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Is the timetable correct?

An update on the issues rail passengers face while the
industry is not meeting Informed Traveller T-12 obligations

At the beginning of March 2018 Transport Focus provided the Rail Delivery Group
(RDG), the Office of Rail and Road (ORR) and the Department for Transport (DfT)
with details of its concerns that more needs to be done to warn passengers planning
journeys, and buying tickets, when parts of the timetable in online journey planners
are wrong'. Transport Focus provided a number of examples where journeys were
known to be affected by engineering works six weeks ahead but no, or insufficient,
warning was given to passengers making enquiries or ticket purchases.

Since then Transport Focus has continued to monitor the impact on passengers of
the rail industry not being able to finalise timetables until six weeks in advance
(known as ‘T minus six’ or ‘T-6’) rather than the required 12 weeks (T-12).

We have been focusing on three questions, and this document concentrates on the
second of them:

e Is the timetable correct six weeks ahead?

e Is it clear to passengers buying tickets when the timetable is wrong?

e |s sufficient being done to make sure passengers aren’t out of pocket?

In March we acknowledged that it was then a relatively short time since Network Rail
had announced the change to T-6, and that the industry was grappling with how to
explain things effectively to passengers. That should no longer be the case.
However as a result of our checks on journeys between 14 April and 11 May 2018,
we conclude that much more needs to be done to warn passengers that the results
they are seeing in online journey planners are not correct.

Transport Focus therefore makes a number of recommendations, in addition to the
overarching need for the industry to return as quickly as possible to publishing an
accurate timetable 12 weeks in advance.

Recommendations to Rail Delivery Group

1. Where a journey schedule is showing incorrectly in the National Rail Enquiries
(NRE) online journey planner a red triangle warning, not a yellow one, should be
used.

2. The message passengers see when hovering over the triangle should make it
crystal clear that the train concerned will not run as shown. A link to further
details should be provided, setting out among other things when the information
is expected to be correct.

" T-12/T-6 findings, March 2018 https://www.transportfocus.org.uk/research-
publications/publications/letter-secretary-state-warnings-rail-engineering-works/
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RDG should introduce an obligation on all online retailers to integrate the NRE
‘triangle warning’ in how they present journey planning results to passengers.
The Govia websites already do this. And once the Network Rail System Operator
train planning system has the capability to ‘flag’ trains that are known to be
incorrect (see next recommendation) the obligation should be extended to include
presenting that information.

Recommendation to Network Rail System Operator

4.

The train planning system should have the facility for trains to be ‘flagged’ with a
simple message that this train will not run as shown, for use between engineering
works being agreed and an amended train plan being published. The message
should be configured to be automatically ‘consumed’ by journey planners and be
clear to passengers whenever trains involved are ‘returned’ in journey enquiries.

Recommendation to train companies

5.

Where they don'’t already, all train operators should press their website/booking
engine provider to integrate a data feed from NRE that allows them to mirror the
‘triangle warnings’ applied to incorrect schedules. These warnings should be
clearly visible when making enquiries and attempting to book tickets. It is
unacceptable that passengers can buy tickets with no warning at point of sale
that the journey will not run as scheduled. The Govia websites provide warnings
in such circumstances; others should follow their lead promptly.

Recommendation to third-party retailers

6.

The message is simple: please emulate what the Govia websites have achieved
as quickly as possible.

Recommendation to multiple parties

7.

Unrelated to errors in the timetable data, our checking causes us to reiterate a
long-standing Transport Focus concern. A symbol that is more clearly a bus is
required on journey planning websites — on some sites, the symbol is very similar
to that used for a train. In short, on some websites the warning to passengers
that a journey involves a replacement bus needs to be much more prominent.

Transport Focus
May 2018



!:;:_o =
s -
e

transportfocus /i

Appendix:

Examples of the challenges passengers face planning
journeys

We have picked out a selection of the journeys we checked to demonstrate the
problems passengers face when trying to plan and book a rail journey six weeks
ahead.

The focus of this report is checks made for journeys in weeks three to six of the
industry calendar, 14 April to 11 May 2018. The journeys checked were all known to
be affected by engineering work, but where information about them in online journey
planners was known by the industry to be inaccurate.

Transport Focus asked members of its staff to conduct a mystery shopping exercise
to assess whether the information to passengers carried sufficient ‘health warnings’
over its accuracy.

Staff were asked to replicate the journeys using five different journey planners — that

of the rail operator (TOC) concerned, that of another relevant TOC?, The Trainline,

Red Spotted Hanky and National Rail Enquiries (NRE). In each case, they were

asked to:

e Comment on whether it was made clear that the information ‘returned’ was
inaccurate.

e If it was clear, comment on how clear it was what passengers should do if they
wanted to travel on a date where the timetable is incorrect.

e |dentify where Advance tickets were on sale for trains known not be running

Staff took screen shots to demonstrate what the different journey planners were
showing.

The details a passenger might reasonably expect to find include: an overview of the
work taking place and how it will impact on the timetable; a summary of the
alternative services; a date by which it is expected journey planners will show the
alternative service correctly; confirmation that if you buy a ‘walk up’ ticket and find a
cheaper Advance ticket later you'll be refunded on the original ticket; assurance that
an Advance ticket for a specific train that won’t run will be valid on replacement
buses or other trains.

2 Another TOC being one that also serves that station or geographic area, the TOC that runs the
station if different from the one running the train, or one picked at random.
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Example 1

Week 3 — Great Western: London Paddington to Burnham on Wednesday 18
April at 21:42

The above journey was checked on 12th March. At the time of the check the industry
reported that the 21:42 service would not be calling at Burnham due to engineering
works. Passengers on this service wanting to reach Burnham would need to travel
via Slough and connecting rail replacement buses.

When planning this journey on NRE passengers were warned that buses would
replace trains to/from Burnham from 21.40 onwards between 16 and 20 April.
Clicking through on ‘More details’ also provided a list of those trains that were
impacted:

London Paddington [PAD] to Burnham [Buckinghamshire) [BNM]

URS Sel up journey alenls 1:#. Add to basket

Ciher cheap fares

Cutward Wed 18 Apr

B Earitar irsins Single trom £10.50
Der.  From To A, Dur.  Chg. Shatus Basnd an 1 acul
20:42 London Pasdnglon [FAD} Elsniair Frat ] Jm O Dl T
Fatorm 14 (Buckanghamshira) 1. Service Update e -
(BN Busesreplacetrains to/ full

from Bumnham and Tapicw
from 21 40 covwands
Bdtwian Motday 18

and Friday 20 Apil

21:4%8 London Paddinglon [PAD] Blmiam JrA&  m 1 Details = Moo details
P 1 (Buckmghamshira n
B
Flattzrm 1 S—
o Do Bbran oLl R B T
2157 London Paddington [Fad] Busnfiam IFEE 53m 1 [eetaits i & e
Patiorem 3 (Buckanghamshirg E1D.50 il u

| |
e B Al (ther tickets

i T saceom pou ca B el S

Transport Focus comment:

While the statement about the buses is unambiguous the timing details are incorrect,
and it states ‘no changes’. Passengers could be left wondering whether the arrival
time is the time the train normally arrives at Burnham or the time the bus is due to
arrive there? Clicking through on more details makes it clear that the changes are
not yet reflected in the NRE journey planner, but does not state when the planner will
be updated with the correct details.

When looking at the same journey on the Great Western website — the operator of
the train — passengers did not receive any warning that the 21:42 would not be
stopping at Burnham:
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{0) Route details

@5 Slow tisin: athes iraine leave later than this one bt aiive sarber 11's
wrwser becsuse A slops sl more sinbons

(Dharation Jdim Changes 0 Parcilitsey

142

Clrmati Waminrn Flaswy Lrwars Alaadog
am Shera & pafig prma wr

Buinham Bucks

Sl DN Db e v Lt than thia
o baf mirivs maifiar. 1t's dhnest beceie 2
g b e cabeen

Unfortunately, it was not just Great Western that failed to offer any warning to
passengers that the journey planning results were not accurate. On checking the
journey planners on the Arriva Trains Wales, Trainline and Red Spotted Hanky
websites, all three showed the 21:42 as stopping at Burnham. None of the three
offered any words to suggest that the returned results could not be relied upon.

1 Jopney detals 2. Traie Smas 3 Choose seals 4 Getnglickals 5 Payment & Confumaion

Thirik you for choosing o buy pour Sickel from us. Plaage chack ihe detas below

Single from London Paddington to Burnham (BUcks) hangs loume:

oul
Wednesday 18 Apr 2018
London Paddington PAD bo Bambaem (Bucks)
B
+ e Latars
et 5% Tias aier gen
B B EHM B
Aohve 2316 7 22:50 2250
Duraon 0 3m  Ohi%e  ORS3m 0K 20m
Changes. 2 1 L 1
ravenl any 3 Q o] o Q
£10.50 10,50 £10.50 £10.50
Tvnl any ) O
(2135 T1E50
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trainline

Your search: L

Trweel ary time of day,

Trawel ary ume of day.

Results are based on end-to-end tickets for the fastest available trains. Click here to check f slower routes with cheaper tickets are available.

dan Paddington to {Buckinghamshire) - Single journey - 1 adult - Add a railcard - m
oUT TP p— We've selected a ticket based on
price and your search time
Wed 18th Apr 2018
Fewl free 1o pick a different one
London Paddington 740) io Burnham
(Buckinghamshire] =

TOTAL

wo | mo £10.50

P
2n42 2148  2nET 22 .
+

€ Earfier Later »

E

L it :
ENM EIEE e I -
2216 | 2216 22:50 nj:m Continue
e | 2Em = 25
Ushargss | Lcwres | Osbeosss | Lshanes ik By

our Wed 18 Apr

London Paddington 1 Burnham
[Buckinghamshira)
34m, Dehbrges

st Cl . -
o
E15.50 £18.50
Anytime Day Single £190.50 -
‘l\'ou‘w selected the 21:42, bus you
can ravel on any eligible train.
+ Traveel any time of day.

» Trawelis aliowed wa any permitted
Famite,

A bouking fee of E0L.7S5 will appdy o this

Tell us what you think about our train ticket sefection page =

Teat Doily Versios

2 Adding Optlons 3 | Delivery Options 4 Payment 5 rrnatian

3 ¢ Lowost Fome Finder Amend Search

Booking Summary

£0.00
ﬂm I Feeier e

""hl”l“l

15t Class doumey1 5200 @
Depart Arrive Duration Changes Standard Sing Single Adults 1 Chidren 0 Radcards: 0

Bearier

2 Ourward
[Fiease seiect an oubwand tickei

£18.50 3

i‘lmn

GBP + Busimesstravel « Heip « Register « Signin
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Transport Focus comment:

While not perfect, the NRE online journey planner does at least give passengers an
indication that the trains returned are not correct. Any passenger using the four
alternative sites could potentially have arrived at London Paddington, or worse
boarded the train, to find that the service was not going to stop at their intended
destination.
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Example 2

Week 3 — South Western Railway: London Waterloo to Guildford on Sunday 15
April at 12:00

The above journey was checked on 13th March. At the time of the check the industry
reported that there were no trains running between London Waterloo and Guildford
on this day due to engineering works.

When the check was undertaken the NRE journey planner results carried a clear
warning that there was a reduced service to/from London Waterloo on this day and
that the journeys displayed might not be correct. Passengers were advised to check
back nearer the time, though clicking through on ‘more details’ revealed that
because of planned works “train services will not run between London Waterloo and
Guildford (via Cobham or via Woking)”:

London Waterioo [WAT] to Guildford [GLD]

p——

PR Sed up jourhey aleqis -__ﬁ, Add to basket

{(her rheap s

Chitward Sun 15 Apr

ﬁ Earlier tralns Single treen £13.30
D From To AT Tiar, Chg Stafus Bized on 1 adull
1200 Lomdon Witeilo 7] Juiltond [SLO] 1241 &im 0 [ednis dozs
P Platioem 2 I, Service Updats
Feduced service o / from a
Lowidon Wistarkoo o
Sunday 15 Apdl
This jenimiry My nol be
cobnsc A NS joumey
1330 London Wabksiloo [WAT) Guddiond [GLO) 1310 40m B [Detals plarmer Plaase thack u
§ I e 4 back nearer your ims of
travel
= Mg details
n
1233 : T'::_r Watsrion [WAT -i‘:::-:n:. i [ELO) 341 Indm 6 Detals | £43.30 By Now ﬂ
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Reduced sendce o [ fram London Waledoo on Sunday 15 April Lo |
. |

Sean dass ESCAE0LE 0000 |

Emifl darts EROLTOEE |

Rt affecled badveeen London YWaierioo and Chessmgion Sous | Surbdon | Hampion Cour X ﬁ
Shpgeirtion | Wieshiar L Eion Ramriels ( Wolketg | Goddisd | Derkeng ¢ Bading-mshia JIE = iy
Poriumoush Harbow / Poste I VWeyrmouih | Exetet 58 Dasnds S ﬁ

T ] aFecied Souih W shen. Baileiy |

D et ifrtinn Ergirabiete Wk I8 g claod besiiekn LonSon Wnanteo and Caphar neieh, g aies Babiese Clpram

Jencion and Epanm [ Teddngion and Wsking

Trmer eervcey wll nol mon Seheesn

Londosn YWigtewion gnd Ussichors (v Sobioum of v YWoiomg))
Loodos 'Wialidioo and ChEtsngiss Soidn

Lordoe Wirtession and bHamgion Coeprt

Lesrwtesn Vitmawion and Shelpfsersn

Lnegkes Waterioe and Eingyion

L, TRV [ TRUSRRRE Y T RS A . ST PR PR

Transport Focus comment:

Given that the engineering work information on NRE provides passengers with the
clear message that trains won’t be running between London Waterloo and Guildford,
the warning triangle should also make this clear. So rather than a blanket warning
that the journey results might not be correct it would have been better to say “this
train will not run”.

10
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On the South Western Railway website when using the ‘Plan My Journey’ page
passengers were also given a clear warning that the results returned might not be
correct. As with the earlier examples on NRE, though, it does not give a specific date
when passengers should check back, just that they should do so at a later date:

Swth “testem Traan Tickets Plan My Jouriay Tranvallng With Us Destinations and Dtfers Help and Siipport

# Railway

Your journey results

London Waterloo to Guildford

Eauth Westers Rallwiy tsin from Londes Waterioo 10 Guiléford

London 'Waterioo departs 1200

I Cispham Janction departs 12.09
l Woking departy 1233
Gl o armives 12°41

12:30 1310

Transport Focus comment:

Given that the planned engineering works are only six weeks ahead there should be
a reasonable degree of certainty that the works are going ahead. With this in mind
we think passengers should have been told that services between London Waterloo
and Guildford were not expected to run on that day. It is also concerning that when
planning the same journey using the ‘Buy Tickets’ option on the SWR homepage that
the warning provided under ‘Plan My journey’ is not repeated; see the below screen
grab:

11
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A hitpsy/www.southwesterrailway.com/tickets/#/5596/5631/2

100NN O/ « B O|| sean
A Tickets

Back to southwesternrailway.com

South Western
7 Railway

e My Account

Tickets

Plan a single journey from

London Waterloo to Guildford

Outward London Waterloo to

Guildford

Return Guildford to

Order Summary

London Waterloo

Please select your Outward journey
to continue

@ [ (3 Sun15Apr 2018 ‘ i 3 No date selected ‘

i Earn Nectar points
A Earlier Currently you only have an outward journey selected »

on every train ticket
Dep A chg Dur Single

1242 1340 0  58m £13.30 ® Atcs et joutney Total: £0.00

(All passengers)
Dep A Chg  Dur Single

13.03 1410 o 1th7m £13.30 ©

On the Southern website journey planner results for this journey replicate the

warning triangle provided on NRE, indicating to passengers that something requires
their attention.

London Waterloo(WAT) to Guildford(GLD)

211 Aduh WM Ralkcards # Change oy

@ @ust 8 Grid

« Earimr Ltr > G
WAT WAT AT = sl 5 iz
12:00 12:30 12:32 + Add rebam
o s b London Terminals
e 12:41 13:10 13:41 to Guildford
i aim 20 Lhv B Ouk Sun 15 Ape 128
= i =]

o At £13.40

: (R 0 biora sin
Anytime e . b | b | p

) ! * H
p S
E1240 13.40 £1240
£1 ]
> 0 v e
View all ovadable fares
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The warning is then spelt out in greater detail when you click on the triangle.

London Waterloo (wat)
Guildford (LD

Transport Focus comment:

As with the NRE triangle warning, what’s missing is something that screams “this
train won’t be running”. It is however still better than the absence of any warning on
the Trainline or Red Spotted Hanky websites or within the journey planning pages of
the SWR site, at the time that we checked their journey planners. There was nothing
to say on their sites that the results returned were incorrect/may be subject to
change.

13
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2rainli GBP » Businessprave! o Help s ser «  Fgnin
trainline e e "
Your seaech: London Waterioo te Guildford - Single jowney 1 adult - Add & railcard . m

= By Trae s 1330 dim n‘hm-fﬁ-'lﬂ' fih

our o Rkl h i Wee've selacted & tickst bated on

prige and your sedrch Time:
Sun 15th Apr 2018 Foa dren 10 Btk i SMicent one

Larion WaTeripa A1) 10

Gniillord 00
TOTAL
€ Earfiar Laser 3
e [ e £13.30
1200 | 12:30 1232 £3:00
3 i } i
an v 1u} rai AT -
Camad | 1m0 R4l 130 Continue
T Pl g
| Bahrn | froeg  puhunees | o Bk L o
RFSSENENS stumgprs g - 5 | e | o
B3N | @33 X o out %un 15 Apr
kongdon Wiserog 1o Guldford

B -_i--l - - - dfm, O ghargey
E1830 £183D EVE3D S OV Poak Day N33 -
Single
Vidd al Enghe Tkt Touley pissowd the 1200, tut you
iy Cn 1ravsl a0 ny SR supe off
P TR

Aewulrs sre hased on send-ro-and trioes for the fasten sveilsils traing. Cligk hen 1o chack i Hiower route with chesper tickets sre svalisbis

* Spwmed oM paak rars

Wikl prdy for vl via Ichasging
* WEnS 5 SRR T ought Clandes
o YWoking

A Bachiry Fow o 18 T3 will aSply i
FIUMIRY

Tell us what you think abous cur train ticket selection page =

Your Booking

o ct Tickets & Times 2 ' Adding Options 3 De y Oplions 4 ' Payment & Confirmation

Detailed View y e Finder el | Amend

= Booking Summary

£0.00

B} 555 = Hegister ta use
‘Quick Buy

B Previous Day Sun 15th Apr 2018 Noxt Day [B)
@ Vmates s

BEariier B
Journey 1 £0.00
Depart Arrive Duration Charw Standard Single 1st Class Single Standard Rtn 4stReturn o
12300 - Ta = o Adults 1 Chidren: 0 Ralcands: 0
o - & Owtward
l?s.lﬂn ! O mn i —
£13.308)
. —— @ Returm
13308 O . B - Ena0@ P solect either 2 netm
= _ ticket or & single Bcket for your
£13.300 O ok | O 24400 ream joumesy

Calendar View

B3 Pievious Doy Sun 15th Apr 2018 Next Day

For return tickets, select oubword joumey firsi

Depart Arrive Duration Changes Standard Single 1st Class Single
1405 1ida  Oh3om BRI 1] > e c18.30@ —
920 i8g h0Sm [SI T 5 |
Br wm 0 00 am0 oo
B o 0 00 ma@O  enug R
o g v —
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Example 3

Week 4 — Southern: Chichester to Portsmouth Harbour on Sunday 22 April at
08:02

This journey was checked on 13 March. At the time of the report industry data
confirmed that up until 10.15 that day trains between Chichester and Portsmouth
Harbour would run only as far as Havant. From there passengers would be required
to catch a rail replacement bus.

Looking at the above journey on the NRE online journey planner passengers
received a yellow triangle warning stating that there was an “amended service in the
Brighton/Havant/Portsmouth Harbour area on Saturday 21 and Sunday 22 April”.
Clicking through on “More Details” revealed that replacement buses would be in
operation.

Transport Focus comment:

It is interesting in this instance that for some services (shown within the journey
planner results) the yellow warning triangle is accompanied by the words ‘bus
service’, but for the specific journey we were checking there was no reference to a
bus. This inconsistency could potentially have created confusion amongst
passengers and possibly led them to discount the yellow triangle warning.

Train times & tickets

Chichester [CCH] to Portsmouth Harbour [PMH]

w  Firsl class
1 il Buy chaapest for £ 7.90

e Setup journey aleis r  Add o basker

Dther chean faea

Cutward Sun 22 Apr

&3 Earlier trains Singie hom £7.90
Do From To At Dhar., Chg. Status Bitsed on 1 adull
i
08:02 Chichester [CCH) Pomsmoudn Harbous  08:57  55m 1 Dedaily claqe
Pt 7 [PMH] 1. Service Updabe Y
it | Amaner GENVica in tha n‘
Brighton [ Havam |
Forismouth Harbour aron
on Satuiday 21 & Susday 5
22 Apri
0536 Cwchastor [CCH| Porfismooth Harbour  90c11 45m 1 ptaits = More details =¥
Papthoyen 1 FiAH] J
S
B DT s s s 1t 1
102 Chichastor [CCH| Porsmowth Harbour 10056 48m 1 Datais i R
s Pas e7.00  (ounew ()

(e
Angtane Otfar tickets

i Omar v pou ue eave 00
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Salurday & Sanday:

Tramwe will not run botwoen Bighios and Ford, Trass will m between Lilehamplon and Poartsmouth Horboue ¢
Sothamplon Canlral only. Replboomesnl botes will iun bedwaen Brighion ahd Waoithing / Lilishampban

Sanday:

Trars hebysdn Lohioh Viclons and Lilehampssn | Pomsmouh oo will e dnsened vl Morshom

Ll approoomastnly 100 15, replacement beies will non befwden Haovand and Podsmaaith Harfag

From 1015 until 1500, feplacemen buzes will iun behieen Polsmoulh & Soulhses and Portsomaulh Harbou
Check bofore you ravet;

11 you ie Bavedimg wilh Greal Wesham Flatway, please usa e Mational Ral Enguines Jourmey Planier

11 e are Sraveding wilth Soulh Waslerm Ralway of Southern, hese changes s nol tuterily Shown in he
Kt Rail Enguiniea Joumey Plancar, pleass check Dack rinees 10 M e of il

e can Bnd e lacabion of your bus replacemant by checking stalion sigrs or by searching for your slation on

out stston mtgrmation panes
Bicycles:

Mon lakding bicyclas are rdt ellowad on rall replacament bus senvicas af any ime. Folding bicycles sse alovwed
Tty Tolded For more milormaion, pisacs ced herp

Project informaibon:

¥ou can iead moare about gngineering work and why it is necessany

The yellow warning triangles were replicated on the Southern online journey planner,
though for all trains shown the words ‘Bus Service’ were missing. When looking into
the detail of the journey the information provided by Southern says that the change
at Havant station would involve a second train provided by South Western Railway.
South Western Railway services were also subject to the same restrictions because
of the engineering works.

oo Woiuner €000

Chichester(CCH) to Portsmouth Harbour(PMH)
2e 1 Adult W8 No Raillcards 2 Change loumey details 9 =ust i Grid

Outward Sun 22 Apr 2018

< Ealiar Latar > L
ccH ceH (=1} R Lol zi
08:02 09:26 10:08 + Add retum
- PHH PMH PMH Chichester to Portsmouth &
i 08:57 10:11 10:56 Southsea or Harbour
o) TR 4 i Out: Sun 22 Ape 0B:02
On'tima Cin time \ t
Frst inpes L hanged 1
Anytiie Srandard 'q ‘
Fully et for travel &t any
Yot of G O O
£750 790
from £7.90
10 Mars infa
View all available fares v
The i fast train Click hare te 1 slow o
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Sun 22 Apr

Harmbledan

Compson Chilgrove ra i}
- Frih Class
Haimdean
Singleton
Derenaad *» Callng poants
Rrwfands
watth Lo al
warhuny g e Ly i) 0802 = Chichester
¢ Platform 2
Fl ingion H SO THENK
16 & Havant
Vitforem 1
ericheszer £ T
BOUTHERN ati
ri
i Changé triing
Chichesier
Boaham S Lo R
Tran facktos
Dnell Guay m
o Hunston
nd: Portsmauth H W It Farst Clets
_'_'ﬁo@ﬂ:ﬂl R Hayling laland furdham
i » Callng posnits
R Eawche Wkl Wittrireg
08359 = Havanl
E Wilrterng Pagham r
an fracklasham Plwtforem 2
Bay AILTH WESTERN HAILWAY
+ E7F @ Portsmouth Harbour
Flatiorm S
- Salaey =
U Eaniew My srta SIS Goaghe | T of
Cose

On the South Western Railway website there are two tools for passengers to look up
a future rail journey. Both can be accessed by the homepage and feature under the
heading ‘Buy train tickets’. In the picture below you will see there are two tabs, one

highlighted ‘Buy tickets’, the other ‘Check your journey’.

Buy train tickets

Travel to any destination in Great Britain - no booking fee

Buy tickets Check your journey @ Collect 2 points per £1 spent
London Waterloo (WAT) ‘_"" Portsmouth Harbour (PMH)

Buy tickets

There is also a link to an online journey planner at the top of the homepage entitled
‘Plan my journey’.

South Western
7 Railway

Train Tickets Plan My Journey Travelling With Us Destinations and Offers Help and Support

When conducting the journey check our mystery shopper used the ‘Buy tickets’ tool
on the homepage. He was unaware (as demonstrated in the previous journey check)
that the results returned here might differ from those on the ‘Plan My Journey Page’.
So he did not capture screenshots of the latter.
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The results returned showed a red triangle against journeys later in the day.
However, for the 08.02 service he was checking there was just an “i”. When clicking
through on this, passengers were given the impression that a change of train would
be required at Havant — on to an SWR service rather than the planned replacement
rail bus service.

South Western
# Railway

Tickets

Plan a single journey from

Chichester to Portsmouth Harbour

Return Partsmouth Harbour to
Chichester

Outward Chichester to

Order Summary

Portsmouth Harbour
Pleace sal utward pournay

(\9 {3 sun22Apr20i8 |

| 3 Mo date selected

# No earlier trains - see previous day A b, Earn Nectar paints
Currently you enly have an outward journey selected W o0 overy train tisket
Dep A Chg  Dw Sangle o©
OB:02 oasr 1 E5m E7.90 Add Lt
| kbt i Total: £0.00
(AN sengers]
b i i o PASSENEErs,
0326 ;L 1 45m £7.80 @ |
Dep nrr Ehg Bus Single
008 1056 1 4Bm £7.90 A
Need help?
Dep v Chg Bur Bingle
10:26 S 155 4Bm £7.80 iy T masn popUIRE qUESTIoNS peopke
ask when they'ra buying from us
Dep Ay Chg Dur singhe View help
1103 1142 1 3&m £7.90 a
Den Mrr Che Dur Hangie
W 1z 1 48m £7.90 £ | would like to...

Cantart SWH
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Clicking on to the

symbol next to the 08:02 revealed:

(i) Route detaills

Duration 55m Changes 1

Chichester

Soimharn Radheays torands Havand

Hawvant

DE:02

Shotw all calling poirds w»

0816
Connection time: 23m

08:38

=

oLty

1Em Shoswe all calling poirfa «»

Portsmouth Harbour

Facilities

[
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On both Trainline and Red Spotted Hanky passengers were again given no warning
that the journey results for the 08.02 Chichester to Havant service were incorrect,
nor that there would be engineering disruption. As with the other journey planners,
both sites also indicated that a change at Havant is required, on to an SWR service —

which wouldn’t run:

irainline

¥our search: Chichester (o Portsmouth Harbour - Single journey - 1 adull - Add a railcard -

Trwvewl ey virne of diny,

Results are based on end-to-and thokets for the fasest avadable trains. Click hare to check if slowes routes with cheaper tickets are avattable,

[ € pack

GBP = Busimess travel

ouT + Add a return
Sun Z2nd Apr 2018
Chichester 01 1o Portsmouth
Harbour 7
¢ Earfier Later
£oH oo oo oH
08:02 0926 10:08 10:26
+ L t v
B L i e
08:57 10om 10:56 1114
=m a5m = =
Lohaoge | Liwrgs  lofwenge Lohangr
| o a
0 5] o 0
@5 | @% @ 2%
E11.90 Ef11.90 £11.90 E1150

Journey summary

Durasion 55m =

o

Tchange @
Chichester

Southem

14 minutes Calling paints

Havant

Havant

South Wiesteen Ry

18 minutes Calling polnts

Portsmouth Harbour

« Help = Register « Signin

We've selected o ticket based on

price and your search ime
Feel free to pick a defferent cne

TOTAL

£7.90

1 adult

Continue
Guick buy ticket

our Sun 22 Agr

Chichester o Portsmouth Harbour
S5m, 1 ehange

Anytime Day Single £7.90 -

i"\'nu'u selected the 08:02, bur you
can trawel on any eligible train,

= Travel sny tme of day.
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Example 4

Week 4 — Northern: Manchester Piccadilly to Wigan Wallgate on Saturday 21
April at 12:22

This journey was checked on 20 March 2018. At the time of the check it was known
by the industry that every weekend until Sunday 1 July buses would replace
Northern trains between Manchester and Preston/Wigan Wallgate via Salford. We
understand that the engineering work planned for 21t April was eventually cancelled,
but at the time of the checks they were scheduled to take place.

Putting the above journey into the NRE journey planner resulted in a set of results
that carried a yellow exclamation mark warning that buses replaced trains every
weekend until Sunday 1 July.

. Signin Create Account ﬁ [7] share "_'_1\ Search
Manchester Piccadilly [MAN] to Wigan Wallgate [WGW]

w= First class
1° From £a50 Buy cheapest for £ 5.00

A Setup journey alerts 1?‘! Add to basket

Other cheap fares
Outward Sat 21 Apr

&) Earlier trains Single from £5.00
Dep, From Te AT, Dur.  Chg. Status Basad-on 1 adull

£6.20 Bwﬂwa

Ofi-Paak Chher bekets »

12:02 M

[ Char survices you can iravel on

CHEAPESTFARE
€500  muynow L)

OH-Paak Ciher tickets »

chester Piccadilly

12:48 1 [etads v

[ ‘iner sesvices you can ravel on

12:22 WMar 1302 40m 0 Detgils i -
I Service Update
EVERY WEEKEND buzes
feptace Morthem tramns
bebwveen Manchester and
Prestan | Wigan Wallgate
1347  45m 1 Defails I via Sl Crascs uvl
Sunday 1 July

* More details

13:02 &

13:15. Man 13:49 34m 1 Relads v £5.00 Buy Now. .ﬁ-

Oi-Praak Cither tickets »

il ‘iner seavices you can ravel on

The message that buses would replace trains was reinforced when clicking through
on ‘Details’ in both text, and through the use of a bus symbol under ‘Additional info’.
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Manchester Piccadilly [MAN] te Wigan Wallgate [WGW]
Saturday 21 Apnl 2018

Depaning Ariving o TE Changes
1222 13:02 Gh 40m o

EVERY WEEKEND buses replace Northern trains between Manchester and
Preston | Wigan Waligate
> More details

Ticket type: Cfi-Peak Day Single

Price: £6.20
[l Cther zervices you can ravei o
Q Otnar vald roules »
Travel by  Leaving From Platform To
: Manchester Piccadiliy
= 2 many u T

transportfocus i/ \

A\ Set up Joumey Alerts

Arriving  Plattorm  Duration  Additional info

o s
e

1302 1

Moanem serice rom Manchester Arpan 1o Southport 4 SDow Cafing poinls

Clicking through on the exclamation mark provided an expanded explanation with
detail given about the engineering project itself:

Description

Engineenng work is taking place i the Saliord Crescant area, closing all lines every weekend untl Sunday 1
July 2018

To allow engmeers 1o access (he rallway, the routes between Manchester and Wigan Wallgate (via Salford
Crescent and Atherton) and Manchester and Preston (via Salford Crescent and Bolton) will be closed
every weekend with tralns replaced by road transpert. Direct trains betweesn Preston and Manchester will
confinue bo operate via an allemative route

Buses will run batwean

« Manchester Piccadilly | Manchester Victora and Wigan Wallgate via Bolton ¢ Atherton
« Manchester Piccaddly / Manchaster Victora and Presion via Bollon

Metwork Rad are currently working to finalise full details at which time amended timetables will be made
available We are very oy for the sharf notice changes to bmetables on these routes

Check bafore you travel

Trains up (o and inchuding 31 March and 1 Apeil are now correct in the Natiorial Rail Enquiries Journey Planner
12 where buses are shawing on the routes betwesn Manchester and Wigan Wallgate (via Salfoed Crescent and
Atherton) and Manchester and Preston (via Salford Crescent and Bolton), Where trains are still showing on these
rautes at weekends, please check back nearer (o the tme of travel

You can find the location of your bus replacement by checking station ssgns ar by searching for your station on
our station jnfermatien pages

Bicycles:

Maon falding bicyckes are not allowed on rail replacement bus services at any ime Folding bicycles are allowed if
fully folded. For more infarmation, please see harg

Project Informatlon:

Continuing every weskend for the foreseeable future, Network Rail engmneers will be working 1o complete the
upgrade of the 25-mile stretch of track between Manchester and Presion via Safford Crescent to suppon the
introduction of beter trains

The project was due to complete back in December 2097, but ald mine workngs, runming sand and varying
layers of rock have sgnificantly hampered the installaton of hundreds of steel columns needed to carry the
power cables for the introduction of elecine trains. New engineenng solutions have been requared o resolve the
probierms which has incheded using steet cylinders and filling them with concrete to deal with poor grogend
conditions
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Transport Focus comment:

When it is known with certainty that a journey will be impacted by engineering works
and that the timetable does not reflect this, the triangle warnings need to be much
clearer in saying “the results returned are wrong, don’t trust them”.

Also, passengers will often be more accepting of the need for engineering works if
they understand why they are taking place and the benefit they will bring. The
industry therefore needs to be clearer about what is being done and why. The
goodwill that such information might generate will be limited however if it is not
provided with sufficient warning?.

A map to help give passengers some context was also provided:

Buses replace trains between Manchester and Preston / Wigan Wallgate via
Salford Crescent
TOCs affected: Northern

* Whalley ~.
Nelsun_/ Forster Square
4 B
Preston | Blackoun/ umiey Hrdge  Bradford {

Kirkham & . Halifax Nnterchange
/Wesham \ Chorley I Todmorden Dewsbury
' Darwen / Wakgfield \Westga
'\ Huddersfiel
iscant

Penistone
Hadfield

- -
rlestown
werpoo\ e

Al
gpol South Parkway( . Warrington
Rurcorn Altrincham ‘k - "&‘Y Sheffielg

Transport Focus comment:

The yellow warning allows passengers to find out detailed information on the
engineering works. Anyone familiar with the journey and area would easily be able to
make an alternative journey plan with the information made available. However, if
you were unfamiliar with the journey you might think getting the bus was your best
option. It doesn'’t tell you anywhere how much longer the bus journey is — this is
about 1 hour 40 instead of 40 minutes. It also doesn’t show that you can actually
travel to an alternative station (Wigan North Western) by train which is only a short
walk (about 2 minutes) from Wigan Wallgate.

Despite Northern being the operator directly impacted by the works, its website
journey planner didn’t offer passengers any warning that engineering works would
disrupt journeys between Manchester Piccadilly and Wigan Wallgate:

3 Routine railway maintenance: passenger perspectives and priorities, Transport Focus, December
2017
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0 ﬂorth?rn Homa My account Halp Sign-up for an account

iy ihalbaile 2. Tralm times T Chopee piatsy A Gat g e ked 5, Paymant B, Conhimatip:

Singls from Manchester Piccadilly to Wigan Wallgate cranas oganay

Ot

Saturday 21 Apr 2018
Mancheiter Piecadilly MAN 18 Wigan
Walignis WowW

Earligr il
MA N HARN AL AN
Depart 1303 [F3 L) 7 .:.: 1803
" WA ("4 W WitkwW
Arrive |;_:'.|‘- ;;-'L &' |;'a: A

Duration OndSm  Oh Sdmm  Oh 40 Oh 45

Changes ! | o
Crm st
Cheapest Standard .
'nglg 20 I5.00 R0 G20
—
Choeapest 15t Class
Single £i60
Oif-Peak Day Single it e
Any off-peak tain
e
—

Aradtimma Mg Sineda

0 northern Home My account Help Sign-up for an account

ey atails T Tigia i 3. Chisiise Raaiy 4 Getting Flcker 5. Paymeni B, Confemanaar

Travel options

Joisrney datails

Date Depart Arrive change(s) Price
122 30g g
8T 2, oM
Foat AN Mpnchester Fooadiiy Wigat Wallgabe Details

Moo asittance?

s Can 0fter Balp o T e o st ol Etation

Lot us kniow what kind of help you'll need

Cost broakcdown

Tatal ticket cowk Efd

Tozal cout EED

Transport Focus comment:

As a minimum, passengers planning their journey on the Northern website should
have been given the same, or similar, yellow triangle warning provided on NRE.
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As with the previous journey a warning was also absent on the alternative operator’s
website (in this case Transpennine Express) and on both Trainline and Red Spotted
Hanky:

Transpennine Express website

@ tickets tpexpress.co.uk/tpe/en/lourneyPlanning/MixingDeck

St ASApr2018 Outward Journey
1 Adult Choose your fare Spemi ey pexiday b
e €620 | 620 E60
hetcates single singhe single

£6.30
single 1st st
o
Origin: Manchester Piccadily, 1222

1302

Destinat gala Z
§ Changes: § Duration: 0-40hes

Date: Sat21 Apr

Train times
Dep Arr Ch Duration Price
12:02  12:4T7 1 0:45hra
4 1215 12:49 o 0:34hrs
12:22  13:02 ] 0:40hs (i)

13:02 1347 1 0:45hrs

Clicking on the “iI” next to the 12.22 revealed:

Sat21 Apr 2012 Outward Journey
i 1 Adult Choose your fare e REC )
0 Children
(5-15yrs) £6.20 £6.20 £6.30
0 Railcards .
singla single singla
single 1st 15t

Show me

:

¥ B Information

Station Arr Dep Facilities
12:22 NT
1302
o Southport

W Show ali calling points
NT Morthem Rail
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GBP - « Businesstravel « Help « Register « Signin

trainline

Your search: Manchester Piccadilly to Wigan Wallgate - Single journey - 1 adult - Add a railcard -

out 4+ Addareturn S
Sat 21st Apr 2018 £6.20
Manchester Piccadilly (4141 to Wigan 1 adult
Wallgate (waw)
< Earlier Later > continue
MAN MAN
13:02  13:15 Quick buy ticket
o | wg
13:47 13:49 out Sat 21 Apr
4501 Hm

Manchester Piccadilly to Wigan
Wallgate

1 chanse 1change
40m, 0 changes

Cheapest Standard Single - Off-Peak Day Single £6.20 -

£5.00 £6.20 £6.20 You've selected the 12:22 but you
— & can travel on any eligible off-peak

e B " train,
Cheapest First Class Single S ekl
£8.90 £8.90 » Travel is allowed via any permitted
route,

View all single tickets ~

'S will apply to this

Results are based on end-te-end tickets for the fastest avallable trains. Click here to check if slower routes with cheaper tickets are available.

Journey summary

Duration 40m  + 0Ochanges =

12:22 Manchester Piccadilly

Northern

=

40 minutes Calling points

Wigan Wallgate
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Red Spotted Hanky

Your Booking

© select Tickets & Times

Detailed View

Outward

B Earlier

Depart Arrive Duration Changes Standard Single 1st Class Single Standard Rtn

wan
12:02

wan
1215
MAN
1222
wan
13.02
ax
1315
Later

waw
12:47
WEW
1248
waw
1302
waw
1347
wow
13.49

Detailed View

Calendar View £

2 Adding Options

Lowest Fare Finder

3 | Delivery Options

&3 Previous Day

£6.200
26200

ol =swg

Calendar View

Return

BEariier
Depart Arrive Duration Changes Standard Single 1st Class Single Standard Rtn

o
1247
wow
1249
wow
13.02
o
1347
o
1348

Oh 45m
Oh 34m
0Oh 40m
Oh 45m
Oh 34m

1

Return

B Previous Day

Sat 21st Apr 2018

1 off

£8.903

£8.90

permitted rou

® £6.20 off-Peak Day Single

y the 1

a any parmitied 1

® £6.30 Anytime Day Single

ed via any permitted r

=l

Next Day

4 Payment

transportfocus

5 Confirmation

& Booking Summary

Amend Search

1st Return

1st Return

£6.20

Signln ! Register 1o use
Quick Buy
@ Whatis this

Continue

Journey1 £6208 [}

Clear
Adulte: 1 Children: 0 Ralicards: 0

© Outward

Off-Peak Day Single (£6.20)
From: Manchester Piccadilly
To  Wigan Waligate

Date: Sat 21 Apr 2018

Dep 1222

A 13:02

Journey 1 £6.200 3

Llaar
Adults: 1 Children 0 Ralleards: 0

&) Outward

Off.Peak Day Single (E6.20)
From Manchester Piccadilly
To Wigan Wallgate

Date Sat 21 Apr 2018

Dep 12:22

Am 13:02

Chgs 0
Mf?mnﬂ;mmmu!
the route and Train Opérator
shown, Valid lor 1 day only.

Co

™
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Example 5

Week 4 — Great Western: Great Malvern to Brighton on Saturday 21 April at
10:57

This journey was checked on the 20 March. At the time of the check the industry was
reporting that due to engineering works the 10:57 would terminate short of Brighton
at Barnham, where passengers would have to transfer onto a replacement bus
service. The bus journey from Barnham to Brighton was scheduled to take around 85
minutes.

On checking the journey on the NRE online journey planner there was a clear
warning that the journey involved a bus service, that required a change during the
journey:

Great Malvern [GMV] to Brighton [BTN]

E—

if" Set up journey alerts ’ﬁr Add to basket

Cigher che L=

Outward Sat 21 Apr

g Earlier trains Long journey? Why not upgrade to First Class from £46.00 | | Single from £58.60
Dep. From To F 1 Dur. Chag. Status Basad on 1 adult
10:45 Great Malvarn [GMV] Brighton [BTN) 15:46 4h3Mtm 2 Detais v CHEAPEST FARE
Pilatfcarm &
£58.60 Biry Now ﬂ
et oot |
Amytime Other tickets ~

b=d Othar seryvices you can travel on

10:57 Great Malvern [GMV] Brighton [BTN] 17:05 ©6h08m 1 Details Fi Y £69.20 Buy Now ﬁ
bus service ——
Off-Peak Other tickets -

b Othen services you can vl on

When clicking on the triangle above the words ‘bus service’ passengers were told
that “All or part of this journey will be made by bus”.

10:57 Great Malvern [GMV] Brighton [BTN] 17:05 &h 08m 1 [Detals Fiy
bus service™, gl Bus service
Al or part of ihis journey
will be made by bus.

11:10 Great Malvern [GMV] Brighton [BTN] 15:46 4h 36m 3 Details W
Plablonm 5

- Sl T |

Piathorm 1

Clicking on the journey’s ‘Details’ further revealed the timings of the two different
legs of the journey and the actual arrival time at Brighton for those having changed
onto the bus at Barnham.
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Great Malvern [GMV] to Brighton [BTN]
Saturday 21 Apeil 2018

=

transportfocus l

Departing Adtiving Duration Changes
10:57 17:05 oh 08m 1 Check fares J
¥ There are currently n reported service disruptions e
o> This journey is overtaken by a train that departs at 1110
Ticket type: Super Off-Peak Single
Price: £69.20
s Other sorvaces you can travel on
@ Other vaiid routes »
Travelby  Leaving From Platform To Amiving  Platform  Durafion Additional info
] 10:57  Great Malvern [GMV] Barmham [BAA] 15:29 3 maen
Great Westem Rallway service from Great Malvem fo Bamham 4+ show calling ooints
= 1540 Bamham [BAA] Brighton [BTN] ~ 17:05 mzsm ool

* Routes, availability and fares are subject to these provisions

When checking the same journey on the Great Western online journey planner
passengers are given a different set of results, which supress the 10:57 departure
from Great Malvern as an option. Instead passengers are either routed via London,
with the last leg of the journey between London Victoria and Brighton. This is the
same as those earlier or later journeys shown in the NRE screen shots; and would
technically be quicker, given the engineering works on the South coast between

Brighton and Barnham.

~ Tickets

= https://www.gwr.com/ticket

s * TransWilts ® Sign In = Great Western Railway - the... [l10,000ft Plans == BBC - Homepage G Google &

~ @G Se

- & Journey Planner - National Rail., @ Home - Welcome to Lenovo

B https--www.gov.uk-govern.. @ National Rail Engu

Outward Great Malvern to
Brighton
t\i\ | [ sat21 Apr2018 ‘
A Earlier

Dep Arr Chg Dur Single O
0910 13146 3 4h36m £89.80

Dep A Chg Dur Single o)
09:45 14116 2 4h31m £58.60

Dep Arr Chg Dur Single ®
10010 1446 3 4h 36m £89.80

Dep A Chg Dur Single )
10145 15116 2 4h31m £58.60

Dep Arr Chg Dur Single ®
1110 1546 3 4h36m £89.80

Dep Arr Chg Dur Singla O
11:37 16:16 3 4h39m £58.60

Dep Arr Cha Dur Single O
12210 16146 3 4h 36m £89.80

Brightan to

Great Malvern

| [2 No date selected |

Currently you only have an outward journey selected

l Add a return journey ]
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Transport Focus comment:

While the Great Western journey planning results might be accurate, other than the
absence of the 10:57, not every passenger would necessarily want to cross London.
They might also be easily confused by the absence of any information explaining
why there are no direct services where there normally would be.

In this example the data in the industry systems may be correct. However, the
differences in the results help demonstrate two concerns that Transport Focus has
on behalf of passengers. The first is that journey planners should make clear why
they are showing an amended service, as this helps passengers understand why the
results are different from normal. The second is that different journey planners are
giving different results based on the same search criteria. We suspect that this is a
result of different algorithms being used by different journey planner providers.
Transport Focus has a long made the point that when passengers see such
inconsistencies it breeds mistrust of the railway.

The suppression of the 10:57 from the journey planner results is repeated on the
Southern online journey planner, where there is also no explanation as to why a
direct service isn’t offered:

e @ https://ticketsouthernrailway.com/journeys-grid/GMV/BTN/2018-04-21T10:4 [ - @ ¢ Search. el
@ Great Malvern(GMV) te Brig... B Home - Welcome to Lenova
* TransWilts ® Sign In = Great Western Railway - the.. ll10,000ft Plans == BBC - Homepage © Google & 8 https--www.gov.uk-govern.. @ National Rail Enquiries - Off.. @ National Rail Enquiries - Off..

[=ocrrie Wojoumers 000
Great Malvern(GMV) to Brighton(BTN)
2e 1 Adult T8 No Railcards # Change journey details 9 =Elist £ Grid
tward Sat 21 Apr 2018
< Earlier

+ Add returmn

First Class

+ Reserve seats

O O

£89.80 £69.20 + Buy PLUSBUS

On the Trainline website the 10:57 is shown to be running with the same arrival time
in Brighton as shown on NRE (17:05), factoring in the additional time spent on the
rail replacement bus:
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trainline

Your search: Great Malvern to Brighton - Single journey - 1 adult - Add a railcard -

out + Add a retum
Sat 21st Apr 2018
Great Malvern (M) to Brighton (57N)

£ Earlier Later »

10:45 | 10:57 10:57 m37

¥

| 15:16 17:05 16:12 16:16
dh3m 4 15m .

2 changes 1 change 4 changes  3changes

= Li] e e
Cheapest Standard Single ® o o _',
£5860 | £69.20 £69.20 ESB60
Cheapest First Class Single o o o
£105.50 E107.00  £105.50
Limited Limited
availability availability

Clicking through on the “i” symbol provides additional detail on the change required
at Barnham:

Journey summary

Duration &h 8m lTchange == @&
10:57 Great Malvern

% 4 hours 32 minutes Calling points
15:29 Barnham
15:40 Barnham

H 1 hour 25 minutes
17:05 Brighton

Transport Focus comment:

We do not feel that the “” symbol provided by Trainline provides sufficient warning to
passengers that the train journey they intend to make involves a replacement bus.
Even when clicking through on that symbol there is no written explanation of why a
change is required or what engineering works are taking place, or what they are for.
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On Red Spotted Hanky the 10:57 is again supressed, as it is on the Great Western
website, with only the ‘via London’ options showing. Again, there is no explanation
as to why a direct service is not available when it otherwise would be.

redspottedhanky.com g

Your Booking

o Select Tickets & Times 2 Adding Options 3 Delivery Options 4 Payment

e = it
Detailed View s Calendar View ¢ Lowest Fare Finder I 'ﬁ Amend Search

Outward
Previous Day Sat 21st Apr 2018 MNext Day

B Earlier

Single
1045 1516 4ham 2 @ O £sse0fd O e105500
154g 4h3em 3 @) O esssofg O £107.00

Depart Arrive Duration Changes Standard Single  15.¥5%  gondardRtn 1stReturn

GV
11:10
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Example 6

Week 5 — Arriva Trains Wales: Cheltenham Spa to Gloucester on Sunday 29
April at 12:00

This journey check was completed on 28 March. At the time of the check it was
reported that as a result of engineering work trains between Cardiff Central and
Cheltenham Spa would be running only as far as Gloucester. From there passengers
would have to take a bus in order to complete their journey.

On NRE passengers planning a journey around 12:00 were given mixed information.
While there was a yellow warning triangle, that engineering work is taking place,
when looking at the 11.25 (Great Western) service this was not provided for the later
Arriva Trains Wales train at 12.25.

11:25 SffSL:f:Ce"ra [CDF] [%h:'\?-}fnham Spa 13:16 1h51m 1 Details 1 £19.10 Buy Now

Anytme Other tickets v

g Other services you can travel on

12:25 Cardiff Central [CDF] Cheltenham Spa 13:52 1h27m 0 Details v .
Platform 1 [CNM] £19.10 Buy Now E
Platform 2
o Anytme Other tickets

Q Other services you can travel on

Clicking through on the journey details for the 11.25 provided further information on
the planned engineering works. This revealed that Arriva Trains Wales (ATW),
CrossCountry and Great Western would not be running between Cheltenham Spa
and Gloucester, but that ATW passengers would be able to catch a replacement bus
service provided by CrossCountry.

Buses replace trains between Cheltenham Spa and Gloucester on Saturday 28 and Sunday 29 April 2

Start date 28/04/2018 00:00

End date 29/04/2018

Route affected Arriva Trains Wales Cheltenham Spa and Maesteg L
CrossCountry between Manchester Piccadilly and Cardiff Central / Paignton / Plymouth ;7{@@ = Map

Great Western Railway between Worcester Shrub Hill and Gloucester; between Great Malvern and Brighton and
between Cheltenham Spa and London Paddington

TOC(s) affected Arriva Trains Wales: CrossCountry: Great Western Railway.

Description Engineering work is taking place between Cheltenham Spa and Gloucester closing the line.
Buses will replace frains between Cheltenham Spa

Arriva Trains Wales will not run between Cheltenham Spa and Gloucester. Customers will be accepted on
CrossCountry replacement buses

CrossCountry buses will replace trains between Birmingham New Street and Gloucester.

Some Great Western Railways buses are extended to replace frains between Worcester Shrub Hill and
Gloucester
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Transport Focus comment:

While the warning triangle provides some indication that the journey results returned
are not as they should be, the fact that this was applied to only some of the impacted
trains will have created confusion amongst passengers. It might also lead them to
question the trustworthiness of all the information being provided.

The information on the Arriva Trains Wales was also not clear. When our mystery
shopper tried to book the ATW train at 12.25 from Cardiff Central to Cheltenham Spa
there was no mention of the disruption. However, when she booked a later
CrossCountry train at 1.45pm there was a warning message that “one or more legs
of your journey is by bus”, though no other details were given.

Arriva Trains Wales journey planner

Travel options

Journey details
ove oepar — e e R

Sun 20/04/2018 1225 Cardif Central 1352 gr;:lmnham 0 petails Text me £19.10 o Qi e S60.a0

1 Adult(s) 0 Childiren)

Travel around town Out:

12:25 (Sun 29 Apr)

SrLussus Cardif Central (COF) to Chetenham
Spa (CNM)
For unlimited bus iravel on pariicipaing operators’ services around the whole urban area of your selecied 0 changeis)

town(s), buy PLUSBUS ticket(s) from the options below

+ £3.50 around CHELTENHAM SPA Wore defails

Total price £19.10
Sun 29/04/2018
[[] £3.50 CARDIFF~BUS ww

£3.50 CHELTENHAM=BU!

(e
Price displayed is the total for all travellers on the specified date. Also includes tram travel in Birmingham,
Blackpool, Nottingham, Sheffield, Edinburgh and Wolverhampton throughout the PLUSBUS zone. To
check ravel zones and pariicipating bus operators visit the PLUSBUS websiie (as detailed above)

We can offer help to those needing it at most stations. Let us know what kind of help you'll need

Cost breakdown

Total ticket cost £19.10
Total cost £19.10
1 Jouney defails 2 Traintimes 3. Choose seats 4. Geffingtickets 5. Payment & Cenfimation

Travel options

1 Warning: One or more legs of your journey is by bus. w

2 ¥ Joumey price £0.30
Joumey details
Date Depart Arrive change(s) Price Saving £9.80
Sun 20/04/2018 13:45 Cardiff Ceniral 1515 g!:rtenr;am 1 Details Textme £9.30 1 Adultts) 0 Childiten)
Out:
13:45 (Sun 29 Apr)
i Cartiff Central (CDF) to Cheltenham
Spa (CNM)
DGirection i No preference v | Table seat Power socket 1 changeis)
Position _Nu_p_refe:e;nc_e - - Mear luggage rack . . Nealtp?aet . More details
Zeafing preferances are not available with all train companies and are nof
Coach | Na preference , guaranteed. We'l meel your requirements whenever passible. Total price £9.30
Type

Travel around town
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Looking at the same journey on the Great Western online journey planner replicated
the results of both NRE and Arriva Trains Wales. If booking on the 13:45
(CrossCountry) train GWR advised passengers that a bus service would be in
operation for part of the journey. However, for earlier trains where a bus replacement
would also have been in operation, such as the 11:25, this advice was not given. On
NRE there was at least a yellow warning triangle for this service.

Only when searching under “travel updates” and “planned engineering” was
additional information provided on the engineering works.

() Route details

Bus service for part of the journey

Duration 1h 30m Changes 1 Facilities
13:45 Cardiff Central =
i
Cross Country towards Gloucester .. "
Q " & = < Reservation First cla
= 1th2m  Show all calling points avallabia
- Gloucester =
Standard cless Trolley service

Connection time: 8m

14:55 Gloucester
m 20m Journey time
15:15 Cheltenham Spa b 4

Close

(D Route details

Duration Th 51m Changes 1 Facilities
11:25 Cardiff Central
Great Western Railway towards London .
Paddington Reservatlon First class
z svailable
= 39m Show all calling points v
. st
— Bristol Parkway .
12:04 & i
tandard c B ervice

Connection time: 18m

12:22 Bristol Parkway
Great Western Railway towsards Worcester
=] Shrub Hill Standard class
- 54m  Show sll calling points \w
13:16 Cheltenham Spa

35

=

\



>
0

transportfocus //

On Trainline, there was no warning that the 12:25 service would be impacted by the
engineering works or that a replacement bus service would be in operation for part of

the journey:

Cheapest Standard Single
Cheapest First Class Single

View all single tickets v«

Limited Availability When is this displayed?

Later >

15:20

17:40
2h 20m
2 changes

]

£19.10

out
Sun 29th Apr 2018
Cardiff Central [Co7) to Cheltenham
Spa (G
£ Earlier
LoE o coE
12:25 | 1345 14:25
+
ChiM il M
13:52 | 15115 15:50
1h37m 30m n 25m
Ochanges | 1change Gchanges
L | ®©
.
£1910 | £930 £19.10
Limitad
avallability

Tickets Left How we calculate number of tickets left

Results are based on end-to-end tickets for the fastest available trains. Click here to check If slower routes with cheaper tickets are available.

£19.30

Best fares for your journey:
+ /-3 days E7.00

TOTAL

£19.10

1 adult

Continue >

Quick buy ticket 7 |

ouT Sur 20 Apr
Cardiff Central to Cheltenham Spa

1h 27m, O changes

Anytime Day Single £19.10

Q You've selected the 12:25, but you
can n any eligible train

« Travel any time of day.

There was a similar lack of information for the 12:25 on the Red Spotted Hanky
journey planner, though warning triangles are in place for the alternative services not
run by Arriva Trains Wales:

Outward

Previous Day Sun 29th Apr 2018
Beariier

Standard 1st Class

Depart Arrive Duration Changes single Single
1225 1352 ‘h2m O @ £19.108
a5 1e1s  tham 1A [ essy £19.300
1425 155 h%m 0 @ £19.1083
1520 1740 2n20m 2 A\ £19.1083 e31.308
1625 150 thzm 0 @ £19.108

Later

Detailed View

E Calendar View

£0.uu

Sign in | Register to use
Quick Buy

@ Whatiz this
Journey 1 £0.00

Adults: 1 Children: 0 Railcards: 0

© Outward
Piease select an outward ticket

Conlinue

Clicking through on the yellow warning triangle for the 13:45 revealed that there

would be a “Bus service for part of the journey”:
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ted Train Information X

F=+

“ Waming B show all calling points
Bus service for part of journey
This service has been re scheduled

E Cross Country Cardiff Central First and Standard Class
Train Gloucester Reservations available
1h 02m Train terminates at Gloucester Trolley service

(=== Cross Country Gloucester
Cheltenham Spa
. r?;gm Train terminates at Cheftenham Spa

Transport Focus comment:

Where engineering works impact journeys between two points on the network served
by more than one train company it is important that journey planners present a
consistent story. By implying that one operator is unaffected, when they actually are,
it is not only misleading but it will create confusion and reduce trust in all the
information being presented.
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Example 7

Week 5 — Great Western: Reading to Gatwick Airport on Sunday 29 April at
11:18

This journey was checked on 28 March. At the time of the check industry reports
highlighted that engineering work was taking place in the Guildford area, closing
lines between Woking and Haslemere, and between Guildford and Ash. Great
Western Trains would run between Reading and Ash, and between Shalford and
Gatwick Airport. Passengers travelling beyond Ash would be asked to change at
North Camp for replacement buses.

The NRE online journey planner results for this journey all had the familiar yellow
triangle warning that something was not quite right. Though the 11:18 and
subsequent trains were shown as running direct to Gatwick Airport, without the need
for passengers to change.

e National Rail iguires Home BEEFREEEERTTUTEY Sttions & on frain - Changes to train times

Joumey planmeer Live departure boards Season Lekel ealculator Wour ket Ditcounts Travel ools Special offers

Train times & tickets s

Reading [RDNG] to Gatwick Afrport [GTW]

= First class
N Buy cheapest for £ 19.40
Y Selup journey aleris tﬁ, Add 1o basket

Crlwir £ ac aiis

Cubward Sun 29 Apr

£ Eatiier trains Single from £18.10

Diep From To LT D Chy Seutuis Bapsd on 1 soll

11:18 Resding [FRO<5] Rty AWpor [GTW] 12:35 i o petsids i EHEAPEET FARE

Pt Pt

£19.10  Buymew )
06 Prak Diher fizionts
ol Dt e g v gt

11:48 :-"e-I: :I-.r::.' [RCHE] l_p:l.:.v-csl Arport [GTW] 13:258 Th3Tm 1 Dwuinis i £19.10 Buy How ﬁ
O Peaic Criher ficiets =
[ T ——

TALHE: T ting IRDE] ::-am ek AVport [GTW] 12:38  1h17m 0 Deigis i £19.10 |[Buysow K

Of-Fuik Dthar teoiogts =

H [ s s o Rl an

Clicking on the yellow triangle revealed that buses replaced trains between
Woking/Haslemere and Aldershot/Ash and Shalford on Sunday 20 April.
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Reading [RDG] to Gatwick Alrport [GTW]

Oubward Sun 29 Apr

w Earlier trains

Dep.  Frim To A Dur
11:18  Resding [RDG] ' Gahwick Aaport [GTW] 12:35  1h
Wathar: bt
1326 Th3

11:48 Resding |RD{E] Glatweck Anport JETW] 13:

Transport Focus comment:

V" Set up journey aleris

(®)

=N

transportfocus l

p—

1 Dwinils

FLITL

‘= Add o basket

O ehaiied Pirery

Smngle from £18.10

Eervice Update

BuBes ieplocs Iraifs a
bsabwman Wicking mnd

Healemanes and ]
AldersholiAsh pnd b
Shaltord on Sun 20 Apeil

* More details ﬂ

T

While this warning suggests that there may be problems with the journey being
planned, none of the stations mentioned are scheduled stops for the 11:18 to
Gatwick. It is therefore possible that, because the train is still shown as direct,
passengers would have dismissed this warning as not being relevant to them.

Clicking through on the ‘more detail’ link within the yellow triangle provided
passengers with more detailed information on the engineering works and the
replacement bus service in operation on 29 April. There is also a warning that the
changes discussed were not being shown in the journey planner, and to ‘check back

later’.

39

=

|



e

=

transportfocus (/ \

Buses replace trains between Woking and Haslemere and between Aldershot / Ash and Shalford on
Sunday 29 April

]
Start date 200472018 G000
End date 202018
Route affected Great Wastern Roilway between Resding and Gatwick Airport ﬁ:
South Weslern Railway between Lendon Walerloe and Guildford 1 Portsmouth Harbour and | s Map

betwean Akdershot f Ascof and Guikdford

TOC(s) alfected Great Western Railwiay, Sowuth Western Raibway.
Description Enginearing work is taking place in the Guikiford sren closing the lines beftwean Woking and Haslemere and

batwean Guidierd and Ash
The line between London Walerdoo and Guildiord wa Effingham Junction is not affected by this enginesrning work.
Great Westem Radlway traing will run between Reading and Azh and batween Shalford and Gatwick Airport

Customers travelling beyond Ash should change st Marlh Camp far replscement by buses betwean Morth Camp
and Shatioeg.

South Western Railwsy treins are replaced by buses bebween Woking and Haskemere and between Aldarshot
mnd Guikdiord

Check belore you bravel:

These changes are not cumently shown in the Nationsl Rall Enguiries Joumay Planner. please check beck
naarer to the tima of trmval

¥ou can find the locatson of your bus replacernent by checking atation ssgns o by searching for your station on

our stabon information pages

Clicking through on the journey “details” also provided passengers with a warning
that buses were replacing trains; but again this doesn’t immediately reference any of
the scheduled stops that the 11:18 was due to make.
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e Natim' Rﬂil |:|'|qu“ ies Home Stations & onfrain ~ Changes to train time

Journey planner Live departure boards Season toket calculator Your ticket Diseounts Travel tools Special offer

Route details = Add to calndar vaiiael| | o Pt ol i

% Back to troin times and fares

Reading [RDG] to Gatwick Airport [GTW]
Swnday 28 April 2018

Daparting Arrrang Duration Changes £

11:18 12-35 th 17m o I E,M h{‘g‘
Buses repiace trains between Woking and Haslemere and AldershotAsh
anel Shalford on Sun 29 April A\ Set up Joumey Alerts
= More details

Ticket type: Of-Peak Dy Snple
Price: E10.10

ﬂ DOther services you can wavel on

# Cittesr warlid mutes e
Trawel by Leaving From Platform To Arriving Platform Duration Additional info
¥ 11118 Reading [RDG] 5 Gatwich Airport [GTW] 12:35 1 thitm bl

Great Western Railway service from Resding to Getwick Airport + show calling points

* Routes, availability and fares are subject to these provisions
On the Great Western website, the train operating company running the 11:18, there

is no warning that the journey is disrupted due to engineering works. Nor that the
journey results may not be accurate.
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Back to GWH.com

Plan & single journey from

Reading to Gatwick Airport

| All ticket types

2, Exirag

3. Dalivary 4, Paymiani

Outward

» Earlier
Baj At Chij Dhuir Sanghe
0948 11:2% 1 1h 37m £18.10
Dap Arr Chg Dur Single
10:18° 1135 0 1h1Im £18.10
Dep Ay Chg D Sengls
10:48 1225 1 1h3Tm £19.10
Dap Arr Chg Drur Séngha
1118 1235 0 thiIm £10.10
Dap A Chy Dur Singla
11:48 1325 1 1h3Im £19.10
Bap Arr Chyg D Single
1218 123% 0 1h17m E18010
Dap A Chg Do Senghs
1248 14:25 1 1h3Mm f19.10

% Later

@

Heturn

Currently you only have an outward journey selected

o

N

transportfocus // \

¥ow are not sigred in - w £0.00

Order Summary

Please select your Dutward
journey to continue

S

Total:

{41l passongaro}

Cantinuwe

I would like to...
Contact GWR »

Buy seasaon tickels »

Buy Rovers / Rangers ticket »
View sccessible booking tool »
Make b complaint »

Buy Gifit Vouchar 3
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Clicking through on the “i” symbol next to the 11:18 showed the following route
information:

(D Route details

Duration 1h 17m  Changes 0 Facilities

11:18 Reading E
Graat Weatern Fiaihway towarde Gatwick
Alrport

1126 Wakingham

1136 Blackwater

1141 Narth Camp

1184 Guiidford

1202 Derking [Desptann)

1247 Reigat

1227 FRadhill

Th 17  Fiide sl calling points & |
Gatwick Airport

On the South Western Railway website, using the ‘buy tickets’ journey planner our
mystery shopper received no warning that there would be a replacement bus in
operation for part of the journey.
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South Western
7 Railway

Tickets

Plan a single journey from
Reading to Gatwick Airport

Dutward Reading to Batwick Airport to

Gatwick Airport Reading
@ | (3 Sun29 Apr 2018 | 3 No date salectad |
. Earlier Currently you only have an outward journay selected
Dep day Chg [ Sings
0948 1125 1 1h3Im £1910 © ‘| Add a return journay |
Dep A Chg Our Singls
1048 1135 1] Ihifm E£1810 0}
Dep e Ghg Dar Singhs
10:48 1225 1 1h 37m £1910 O
Dap A Chg Dur Single
118 235 0 1hifm 1810 ©
Dep A Chg Dur Singis
1148 1B 1 1h 37m £1810 o
Dep Are Chg Dur Singls
1218 3386 0 1hifm E1810 @
Dep A Chg Dour Singhe
1248 1425 1 1h 37m E1810 O
» Later

Clicking through on the “i” showed similar information to that on the Great Western

site:

() Route details

Duration 1h 17m Changes @ Facilities
11:18 Reading
Girnat Western Ry towards Getwick fir port
nus i Fandacd clas
1t-33
4
E 154 ui
12 ot b dar
1 Regme
1 Red
h1iTm  Hide ail caling points
1295 & Gatwick Airport

m Sl

Unfortunately, like Great Western and South Western Railway, neither Trainline nor
Red Spotted Hanky provided passengers with any warnings about the disruption that
would be caused to this journey by the planned engineering works.
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irainline 2 N -

Your search: Reading ro Gatwiek Airport - Single journey . 1 adule . Add a railcard

our + Auhd a recum
Sun 29th Apr 2018
hﬂdlng AR i Gabwick Alrpnrt

4 Earlier Lastar ¥

mn:1e 11:48 1218 1248

O i Fui=rim O etianemy 1 thafps

Cheapest Standard Single y , :
E1510 | E12930 £1930 (£1940

Cheapest First Class Single & .
£43.60 £43.60

View a6 single dokes v

& Train Information

uﬁmﬂrhuuww
Gk By

.o What is this

Journey 1 o.00 B2
Adgts: 1 Crildrer: B Rascards: 4

& Outward
Fieaze seiect an catward Sciat
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Example 8

Week 6 — Southeastern: London Cannon Street to Orpington on Thursday 10
May at 23:45

This journey was checked on 6 April. At the time of the check industry information

reported that between Monday 7" and Friday 11™" May there would be engineering
work taking place between London Charing Cross and Cannon Street. This meant
that late night services from those two stations were likely to be amended.

Checking on the NRE website ‘future engineering works’ revealed a long list of
cancellations/amendments from the two stations. One of which was the 23:49
service from London Cannon Street to Orpington on Thursday 10 May:

Revised late night service to / from London Charing Cross / London Cannon Street from Monday 7 to Friday 11 May

Start date 07/05/2018
End date 11/05/2018
Route affected Between London Charing Cross and Gravesend / Gillingham / Hayes / Sevenoaks

also between London Cannon Street and Dartford / Orpington and also London Cannon Street circular services.

Train operator affected  Southeastern #

Description Engineering work is taking place in the London Charing Cross / London Cannon Street area, closing some lines
overnight between Meonday evening and Friday moming.

Wednesday and Thursday

= 22:46 London Cannon Street to London Cannon Street - This service WILL NOT RUN, and is replaced with
22:46 London Cannon Street to London Bridge, this service will run as booked to London Bridge and terminate
at 00:12, on its return journey from Sidcup.

= 23:31 Dariford to London Cannon Stireet - This service WILL NOT RUN, and is replaced with 23:31 Dartford to
London Charing Cross calling as booked to Charlton 23:55 and is diveried fast to Lewisham 00:02, London
Bridge 00:12, London Waterloo East 00:18 and London Charing Cross 00:21. A replacement bus service will
be provided calling at; Charlton 00:03, Westcombe Park 00:10, Maze Hill 00:15, Greenwich 00:22, Deptiord
00:27, London Bridge 00:41 and London Cannon Street 00:49.

= 23:49 London Cannon Street to Orpington - This service WILL NOT RUN, and is replaced with 23:48 London
Charing Cross to Orpington service calling as follows: London Charing Cross 23:48, London Waterloo East
23:51, London Bridge 23:56, Hither Green 00:05, Grove Park 00:09, Elmstead Woods 00:12, Chislehurst
00:15, Petts Wood 00:18, Orpington 00:21. Customers to/from New Cross & St Johns to be passed on Local
Buses.

= 23:33 Orpington to London Cannon Street - This service WILL NOT RUN, and is replaced with 23:33
Orpingten to London Charing Cross calling as follows: As booked to Lewisham 23:54, London Bridge 00:02,
London Waterloo East 00:07 and London Charing Cross 00:10. Customers for stations to and from St Johns
and New Cross should travel on local buses.

On checking this journey on the NRE online journey planner however, there was no
warning that the engineering works are taking place, or that the journey results
returned cannot be trusted. Instead there is a warning that Southeastern’s new
timetable commences on 20 May.
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London Cannon Street [CST] to Orpington [ORP]

with Oyster or Contactless -~ Travelcard fares « First class : : :
> ) (pay as you go) from £4.00 ~ From £12.70 From £10.90 Buy cheapest for £ 7.20

tf* Setup journey alerts *ﬁf Add to basket

Other cheap fares

Quiward Thu 10 May + 1 day

@ Earlier trains ‘ Single from £7.20 ‘
Dep. From To Arr. Dur.  Chg. Status ‘ Based on 1 adult
f
23:49 London Cannon Street Orpington [ORP] 00:24  35m 0 Details |
[CST] Platform 3 1 Service Update case B
Platform 1 Times are changing! a

Southeastern's new
timetable starts on Sunday

20 May - =
This sees major changes
23:56 London Cannon Street Orpington [ORP] 00:42  46m 1 Details and new journey a
[C3T] o & opportunities for many
Platform 3 . : L
stations, including the b
introduction of Thameslink
services for some stations. 0
Do:t get -:au‘r,lht'-::utk—h
00:13 London Cannon Street Orpington [ORP] 00:54 35m 0 Details IARE PHIE "°“.If ﬁc o a
[CST] Platforn & your journey will change
Platform 5 using the journey planner. i
> More details
n
00:39 London Cannon Street Ominoton [ORP1 01:31 52m 1 Details 1 A AN T [+ ]

Within the NRE engineering work information it was explained that the 23:49 service
would not run, and that it would be replaced by a 23:48 service from London Charing
Cross. Checking journeys from London Charing Cross however showed that this
train had yet to be added to the timetable/amended. There was one showing at
23:45, but this did not show the stops set out in the engineering work information:
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London Charing Cross [CHX] to Orpington [ORP]

Thursday 10 May 2018
Departing Arriving
23:45 00:10

Times are changing! Southeastern's new timetable starts on Sunday 20

May -
> More details

Ticket type: Anytime Day Single
Price: £7.20

g Other services you can fravel on

Duration

Changes
Oh 25m 0

L Check fares J

ASet up Journey Alerts

With this ticket, using National Rail services you can travel to / from the following London
stations:

London Bridge [LBG], London Victoria [VIC], London Charing Cross [CHX], London
Cannon Street [CST], Vauxhall [VXH], London Waterloo East [WAE], City Thameslink

@ Other vaiid routes ” [CTK], London Waterloo [WAT], London Blackfriars [BFR]
Travel by Leaving From Platform To Arriving  Platform  Duration  Additional info
- . London Charing Cross Orpington . ]
2 znas R 5 o 00:10 3 on2sm N dbE
Calling points Arrives Departs
London Waterloo East [WAE 23:47 23:48
London Bridge [LBG 23:52 23:54

Southeastern service from London Charing Cross to Hastings

= hide calling points

On the Southeastern (the train operator running the service) and the Southern
websites there was also a lack of warning that engineering works would be impacting

services out of London Cannon Street on 10 May.

@ nhttps//ticket southeasternrailway.co.uk/journeys-grid/CHX/ORP/2018-05-10T23:45//1/0/

hecks - Google Sheets... & Jourmey Planner - Trains Times .. & National Rail Enquiries - Future.. € Journey Planner - National Rail.. @ London Charing Cross(CHX)... X | @ CHX to ORP

southeastern
London Charing Cross(CHX) to Orpington(ORP)

At 1 Adult T8 No Railcards # Change journey details

Outward Thu 10 May 2018

< Earlier Later >
CHX CHX CHX
23:45 00:05 00:09 + Add return
ORP ORP ORP
e 00:10 00:42 00:54
¥ | Standard 25m 37m 45m
On time Ontime On time
First Class [P Bt ‘ Direct Changes 1
o CHEAPEST
Anytime Standerd 2 ‘ ‘
Fully flexible, for travel at any
‘' O O

£7.20 £7.20 £7.20

from £7.20

@ More info

Search.

-&c

h 0 journeys £0.00

EList £ Grid

‘We have selected the cheapest
shown tickets for you

London Terminals
to Orpington

Out: Thu 10 May 23:45
1x Adult £7.20

Flexible ticket with no time restrictions an
when you can travel

Travel is allowed via any permitied route.

@ More info

Add to basket
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Clicking on the yellow triangle revealed:

23:45 CHX - 00

Dagenha [ ]

Barking
. . Ra
zlr::; London Charing POPLAR
CANARY WHARF &
KENSINGTON™ =, 2y ©
WESTMINSTER River

WOOLWICH

FULHAM i
BRIXTON Weling
Dulwich EASTERN Bexleyheath
Village RAILWAY
BALHAM FOREST HILL Bexley
WEST NORWOOD Sidcup
Chislehurst
Mitcham Bromisy
Thorntan Swanl
Morden Heath G
S wooD

b End: Crockenhill

Croydon i Orpil

Wickham rpington
Close

P - Thu 10 May

O
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London Charing
Cross (CHX)
Orpington (ORP)
Leaves at: 23:45

Arrives at: 00:10

Duratiom:  25m
Changes: 0

@ Times are changing! Southeastern's new
timetable starts on Sunday 20 May - This sees
major changes and new journey opportunities for
many stations, including the introduction of
Thameslink services for some stations. Don't get
caught out - make sure you check how your
journey will change using the journey

planner. More info (%

Train facilities

]

First Class

https://ticket.southernrailway.com/journeys-grid/CHX/ORP/2018-05-10T23:45//1/0/

=]
T12 checks - Google Sheets.. & Joumney Planner - Trains Times .. & National Rail Enquiries - Future.. €& Journey Planner - National Rail.. @ London Charing Cross(CHX) to ..

Engineering work will be taking place at a number of locations across the Southern network over the Bank Holiday weekend, including no di
London and Brighton due to engineering work in the Gatwick Airport area on Sunday 6 and Monday 7 May 2018.

Changes are not currently shown in the Journey Planner, please check back nearer to the time of travel.

London Charing Cross(CHX) to Orpington(ORP)

A1 1 Adult @R No Railcards 4 Change journey details

Outward Thu 10 May 2018

< Earlier Later >
CHX CHX CHX
23:45 00:05 00:09
3 ORP ORP ORP
il 00:10 00:42 00:54
+~ | Standard 25m 37m 45m
On time Ontime On time
First Class Direct Direct Changes 1
o CHEAPEST
Anytime Standard ‘ ‘ ‘
Fully flexible, for travel at any
time of day o O O
£7.20 £7.20 £7.20
from £7.20
@ More info

+ Add return
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Clicking on the yellow triangle revealed:

A Dagenha | London Charing
Cross (CHX)
2 : Ra .
g:z:.s Lendon Charing PR 4 Orpl ﬂgtO n (ORP)
| o _ CANARY WHARF &
KENSINGT QT e, S P
WESTMINSTER Rivet Leaves at: 23:45
WOOLWICH Arrives at: 0010
Erith Duration: 25m
[N Changes: 0
BRIXTON Welling @ Times are changing! Southeastern’'s new
Dulwich Bexleyheath timetable starts on Sunday 20 May - This sees
Village RAILWAY major changes and new journey opportunities for
BALHAM FOREST HILL Bexley. many stations, including the introduction of
Thameslink services for some stations. Don't get
S e ST Sidoup caught out - make sure you check how your
\LEDON journey will change using the journey
Chislehurst planner. More info (3
S Bromley
Mitcham
Morden (roron Swanle  Train facilities
s Woon
End: Grockenhill 1]
Croydon Wivglfrf:; = Orpington First Class \
Close
Similarly, on both Trainline and Red Spotted Hanky there was no indication that
engineering works would be disrupting services:
GBP = Businesstra

trainline

Your search: London Cannon Street to Orpington - Single journey - 1 adult - Add a railcard -

out
Thu 10th May 2018

London Cannon Street (Cs7) o

Orpington (ORP)
< Earlier Later >
osT ST
23:49 | 23:56
4 y
ORP ORP
00:24 | 00:42
35m ABm
Ochanges | 1change
Anytime Day Single
S
Travel any time of day. © O
£7.20 £7.20

+ Add areturn
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Your Booking

o Select Tickets & Times 2 | Adding Options 3 | Delivery Options 4  Payment 5 Confirmation

B Booking Summary
— =
Detailed View & Calendar View ¢ Lowest Fare Finder i Amend Search

£0.00

Sign in / Register fo use
Quick By
& Frevious Day Thu 10th May 2018 Next Day “' Vuy .
(7] What is this

Confinue

Journey 1 £0.00

aEarIier

Lt Clans Standard Rtn  1stReturn

Depart Arrive Duration Changes Standard Single Single R e il

csT ORP

2349 0024 = @ Outward
csT ORP 1 Please select an outward ticket

2356  00:42 0

il
csT ORP

00:39 0131

BLater

Detailed View i Calendar View

Transport Focus comment:

While we understand that in this instance the engineering works were arranged at
short notice, passengers should still be warned that the journey planning results they
are being given are inaccurate. The fact that information on the cancellations is
available in a separate area of the NRE website would suggest that at the very least
there should be a yellow warning triangle set against the impacted journeys.
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