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Background
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= A new rail franchise - Govia Thameslink Railway (GTR) — launched on 14t September to operate the
service provided on the Thameslink and Great Northern routes. GTR will also start to operate the
Southern route from July 2015

= Part of Passenger Focus's role is to establish customer aspirations for franchises and to assess if
Train Operating Companies (TOCs) are adhering to best practice. Previous research projects
including Passenger Power! have highlighted that consumers want to be better informed about the
franchise process and specifically, how successful bidders perform on the promises they make when
bidding

= New franchises (or franchise renewals) are now required to issue a Customer Report
upon commencement of their contract and provide updates on this on at least an annual
basis. GTR was the first new franchise required to issue such a report

= Given the above, Passenger Focus wanted to undertake research to obtain passenger
feedback on the Customer Report issued by GTR in order to establish the extent to
which these reports meet passengers’ expectations in terms of both content and format

= The research into experiences of travelling on GTR and feedback on their Customer
Report was the first part of a two stage project. Similar research will be conducted with
c2c who operate the line from Fenchurch street out to Southend and Essex.




Objectives
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The overall aim of the research was to collect passenger feedback on the Customer Report issued by new
franchisees, to assess if the reports were in line with expectations and as such, help establish what constitutes
best practice in terms of Customer Reports for other TOCs in the future

The specific objectives of the research were as follows:

Understand passengers’ use and experience of the railways under the existing franchises, their
frustrations and their aspirations for the future

Explore passengers’ awareness of the franchising process and its outcomes in their area

Assess passengers’ exposure to any communications regarding the new franchisees and their
commitments under the new franchises

Obtain passengers’ feedback on the new Customer Reports including their availability, presentation,
content and credibility

Obtain passengers’ reactions to the franchisees’ commitments and the extent to which these meet
passengers’ expectations

Explore how passengers wish to be updated regarding the franchisees’ progress in fulfilling their
commitments and how they should be held to account for any shortcomings

Gauge the potential impact of Customer Reports and the franchisees’ commitments on passengers’
perceptions of their relationship with and trust in the operators.




Methodology

Qualitative focus groups were conducted amongst Great Northern, Thameslink and Southern

passengers

Great Northern &

Thameslink

= 6 x 2 hour focus groups
= 2 x Great Northern
= 2 x Thameslink South
= 2 x Thameslink North
= Amongst commuters and business/leisure
= 5 of the focus groups took place in London
and one in Stevenage, in order to sample
the Great Northern passengers using the
route from King's Lynn/Peterborough to
Stevenage

2 x 2.5 hour focus groups

Amongst commuters and business/leisure
passengers

One focus group took place in London
(Commuters) in order to sample passengers
using the Brighton Mainline into London
Victoria. The other took place in Brighton to
sample business/leisure passengers using the
Coastway lines

= Great Northern, Thameslink and Southern passengers were asked to read the Customer Report issued by
GTR and complete a task exercise on it. This was to ensure that respondents read the report in sufficient
detail that they were able to critique it and suggest improvements.



Research Schedule

= The complete, detailed schedule of focus groups:

GROUP GROUP CONSUMER
TOC USED DEMOGRAPHICS DATE
[\\[o LOCATION TYPE

1 . London Commuter Older, ABC1 23/10

Thameslink

North . .
2 London Business/Leisure Younger, C1C2D 16/10
3 Thameslink London Commuter Younger, ABC1 29/10
4 south London Business/Leisure Older, C1C2D 23/10
5 Stevenage Business/Leisure Younger, C1C2D 29/10
Great Northern
6 London Commuter Older, ABC1 16/10
7 London Commuter Younger, ABC1 30/10
Southern

8 Brighton Business/Leisure Older, C1C2D 30/10

= It is important to note the date of when the groups took place; very soon after GTR took control of the
network. This meant that passengers had limited time to become aware of GTR, and GTR themselves had
little time to make any significant changes to the rolling stock, infrastructure etc.
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Experiences of travelling in line with previous research

Usual frustrations are voiced when passengers are asked about travelling
“Inflation and prices, it’s ju}

on the railways
For commuters cost, overcrowding and disruption are most cited completely above ’hﬂ‘iﬁo”'
For business/leisure passengers also a focus on the lack of facilities yo;// m‘g/gi;ansma/ﬁr/o/{zay
and staff, at the station and on-board the train t/t/i:/z‘ /hucrea.fesy/%re ;‘?han
that.”
As expected, travelling during peak-hours is considered Southern, Commuter,
significantly more trying Younger /
High cost to travel not matched by a reliable or comfortable
service

Frustrations consistent across operator, albeit some variation in

level
In particular, Southern and Thameslink South commuters

into London feel that they receive a ‘raw deal’
Disruption and over-crowding more prevalent
compared to northern counterparts.

“But if you go to a small station there is nothing.
The train at Sutton Common where I go from, if you
get off the train, you're the only person getting off

and it’s dark, it’s not very safe.”
Thameslink South, Business/Leisure, Older




Experiences relatively consistent across lines

*  Commuters suffer significant disruption and delays
during peak hours

*  Business/Leisure point to lack of staff at the station and
on-board the train

e Lack of facilities e.g. ticket purchasing, food and drink
outlets

Thameslink

SOUTHERN

» Southern passengers particularly dissatisfied with the
service

» Disruption almost a daily issue

* Chances of getting a seat "non-existent”

» Service feels like it is “getting worse year on year”

* Passengers feel the service is substandard compared to
other operators they use in the region (First Great
Western and Thameslink)

ISSUES EXPERIENCED BY ALL

Disruption and delays
»  Cost to travel not reflected by service received
Overcrowding
e Lack of facilities at station and on-board the
train
e Lack of staff at station and on board the train to
ask for assistance

Business/Leisure passengers largely content with service
Commuters significantly more disgruntled due to
overcrowding and a lack of seating during peak hours
Feeling of insecurity, particularly at night

Stations particularly spartan — no food/drink outlets

\

Overcrowding and lack of seating, even when boarding
further up the line e.g. St. Albans

Lack of information during off-peak times (because of a
lack of staff).

Thameslink

Great Northern



Overcrowding, disruption and cost of travel causes most X
dissatisfaction. Southern and Thameslink South score lowest
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Passengers were asked to rank on a scale of 1-10 the extent to which they agreed or disagreed Thameslink Thameslink Great
with each of the following statements (L=completely disagree, 10= completely agree). In the case Southern South North - Northern

of Thameslink and Great Northern, Passengers were asked about their experiences of travelling
with the previous operator (First Capital Connect), rather than GTR.

The train has rarely been over crowded and | could usually get a seat

My service has often been delayed or suffered disruption

Uo!ne;snesslp 1SON

I think that the amount that | paid for my train ticket was reasonable

There has been a good choice of shops and food outlets at the station
There has been staff on board the train to help me out with my journey if needed

There has always been staff at the station to help me out with my journey if needed

It has been easy to find out information about my train at the station
The trains ran frequently enough to meet my needs

Easy to find out anything | wanted to know about the company that operated my service - -~~~ -~
When there has been disruption to my service, | have been kept updated about the situation. -~ - - -~

| found the number of tickets that | could purchase for travel confusing

UOIDBJSIIESSIP 557

The train has been maintained to a good standard and was clean
Whenever | consulted a member of staff for assistance they have always been happytohelp. ... ..

| felt that the train operator treated me as a valued customer

Base: Southern - 18, Thameslink South — 17, Thameslink North — 17, Great Northern — 18




Cheaper ticket prices and better reliability most desired
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Passengers were asked to allocate 100 points across five
key areas for improvement. They were required to award

Given passengers’ feedback on experiences, there is little
surprise what they desire most in terms of improvements the highest number of points to the area which they felt
needed most improvement

MOSZ‘ desired (average number of points allocated) Least desired
£ ‘ ////
Cheaper tickets and  Reliability and N Frequent services More carriages L/ Cleaner trains
no price increases punctuality (26/100) AN N and more trains and less crowded o - and stations
(28/100) S~o _(17/100) trains (17/1 00) _- (10/100)

=~ —_—
~ —
- —

Although there was some variance, the overall
trend that passengers desired in terms of
. priorities was consistent across Commuters,
Cost of travel considered: Business & Leisure passengers.
Disproportionate against wages
Disproportionate compared to other countries

Yearly increases above inflation /-”The money is going up, but the service /.Sgo/.?

down, but they've kind of got us because how
else can you get to work? And it’s like they

Reliable and punctual service considered the

minimum requirement to achieving value for money know that, so they just think oh we will just keep
In addition, dissatisfaction with how charging.”
K disruption is communicated. / . >outhern Commuter, Younger — __J
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What do passengers know about rail franchising?
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= Knowledge of the rail franchise process is vague and often confused

= Any understanding is informed by:
= The media (particularly the Virgin trains West Coast route ‘debacle’ in 2012)
= Other industries that run franchise models e.g. fast-food chains

 Different train companies operate different parts of * Criteria for winning

the network
 Different operators of infrastructure and trains
» TOCs have to bid against other TOCs to run the
service on the line
» Government are involved “in some way”
» TOCs have some kind of criteria to meet

“Tthink I just read about it in the paper, I didnt
know much about it I was just aware that
things were going to change at that time. It
certainly wasn't well publicised.”
Great Northern, Business/Leisure, Older

» Who decides who wins the bid

* Length of contract

» Names of TOCs (other than the one they use)

* How many franchise contracts are available

» That passengers have some input in franchise process
* TOCs receive subsidy from the government to run the

franchise/or pay them.

T know there’s a contract and there’s service levels and\
there’s milestones where they are reassessed, and the
contract can be pulled. ButIdon’t know the criteria for
getting the contract whether it is just the lowest bid, or if it is
value for money.”
Great Northern, Business/Leisure, Older




Little knowledge about the new GTR franchise

Thameslink

< S SOUTHERN
In late October, few claimed to have noticed the One or two business/leisure with some
change in operator recollection of hearing about change
A few had picked up from local media Commuters had no knowledge
One or two from Nor did they have any knowledge of Govia or
Purchasing tickets from TVMs GTR
Via the website Passengers are aware of Thameslink

None could recall any change to the
service, appearance of trains/staff or

‘T was trying to find out train times, or ticket pf/'ce,[\

S€€Ing any Commgnlcatlon about the can't remember which one it was, and it said that from

change at the station e.g. customer the 14th September, it would no longer be run by First

report, posters, announcements Capital Connect, I think that was all it said, there
However, the timing of the research has to be wasn't much more information than that.”

taken into account here Thameslink North, Commuter, Older

Commuters unsurprised that they had not heard about the franchise change
Repeating the same journey ten times a week, surroundings become a blur
And indifferent towards the change - travelling is a means to an end
Business/Leisure passengers more interested in knowing about the change
More information could help in building a relationship.
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Initial reactions towards connections

Passengers approve of the notion of Customer Reports
Increase in transparency considered predominant benefit

However, an element of surprise that it has been produced in the first place
Passengers unaccustomed to the train companies being transparent about their plans
Albeit an assumption that they will have been ‘made’ to produce it as part of the terms of the
franchise

Surprise about the content, substance and delivery of the report
GTR seen as very open and honest about what they plan to do to tackle issues
Passengers impressed by the degree of effort that has gone into producing, and ensuring customer
friendliness

connections, on the whole, is viewed as a good first attempt
GTR praised for what they have produced

However, because of its overall presentation and delivery, passengers
suggest that they would be unlikely to ‘pick it up’ and read it

They also remain sceptical and need to see results before any change in
level of trust felt towards GTR occurs.

X AN R




Good content on the whole, presentation needs some work

= Informative and interesting to read

= Addresses key issues

= Comprehensible in the most part, some areas
where language is a little technical

= Too much detail in places - ‘less is better’ e.g.
‘Welcome to Thameslink..." page

= Desire for localisation — reports specific to area

= Some irrelevant information/pages could be
taken out to reduce length

= Tone of voice appropriate

= Producing the report considered futile unless
availability is enhanced:
= Utilise several platforms e.g.
= Availability electronically through app or
e-mail
= Key points produced in poster format at
stations and on trains

Colours, imagery and layout, overall, good
Text overly dense in places; bullet-points
wherever possible
Front cover is irrelevant, misassociated and
not eye-catching

= Connections title irrelevant

= Nor would passengers be likely to pick

it up

Summary/detail approach; condensed version
for easy-reading, detail available if required

Messages are positive, but scepticism still
exists

Passengers will need to see evidence of
promised improvements being met
Desire for 'someone’ to monitor progress
against commitments.

‘It seemed to me all the way through that it was wel/
intentioned and well written but it really needed a good
editing and shaping out. And so much of it is woolly.”
Great Northern, Business/Leisure, Older

= Available on the train/left on seats for
passengers to read




Key priorities in line with passengers’ aspirations

Commitments set out by GTR are, on the whole, in line with passengers’ desires
Passengers are unable to suggest any other improvements over and above those already mentioned

in connections
(Some comments in Brighton specifically about a lack of information on staff and training)

For the most part, passengers are content with how GTR plan to achieve each commitment
Albeit some areas for improvement exist:

carr/{‘\a/loef.fand « Improvements not due until 2018 — need something sooner
g » By 2018 even more capacity will be needed to deal with increased demand between now and then
less crowded el : 1 : ld perh b di ?
—  Difficult to interpret '10,000 more seats’ — could perhaps be expressed in percentages?
Regg,//a/ » Commitments appear vague and lacking specificity
@ . » Terms used are somewhat technical and not passenger friendly
punctuality
Cheaper . , . ,
tickets and More trar)sparency W|_th regards to No price increases ' . '
.  Introduction of new tickets has potential to further complicate the choice available
no price . : . .
. » Commitments appear to benefit Business/Leisure passengers most
increase
Frequent  + Routes listed are very specific — what about the rest of the network?
B} scrvicesand  « Routes mentioned are Northern-centric with little/no coverage of the South
more trains * More detail needed on increases to services in peak times
Cleaner
d trains and  + More detail desired as current commitments appear vague.
stations
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Scepticism as to whether commitments can be met
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= GTR are promising a lot through the commitments
= Some scepticism about whether they will be able to keep to
promises
= Particularly as passengers feel regularly let down by TOCs

“You mentioned the passenger
watchdog organisation. I
suppose one is relying on them
to keep much more of an eye
on it than individual people like
ourselves.”

Southern, Commuter, Vounger/

= Passengers feel “someone” (but not necessarily sure who) should monitor
the situation to ensure that targets are met and GTR are held to account if
they are not

= Punishment by fine considered as ineffective For example: use of 'ticks’ to
= Something to benefit the passenger desired Sl lately
= Franchise put back up for tender? m_m
Spe20i4 | inmoous anew oeome app
il e G
| sem—my s i
= Passengers do not expect connections to be re-published every six —
months e A
= A summary version is desired: e TR T &

* In-station or electronic (e-mail/on app) communication s s ey s | e
about commitments that have been met

Enpascs

Juky 2015 Searm Ko Treins Tidy markating Smpsign a

= Using ‘Our commitments’ page as a template. Y200 | seancins psonges gl oo L OO0 | 9

July 205 Sgarm Priotiny Soat awareness Smpsion A
By Sep 3TE | rmoduce al day sefing an 25 mom sk Aleandra Plam Tramesini
v S, e, e, G2, | e

“We're always let down, aren’t we? Generally people don't meet oo et .o g,
their high standards, but if they do, and I'm sure they'll genuinely try Wl oy How ., ks G, o
to meet their objectives, then I'll be delighted.” R [ e e —
Southern, Commuter, Younger e
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Detailed review: front cover

Based on the front cover, few would be likely to pick it up and read it
Little to communicate what the booklet is about

( )
Little indication to suggest what
will be communicated inside

Who is that on the front cover?
Why is she on her way to school?
\ J

/I —~

“Why have they put a school girl on the

,
J

The imagery and wording does not

reflect that this is a report font?”
communicating about the future of Thameslink North, Commuter, Older
the network N— _
G J
e N e N
. P ngers believe imagery shoul
Confusion as to the name - assengers believe imagery should

do more to reflect GTR e.g. picture

L of one of the trains )

connections - seems irrelevant
. . J
4 )
Passengers also familiar with the

name from other sectors e.g.
student organisation

Passengers unlikely to pick up
connections based on the front
cover

“I'm pretty sure connections is some
student organisation. What has that
name got anything to do with trains?”

Great Northern, Commuter, Older




Detailed review: Welcome to Thameslink and Great Northern

Many admitted ‘skipping’ this page due to the amount of information and the presentation of it
But those that do read it find parts informative and important, e.g:
Size of franchise, committed to improvement, ease of communication/feedback

Size of Charles Horton's picture considered overly intense - could be condensed

( Too much text — \

should be more
concise, possibly
bullet pointed in
places, in order to
make more

engaging J

-

Causes passengers
to 'turn-off’ and less
likely to read

-

J

T think the whole th/h_h
looks boring, he looks
boring, the format is
boring, and I just
thought ifI wasn't
doing this market
research, I wouldn'tin a
million years read that.”

Welcome to s i
Thames"nk and va'n.s_ ldiat:ilily,valueh.rmnq,ﬁgqum:yof

Thisis a large franchise. From July 2015 itwill
be the largest franchise area inthe UK, with
2% ofthe UK's passenger rail services. 5o

| can assure you thatwe're committed to
improving al of these over the course of this
franchise, including sigrificant
investment in our stations and
three new fleets of trains.

And even though we already
have some definite messages
abaout the mproverments you
wiantto see, we also know how
important it is to continue talking o

Great Northern

Gaovia Thamesink Raiway i the new compary
running your trains. But the names thatyou'll
quickly become familiar with are local ones:
Thameslink, Great Morthern and, from next.
year, Southern and Gabwick Express.

You'rein experienced hands, as our parent
company Govia is already responsible for nearly

‘We're committed to
significant irvestrnent in
our stations and three
new fleets of trains

our ion to reflect

our netwark s routes. We will have passenger
ice directors for ach ane, i

SUrEQUr services meet your
Iocd needs, and will listen to
and act onyour Concems.
The franchise starts on 14
Septernber 2014 and runs
through to 19 September 2021,
anditwil evolve oonsiderably
throughoutthat period. We're committed

opinions on baard.,

0% of all UK r

@ majar ¢
oo 1o

ail any
Southern, Southeasterm and London havea ; can haww they may affact you.
Midland franchises. get relevant from us, ) . ) .

apinians, ar get directly invohved n how we rn Atthis point the franchise consists of the
Hm.refdec 1 - i ! your service. ommunication  Thamesink and Great Nartherm routes,
ane, it is what your jourmeys are going to be like, with . anp, connect ies such as P
and whetherwe will listen to your concerms and emai, Him‘-"'eta'ne Bedford, Brighton and London. Then, on 26

opinions 50 that we can improve the service

5 arphana.
we are affering you.

July 2015, the Sauthem and Gatwick Express
senviceswill join us, drawingin places like
Scuthampton, Hastings and Horsham. This
will be foliowed by significant tmetable
improvements in December 2015,

Finall; the Thameslink Frogramme, which

is already undenway, will be completed in
December 2018. Thiswill giveyou upto 24
trains an hourthrough central Londan, and more
north to south services such as Cambridge to
Brightznwith a stop at Gabwick Arport.

| cari't guarantee that everything will always
run smocthly, but | do assure you that we

will be working very hard to improve cur
services. | ko promise that we will tell you
what's happening, listen to you, and give you
the best possible service during a period of
unprecedented change and investment in this
part of the railway netwark.

Charles Horton— Chief Executive

Good to see the
‘face’ behind the
company

L g

But, picture could be
smaller

J

[Likened to Executive\
Summaries that are
present at the
beginning of
company annual

\_ reports )

Confusion with differentiating

More information on

‘T quite like to see the face behind
the organisation, you know, who do

between Great Northern,
Thameslink, Govia and GTR

the history of GTR
and who they are

I contact”
Great Northern, Commuter, Older

Great Northern,
Commuter, Older J
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Detailed review: Your key priorities
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Referred to as the most significant and interesting section of the report

r D
Occurs at the right point

within the report
\ J

( )
Most important, interesting

and significant part of the

report
\ J

-

~N

Could be more localised -
meaning that it is more
specific to the route/line,
station or sub-brand in

\_ question )

This would involve having
different reports (or at
least sections of the
report), for different areas
of the network

\_ J

Your key priorities

Sothatwe have s

clear idez of your key prioritias for changes to your services,

we carmied out our own markst ressarch and took on board Passenger Focus
findings. To improve your experience, wea have a programme of initiatives in
ach area. Some we will be able to do guickly, while others will take longer and
involee other partnars.

'What wa ana going o do

= 25% more cartiagas for seryioes arfing inocantral London intha

moming paak from Decambar 708E, prowiding:
13000 mors saats
Capacity for 50% morna passengers
Rafiability and * Rastruchura the timetabla for more refiable sarvdoas
punctuaiity + Improva tha fima depots taka o sort cut train faults
* Improva our control cantra’s oparations to resobe problams fastar
Chaapar tickets * Introduce sngle-keg pridng, reducing tha price: of joumays that
and o prica ara paak ona way and off paak thea other from 2016
increneas = Maka supar off poak faras avalable throughout thewaak in tha
niortharn part of tha franchisa from 2008
= Trial fiecible saason Sckets for parktimeworkers from
Septembar 2015
* Soll achance tickats basad on time slots rathar than spacific trains
from X016
Fraquant sarvices = Tao ovamight trains an kaur from Londan to Stilbans, Harpandan

and mora trains

and luton Airport from Decamber 2015
* Moorgaln sarvices at oreningsand weckonds from Decombar 2015
= To trains an hour from Kings Lynn bo Kings Cross from May 2017
= Maora trains babwaan Moorgate and Hartford and
‘Waahayn Gardan City from 2018
* Up o 24 tmins an hour batwaan 5t Pancras and Blackfriars ffom
December 2018

-ll-l

= & nerw Claaning regima with igorows standards
= M traires that ara casiar to claan

FEN AL AT SRS LA TR
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4 N
Good use of block text and

bullet points

Bullet-points convey the
messages clearly

“This is the best place for it right
at the front as any further back
and people probably won't make
it there.”

Southern, Commuter, Younger

“This is the one page that you
want to read.”
Southern, Commuter, Younger




Detailed review: New trains and Station improvements

e —
’ N A
T

Positive messages communicated, but not entirely successful in delivery
Lacks context as to scale of improvements for new trains
[Station improvements] Paragraphs used where bullet points would be more appropriate

trains desired — particularly

More pictures of the new
the interior

‘It would be good to actually see
a picture of the inside of the
train!”
Southern, Commuter, Younger

by Business/Leisure
passengers than

Station improvements
considered more beneficial
Commuters

of improved safety at the

CCTV gives the impression
station

New trains

You'll be pleased to hear that we will introduce three brand new train fleats.
Thay will be designed for the specific needs of each service, and will increase
capacity. All of them will have air conditioning and passenger information

sy stems that can be remotely updated with the latest ravel information.

They will also be fully accessibile.

= 115 new Siemens Class 700 trains (1,140

car@ages in total) for Thamesiink routes
bebween 2016 and 2018, many wil be

Language used to describe
make and model of trains
considered overly
technical. Unnecessary

information
\ J
4 )

More information desired

12 camiages long
= 25 new Metro trains (s carmiages
each] for Moorgate services in 2008,
replacing 40-year-old trains
= 27 new trains ffow carriages eachl for
Garwick Bxpress by 2016 that will b=
Easier o get on and off, with ree wifi
In addition, wewill run newar,
airconditioned Class 377 trains on the
Cambridge and Fings Lynn routs by 20717

Station improvements

We will be imvesting £50 milkon over the course of the franchise on iImprovements
at every station. Thesewill include new shops and cafes, information screens,

new and upgraded woilets, and additional CCTV. And by 2016, 104 of our stiations
will have free wii.

Ewvery stationwill have a ticket machine, as well as customer information facilities, help points
and sheher; and from next September, 25 more stations will be staffed from first to st train.
From 2016 wewill have a ring-fenced annual fund for local commmities to spend on
improvements at small stations. We'll ask you how you'd prefer us to use the money at your
local station.

‘Wewill work with cur pariners to make significant improvements at 5t Albans station by 2016 <
and Luton station by 2007, and to develop plans for improving Stavenage station,

on the benefits of the new

trains e.g. WiFi, seating etc
& J

Move from bullet-points

back to block text - bullet

points would allow easier
reading

"A diagram cut away, so it’s
showing how many seats you've got
and if there is a toilet. or a disabled

access, that kind of thing.”

Thameslink North, Commuter,
\ Older
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Detailed review: Stay on track with our app
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Presents the app in a positive, enticing way
Positive messages presented clearly, succinctly and are easily digestible
However, app branded as Thameslink. Confusion as to whether this can be used for other GTR routes

4 ) ~
Clearly communicates the key . Confusion as to the name of
features Stay on track with our app the app — 'Thameslink’ — what
\ y Omhmmaraﬂiﬂnmspf?v:aswnhMEccmwparsonalsadmal—ﬂma about Great Northern?
= Customised dashboard with live information cn your regular joumeys
[ \ = Your joumeys saved as favourites
i = Easy-to-use journey planmer ( \
Many said they'd be likely to " Your mute on alfve ieractve map . .
* Liveinfarmation onLondon Underground senvices Good use of imagery - picture
download and try the app off - Ticket sales fth
the back Of this . Elil:im.andn'ainfaciliﬁea. including staticn accessibility information o € app
= Cour Twitter feed \ J
= Direct contactwith Customer Services
\ N ) * Delay Repay claims s N
\ I the fusture we'll be introducing more functions: = P—
= From Movember: the average number of ers for . — . . .
ot senie hepiayostomoid e i v, | Progressive — forward thinking
‘I downloaded the app after ek arsiatyoroumey pamming e e i
reading that page to take a look at JUST— ‘ \ J
' it” ) ) . .Alssia't.al:lmlbnakingfurd?:nblad passelngers 4
Thameslink South, Business/Leisure, " reskine deparuues andaniials o Gatickand App should not replace
Older . . , e e
* Lve Eurosar departures and il enquiries’ line — for those
Pt vty i o e without smartphones
with Thameslink On Track.
ad itfree from the App Store
gle Play.
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Detailed review: Working with your community

( )
‘Nice to know' rather than
important information
. J
( R
Irrelevant for many as does not
directly influence them and their
rail travel
G J

‘I didn’t actually read this page
because I just thought what has it got
to do with my train journey. It should

be about trains not this.. It’s very
irrelevant.”
Southern, Commuter, Younger

Considered only as PR for GTR

Working with
your community

Itisvital to us to be at the heart of
your communities. Transport is a
vary localised business, and we'ra
committed to contributing to, and
supporting your neighbourhoods,

We'll be running a number of community
iinitiatives throughout our network, over
the course of the franchise, including:

= Suppeort for local community rail partmerships
= Suppeort for community station parnerships
= Supparting local charities
= Waorking with the Prince’s Trust to giveyoung people wark e perience
= Waorking with schools using Go-Leam educational material
= Giving young pecplework throug h our apprenticeship and graduate trainee schemes
= Our Community Imeestment Frogramme, including projects such as:
— Sponsoring local projects for young people
— Exhibition space at cur stations for lecal art colleges
— Making space in stations available to kocal groups
~ Supporting staf-nominated charities
— Using stations as places of refuge for young pecplein danger
— Try the Train days for peoplewith learming and mobility impairments
— Warking with partners to identify new local suppliers

We will publish a detailed summary of our sedial and community activity every year in our
sus tainability report, whichyou'll find on ourwebsite.

“You can see that some of these things
will really benefit the community.”
Southern, Commuter, Younger

" )
Step in the right direction to
forming a relationship with the
community
4 A
Important for companies to display
this social responsibility
\. J




Detailed review:

Passenger feedback
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Positive messages, but some pessimism as to the eventual outcomes
Will they listen to my views? Will they act on my views?

Pessimism likely to exist until passengers see evidence of feedback being incorporated.

/ Positive that \

communication with
train company is
becoming more
straightforward and
Twitter being

\ utilised /

Currently, feels
archaic — pen and
paper style
feedback/complaints
system

We want to know your opinions

Bvery joumey you take with Thameslink and Great Northem is important to

us and we value the feedback you give us about our services and fadilities,
whether good or bad. That way we can work to constantly improve the service
we gve you.

Over the course of the franchise wewill set up a variety of ways in which you can give

s feadhack:

= Send us comments, report problems or ask questions on cur Twitter feeds

= Report any safety or security worries immediately through our Eyewitness scheme

= Talk to our Customer Services team

= Talk to our managers at ouw regular Meet the Manager events at key stations from
December 2014

* Atour roadshows inyour community at shopping centres, universities and airports from 2015
» Vote on what you would fike us to improve on the YourViote section of our website from 2015
your local station from 2016

= Tell us how you'd prefar i inimp

How we act on your feedback

Once we receive your comments, cur customer relations manager raviews
them, and passes any that need action 1o the relevant manager. He or she also
reparts on your feedback to our new Customer Satisfaction Board.
This board, which is made wp of our senior t=am, it

draws up plans to improve our services and facilities. Each plan has an executive sponsar
who's responsible for making sure it happens.

‘We take any complaintswe receive seriously. We investigate the cause, and dowhatwe canto
remady the problem.

‘Our customer relations managerwill ket you know howwe've acted onyour feedback through
Connections and cu website.

Online Passenger Panel

‘We'ra inviting 2ll customers to apply 1o join our Online Passenger Panel. It will
be a place for you to volce your opinions, and have a direct influence on how
we run our services and facifities.

“You will have access toa password protected section of the website, which will indude:
= Monthly surveys on issues that we know need action

* Web chatswith senior mangers

= Results of surveys, transcripts ofweb chats and progress reports
The panel will start up in 2015,

Customer Cabinets

If you have more time and want to get really involved, we're setting up two
small face-to-face forums of customers who will meet every two months.
They will put Issues they've discussed to us for action, giving them a direct
influence on our business strategy.

The cabinats will work independently but have regular contact with our staff and senior
management. We' |l give them support and a budget for selfgenerated projects.

Wie're satting up one cabinet to cover the nosth part of Thameslink and Great Morthern.
Later we'll create another for Southern, Gatwick Ex press and the south part of Thameslink.
‘We'll giveyou details of our recruitment process shortly.

The cabinets will start working in 2015.

"As a commuter, I know I'd find
it difficult to find the time.”

“They've said it will start up in 2015, is it December

( Few (especially \

commuters) would
be willing to
partake and doubt
the views and
motivations of
those who do want

\ to take part )

Perception that this A

may be a
requirement of
winning the
\ franchise )

4 )
2015 start-up dates
adds to pessimism —

more precise date
desired

2015, January 20157 It need’s to be more specific as \_ )
to when it starts.”
Southern, Commuter, Younger

Great Northern, Commuter,
Older




Detailed review:

Our service performance targets
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The premise of detailing targets is appreciated, however the execution needs some work...
= Considered confusing, incomprehensible
= Has it been set out in this way to deliberately confuse?

= Lack of context and comparable benchmarks across measures.

-
Allows for targets to be monitored
in future years

~

“These measures don't make any sense
to me, they could be communicating
anything.”

N J
.
Language and measures used
cause confusion e.g. PPM
\
-

| Thameslink North, Commuter, Older )

(~ “
Asterisk (*) use suggests
complication/secrecy
\ J
Short formations — why does this
need to be communicated if no
change?

. ,

Our service performance targets

As a rail traveller, one of your top priorities is a reliable rain service. We have
sat parformance targets for the whole franchise that commit us to providing a
service you can depend on. You can find these in full on ourweabsite,

Bubilic

Performance 897% | 89.0% | BO.E% | 900% M.2E 91.6% 91.5%
Measure”

Delay minutes

per thousand n.oe 14.50 1410 1335 1243 nas .84
train miles™

Cancellations | 1.38% 1.02% | 099% | 0O97% | O95% | 0.91% | 090%
Short 0% o% o 0% o o 0%
formations™

*Trains INaR e St Thed dessinananwithin fve minums of schamulad time
" Minues ey CRmen by GTR. ™™™ TrSints runWis Iewer SaiTiages than schaculed during pask hours

We will keep to these targets by:

+ Restructuring the timetable

= Working more efficiently at the depots so faults are sorted out quickly

* ntroducing 2 central reporting system for drivers sowe can deploy them effidently
* Replacing old stockwith new, state-ofthe-art trains

* Dur staffworking beside Metwork Rail staff o we can prompthy adjust services ifthens

are problems
‘Wewill report on our performance against these targets in each edition of Connections.
You can find detailed information on how we perform on your route and principal stations
on ourwebsite and posters at stations.

( Targets should be specific to )

line e.g. individual targets for
T/L North & South, Southern
and Great Northern. Also
specific to route

. J
4 )
Some suggest 3 year
projection would suffice (rather
than 7 years)

. V.

é )

Minimal increases over a long

period of time — expectation
that performance should

increase further

\
—
“It's best to look at something on a
year by year basis rather than trying
to look at it in seven years time.”
Great Northern, Commuter, Older

N— _
-

Independent validation from
‘outside’ body required

S AN NN LR



Detailed review: Our customer satisfaction targets

= Visual presentation of figures considered an improvement to previous page
= But little understanding of what they are communicating.

Incomparable — nothing to

measure against
G v,

4 N

Unsure as to the purpose of
NRPS — What is it? Can it be
trusted? How many people take
part?

- J
4 )

Targets should be specific to
line e.g. individual targets for
Thameslink North & South,
Southern and Great Northern

. _/

“This way they can hide, like if Southern
is doing really bad, they could kind of
merge it together, so it would be good
to know each line.”
Great Northern, Commuter, Older

Our customer satisfaction targets

‘We have sat yearly Fassenger Experience Metric (FEM) targets for customer
satisfaction. Wi measure our performance by combining our scores from the
independeant, twice-yearly National Rail Passenger Survey and our audit, Quality
Experience on Stations and Trains ((QuEST).

Owr annual PEM targets are:

‘ﬁ%"ﬁ&"ﬁﬂ’ 82%
DOOE

We will keep to these targets by:

= Redayeloping Luton and St Albans stations

= Staffing 101 of our lamger stations from first 1o [ast train
= Improwing shops and cafes on stations

= Upgrading CCTV

= Installimg wi-fi at 104 stations

* |ntroducing new train flests

* Improwing cleaning on trains and stations

= Arting on customer feedback

‘We will report on how we are performing against our customer satisfaction targets
in each edition of Connections.

Presentation of targets clearer
than previous page - visual
illustration of percentages

Why are targets not closer to
100%?

“Even 84% still means that 16% of
people aren’t happy with the service?
I'm not sure that would stand up in any
other industry.”

Great Northern, Commuter, Older

Confusion as to the measure
used — PEM

A LT RS



Detailed review: Our ticketless travel targets
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Passengers not overly sure of what is being communicated
= Sounds reassuring, but numbered targets fail to inspire

(~ D
Some confusion as to what is
actually being communicated

\

Some misinterpreting ‘ticketless’ A
as the removal of paper tickets
and introduction of smart
\ card/mobile ticket travel y
4 R
Text is reassuring and bullet-
points back-up commitments
L J
Very little improvement in terms
of numbered targets — perhaps
better expressed in actuals i.e.

?
9 20,000 people? )

2 e S N NS N DY
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Our ticketless travel targets

All train operators have to dealwith the problem of people treveling without
paying — ticketless travel. We intend to drive down the amount of ticketless
trawel on our franchise.

Reducing the nrumber of passengers who don't pay for their tickets is faier for our honest
customers, thavast majority of you, and will save the ta payer money. [twill aiso help us

dacrease orime and antisocial behaviour on the network, as the British Transport Police has
estabiizhed 2 proven fink between ticketless travel and crime.

. ™
‘Ourtargets for ticketless travel
September 2014

o September 2015 2 . 8%

We will do this by:
= Staffing ticket gates for longer

= Installing new automatic gates at 21
stations acrass thewhole franchise

September 2015 « Having ticket sales facilities at
o -
o September 2016 2.0% alsiers
= Extending penalty fares to the
September 2016 :zm""'";:“:m i
0 September 207 2. D% e technology
September 2017
1o September 2018 2 . 5% Wewill report o
September 2018 e
tem
o September 2019 2 . 5%
September 2019

2.5%

o September 2020

September 2020
o September 2021 2 5%

Lr]

r

\
No need to dedicate this much

space to it. Could be condensed
into a paragraph

.

Half a page utilised to
communicate a change of 0.3%

J

/

“I'm glad they are doing this because
why should I pay for my travel when
others illegally get it for free.”
Southern, Commuter, Younger

“You don’t need the stats - it’s like
.3% that they're going to reduce by
the end of it and you think well, it’s

not a huge amount of difference.”

Southern, Commuter, Younger
_/

SRS



Detailed review: Thameslink Programme
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Presents little interest for many and struggle to understand the relevance of the information for their

journeys

(
Little attention paid — ‘glossed’
over
.
-

Most unaware of the programme
as do not believe they use the
stations in question

Great Northern passengers
confused as to the relevance

Thameslink Programme

The Thameslink Programme will transform your experience by increasing train
capacity on one of Europe’s busiest stretches of rmilway - the Thameslink route
through central London.

‘We're working with Metwork Rail and other partners to complete it by the end of 2018,
Farringdon and Blackiriars stations are already finished, and the rolling programme of works at
London Bridge will create aworkd-class station.

‘We know that you've put up with disruption to some samvices, and there is mone to come, but
please bear with us, asyou' || see many benafits in the futre.

There'll be mone direct services betwesn places north and south of London, ta 5t Pancras
Intesmational and Gatwick airport, and links to Crossrail.

'We'll have a new fleet of trains, many of tham with mare carrizges. Your serviceswill also be
maore refiable as we're reconfiguring the tracks and platforms at London Bridge so that there
will b far fewer delays.

‘Changes to your services

Such large-scale developments inavitably invole disruption. We'll do all we can ta letyou
know you about any alterations, and tell you sbout any major service changes in Connections.
From December 2074 until [anuary 2018, Bedford io Brighion services can't run between
London Bridge and Blackfriars. During this time trains will run via Elephant and Castle.

Owur Passanger's Charter has information on how we deal with disnuption. You can find maore
details at thameslinkprogramme. couuk whene you can sign up for email alerts and free texts.

4 N
Heavy amount of text to read on

an issue considered superfluous
by many

Preference for bullet points, as
per the previous pages
\f\ )
“It's gone back to paragraphs after
several pages of bullet points. Too
much information there, I prefer

bullets.”
Great Northern, Commuter, Older

N— _
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Detailed review: Part of GTR

[N RN A A

= Relevant information that should be mentioned further up in the brochure
= Doesn't require a whole page

(" Provides information on who )
Information seems to be Thameslink and Great Northern GTR are and the inter-
played down are part of Govia Thameslink relationship between them,
Railway (GTR) Thameslink and Great
¥y taces abot GTR \_ Northern )
Franchise operancr: Govia Thamesiink Raiway Limined
Should be more prominent T :"’“m";“uﬁ’“l‘:“““;fm“" ( o , )
within the report e.g. on the S, o e Provides information on the
front page wiith Thaenesiink and Grear Monmerm: 26 Juy 205 SIZG and S|gn|f|cance Of GTR -
Nt ce oo now: 77 this is reassuring
Fambe of smriane rom 26 july 2005 239 & )

Paarmbar of waires o 221

Tumbor of wains fom 36 july 2015 545

Connactions

‘Wicwil publish Connacrions wice ayear. Youl |l be b o kaop wrack obwherher we Fove mar
DU LSS 3nd CINTmiTmems, and mad Ao our plians for tha e, Wow il 3o sapam on
WA IS i DA S O i 10 51, S ) iAW WG IS Mespion Ding 10 o Iaadnac.

Connections & vaitibia on our walsis, of 25 3 primad copy from brgor gatons o
CUSEIDMEN SEViGE.




Detailed review: Map

Map considered useful, but too small to be usable
Could be placed in the middle of the booklet across two pages?

Made specific to
the area where the
report is provided

i.e. South/North

divide

BN R e\ ST ) AT A TSI A R

Thameslink and
Great Northern routes

I ===

HiiL]

f
i
I!mmnﬁﬁ"[-

i

Contactus

B

e Capt Chrisomas Dy

Desire for
timetable to
accompany map
information



Detailed review: Our commitments
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= Considered an important section of the report
= But appears too late and many have lost interest or stopped reading by this point
= Should appear sooner in the booklet, closer to the ‘Key Priorities’ section
= This would also help resolve calls for more transparency at the ‘Key Priorities’ section.

[Dates and deadlines\ / Deadlines appear\
attributed to Our commitments very close together
commitments - can S —————— in places - any
keep check on e reason they are not
whether targets are | ootosim | commermers | sowon | L | - more spread-out?
A ? R [ —— ] e e — a1 . .
be|ng ach|eved Mo 2004 Mak informetion an ha numbar of pRmangat on & a1 OSamANE | Ematish wo Cusomer Cabinam mamung & s avay Al l.e. a |Ot happenlng
avaitable: on appand SS10N posers 0 Months .
From 30 Moy | HoldMast the Manager aens avary foor wesks London 305am IS | Nooducsha Bty mbook s wihan booking ok on Al In JUly/Decem ber
o4 narmiralsand Lk - -]
f x:‘m Dac 20I5 ‘Oppsan the Moorgae brench inthe sveningsandweskands Great \ 2015 /
Hoethem
Should be more S o e e [ = |mmnme e
rominent within the T | P | Bl e i
p TMarZ0s | Inrodem Your o on ourw sbeie Al e .
b kl d Duc20is Iniroduceal day wafing e Denmark Hl and Manhaad Thamasink u
ooklet and not 2)ay205 | succemuiy marags ma magraion o Souramand Camwick | Souam e roum) [SU,O,OOSEJ/OU put it on
’hidden away' B R SRS N sttions it tha Fanchiss ;‘;';'d‘ AR 201E g:murnm:mmnqmummoum Thamasink your ff/'dge don /l‘}/OU
k by 2R Sean Kaap Trsirs Ticy merkating cmpaign A ByjuyIME | nimuceal day safing & 16 SOUMGM STtons Sanham and tick them off when
July 2015 Swaman onkne pemsenger pena ofat ke 000 pamangers Al ey 2077 ¥ings lynn senvice hahoury po— It happen5 ”

ey 2015 Srar Priotiny Sear waraness mpsign & horhem !
By Sepu 35 | Inroducs all day saflingan 25 mom sasons Aocnda fm, | Tramesink January 3008 | Marage the successiu re-opaning ofLandon Bridgesssion | Thamasnk, Thameslink NO/'fh,
Tamasknk, Crickiawood, Bapha & Csiy nd s Sauthem
gu;ammmmcf:;mmnm :lmm Juna 2018 ‘Compiation of progiamme alinvoducing naw Cles ToOTans | Thamaesink COmmeE’/,' O/der
P Harpandar, Hamingay, FHacfeid, Hichin, Fomeey, Huntingdon,
To be honest when I mem—

Ly, et wonh Gardn iy, Loughborough juncion,

. . Il il Enocaciay, Maw Eaimas, Falmars Geoan, Foners Bar, Dac 2088 Full Thameslink sensos thiough thaoossg, with 24 mins par Thameslink
go[ to this section I mmcznlg,wumnmmnnmm Ut i Sach CHTCTHN Curing tha Pk
really had lost interest. e P ———— - e e e L e

205

And I wouldn’t normally
read something like this
cover to cover. Ijust
pick up points.”
Thameslink South,

GUS/hess/Le/'sure, O/der/
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Improving the customer report (1)
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More enticing for passengers to pick-up
More indication as to what the booklet is about and what is inside e.g. Sta
‘a guide as to what you can expect from your train company’ y

» Imagery that is more impactful

Front cover

» Fewer words to make the task of reading not so daunting — use of
bullet-points where possible

Welcome to Better explanation as to the history of Govia and the inter-relationship Sta
Thameslink... between Great Northern, Thameslink, Southern and GTR y

» Perhaps a smaller picture of Charles Horton to reduce the level of
dominance on page
Your key
priorities
» Further imagery needed of the train interior
New trains / x » Soften (or remove) information regarding make and model of trains Stay

* More context information will improve customer experience
Station / x
improvements

More detail needed against achieving some of the commitments

Supported by ‘our commitments’ on final page LY

Bullet-pointed text

More information about local stations =

» Better clarity on the routes that the app gives information about - is it

Stay on track R
it U e / / only Thamesllnk. - Stay

» Information on other ways to contact e.g. enquiries line




Improving the customer report (2)

A * Unnecessary information that is not going to impact upon the journey
your ?
being made
community .
We want to
know your / / * None — useful, but non-critical information - ?
information that
How ]\c/ve acton / / + None - useful, but non-critical information could be ?
your feedback discarded or
Online shortened.
passenger / / * More precise date on the start-up of panel lejdle page ?
panel location could be
better utilised
Cus'gomer / / * More precise date on the start-up of cabinets ?
Cabinets

* Make information easier to interpret — less jargon and better
description of each measure
Our service * More visual way to display information .
performance ‘, x * Removal of wrelevgnt measures e.g. Short formations . Stay
targets ® * More context - guidance as to how these measures match up against
the rest of the industry

» Operator specific i.e. split out Thameslink South and North from Great
Northern




Improving the customer report (3)
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More clarity needed on how these figures are arrived at

Our customer * More context — guidance as to how these measures match up against
satisfaction ‘) / the rest of the industry Stay
targets L » Operator specific i.e. split out Thameslink South and North from Great
Northern
Our ticketless » Reduce amount of space the section occupies Go
travel targets * No need for 'targets’ particularly as very little change
. » Emphasise relevance to Thameslink passengers and better clarity on
Thameslink . .
the impact the programme will have Stay
programme

* Reduce and bullet-point text

I PG / x  Information should be made more prominent within the booklet Stay

GTR

Thameslink
and GN routes

* Map needs to be larger

» Display across two pages to achieve this Stay

Our
commitments

* Should be made more prominent within the booklet

* Moved forward to support the 'key priorities’ section Stay

Enhance availability:

* Increase distribution of Customer Report e.g. more prominent in station and available on-board the train
» Condensed version with key messages/commitments

* Available through other formats/media e.g. Posters in station, on the App/website, via email




E11lluminas

- [ Change in attitude towards
= [ TOC as a result of Customer
= [ Report "




Lack of relationship felt towards TOC

= Passengers felt no real relationship towards their previous operator - FCC / “They get an anu//OZ‘of\

= Particularly true amongst commuters money, like £3,000 a year out

Lo s , of our hard earned money,
= Train is seen as a ‘means to an end they should be giving us, you
= (At smaller stations) Staff seen as the only route to building a know they should be making

: : us feel a bit warm and fuzzy

relationship really.”
= This is echoed by Southern passengers Great Northern, Commuter,

Older /

= Any relationship is one-sided, with the operator ‘taking’ but not ‘giving

back’
= Evident by increasing costs for declining service

= Virgin Trains mentioned spontaneously as an operator that
does initiate a form of relationship
= 'Virgin' is a recognised brand
= Knowledgeable about the history/heritage of the
company
= Aware of and can connect with the owner.

“Tused to travel up north a lot and Virgin trains, I do feel as though
there is a connection. I see that as a kind of you know proper brand,
whereas I don't really with these trains.”

Thameslink North, Commuter, Older




Customer report unlikely to change anything in the short term

Despite the relative praise that GTR receives for producing the Customer Report...
...it does little to change passenger perceptions towards GTR

Passengers do acknowledge that GTR may be trying to form some kind of relationship:

Time and effort has gone into producing the report
Openness and transparency throughout
Charles Horton putting his face to the brand

Research already taking place that informed the Key Priorities

Two pages detailing how to provide feedback

Producing connections does start to initiate a form of relationship, but keeping to the commitments

will be the true test

Notwithstanding scepticism, passengers’ final
comments were positive and endorsed the
approach.

“They're all great promises, but the proof s in the pudding.”
Thameslink North, Commuter, Older

Welcome to
Thameslink and 4
Great Northern

Bkt Brghioe st torckn Then, oo 25
" e v
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Passengers’ messages to Charles Horton overwhelmingly 3
positive

o

Great plans! | hope you will be the
one to make a huge difference in my

commute. Good report - all the information

customers need to know!

There are more positives than negatives
and it is very informative.
Good on you. Hope you can deliver!

It sounds very exciting. Your leaflet
raised my expectations and now |

can’t wait to see it happen. You’ve got a very busy 10 years ahead -
good luck!

Very brave and bold and | hope you can
deliver!

Nice Photo!




EIlluminas

~ f Summary and Conclusions




A good first attempt at producing a Customer Report

Overall, passengers approve of the notion of Customer Reports
Viewed as a positive that TOCs are required to produce them

connections meets (and in places exceeds) passenger expectations for what a Customer Report
should deliver

However, because of its overall presentation and delivery, passengers suggest that they would be
unlikely to ‘pick it up’ and read it

In a select
number of
stations, and

Extent to which improvement is needed: after the
discussion
groups had
taken place,
Minimal Significant poster/leaflet
displays were

Content . > erected by GTR.

This meets calls
) from
Presentation . > passengers to
increase
publicity of the
o g e reports as well
Availability . > as provide an
indication as to
what is
Lo contained
Credibility ‘ > within the
report.

[y = el 44 (
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Considerable work still needed in terms of presentation and 3

distribution
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Content:

Transparent, open and honest

Informative and interesting, in the most part

Commitments in line with passengers’ desired improvements
Little else that passengers would like to see included

Too much detail in places

NN

Presentation:

v" Order of sections is succinct and logical

v Colours and imagery used relevant

% Range of specific (but important) areas executed poorly that

cause the report to fall down:

x  Front cover
x  Text overly dense — use of bullet points where possible
x  Presentation (and aggregation) of performance targets
x  Length of the report

Distribution:
x  Passengers unaware of the Report’s existence
% Limited channels it is available through

Credibility:

v" Publication signals an attempt to develop the provider/customer
relationship

Passengers sceptical based on previous experiences of TOCs

% Need for 'someone’ to monitor GTR progress

x

»

»

»

Summary/detail approach;
condensed version for easy-
reading, detail available if
required

Localisation: area or line
specific reports

Re-design front cover and
performance targets for
comprehension
Summary/detail approach
(as above)

Increase publicity about the
existence of the report
Available through more
channels e.g. multi-media
Straightforward navigation
to the medium desired

Time will be the determining
factor

L DR
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