
General

London Underground has worked with the London 
Ambulance Service and St John Ambulance to agree the 
best action for both the person taken ill and our other 
customers.

Some of the common reasons why customers become ill 
on trains are: 

•	 the weather
•	 lack of food (in particular breakfast)
•	 alcohol.

If a medical professional is available

When a medical professional is available in the carriage, 
clearly you should take advice regarding whether the 
person can be moved.

However, the medical professional should be informed 
of the additional risk to other passengers if the person is 
not moved.

In almost all cases where a person is taken ill 
on a train, they should be removed from the 
train to the station platform.

If it is suspected that the person is having a 
heart attack, they can still be moved from the 
train but they will need to be carried off.

When not to move the customer

From a medical view point the only reason not to move 
the customer is if it is suspected they have a spinal injury. 
In this case, urgent medical help should be requested 
before moving the person, as movement in the incorrect 
way could result in paralysis. In reality this situation is 
extremely unlikely to occur. 

There might be non medical reasons why it is not 
possible or practical to move the person from the train, 
such as: 

•	 if they are very heavy, moving the person without 
special equipment could pose a risk to the persons 
trying to move them, or

•	 if the required hospital or ambulance can be reached 
more quickly by proceeding to the next station.

If the customer cannot be moved, it might be necessary 
to move the train and for the ambulance to go to a 
specified	location.	In	this	case,	the	NOC	and	SOO	will	
liaise with the ambulance service.

How is the person taken ill helped by moving them 
from the train?

Moving the person from the train will only take moments 
in most cases. The short delay while the person is moved 
is	not	likely	to	have	an	adverse	effect,	even	if	first	aid	is	
being administered.

The person taken ill will also be helped because:

•	 they	can	receive	better	first	aid	on	the	platform,	
where more room will be available, and

•	 help can be summoned more easily in the station. (It 
is also more likely that a medical professional could 
be travelling through the station and able to help 
while the ambulance arrives).

When	a	portable	defibrillator	needs	to	be	used,	it	is	
important to have a good clearance distance around the 
person being treated ensuring only the intended person 
receives the shock. This clearance can be more easily 
achieved on the platform.

How are other customers helped by moving the 
person taken ill?

London Underground has a duty to provide support to 
all our customers, not only those who are taken ill during 
their journey.

By moving the person from the train, the service is 
resumed more quickly and so:

•	 the risk of other trains behind becoming stalled in 
tunnels, and the risk to our customers on those trains 
is reduced, particularly in hot crowded conditions

•	 customers have less delay and inconvenience.

When a carriage has become soiled by a customer 
taken ill

While the train remains in customer service, service 
control will arrange for the condition to be assessed. 
Whenever possible, cleaning staff will board the train and 
clean it in service, minimising inconvenience to our other 
customers.



What to do when a person 
is taken ill on a train

This guidance is supported by
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•	 the London Ambulance Service
•	 St John Ambulance
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