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Background and methodology

©

©)

The overarching objective of the project is to have ongoing
quantitative data to measure the improvement in the quality of
information to passengers during disruption for all train
operating companies (TOCs).

In May 2019, RDG awarded BVA BDRC the survey, which led to a
few changes in the questionnaire and the way the survey was run
and reported. This report is the second offline deliverable since
that change.

This report is on the findings covering Wave 15 (October-
December 2019). We also report on comparisons between waves
to assess any change in trends.

The survey tracks the following:

+ Information about the disruption

» Quantity and quality of information provided

+ Satisfaction with how passengers are kept informed
» TOC usage and passenger demographics

» Hot topics: details on frequency of updates and alternative
transport

To achieve the objective, open survey links have been
posted on the National Rail Enquiry (NRE) website and
some TOC websites. Links were also shared by Twitter and
customer relations departments.

Respondents taking part in the open link survey are very
likely to have experienced a severe disruption. They are
taking time to fill in a free found survey, to give feedback
on their experience. Passengers doing so are motivated by
their personal experience. As a results, the data shown in
this report are likely to reflect results focusing on the poorer
experiences. It also means that if a TOC has a greater
number of disruptions, it is more likely to receive feedback
which impacts on the overall data.

In May 2019 — BVA BDRC and RDG introduced a panel
boost to target specific disruptions and TOCs. As shown in
the appendix — these passengers had less negative
experiences and their feedback is generally more positive.

Rail Delivery Group
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Sample size for each TOC

Oct-Dec 19: Sample by TOCs (October — December 2019)
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Summary of key findings

Developments

» Two in five respondents had their train
cancelled this quarter.

» Most of them first heard about it at the
train station.

» The delays experienced took one hour or
more for two fifths.

+ Both satisfaction measures (dealing with
delays and information provision) are
stable this quarter. However satisfaction
before arrival at the station records the
lowest score for both questions.

« To improve information provision TOCs
need to focus on the frequency of
updates.

Dealing with cancellations and
improving satisfaction before arrival

* In order to improve satisfaction for
passengers aware of the disruption before
arrival at the station, TOCs need to work on
the consistency of the information provided.
Reliability of information is the top priority
for improvement this quarter. TOCs need to
work with NRE and other platforms to ensure
information about delays and cancellations is
consistent across all channels.

* Providing information when a train is
cancelled is crucial, because if not it leads to
the lowest level of satisfaction. Half of the
respondents who have experienced a
cancellation have not received any
information at all. When they did 72% did
not get any information about alternative
train services which passengers would
increasingly like to receive

Increasing the frequency of updates

« As seen wave on wave — the frequency of
updates is the main driver for
satisfaction.

» When asked 75% of respondents want
regular updates but currently 68% receive
only one or no updates at all.

+ l|deally passengers want to be updated
every 10 min (even if it means
hearing/reading about the same update).
The good news is that this is already the
case for those who receive multiple
updates. It also means that the main
issue is not really the frequency but
ensuring passengers get at all updated
when disrupted.

« Commuters and passengers at the station
would like to receive more frequent
updates (every 5 min).

Rail Delivery Group @ BDRC
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Disruptions
— What happened thls wave




» The majority of participants (57%) first heard about the disruption at the station
Journey stages and

» Trains and infrastructure were cited as the most common reasons given for disruption at 24%

reasons for disru ption and 22% respectively

+ Just over 2 out of 5 respondents were not given a reason for the disruption they experienced

Oct-Dec 19: When first heard about the disruption (%) Oct-Dec 19: Reason given for disruption (%)

Trains 24
Infrastructure 22
No reason 21
Other 13
Weather/seasonal factors 11
External factors (vandalism, trespass, etc.) 8

Engineering works 6

Don't know/can't remember 4

W Before arrival W At the station M On the train W At interchange

When were you first aware of a possible #DISRUPTION# to your train journey? / What was/were the reason(s) given for the #DISRUPTION#?
Base: 3,567

Rail Delivery Group @ BDRC
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 Similarly to the last wave, 2 out of 5 respondents had a train cancelled. This is not a reflection
of actual cancellation statistics but of the respondent profile and the disruption they

Nature of disruption experienced

« The month with the highest number of respondents with cancelled trains is December with
42%, compared to 40% in October and 36% in November

Oct-Dec 19: Nature of disruption (%) Oct-Dec 19: Nature of disruption by month (%)

October November December
The train | planned to catch
The train | planned to catch was cancelled — 39 was canceIIZd 40 36 42
The train was delayed during the journey _ 16 The' train was delayed 17 17 14
during the journey
The train was late arriving at the station || NG 15 The train was late arriving 14 17 14
at the station
The train was late departing from the
station _ 13 The train was late departing 12 14 13
. . from the station
| could not get on the train as it was l 5
overcrowded The station was closed 2 1 1
The station was closed || 1 | could not get on the train 5 5 3
as it was overcrowded
None of the above _ 14 N f the ab 14 14 13
one of the above
\. J

Which of the following best describes the nature of the #DISRUPTION#?
Base: 3,567; October 1,084; November 1,239; December 1,244

Rail Delivery Group
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Disru ption Iength » The length of delays remained stable this wave reaching more than 60 min for more than two

fifths of respondents. Again, this does not reflect actual delay statistics

Oct-Dec 19: Length of delay (%) Oct-Dec 19: Length of delay by month (%)

40 October November December

29 M Less than 15 min Less than 15 min 9 6 8

»3 H 15 to 30 min

30 to 60 min
More than 60 min 15-30 min 22 22 25

8

30 - 60 min 30 31 30
More than 60 min 39 41 36

How late were you arriving at your destination station? If you don't remember please enter your best estimate. Base 2,269; October 718; November 794; December 757

Rail Delivery Group @ BDRC
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TI mel [ ne - SU rvey » The timeline of participation is closely connected to when disruptions happen. The
cancellations for Greater Anglia in December are linked to the peak in participation this

partiCipation quarter

Oct-Dec 19: Survey completion timeline

160 9/12
. 2/12 “"Greater Anglia cancellations”
0 14/10 “Line closure” — Newcastle & (Greater Anglia)
“Floods” — Major disruption York
(Northern, EMR, Greater Anglia, (LNER, Grand Ce‘ntral, 15/12
120 3/10 CrossCountry, Transpennine...) Transpennine...) “TfW cancellations”
“Multiple incidents” - London (Transport for Wales)
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o o o «  Satisfacti ith th TOCs dealt with th
Dealing with delay/cancellation diruption is stable at 25% which 1 1396 ptt.

higher than last year

Oct-Dec 19: How well TOCs deal with delay/cancellation (%) Net well (very/fairly well)

m Very well
(+12% vs. last year)
Fairly well
Monthly trend (%)
Neither
W Fairly poorly 45%, .
2%  319% 39% 33% 40%  3p9, 42%
m Very poorly ———<><\/
30% 32% 33%

26% 26%  26% o
® Don't know / no °19% © o  24%
opinion /,\0> /,\0> \/,\0> /\°> /,\0> :\O) :\o) :\o)

@’Zﬁ \00 \’\\r VQO) (OQ'Q O(’}' %OA QQ/(/

—Net well =—=Train cancelled

Overall, how well do you think the train company dealt with this delay? / Which of the following best describes the nature of the #DISRUPTION#?
Base 3,567; May 410; Jun 715; July 1,023; August 559; September 690; October 1,084; November 1,239 ; December 1,244

Rail Delivery Group
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» The lowest satisfaction scores are ‘before arrival’

Dealing With dEIaylcance"ation by and ‘at the station’

* 'On the train’ records the highest level of overall

jou rn ey Stage satisfaction with 32% of respondents stating that

their delay/cancellation was dealt with fairly or
very well

Oct-Dec 19: How well TOCs deal with delay/cancellation by journey stage (%)

Net well (fairly/very well)

m Don't Know/No opinion ®Very poorly M Fairly poorly Neither Fairly well mVery well

/

Before arrival 1 12

Before arrival 2 1 %\
At the station 2 5 %
/

On the train 3 2 %
At interchange 2 3 %

N IS

D

\l
D
(o]
D

At the station 14 13

-

w
w
(o]
(0, ]

On the train 1 12

At interchange 13

Overall, how well do you think the train company dealt with this delay?
Base 3,567; Before arrival 712; At the station: 2,046; On the train 668; At interchange 141

& Natienal Rail
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« As in previous waves, the trend of satisfaction by

Trend - dealing With dEIaylcance"ation journey stage reveals that before arrival and at

the station scores are almost identical

by jOU rney Stage + ‘At the station’ has achieved its highest level of

satisfaction in Oct-Dec 19 at 25%

Waves 11-15: How well TOCs deal with delay/cancellation by journey stage (%)

32%
27% 25%
22% 23%
21%
9%
9%, 12%
Oct-Nov 2018 Jan-Mar 2019 Apr-Jun 2019 Jul-Sep 2019 Oct-Dec 2019

——Before arrival ==—At the station = ==—On the train =——At interchange

Overall, how well do you think the train company dealt with this delay?
Base 3,567; wave 14 2,272; wave 13 1,380; wave 12 1,288; wave 11 2,010

& Natienal Rail
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« Satisfaction with how TOCs kept passengers
informed are equal wave on wave

Keeping pa Ssengers info rm ed « Satisfaction is closely linked to cancellations.

December recorded the highest number of
cancellations in the wave at which point
satisfaction is at its lowest

Oct-Dec 19: How well passengers are kept informed (%) Net well (very/fairly well)

u Very well
( = vs. last wave)
Fairly well
Monthly trend (%)
Neither
W Fairly poorly o 45% 0
40% 42%
2% 319% 33% ° 36%
H\e oorl —@OO/
ry poorly 1o, 38% )
30% ° 29% o 32%  30% 8%
. 24%
B Don't know / no
opinion O O O O O O O O

4 4 \/ 4 \'/ A/ C
@rzﬁ \\\f\ \’0 ?‘QO) (OQ'Q O(/ %O QQ/
—Net well =—Train cancelled

Overall how well do you think the train company kept you informed about the delay or cancellation? / Which of the following best describes the nature of the #DISRUPTION#?
Base 3,567; May 410; Jun 715; July 1,023; August 559; September 690; October 1,084; November 1,239 ; December 1,244

Rail Delivery Group
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Reasons for satisfaction on information | - Wnen asked why they are satisfied with the

information provision, passengers particularly

provision recognise staff as giving them thorough updates

and information around refund procedures

Oct-Dec 19: Reasons for satisfaction on how well passengers are

“The information provided at the time of the incident was very

kept informed thorough and gave perspective”

issues hel
happening "€'P  enough

”negreat people home — getting “The train conductor was kind and apologised for the train
ikedone best maanStéSr'te claim ’ma/funcz‘/on/hg, while it wasn't something he could control.”
announcements gtgff ravel
g Dhatiorm N fo 'm a tl O Ng et d qu>§/tstake “They try their best especially the front line staff keeping people
tim:sn?rt]ri\re]zr Covri]a’] panyy pd ates helpfpl delayed informed and apologising”
. work
availabid "] | [) updated Sgrvice.
nothing & & know We g app “The train manager gave reqular updates during the journey, and also
control tO|.d gl\{jetn regular late rgeuglrly better gave out, and collected, compensation forms to ensure that we were
alte ?%aaté\éer] ate ok N refund refunded as soon as possible. We were also given free tea and coffee!”
keep . f bus e |da tl e gsmgd later .
clear longboar
rautt [NTO rmoe provided a@%?/s I am from the United States. | was so impressed with Cross Country
difficult compensation regularly because we received a refund since our train was more than 60 minutes
throughout ne-ed?d possmgn%?gr r%%?i?/t: delayed. If you were in the US and took Amtrak, | don't think there would
commueston be any compensation at all”

What is the primary reason for that score? Please type in and be as specific as possible.

Rail Delivery Group
° BDRC-




Reasons for dissatisfaction on
information provision

Oct-Dec 19: Reasons for dissatisfaction on how well passengers

are kept informed

overcrowded often
tickets ~departure times route
werk])site wee Ip
. ome |ourney _, cancellations ryn
J Y Staff tell F€ASON updates
s [ Y TOTF M ATIO passengers |ast
make | oor. d | d company
serwcest p u e aye neXt peop|e appalling

app . :
ra I n little pI‘Ot\_/Ided ticket without

minutes
| alterna IV@ bus destination

another . rai
transport runnlnglate. pay gOiNg work hours complete

terrible . SerVICe left, . due, cancellation line

getting LIME communication

; . | t
somanes "I 13k statioN Nour, g€t repiaceier

compensation _know announcements happening
arrived announcement first  \anchester

enough catch routes
minute

What is the primary reason for that score? Please type in and be as specific as possible.

» Passengers are dissatisfied with information
provided when alternative routes are not offered

» Passengers are also dissatisfied when information
given is inconsistent, e.g. when trains are actually
running but the correct information is not online,
or when no bus replacement is provided contrary
to what they have been told

“Information too generic and fails to give adequate alternatives. Passengers need
specific information in order to make informed decisions e.g. alternative routes”

“No apology offered. No proper advice about likelihood of replacement bus or time to
complete journey. Didn't know whether to buy a ticket and wait around for replacement
bus. In the end | cancelled my trip”

“| feel information should have been given on the platform as to reason for the
cancellation and alternative travel (i.e. get the next train to Doncaster then Hull Trains to
Beverley). Instead | had to go to the Info Desk on the other side of the station”

“Disagreement between TFW advising passengers not to travel and National Rail
showing services running to time! | had no confidence in trying to travel following bad
information about disrupted travel a few weeks ago for which | am still waiting for
compensation”

“Lack of information, inconsistent information given, inaccurate information given about
further connections which would have caused an additional delay if | hadn't checked
online for myself”

“There was actually no disruption at all yet the app and webpage continued to say no
service beyond Oxted which led to some people organising being picked up at Oxted.
I'm guessing that the vandalised train was removed and things returned to normal
quicker than expected”

Rail Delivery Group @ BDRC

& Natienal Rail




+ Keeping passengers informed on the train is the

Keeping passengers informed by journey stage inere TOCs perform best
journey stage " Where satisiction is particulary fow and -

improvements can and need to be made

Jul-Sep 19: How well passengers are kept informed by journey stage (%) Net well (fairly/very well)
[ Before arrival 42 17 12 Before arrival 2 7% }

8 |
At the station D Q) O/
On the train [ 1 12 15 on the train - 3" O/

At the station § 44 16 10

(03]
(o))
(0, ]

At interchange 43 16 9

At interchange 3 1 %

B Don't Know/No opinion W Very poorly W Fairly poorly Neither Fairly well H Very well

Overall how well do you think the train company kept you informed about the delay or cancellation?
Base 3,567; Before arrival 712; At the station: 2,046; On the train 668; At interchange 141

& Natienal Rail
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How well kept informed - wave trend

Waves 11-15: How well passengers are kept informed by wave (net well %)

« Satisfaction with information provision has been
going down consistently for the past three waves
for passengers aware of the disruption before
they arrived at the station

80%
70%
60%

50% )
42% 399

37%

O,
40% 36%

30% 27%

29%

20% 27%
10%

0%

Apr-Jun 2019 Jul-Sep 2019

—Before arrival =—At the station ——(QOn the train

Overall how well do you think the train company kept you informed about the delay or cancellation?
Base 3,567; wave 14 2,272; wave 13 1,380; wave 12 1,288; wave 11 2,010

27%

Oct-Dec 2019

—At interchange

Rail Delivery Group @ BDRC
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HOW We" kept infOrmed = m0nth|y » Train cancellations are closely correlated
with passengers’ satisfaction before

trend arrival and at the station.

Monthly trend : How well passengers are kept informed by journey stage (net well %)

46% 44%

O, (o)
40% 40% 36% 37%
39% 33% ) p T

\ 4

May-19 Jun-19 Jul-19 Aug-19 Sep-19 Oct-19 Nov-19 Dec-19

Before arrival At the station On the train Train cancelled

Overall how well do you think the train company kept you informed about the delay or cancellation?
Base May 410; Jun 715; July 1,023; August 559; September 690; October 1,084; November 1,239 ; December 1,244

& Natienal Rail

Rail Delivery Group @ BDRC



Keeping pa Ssengers info rmed by « Commuters continue to be the least satisfied

with how TOCs kept them informed during

1 disruption. This is not surprising as they are likely
Jou rney types to be the most common users of rail travel

Oct-Dec 19: How well passengers are kept informed by journey type (%) Net well (fairly/very well)
u Commuters 2 3% }

[ Commuters

Business 3 6 %

49 17 10
Business passengers 34 16 13
p 37 15 11

n Leiswre 3 594

B Don't Know/No opinion W Very poorly W Fairly poorly Neither Fairly well H Very well

Leisure passengers

Overall how well do you think the train company kept you informed about the delay or cancellation?
Base 3,567; Commuter 1,566; Business: 415; Leisure: 1,586

Rail Delivery Group @ BDRC

& Natienal Rail




. « To keep passengers well informed staff play a crucial role as they drive satisfaction u
Keeping passengers P passeng pley y :

« The NRE app is currently linked with lower satisfaction and probably needs some work to be

informed by at least as good as the TOCs' apps

+ External sources of information (non NRE/TOC) perform weaker when it comes to information

Info rmatlon Sou rce provision. Therefore encouraging passengers to check NRE/TOCs information sources is likely

to drive overall satisfaction

Announcement at the station RG] | % e P

Messenger)

Announcement on the train NG 3%
— 42% Received an email or text alert _ 57% 1t

Speaking to staff (station) [N 38%

Speaking to staff (train) GG, Another app (e.g. Trainline app) || G 35%
National Rail app NG 24% ]
— 26% Another website (e.g. Trainline) _ 29%
National Rail website NG 31%
- — 21%
Train operator app ININENGGGEGEN 34% 319 Word of mouth [N 16% |
? (o]

Train operator website NG 31%

_ Other - 7% |
Departure screen at the station I 32% -

m Net well B Net well

Overall how well do you think the train company kept you informed about the delay or cancellation?
Base varies n=72 to n=1358

Rail Delivery Group

& Natienal Rail




Ratl ng Of Info rmatlon « The majority of attributes increased this wave, reversing the trend we saw in Jul-Sep 19.

‘d d + Availability of alternative transport and time taken to resolve the problem have the lowest rating
prOVI e of information provided, 19% and 22% respectively

Oct-Dec 19: Rating of information provided (%)

Jul-Sep  May-Jun Jan-Mar  Oct-Dec

Fairly well ®Very well NET well 19 19 19 18

Ease of understanding 18 K 48 50 44 50
Relevence I 47 __________ 4; 6 ___________ 4539 ___________ z; 7

Delivery style -_43 ________________ 4 1 ___________ 4542 ___________ 4 3
Consistency T ;; _4_1;) ____________________ ?; % ___________ 4_16""""""2_3_ ___________ 4; 0

Usefuness I -!_ 37 ________________________ 3 6 ___________ 3725 ___________ 37
Trustworthiness "_"_"""""""""""""";E"?,; _________________________ 3: ; ___________ ;8""""""4_(; ___________ 3_6
Accuracy e 4090 4 3 28 36

Frequency of the update I I E _;2 _______________________________ 3_ 'i ___________ ;1_"_""""2_9_ ___________ ?;2
Time taken -_22 ____________________________________________ 2 0 ___________ 2212 ___________ 22

Availability of transport  EEEEF R "1_9_ ________________________________________________ 1 _% ___________ i_8"""“""1_(; ___________ 1_9

How do you rate the train company for the following aspects of the information provided in relation to the disruption?
Base 3,567; Jul-Sep19 2,272; May-Jun19 1,380; Jan-Mar19 1,288; Oct-Dec18 2,010

Rail Delivery Group @ BDRC

& Natienal Rail




Ranking — how well passengers are kept informed

- National average

May-December 2019: NET well kept informed (%)

) c 2 Iy,
=<
y 2 <: ) s g 43 c 5 = ce
3 . (9] = o 9 28 ot 5 % — = £
2. of . o1 §5 = 58 B BE 22 o 8. @ s 7 0L
: 52 x X 8 = 7wy, 83§ 5 © o 27 HA = o O
s 25 <7 w: S 9o - gy 355 @ 2 g & S5 B = g 0§
3 g O < '-H'" o] = Eqny L= a8 o o= z e
g 0 _Q g = i ~ == = -+ =0 = \ o
Ww = € X p_a P =
i:og = Z! 5 o = %o Jeg : O 3% H S £ ©
o I i ™ O < x Pt 2 5 A > -

67%

50% 50% 50% 99

46%  45%
39%
36% 0
35% 33% 33% 33% .
rrrrr 28% - 27%—27% e
26%
o)
23%  20% 190 219 . Low base size for:
16% .
° IE-’I‘SngEhrow (;‘
I Mers rail— " Your locallink 12 Lorder

Overall how well do you think the train company kept you informed about the delay or cancellation?

Rail Delivery Group

& Natienal Rail




& National Rail
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Understanding and improving — what
matters the most




Understanding what drives passengers’ satisfaction with how
well TOCs keep them informed

To make findings from this study more actionable, key
driver analysis has been conducted on the question
'‘Overall how well do you think the train company kept
you informed about the delay or cancellation?’

This analysis shows which aspects of the information
provided have the strongest relationships with high
satisfaction.

Satisfaction on aspects

on information
provided

High satisfaction of

information provision

3

Understanding which attributes have a strong
relationship with satisfaction enables train operators
to identify priorities for improvement that will lead to

more informed passengers during disruption, and
increase satisfaction in the future

Example:

As shown by the bubble chart on the left below there are 10 attributes that drive satisfaction of
information provision. The score and the size of the bubble indicate driver strength.

The map on the right puts the drivers into quadrants depending on their influence level and how
the rail sector currently performs on each. The Focus and Leverage squares represent high
influence levels on satisfaction of information provision. The sector performs less strongly on those
placed in the Focus quadrant but performs well on those in Leverage. The Watch attributes have a
lower impact on satisfaction of information provision and the sector performs not so well on them.
But they need to be watched since they can become stronger drivers of satisfaction with
information provision in the future. Maintain shows the attributes that also have a low satisfaction
of information provision impact but on these the sector performs fairly strongly due to their
position to the right of the chart. It is sensible to maintain the good performance on these
attributes.

Availability of alternative transport 28 Accuracy of information

v o 12.9 i v e
Ease of understaniing
Rel

Relevance of information 45
3 5 Delivery style
) . ) Trustworthiness Consists .-
1 1 7 Consistency of information i High importance
. fowimportance Aceuracy Frequency of updates
Ease of understanding 4.5 Frequency of Usefulness
updates
. s : Time taken
Time taken to resolve the problem 4.9 1 1 Usefulness of information
Availability
Delivery style = 5 7.8  Trustworthiness of information Loaportomanes

Rail Delivery Group

& Natienal Rail



[ ] [ ] *
Key Drlver Ana IySI S » Overall, the frequency of updates is the main driver for satisfaction with usefulness of

Ove ra " information and time taken to resolve the problem following there after

Ease of understanding 3 13 Usefulness of information

Delivery style 4

36

Frequency of
updates

: : 11 Time taken to resolve the problem
Relevance of information 5

Availability of alternative transport = §

10

Accuracy of information

Trustworthiness of information 7 7

Consistency of information

Rail Delivery Group

* Model explains 73% of variations s @ BDRC-



Key Driver Analysis - overall

* There is little moment in the key driver analysis wave
on wave

» TOCs need to focus on update frequency and accuracy
of the information

+ TOCs do relatively well on aspects that are seen as
somewhat |less important by passengers like ease of
understanding, relevance and delivery style

Oct-Dec 19- 2019

%

Maintain

Relevance

Delivery style

Ease of understanding

Consistency

High performance

Usefulness
Accuracy

Leverage

High importance

Availability

Low importanceTrustworthiness

Time taken

Low performance

g

Frequency of updates

Focus

Rail Delivery Group @ BDRC

& Natienal Rail




Key Driver Analysis* -
on the train

» The frequency of updates is the main driver for satisfaction for passengers on the train

Ease of understanding 3 15 Accuracy of information

Delivery style 3

3 O 11 Trustworthiness of information

Frequency of
updates

Availability of alternative transport 4

11 Consistency of information

6

Relevance of information

8 9

Time taken to resolve the problem SEATIIESS EF N S

Rail Delivery Group

* Model explains 81% of variations s @ BDRC-



On the train — rating Of information * Most attributes have stayed stable this wave

¢ One attribute to show a more notable increase is

prOViSion Over time ‘ease of understanding’ which has experienced a

slight recovery after a dip in wave 13

On the train - rating of information (% net well) Waves 10-15: On the train - rating of information (% net well)

% pts changes

W15 vs. W14 —&— Delivery style
61 56
Delivery style 57 0 57 —#— Ease of understanding
56
Ease of J./—.\_./_._\.-ﬂ_—z
understanding °6 - e ! T Relevance
Relevance 51 0 jg T 48 —#— Consistency
4230 ¢ T
Consistency 46 -3 L 40 38 —#— Trustworthiness
Trustworthiness 45 0 —=#— Frequency of updates
Frequency Ofdt}:e 41 0 Accuracy
update 2 y
Usefulness 40 0 18~y Usefulness
15 15
Accuracy 38 -3 Time taken
Time taken 21 -1 Availability of transport
2
Availability of
transport 15 0 Jul-Sep 18 Oct-Dec 18 Jan-Mar 19 Apr-Jun 19 Jul-Sep 19 Oct-Dec 19

How do you rate the train company for the following aspects of the information provided in relation to the disruption?
Base 661

Rail Delivery Group @ BDRC

& Natienal Rail




[ ] [ ) *
Key Drlver. Ana IySI S + At the station, frequency of updates is the main driver of satisfaction with accuracy of
at the Statlon information and usefulness of information joint second

Ease of understanding 2

Availability of alternative transport 4

3 1 13 Accuracy of information

Delivery style 5

Frequency of
updates

Relevance of information 5
1 3 Usefulness of information

Trustworthiness of information 6

7 12

Consistency of information

Time taken to resolve the problem

Rail Delivery Group

* Model explains 70% of variations @ BDRC-

& Natienal Rail



o . , o . Continuing from what was seen in wave 14, most
At the station - rating of information e Lo
provision over time months

 Availability of transport is the only attribute to go
down this wave

At the station — rating of information (% net
: rating ot infor ton (% Waves 10-15: At the Station - rating of information (% net well)

well)

% pts changes

W15 vs. W14 - 46 " 46 —8— Ease of understanding
Ease of N T
] —#— Relevance
understanding w6 4
Relevance 44 0 37 —a&— Delivery style
34 3
Consistency 36 +2 g? —a— Consistency
] 29
Delivery style 35 +1 25 —=— Usefulness
25
Usefulness 35 +2 / —#— Accuracy
20 i 21
wp—f 19
Accurac +1 19 Trustworthiness
d 33 19 j L 18 17
Trustworthiness 31 +1 Frequency of updates
Frequency of the
9 y 29 +1 ! \ Availability of transport
update 6
Time taken 21 +1 Time taken
Availability of
transport 17 -1 Jul-Sep 18 Oct-Dec 18 Jan-Mar 19 Apr-Jun 19 Jul-Sep 19 Oct-Dec 19

How do you rate the train company for the following aspects of the information provided in relation to the disruption?
Base 2,037

Rail Delivery Group @ BDRC

& Natienal Rail




Key Driver Analysis* -
befo re a rrivi ng at the » By far the biggest driver of satisfaction for those passengers who find out about the

disruption before getting to the station is providing consistent information

station
. 19 Trustworthiness of information
Ease of understanding = 3

Accuracy of information 5

C?nSIStemfy of Usefulness of information
information 17
provided
Time taken to resolve the
problem
9 Relevance of information

Rail Delivery Group

*Model explains 63% of variations ° @ BDRC-



 For this journey stage scores on all attributes went

Before arrival at the station - rating of op in wave 15

o . s .3 ° + The largest increases are recorded for
InfO rmatlon prOVISlon Over tl me trustworthiness, accuracy, consistency and time

taken to resolve the problem

D ROrCT G USSR T M T aTIg NG Waves 10-15: Before arrival at the station — rating of information (% net well)

information (% net well)

% pts
Oct-Dec char(\)gF;s Vs
2019 ) 57 —#— Ease of
Jul-Sept 19 2L .
60 understanding
Relevance* +7 > 50 —8— Relevence
57
Ease of 46 46 —m— Usefulness
understanding* +3 43
9 55
35 39
—#—Trusworthy
Trustworthiness* +12
33
46 33
23 o6 —#— Accuracy
Accuracy +10 25
43 —— Consistency
Consistency +10 15
43 Time taken
Usefulness +4
39
Ume takerl‘ to +10 Jul-Sep 18 Oct-Dec 18 Jan-Mar 19 Apr-Jun 19 Jul-Sep 19 Oct-Dec 19
resolve 25

How do you rate the train company for the following aspects of the information provided in relation to the disruption?
Base: 182

) _ Rail Delivery Group
*ltems introduced in May 2019 BDRC-

& Natienal Rail




* The main key drivers for when a train is cancelled are more in line with key drivers overall,
Key Driver Analysis - h key drivers for wh lled | h key d I
whereas when trains are delayed and during other disruptions other key drivers become more

by natu I‘e Of disru ption prominent (e.g. accuracy and trustworthiness of the information)

Train delayed - KDA

Train cancelled - KDA

Other dlsruptlons* KDA

: ©

Frequency of updates Frequency of updates Frequency of updates

Accuracy of information 15 Usefulness of information Accuracy of information
: : . Time taken to resolve the problem Usefulness of information
Trustworthiness of information P
. . . . Accuracy of information
Consistency of information provided @ 10 Time taken to resolve the problem
Consistency of information provided @
Availability of alternative transport 8 ) ) ) )
Availability of alternative transport 7 a Consistency of information provided
Time taken to resolve the problem 8 c
Dlellzny el 7 5 Ease of understanding
Usefulness of information e Trustworthiness of information 6
4 Availability of alternative transport
Relevance of information 7
Relevance of information 4 3 Relevance of information
Ease of understanding 4
Ease of understanding 4 ®3 Trustworthiness of information
Delivery style 3 2

Delivery style

. . . . Rail Delivery Group
* Other disruptions: Overcrowding, Station closed, Other ° BDRC-




Train cancellations — a priority for
better information
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Natu re Of disru ption * During Oct-Dec 19, 2 in 5 respondents had a train cancelled. This has been consistently the

nature of disruptions respondents experienced throughout waves

Oct-Dec 19: Nature of disruption (%) Overall wave on wave change (%)

Jul- Oct- Jan- May- Jul-
Sep Dec Mar Jun Sep
18 18 19 19 19

The train | planned

> to catch was 43 46 40 33 39
cancelled
The train was
delayed during the 18 16 20 23 20
journey
16 The train was late
15 13 arriving at the 10 11 9 14 13
station
The train was late
) departing from the 8 8 7 13 11
1 station
|

| could not get on

The train | The train was  The train was  The train was | could not get The station was None of the the train as it was 2 2 3 2 2
planned to catch delayed during late arriving at  late departing on the train as it closed above overcrowded
was cancelled the journey the station  from the station was Ilhoeses(;ation was 2 2 1 1 2
overcrowded

None of the above 16 15 19 14 14
Which of the following best describes the nature of the #DISRUPTION#?
Base 3,567

Rail Delivery Group

& Natienal Rail




+ The lowest satisfaction score for being kept informed comes
from passengers that could not get on the train as it was

Keeping passengers informed by overctowded (1%

* In this context train cancellation has the second lowest
satisfaction score (17%)

natu re Of d i Sru ptio n . Passen%ers are most satisfied with the information provided

when the train is delayed during theé’ourney or late arriving
at the station, so at these stages TOCs do better

Oct-Dec 19: How well passengers are kept informed by nature of disruption (%)

Net well
(fairly/very well)

The train was delayed during the journey

(n=575) U 26 15 11 47

The train was late departing from the station

The train was late arriving at the(;’f;cig)or; ) 25 15 13 - 13 | 46
___12
_4
3|

(n=467) | 32 13 11 42

The train | planned to catch was cancelled
(n=1,402) = 53 19 9 17

| could not get on the train as it was overcrowded
J oy 57 17 10 14

(n=70)

The station was closed Low base size

(n=41)

M Don't know / no opinion B Very poorly M Fairly poorly Neither Fairly well M Very well Net well

Overall how well do you think the train company kept you informed about the delay or cancellation?
Base 3,567

Rail Delivery Group @ BDRC

& Natienal Rail




» Over half (52%) of those who experienced a train cancellation want information about
alternative transport. This is 20% points higher than for those who experienced another type

Tra | n Ca nCEI Ied of disruption; this is information that TOCs need to provide now; passengers want solutions

: » Just over 2 out of 5 people who experienced a cancelled train would like to see improved

Im provement frequency of updates (41%) and greater reliability of the information (45%). This is comparable
to respondents who experienced other disruptions, where 44% would want more regular
updates and 41% greater reliability of the information

Oct-Dec 19: Improvement wished (%)

Train cancelled Other disruptions
The information about alternative transport I -2 32
Reliability of the information . 45 41
Frequency of updates I 41 44
The time taken to resolve the problem I 30 37
The speed with which information was provided I 7 29
The accuracy of information given about the delay I 36 31
The amount of information provided about the delay I 27
Consistency of information provided I 07 25
The usefulness of the information I 05 21
Relevance of the information provided I 01 20
Ease of understanding the information provided B 6 16
The delivery style (eg tone of voice) B 2 12
None of the above Il o 11

If you were to be disrupted again which of the following would you have liked to be improved?
Base 3,567

Rail Delivery Group

& Natienal Rail




 Information provision when a train is cancelled is generally very poor with 1 in 2 not receiving any
information about the disruption.

* Only 12% receive information about alternative transport or routes. In general, TOCs are lacking

[ ] [ ]
I nfo rmatlon prOVIdEd information about connections and onward travel, compensation and refunds and alternative transport

across channels.

« To keep passenger satisfied, provision of some information is crucial such as connections,
compensation and refunds and estimated length of delay

Oct-Dec 19: Information provided (%) : ?xr‘;v:::o':‘a:iir“,?jgz a(z/t: ) e RN TTEC !

O

Reason for delay _ 44%
>0 Estimated length
. - ofdsly " N 55%
38
An apology
32
. I ;5
Alternative
2o transport or
routes
17 I 5/
Compensation
12 12 10 12 10 and refunds
> 5 Information about _ 63%
. - connections and
onward travel
Reason for delay An apology Estimated length  Alternative Compensation  Information  No, none of the No, none of the _ 67%
of delay transport or and refunds about above above
Train cancelled \ routes / connections and External source of . 79%
onward travel information

Did the information provided include any of the following?
Base 3,567

Rail Delivery Group @ BDRC

& Natienal Rail




o . . « 1in 5 disrupted passengers are given an

alternative train service. This rises to 2 in 5 when a
Alternatlve traln service SuggeStEd train is cancelled which is positive progress but
still rather low

Oct-Dec 19: Alternative train service suggested (%) Alternative train service suggested by nature

| don't
Yes No
remember
The train was late arriving at the
station 13 82 5
The train was late departing from
the station 18 76 6
The train was delayed during the 20 74 6
journey
The train was overcrowded 21 74 4
| [The train | I:;I:::eelfi(tjo catch was 25 72 3 1
BYes EHNo M| don't remember

Was an alternative train service suggested so you could complete your journey?
Base: 3,567

Rail Delivery Group @ BDRC

& Natienal Rail




o « The majority of passengers who were given
HOW passengers feel When prOV|dEd @Tn]torm;’gort\ygboﬁt alte;gnative train ser\g/lices felt
with an alternative train service*

 But still about 40% did not feel reassured that
they would be able to complete their journey

Oct-Dec 19: Statements about alternative train service (%) Net well (agree/strongly agree)

Before At the On the . At
. . . interchange
arrival station train

p— . . e B 5 s a9

| felt reassured that |
would be able to | 23 18 13 n 44 43 46 43
complete my journey

m Don't Know/No opinion M Disagree strongly M Disagree ' Neither ™ Agree M Agree strongly  Net agree

How strongly do you agree with the following statements about the provision of the alternative train service?
Base 738

) Rail Delivery Group
** Low base size s BDRC-



Ways to improve confidence about

alternative transport/routes

Oct-Dec 19: How to improve confidence in alternative transport

clear

advance home

info

accurate complete

suggested informed stations, ask waiting regSdnceling

Northern bUS late

iInforma

+ new JOUTNEY |
Jtravel way gl\(/)enré rather times

next

carriages stop

wzoud [ f

longer gOin made

son

Se rVI Ce passengers

Ion toflrsdt hour know problem
|

_available
services

Give everyone

t| me another,

asked delay.edcancelled provided actually

mdertrains
Nothing

Manchester Rail

short

arrival

earlier

announcements
via . delays
running i stead

ticket StAT destination

announcement replacement minutes platform
better

long

even delay day
Provide compensation

What more could have been done to make you feel more confident about using this alternative?

« Respondents’ confidence, when being given
alternative transport options is often low because
not enough information is provided and the
information is often felt to be inconsistent

“If all trains are going to be cancelled to a main station like London Bridge, you should
have an email or text alert system for people who opt in. The alerts should not be used
for spam and offers, just in situations like someone being hit by a train”

“Alerts sent to customers BEFORE they decide to travel. E.g. if the company know that
the train service is cancelled first thing (5am onwards) then they should have informed
customers of this and provided the relevant information for alternative trave/

® arrangements”

“"More communication about what is going on and what | need to do. Easier ways to
apply for compensation, | find | am always chasing up claims months after | have
submitted them”

“Provision of passenger assistance more promptly as there was a very short timescale to
get to another platform and assistance was required”

“Timetables, mobile apps and station screens being kept up to date with the latest
information. Accurate information on what trains are running and not having random
trains stop with no announcements, also not cancelling trains and then reinstating them” PS

“Staff needed to be given correct information to pass onto customers. | was directed to
two different trains and told they would stop at Narborough. When the trains got into
Leicester it then became apparent that neither would be”

Rail Delivery Group @ BDRC

& Natienal Rail
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. + For the first time this year, ‘reliability of the information’ tops the ranking of improvements
Information cet

* Improvement priorities for those on the train are quite different than at other journey stages —

Im provement deSI red reliability of information is less important but the time taken to resolve the issue and

information speed are considerably more important

Oct-Dec 19: Information improvement desired (%)

VS J;Jlg—Sep ar?i?/?r:rgeat deArJta:?jre Otrr1ati:e interAr:'lZZiate
the station  station station
Reliability of the information | 43% +1 46% 43% 37% 1 48%
Frequency of updates | 42% -2 41% 42% 45% 39%
The information about alternative transport | 42% = 43% 41% 43% 52%
The time taken to resolve the problem | 38% -2 36% 37% 44% 1 37%
The accuracy of information given about the delay | 34% -1 37% 33% 34% 37%
The speed with which information was provided | 33% +1 29% 32% 38% 37%
The amount of information provided about the delay | 29% = 30% 28% 32% 30%
Consistency of information provided : 27% ) 27% 27% 24% 27%
The usefulness of the information | 24% - 25% 23% 26% 26%
Relevance of the information provided | 21% - 21% 20% 229% 19%
Ease of understanding the information provided | 17% - 16% 17% 17% 18%
The delivery style (eg tone of voice) | 12% — 9% 13% 12% 12%
None of the above — 11% +2 11% 10% 12% 99
If you were to be disrupted again which of the following would you have liked to be improved? Significanﬂy higher than the overall ’[\

e s Significantly lower than the overall |,

Rail Delivery Group @ BDRC

& Natienal Rail




Fre uenc of the » Almost two in five did not receive any update during the disruption. As seen in the previous wave
q y fchfose WQO didn't receive an update are those that are less satisfied with how TOCs kept them
informe

u pdate — Cu rre nt + Just under a third received only one update. Their satisfaction is also lower than those updated

multiple times

Statu S (H Ot TOpiC)* « When passengers received more than one update the median frequency of updates is once every 10

minutes

Oct — Dec 19: Frequency of updates received - Every... How well TOCs kept informed - NET well (%)

Received
more than 54
one update

36%
' . 32%
Median: every 10 minutes

Was only
updated once

9% 8%
- . . . - .
] B == Did not
1 to 4 min 5 to 9 min 10 to 14 min ~ 15to 19 min 20 to 29 min 30 min or more | was updated | did not receive any 8
. update
only once receive any
updates

On average, how often did you receive an update about the disruption? If the frequency of the updates varied, please try to give an average:
Base 1600

. . Rail Delivery Group
* New question introduced during September 2019 BDRC-

& Natienal Rail




* More frequent passengers and those commuting are less likely to receive any updates. These

Fl‘equency Of the are more likely to travel during peak times
» There is a feeling that less information is being fed back to passengers when stations and

u pdate - Cu rrent trains are busy. This maybe because commuters are more desensitized to the information

Statu S available and need updates they pay more attention to

Oct-Dec 19: Frequency of updates received by passenger type - Oct-Dec 19: Frequency of updates received by frequency of TOC

usage - Every...

Every...
M Regular commuting M Business Leisure M 3 or more times a week M Once or twice a week
Once or twice a month Once every 2-3 months
Less often
O,
399% 40%
[¢)
. 40% 42% 41%
38% 36% 149, 36%
32% 32% ° 32%
28% 28% 28% 279%
NET more than one update | was updated only once | did not receive any NET more than one update | was updated only once | did not receive any
updates

updates

On average, how often did you receive an update about the disruption? If the frequency of the updates varied, please try to give an average:
Base Leisure and other personal reasons (902) Business (241) Regular commuting (882) / 3 or more times a week (893) Once or twice a week (279) Once or twice a month (360) Once every 2-3 months (245) Less often (220)

Rail Delivery Group @ BDRC

& Natienal Rail




Frequency Of the « One in two passengers aware of the disruption before arriving at the station did not receive
u pdate — curre nt any update about the disruption

* When disrupted on the train passengers are less likely to receive as frequent updates as at

Statu S any other journey stage

Oct-Dec 19: Frequency of updates received by journey stage - Every...

M Before arriving at the station B At the station On the train during the journey At an intermediate station
Median: every 10 min Median: every 10 min Median: every 15 min Median: every 10 min
54%

40%

21%

12% 140
10% 10% 9% 2o 11% 9%
5% ?

5% 30, 4%

2%

1to 4 min 5to 9 min 10 to 14 min 15 to 19 min 20 to 29 min 30 min or less | was updated only | did not receive any

once updates

On average, how often did you receive an update about the disruption? If the frequency of the updates varied, please try to give an average:
Base Before arriving at the station (411), At the departure station (1189), On the train during the journey (355), At an intermediate station (70)

Rail Delivery Group @ BDRC

& Natienal Rail




PI‘Efe rred type Of A large majority of passengers (75%) prefer having an update on a regular basis even if it
does not provide anything new. When the disruption happened on the train this proportion

u pdate rises to 4 in 5 passengers

Preferred update type by journey stage (%)

Oct-Dec 19: Preferred update type (%)

Before
arriving at the
station

At the
departure
station

B Having an update on a regular basis even if it is a repeat of the previous update
B Only receiving an update when there is something new even if it means not hearing

At an
anything for a potentially long period intermediate -_

station

During a disruption to your journey, which of these would you prefer? N= 2,025 / Before arriving at the station (411) At the departure station (1,189), On the train (355), At an intermediate station (70)

Rail Delivery Group @ BDRC

& Natienal Rail




Fregluency Of the » Passengers wishing for regular updates want to get an update every time 10 min overall. This
— is a good news as this is the current update frequency provided by TOCs. It also means that
u p ate Cu rrent the issue is not about how frequent updates need to be but about receiving more than one

status update

Oct-Dec 19: Desired frequency of updates

Median: every 10 minutes

35%

27%

17%

11%
9%

I 4800

Every 3 min or more often Every 4 to 5 min Every 6 to 10 min Every 11 to 15 min Every 16 to 30 min Less often

And how often would you like to be updated during disruption?
Base 1,510

Rail Delivery Group @ BDRC

* New question infroduced during September 2019 P




Freq uency Of the » The frequency of updates by journey stage shows some differences:

» When a disruption happens at the station, updates need to be a bit more frequent

update - current o 3 i

t t * On the train updates need to be a little more frequent (every 10 min) than what
S a u S they are currently (every 15 min) at that stage

Oct-Dec 19: Desired frequency of updates by journey stages

m Before arriving at the station W At the departure station On the train At an intermediate station
Median: every 10 Median: every 5 Median: every 10 Median: every 10
min min min min
39%
32%
29% 30% 2%
26% 26% 26% 26%
20% 21%
7 109 1% 11%
% o o
8% 7% 6% .
° 19 0% 2%
[
Every 3 min or more often Every 4 to 5 min Every 6 to 10 min Every 11 to 15 min Every 16 to 30 min Less often

And how often would you like to be updated during disruption?
Base: Before arriving at the station (307), At the departure station (885) On the train (283), At an intermediate station (53)

Rail Delivery Group @ BDRC

& Natienal Rail




Frequency of the
update - current

* Regular commuters (travelling on shorter journeys for most) would like to be updated every 5
minutes even if it means repeating the previous update

status

Oct-Dec 19: Desired frequency of updates by passenger type

B Regular commuting M Business

Median: every 5 minutes

39%
36%

31%

16%

8% 8%

Median: every 10 minutes

Leisure
Median: every 10 minutes

Every 3 min or more often Every 4 to 5 min

And how often would you like to be updated during disruption?
Base: Regular commuting (659), Business (185), Leisure (684)

27%
22%
17%
11% 12%
9%
5%
S e 0
Every 6 to 10 min Every 11 to 15 min Every 16 to 30 min Less often

Rail Delivery Group @ BDRC

& Natienal Rail




Frequency of the
update - current
status

» When a train is delayed passengers want more frequent updates (every 5 min) except when
these delays become longer. This means when a train is first delayed — more frequent updates
are needed. After a delay of 45 min, if the train is still delayed, updates can be less frequent
(every 10 min)

Oct-Dec 19: Desired frequency of updates by nature of the disruption (%)

M Train was delayed B The train | planned to catch was cancelled Other
Median: every 5 Median: every 10 minutes Median: every 10 minutes
minutes
(For delays of more
than 45 minutes the
median is 10 minutes)

39%
33% 33%
28% 28%
20%
17%
14%
13% 12% ’
9% 8% 9% 9%
eeee D 0000
Every 3 min or more often Every 4 to 5 min Every 6 to 10 min Every 11 to 15 min Every 16 to 30 min Less often

And how often would you like to be updated during disruption?
Base: Train was delayed (723), The train | planned to catch was cancelled (573), Other (232)

Rail Delivery Group @ BDRC

& Natienal Rail
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Demographics

Oct-Dec 19: Traveller type (%) Oct-Dec 19: Times disrupted in the past 12 months (%)

44

B Commuting ™ Business Leisure Less than 2 times 3to 10 times  More than 10 times Don't know

What was the main purpose of the train journey? Base 3,567, How often have you been disrupted more than 15 min by train in the past 12 months? Base 3,567

& Natienal Rail

Rail Delivery Group @ BDRC



For further information

Tim Sander — Director Thomas Folqué — Associate Director

QY 0207400 1021 QY 0207400 1139

@ 07989 165 658 Thomas.Folque@bva-bdrc.com

Tim.Sander@bva-bdrc.com

Rail Delivery Group @ BDRC
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Quality and accreditation
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036 Cert no: 0545 036

BVA BDRC is certified to ISO 20252 and 27001, the recognised international quality

standards for market research and information security

Adherence to the standard is independently audited once per year.
Where subcontractors are used by BVA BDRC, they are assessed to ensure any outsourced parts of the research are conducted in adherence to ISO

Rail Delivery Group @ BDRC

20252 and 27001.
All work will be carried out in conformity to these standards, the MRS Code of Conduct, and all relevant legal requirements
& National Rail
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Demog ra phics « More than half of surveys completed via the open links (free found) are from commuters

« One in two respondents that were given the open link is a leisure passenger

Oct-Dec 19: Sample source (%) Oct-Dec 19: Passenger type by sample source (%)

56 53

B Open link - free found ® Open link - distributed

m Closed link - panel Commuters Business passengers Leisure passengers

What was the main purpose of the train journey?
Base 3,567, Open link free found (n=1,257), Open link distributed (=1,291), Closed link panel (n=1,019)

& Natienal Rail

Rail Delivery Group @ BDRC



Keeplng passengers Informed by * Satisfaction with information provision from the
Sam ple source free found sample is the lowest

Oct-Dec 19: : How well passengers are kept informed (%)

16% 26% 53%

(-14% vs. Overall) (-4% vs. Overall) (+23% vs. Overall)

Open link

Open link
distributed

free found

Closed link
panel

m Very well Fairly well Neither W Fairly poorly W Very poorly B Don't know / no opinion

Overall how well do you think the train company kept you informed about the delay or cancellation?
Base 3,567, Open link free found (n=1,257), Open link distributed (=1,291), Closed link panel (n=1,019)

& Natienal Rail
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Dea I I ng Wlth delaylcancel Iatlon by +  Satisfaction with how the disruption is dealt with
Sam ple source is the lowest for the free found sample

Oct-Dec 19: How well TOCs deal with delay/cancellation (%)

11% 23% 47%

(-14% vs. Overall) (-2% vs. Overall) (+22% vs. Overall)

Open link

Open link
Distributed

Free found

Closed link
Panel

m Very well Fairly well Neither W Fairly poorly W Very poorly B Don't know / no opinion

Overall, how well do you think the train company dealt with this delay?
Base 3,567, Open link free found (n=1,257), Open link distributed (=1,291), Closed link panel (n=1,019)

& Natienal Rail
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InfOrmation prOViSiOn by jou rney type «  While most of the distributed open link and

panel respondents first heard of the disruption at

a nd Sam ple source the station, the journey stage distribution is

much more balanced for the free found sample

Oct-Dec 19: Journey stage by sample type

Open link
Free found

Open link
Distributed

Closed link

Panel

W Before arrival M At station On train At interchange
Information provision - Net well (very/fairly well)
£ val 17% 26% 57%
Before arriva (-10% vs. Overall) (-1% vs. Overall) (+30% vs. Overall)
. 11% 19% 53%
At Statlon (-18% vs. Overall) (-10% vs. Overall) (+24% vs. Overall)
(-9% vs. Overall) (+3% vs. Overall) (+11% vs. Overall)
(-25% vs. Overall) (-1% vs. Overall) (+32% vs. Overall)

Overall how well do you think the train company kept you informed about the delay or cancellation? / When were you first aware of a possible #DISRUPTION# to your train journey?
Base 3,567, Open link free found (n=1,257), Open link distributed (=1,291), Closed link panel (n=1,019)

Rail Delivery Group @ BDRC
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