digital factory 09
We exist to deliver vital technology products that Network Rail colleagues
love; meeting our evolving business needs and taking full advantage of the ever-
growing digital opportunities to bring value and share new ways of working.
  

Mobile and web apps 
Cloud services 
Office 365 

From design to development, our team work with colleagues across Network
Rail to transform ideas into stand-out products. We do this with: 

  

For more information on our services please visit our IT Services Hub 

https://www.nrdigital.co/
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Deliver results 
Give practical frameworks
Benefit-based outcomes
Focus on needs
Improve processes

We're here to help you get the job done. On time, in budget and with everyone on board.

We'll help you keep the IT Services you use every day up-to-date and help to deliver the new
technology you need for the future. We are delivering over 160 programmes and projects 
across multiple portfolios. We understand the demands and the benefits of delivering IT
solutions that enable and empower our people to do their jobs in the most efficient way. 

       This is what we do:

Our work in action
  
We're delivering the MyIT programme which is putting you and your technology 
needs first. 

If you're in the office, on the move or working at home, the technology you need will be
there working for you.
 
You'll benefit from being able to work from wherever you are and from any device, 
making it easier for you to get on with the job of doing your job. 

For more information on how MyIT will help you, visit our 
IT Services hub site.

For more information on our services please visit our IT Services Hub   

https://networkrail.sharepoint.com/sites/MyIT


Our work in action 

We are the single point of contact for all IT
support enquiries and IT on-boarding for
Network Rail. Our team gives our
customers the most efficient and effective
support service possible. 

Our dedicated teams across Network Rail
will work with you to resolve your  technical
issues and provide expert advice that will
help you make the  most of your IT.

For more advice about what we do, see our
dedicated IT Help desk page. It's a one-
stop-shop for information and guides
about our services.

What people say

“Lockdown required a huge shift for
everyone. Working from home meant that
Service operations needed to share
information as widely as possible and we
had to reach and support as many people 
as possible. 

This was a challenge but the changes we
put in place have shown that they work so
well and are helping us be more efficient
and effective than ever so we’re keeping
them and working on ways to keep
improving our support from the help desk.”  
Simon Peel, Head of Service Operations
 

Service operations
All the IT help you need in one place
  
Whether you need support using your IT, requesting new hardware or
reporting a fault our team of experts are on hand to help you every day.   
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For more information on our services please visit our IT Services Hub   

https://networkrail.sharepoint.com/sites/myconnect/routeservices/Pages/ITHD.aspx


Technical operations 12
Our purpose is to protect the systems we all use everyday and ensure they are
operating efficiently and reliably, allowing you to focus on doing your job.  

What people say

"As coronavirus unfolded, we needed our teams across Network Rail to connect to our
network from home. But we faced a problem; our Connect VPN was limited to 8,000
connections. Which is a huge problem when there's 40,000 colleagues across the
business who all suddenly needed access to our network remotely. Our team worked
rapidly to find a solution that enabled all of our colleagues to access the corporate
network, providing a fast and reliable connection. The solution we found was Zscaler.

We went from design concept to working service in less than four weeks. We followed all
the correct processes for change, security and procurement. We understood the risks of
making changes on our live network, but we had strong plans to test, back out and
recover in the event of an issue.”
Martin Ohr, Head of IT, Infrastructure

Management of our infrastructure, desktops and applications.
We make sure the technology you need is up to date, reliable and always managed.
Guidance and consultation providing best practice with our expertise.
We manage minor enhancements all the way through to direct involvement in key
programmes and projects.

Our work in action

What we offer:

For more information on our services please visit our IT Services Hub   



Our work in action 

We will help you to design, manage and use information technology securely. We
share our expertise in intelligence, awareness and guidance with you so that you
can make the right decisions about using IT in a safe way.

Our team of security experts have specialist knowledge of Network Rail and the
wider industry we operate in. We work with government, law enforcement and
other organisations across the industry to keep our IT systems and data secure.

What people say

“We are really proud of the work our team accomplished during the coronavirus
pandemic. The security team gathered and shared up to date intelligence about the
evolving security risks, and enabled the significant changes in working, especially
for home-based people, to be set up quickly with an appropriate level of security.
Most security work is carried out behind the scenes but this was a moment where
everyone knew we were working to help them and could be confident in the
security expertise we provide.”
Dan Biggs, Chief Information Security Officer

13Security
We embed security into everything we do.
Keeping your IT Services and all of Network Rail safe is a top priority. 

For more information on our services please visit our IT Services Hub   


