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The key points to take away

Passengers are aware of almost all the improvements begun at Waverley station and the most commonly
recognised improvements (the new roof and floor surfaces) have made a positive impact on passengers’
experience of the station

There is further room for improvement, even where improvements had been noticed and especially where
getting around the station and finding your way around the station are concerned

Signage
___ Particularly problematic for business

Access passengers and commuters

The main issues relate to accessing (and access between) platforms, and understanding the platform numbering
system rather than issues with the main concourse. This can be overcome with clearer signage that passengers
can see and use quickly whilst getting to their train

Some passengers, feel let down by the provision of information particularly at times of disruption. There is room
for improvement where the helpfulness of staff is concerned and the clarity of announcements made over the
tannoy
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Methodology

Fieldwork: October and November

Paper self-completion questionnaire

Interviewers located throughout Waverley
station, instructed to spend periods of time at
each entrance and also across the different
platforms over the course of a day (from 7am

to 10pm)
o °
. . = X}
Targeting business passengers, commuters, ' "‘Q =d D}'
leisure travellers and visitors e
Business = Commuter Leisure Visitor
98 157 400 15
Achieved a good demographic spread including
10% of respondents reporting a disability
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Passengers responding to the survey reflected actual usage of the station by
journey-type and frequency

Frequency of travel through Waverley
Type of passenger station

= i i

£ MT WTF S §

jd 60% v 44%
Leisure
. i |
MT WTF S §
v 33%
Business

F, S

°
MT WT s
‘R AN 52%
S
W MG
Commuter e

Q1 Typically, how often do you use Waverley station? (If you travel into and out of Waverley station in any one day, please count this as one occasion).
Base: All respondents (671)
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There is a good mix of passengers according to whether they starting or ending
their journey or interchanging

The first station | Where I caught a The final station on my
departed from connecting train journey
— —— AN
- — = ®
s 3
g N : I
3 .
g
2 [ ] [ ] Y
5 x) )
% =y k=jd
S 3 i
2 Le'i‘” Le%:re Commuter
Business Business

Q6 When you arrived at Waverley station today, what stage was this in your rail journey? Base: All respondents (652)
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Improvements Noticed
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Users of Waverley Station have noticed many of the latest improvements —
those which have been most readily noticed were also the aspects making the
most positive impact on the passenger experience

Top 5 improvements making a
Top 5 improvements noticed positive impact (of those that had

noticed them):

@~
The overall look- ’ o
Floor surface(s) ' 16%

Station lighting 32% ’
20%

Signs showing when
0
trains will arrive 28% @ 15%

Q27 Please indicate any improvements you have noticed in the following areas at Waverley Station within the last 6 months and which three improvements
have had the biggest positive impact. Base: All respondents who noticed improvements (465); Improvements making the most positive impact: (357)
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There are a number of improvements that have not yet been noticed by
passengers, and these are not yet having a positive impact. However, many of
these improvements are still a work-in-progress

Improvements making a
positive impact:

A | Waiting room 2%

Under construction!

Bottom 5 improvements noticed:

Security 5 3%
cameras ] °
Car-parking 2%

Interactive help
point

Escalators and Iifts[ I 1%

Q27 Please indicate any improvements you have noticed in the following areas at Waverley Station within the last 6 months and which three improvements
have had the biggest positive impact. Base: All respondents who noticed improvements (465); Improvements making the most positive impact: (357)

3%
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There is room for further improvement for some passengers

19% of passengers had noticed

| | improvements to the ease of 20% were still dissatisfied getting
= /2 interchanging between between trains
platforms

This compares with an average of ~
8 21%

16% of passengers had noticed
improvements to signage
showing directions around the
station

15% were still dissatisfied with
ease of finding their way around
the station

This compares with an average of *
14%
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Priorities for improvement
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Passengers’ priorities relate to provision of information and
navigation around the station

Top priorities for

Number of times mentionedas Groups most likely to select 1
‘most important’ to be improved these improvements as most

improvement : o
P out of a maximum of 5 important

Real-time
@ | omuenson | — 26
train times/platforms .
< Information during
l@ times of disruption = 18
' Ease of finding your
way around the = 1.4
‘ station
Ease of getti_ng = 1.1 Ticket buying facilities
between trains was the fourth item in need
s facil ( of improvement for
tation facilities (e.g.
° Departures: 1.1
toilets/waiting E 0.8 P
areas/cash machines)

Q5 In order to understand different priorities, we have grouped together a number of areas which could be improved at Waverley station. In each group,
please tick the box for the option which you consider ‘most important’ and then for the option you consider ‘least important’. Base: All respondents (588-
620)
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Passengers’ interaction with the station infrastructure itself does not raise
any significant priorities

S |

Range of
retail/catering
facilities

Interconnections
with other forms of
transport

Layout of main
concourse

Ticket buying
facilities

Cleanliness and
maintenance of
platforms

EDD[H

2.8

13

1.2 |:|1.4

Q5 In order to understand different priorities, we have grouped together a number of areas which could be improved at Waverley station. In each group,
please tick the box for the option which you consider ‘most important’ and then for the option you consider ‘least important’. Base: All respondents (588-

620)

(B CHIME
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Overall Satisfaction
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Overall, passengers are most satisfied with the availability of real-time
information and the cleanliness of the station, with leisure passengers
consistently most likely to be satisfied

I‘ Top 5 satisfaction

Real-time S
information about 81%
train times/platforms Leisure Commuter
& Cleanliness and S 2 ° *
/ﬁ maintenance of {7 ——> I;El‘ R
platforms 83% 83%
Business passengers
; Facilities and services Rl ° consistently tend to be
at Waﬁerley Station 74% > ﬂ less satisfied than their
¢ overa 78% ‘commuter’ and ‘leisure’

—— counterparts
Station staff 66% > °
— & X
68% 68%
Layout of main

Q4 . Thinking about the following at Waverley station, how satisfied are you with each of them? Base: All respondents (653-662)

Cl

fx
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Navigation around the station and station facilities are the areas passengers are
most dissatisfied with

’l Top 5 Dissatisfaction

—> Ease of finding your
4— way around the o/ —>
station
0,
30% Navigation was an issue for
Ease of getting o o .
E between trains 21% —_— “ bus"‘esr:,palsselngers
particularly
) - 28%
o o Station facilities (e.g.
|I| * toilets/waiting
areas/cash machines) Convenience and having
) information readily
_ Layout of main J . .
BRI (oncourse gy —> available was an issue for
20% commuters particularly

- Information during

o
@ times of disruption iy —> R

N

41%

Q4 . Thinking about the following at Waverley station, how satisfied are you with each of them? Base: All respondents (653-662)
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O Food outlets and cash points U Toilets O Access
O Ticket purchasing U Information Services O Signage
O Station staff O Disruption
O Luggage
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e U Food outlets and cash points
o O Ticket purchasing
e q U Station staff
O Luggage
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Satisfaction with food outlets and cash
of concern amongst passengers

m Very Satisfied ™ Fairly Satisfied
® Neither Satisfied Nor Dissatisfied # Fairly Dissatisfied
M Very Dissatisfied ® Have never used

B Don’t Know

L]
@ Leisure

o
‘R Commuter

i Business

«* Younger passengers are more satisfied with the
selection of food outlets, with 74% of 25-34 year

olds ‘satisfied”

Q14. Suitability of refreshment & food outlets for the whole family — Base 662

points did not highlight any areas *Ql

W Very Satisfied W Fairly Satisfied
W Neither Satisfied Nor Dissatisfied & Fairly Dissatisfied
m Very Dissatisfied m Have never used

m Don’t Know

Leisure

B

Commuter

X
* Business

<+ Younger passengers are also more satisfied than
older passengers with the access to cash machines
(74% of 25-34 year olds ‘satisfied’)

. Q14. Access to cash points — Base 652
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Information about tickets is generally perceived to be sa
do if the ticket office is closed

Bought and collected
from a self-service @ @ @

ticket machine

In the travel @ @ @
shop/travel centre

service machine

Pre-ordered online @ . @
and delivered in

advance

Q17. Information on what to do if the ticket office is closed or the ticket machi
Q11 How did you purchase the train ticket you are using today? Base: 625

Commuters are the group most likely to buy tickets in the station itself

tisfactory, although it is not clear to passengers what to
or machines are not working

M Very Satisfied W Fairly Satisfied
B Neither Satisfied Nor Dissatisfied i Fairly Dissatisfied
M Very Dissatisfied M Don’t Know/not relevant

I have confidence that |

Information on
where to buy your
tickets

‘have bought the
correct ticket for my
Jjourney

Pre-ordered online - - Information on what to
collected from a self- 2 do if the ticket
office is closed or ticket

machine isn’t working

Of those who had an
opinion, 30% were
satisfied and 31%
were dissatisfied

ne is not working/ (658), Information on where to buy your tickets (660)
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There is a call to retain the ability to purchase tickets throughout the q
station

| Strongly Agree H Agree

W Neither Agree nor Disagree # Disagree

m Strongly Disagree m Don’t Know/not relevant

I know where to buy my tickets

¥
¥
T

4
Ticket purchasing facilities should i 74% of Peak |
be in the main concourse ! passengers agree™ |
.
Points for purchasing tickets should
be located at each entrance
. it H .
S R — P
: agree : q‘ most likely not to
1
Je e H

supply an opinion
(6% and 10%)

Q12 | have confidence that | have bought the correct ticket for my journey (651); | know where to buy my tickets (644); Ticket purchasing facilities
should be in the main concourse (641); Points for purchasing tickets should be located at each entrance (642)
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Would like to see the information point with more
staff at busy times. Also ScotRail office can only be
accessed through turnstiles on platform 14. This
makes it difficult to access as you have to explain to
staff that you don't have a ticket to go through the
turnstile. Could this be relocated more centrally? —
Business passenger

Put 1 or 2 ticket machines at Market
Street entrance. — Business passenger

More encouragement of public to use machines for
same day, single ticket travel. So many people still
use ticket desks for it. Means there is always a
queue. - Commuter
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Availability of staff

Staff (where used) consistently received high levels of satisfaction, @
although commuters were more likely than other passengers to be “
dissatisfied

S mmmmmmmmmm -

| Very Satisfied ™ Fairly Satisfied 1 o :

® Neither Satisfied Nor Dissatisfied # Fairly Dissatisfied : ‘R commUters :

M Very Dissatisfied H Don’t Know 1 1

| % Satisfied % Dissatisfied |

H Not applicable 1 |

! 1

Attitude and ! 1

67 15

helpfulness of staff : :

! 1

Knowledge of staff : :

! 1

! 1

! 1

Helpfulness if you
have a disability

Of those who supplied an opinion:
sx=a=2s2d 60% were satisfied
6% were dissatisfied

"
-
&
u;

Q15 Availability of staff (661); Attitude and helpfulness of staff (661); Knowledge of staff (661); Helpfulness if you have a disability (639)

Passenger Focus: Edinburgh Waverley Station Research — CIE Debrief ”
First¥§ Network Rail 3
@mu © Chime Insight & Engagement 2013 o NP vesenpertons
23

In terms of staff improvements, availability and visibility of staff were
the key improvements spontaneously raised

-0l

Improvements that could be made

to staffing (% spontaneous Wieiie Sid, €ive diam e

information in times of disruption.

mentions) Have sometimes found | know
more than they do as have
More staff at hand )
el 28 received text update from TOC. -
to assist in times of e —-
disruption
. = More customer service training for the [member of
Keep investing in 14 staff] who reduced me to tears when and | was
staff training trying to get help quickly [...] | only wanted to

know if my ticket was valid for the next train which
I would have also missed if queuing - why could he
Staff more visible 13 just not tell me instead of shouting at me?
Contrast this with the charming elderly Scotrail
customer service man who answered my question,
No further sorted out my ticket, sat me down with a cup of

. /-
improvements 12 tea AND escorted me to my platform! - Commuter

More staff! Very difficult to find help if needed. —
Business passenger

Availability of staff (661); Attitude and helpfulness of staff (661), Knowledge of staff (661), Helpfulness if you have a disability (639)
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Passengers find it easy to move around the station with luggage. A ﬂ

minority use the left-luggage service — which is seen by some to be

expensive
| Very Satisfied M Fairly Satisfied
W Neither Satisfied Nor Dissatisfied # Fairly Dissatisfied
W Very Dissatisfied  Don’t Know
M Not applicable
=)
Getting around the -
station with luggage T 61y of Leisure
passengers
were satisfied

Customer service at the
left-luggage desk

Of those who supplied an opinion:
52% were satisfied
20% were dissatisfied

Q25 How satisfied are you with the following? Getting around the station with your luggage (651), Customer service at the left luggage desk (640)
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¢ IMPROVEMENTS FOR PASSENGERS WITH Left luggage HUGELY expensive - much

:  LUGGAGE (% SPONTANEOUS RESPONSES) : more so than Glasgow QS. Last time | had

: heavy luggage at Waverley | took it to the

" National Gallery and left it in lockers for £1.

. I'll do the same again. — Business passenger

. Left luggage is too expensive 17% :

:  More escalators / working Some of the escalators have been out of

. escalators 13% - use which have resulted in customers

. carrying on stairs. Better signage for lifts or

station staff pointing to lifts? - Commuter

. More lifts / working lifts :

: ifts / g lift S -

More information 9% Though | haven't used it, | note that the

C - left luggage is in a rather out of the way

= o location. — Business passenger

Q26 Can you think of any ways to improve the station for passengers with luggage? (168)
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O Toilets

o o
w @ @ Q Information services
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Overall toilets were rated highly (particularly by leisure passengers) s 2
however availability of toilets saw higher levels of dissatisfaction w *

M Very Satisfied M Fairly Satisfied

)
B Neither Satisfied Nor Dissatisfied & Fairly Dissatisfied £ i
L4 Leisure
M Very Dissatisfied M Have never used

% Dissatisfied % Satisfied

B Don’t Know

Cleanliness of toilets 8 56
Signage for toilets 10 52
Location of toilets 12 50

Availability of toilets

Accessibility of disabled toilets

Of those who supplied an opinion: 36% of those with a
42% were satisfied (/ disability were dissatisfied
11% were dissatisfied with availability of toilets

Q13 Cleanliness of toilets (662), Signage for toilets (659), Location of toilets (662), Availability of toilets (660), Accessibility of disabled toilets (637)
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Passengers’ need for readily available information came through in their (:.)

dissatisfaction with information services - commuters and interchangers
generally being most dissatisfied

Some passenger types
W Very satisfied H Fairly satisfied — infr:)rmatiin Seyr'\)/ices
M Neither satisfied nor dissatisfied ~ # Fairly dissatisfied N
M Very dissatisfied  Don't know/not relevant negatively

Commuters: 12%

Visibility of information screens
Daily

Helpfulness of information screens

Daily

Daily
passengers: 5

The help available at the
information desk

68% were satisfied

Local area information e.g. places 50% were satisfied

of interest, maps
Q17 Electronic departure boards (662), Visibility of information screens (662), Hel
654), Ease of hearing announcements (663), The help available at the information desk (657), Local area information (653)

Interchangers: 12%

passengers: 14%

passengers: 30%

10% were dissatisfi

8% were dissatisfied

ss of information screens (660), Content of speaker announcements

4%

ied

Passenger Focus: Edinburgh Waverley Station Research — CIE Debrief
Netwark Rail
@m_..u. © Chime Insight & Engagement 2013 First Mg puvenie
29

focus 4 &

O Access
QO Signage
O Disruption

D
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Most commonly, station users arrive and leave the station by foot and I °
are generally satisfied with the facilities available. Passengers using the 1.
car park and bike facilities show lower levels of satisfaction

@ « Signage on approach/leaving (68% satisfied and 12% dissatisfied)

20% dissatisfied)

- -
P A4
e Ease of drop off by car tisfied arlm“'satisfied)

£ e Taxi availability at the ESW dissatisfied)

* Ease of access to car park {25% satisfied and 25% dissatisfied)

K| * Location of the bicycle parki iliti satisfied and 8%
dissatisfied)

10a by bike (65-66), Q10b dropped off (127-130), Q10c by car (70-130), Q10d by bus (225), Q10e by taxi (166), Q10f by foot (424-443)
Passenger Focus: Edinburgh Waverley Station Research — CIE Debrief
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Access between platforms and platform signage were issues for some I-oi
respondents. Getting around from the main concourse also showed

dissatisfaction amongst passengers

B Very easy ™ Fairly easy
m Neither easy nor difficult & Fairly difficult
m Very difficult m Don't know/not relevant

Getting from the main
concourse to the platforms

No significant differences
between respondent
subgroups

Getting from one platform
to another

Understanding the
platform numbering
system

There were no concerns raised by peak passengers versus off-peak

Q21 Getting from the main concourse to the platforms (658), Getting from one platform to another {657}, Understanding the platform numbering system
(661).
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H

IMPROVEMENTS TO GETTING AROUND THE
STATION (% SPONTANEOUS RESPONSES)

Some of the high number platforms are not
signed very well, an arrow pointing up or
diagonally is not always easy to interpret and
a sign like "1-3, 5-7 (arrow left), 4, 10, 18,
(arrow diagonally right) is hard to find your
platform number on. Also platforms like 2H,
where's that? — Commuter

No improvements needed

Clearer signage (inside and

outside) 16% Any platform tha't is requiring
you to use the bridge to get to
the other one is very badly
signposted. — Leisure
Working escalators 10%
Imp rove-d bus links and Platform 10. Escalators were out of
connections 7%

service. Little or no signage to indicate
alternative route. — Business passenger

FUEEEEEEEEEEEEEEEEEEEEAREEEsEEsEEEEEEEEsEsEsEEEEEsEEEREES

Q22 If you answered ‘very difficult or ‘fairly difficult’ for any of the areas at Q21, please explain which platform/s you were using and what
your concerns are? (174)
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Improvements to signage will improve some passengers’ navigation and e
speed of getting around the station
M Strongly agree W Agree Some passenger types rated
B Neither agree nor disagree @ Disagree information services
B Strongly disagree m Don't know/not relevant negatively

Commuters: 23%
Interchangers: 25%
65+: 25%

~Platform number signs are
Eq&'ﬂl‘ to understand
e

~ “Sighsto platforms are |
! clearly visible |

Commuters: 30%
Interchangers: 40%

Signs telling you how to
get around the station are

e B o ol

r facilities are
clearly visible

Commuters: 25%
Business passengers: 25%
Interchangers: 31%

Commuters: 22%
Interchangers: 25%
65+:21%

Signs telling you to get

around the station are in

‘“”W‘H ‘i‘me right place

Q19 Platformhumbersigns are easy to understand (659), Signs to platforms are clearly visible (660), Signs telling you how to get around the station
are easy to follow (657), Signs for facilities are clearly visible (660), Signs telling you to get around the station are in the right place (660)
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It takes quite a while to understand the
IMPROVEMENTS TO SIGNAGE (% . platform numbering - 19/2 for example.
SPONTANEOUS RESPONSES) . Maybe colour coding would help? -
Commuter
:  Larger print/clearer 17%
i platform numbers s
Improvements to visibility and clarity of
o signs for platform locations. Waverley is
:  Platform numbers are 13% : not a neat, tidy station. the platforms
:  confusing are 'scattered' around - Business
H passenger
: ) 13% :
i More signs/maps :
Visual maps of station layouts with
:  Signs are hard to follow 12% . platforms indicated. Signage is hard to
£ fathom when station is busy or there is a
A T O O S i rush to catch a train - not easy to plan
whole route to platform before setting off.
— Leisure passenger
Passenger Focus: Edinburgh Waverley Station Research — CIE Debrief 2
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Commuters were more dissatisfied than other groups with the handling C;)
of unplanned disruption

W Very satisfied I Fairly satisfied
B Neither satisfied nor dissatisfied ## Fairly dissatisfied
W Very dissatisfied m Don't know/not relevant
Information provided by the 42%
staff
Ability to find station staff 31%
Information provided on the o
information screens 51%
Information from
announcements 52%
Overall handling of
50%

unplanned disruption

Staff were sent to the floor to appease people and had no live real time information which
only led to increased tension. Staff dealt with it well but were unable to reduce stress as
were not provided with walkie talkie to give them up to date info. - Commuter

Q23 If you have experienced delays or cancellations you were not warned about in advance (e.g. train or line problems or weather related) at Waverley
station how satisfied are you with the following? Information provided by the staff (301), Ability to find station staff (308), Information provided on the
information screens (314), Information from announcements (317), Overall handling of unplanned disruption (309). Q24 If you answered ‘very

dissatisfied’ or ‘fairly dissatisfied’ for any of these, please suggest how you feel unplanned disruption could be better handled at Waverley station? (133)
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Setting the priorities
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The commuter
Key priority:

Information during times of disruption

Uses the station everyday and needs information
instantaneously

Interaction with the station is much more
intimate, from ticket purchasing to use of station
staff

This means this group wants the station to work
as conveniently as possible, with ticket
purchasing available at all entrances and
information close to hand

For this group, the things to watch are ensuring
platforms are clearly numbered so they can find
their way; helping them get from one train to
another; and supporting them when travel is
disrupted
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The business passenger

Key priority:
Ease of finding your way around the station

A less frequent user but consistently more
dissatisfied overall with facilities at the station
than other groups

Experience of the station is infrequent and brief,
meaning they are unfamiliar with the facilities
available and also the improvements underway

For this group, signage and helping them find
their way around the station is key, as they are
least satisfied with the layout of the main
concourse and report problems with navigation
with signage as it stands
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The leisure passenger

Key priority:
Access (particularly when interchanging)

A less frequent user but likely to be satisfied with
almost all aspects of their experience of the
<) N station

h

More likely to be aged over 65 and also to be
interchangers, so their dissatisfaction creeps in
where accessibility around the station and
getting from one platform to another is
concerned, as well as signage
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The key points to take away

Passengers are aware of almost all the improvements begun at Waverley station and the most commonly
recognised improvements (the new roof and floor surfaces) have made a positive impact on passengers’
experience of the station

There is further room for improvement, even where improvements had been noticed and especially where
getting around the station and finding your way around the station are concerned

Signage
___ Particularly problematic for business

Access passengers and commuters

The main issues relate to accessing (and access between) platforms, and understanding the platform numbering
system rather than issues with the main concourse. This can be overcome with clearer signage that passengers
can see and use quickly whilst getting to their train

Some passengers, feel let down by the provision of information particularly at times of disruption. There is room
for improvement where the helpfulness of staff is concerned and the clarity of announcements made over the
tannoy
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Thank you

Neil Russell, Research Director
nrussell@opinionleader.co.uk

Nicola Blythe, Senior Research Executive,

nblythe@opinionleader.co.uk
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Appendix
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A good spread of respondents across various demographic groups

Employment Status Gender

m Winrking full time:
= Working part time 56%
= N warki g esking 44%

work -
W Haot warking a nd nat

areling wnrk
m Rehmd

Full thne student

Disability
Age Grou
8o BIouP 10%
M
mobility
issues (4%)
Ethnicity
White —>98%
Mixed —> 1%
16-24 25-34 3544 4554 5559  60-64 65+ Asian/Asian British > 1%
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Most commonly, station users arrive and leave the station by foot and I °
are generally satisfied with the facilities available. Passengers using the 1.
car pari and bike facilities show lower levels of satisfaction

dissatisfied)

@ * Most satisfied with ease of access to station entrance on foot (85% satisfied and 7%
« Least satisfied with signage on approach/leaving (68% satisfied and 12% dissatisfied)

¢ Ahigher degree of negative arding the location of the bus stop in relation to

the station (62% satisfied an satisfied) .
ied and 6%

@ * Generally satisfied with taxi at the stati
dissatisfied)

« Satisfaction overall lower, althk h area with highest level of satisfaction was security
and lighting in waiting area for passengers (50% satisfied and 10% dissatisfied)
« Satisfaction lowest with ease of access to car park (25% satisfied and 25% dissatisfied)

¢ Security of the bicycle parking facilities (15% satisfied
concern but still a low level of satisfaction overall :
« Location of the bicycle parking facilities (9% satisfied and 8% dissatisfied) in need of
some work

3% dissatisfied) of least

<A

10a by bike (65-66), Q10b dropped off (127-130), Q10c by car (70-130), Q10d by bus (225), Q10e by taxi (166), Q10f by foot (424-443)
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