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Background

+ In 2010 upgrade work began to increase capacity at Reading station (due to complete in 2016); other large scale engineering projects
have also been taking place in the area during this time, including, for example, work related to Crossrail.

+ During the work, it has been necessary to change some service provision for passengers, including complete closures of parts of the

network or individual stations.

* The work during Christmas 2010 (between 24 and 30 December) and during Easter 2015 (between 3 and 6 April) involved the biggest
planned closures on the First Great Western (FGW) network over the period of the upgrade.

Christmas 2010 - affected routes:

Long-distance trains to London,
diverted via Banbury to Paddington,
or diverted into Waterloo, both
increasing journey time

&

Local services around
Reading, which were
replaced with buses

Easter 2015 — affected routes:

Long-distance trains to London,
diverted via Banbury to Paddington,
or diverted into Waterloo, both
increasing journey time

Local services around
Hayes & Harlington, which
were replaced with buses

Local services around
Reading, which were
replaced with buses

g o

The SWT service from Reading to
Waterloo, which ran a temporarily more
frequent service to help meet demand
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Research objectives

When the upgrade work began in 2010, during the Christmas and New Year
period Transport Focus undertook market research to gather feedback from
passengers who were affected by it.

Another wave of market research was commissioned in 2015 to understand
the impact the Easter 2015 disruptions had on passengers.

The overarching objective of the research in both cases was to:

Understand the impact that such disruption has on passengers, in order to
learn from it and inform good management of such disruption in the future

In 2015 there were additional research objectives:

Compare passenger feedback over time (e.g. in terms of satisfaction with the way disruption
has been handled and with the way that implications have been communicated).

Evaluate the degree to which the lessons from the 2010 research have been implemented.

Help inform plans for managing planned disruption to services through Bath and elsewhere,
later in the year.
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Methodology: Easter 2015

Methodology: Self-completion paper survey handed out on trains/at stations. All respondents were given a reply-paid envelope
so that they could return the questionnaire by post. Completed surveys on board long distance trains could also
have been collected by fieldworkers.

Fieldwork dates: 3 —6 April 2015

Sample size: 1002 responses split across four sample groups

Reading replacement
buses replacement buses

Long distance trains South West Trains

n=561 n=127
n=156 n=158
Map of Rail Replacement N0 Naow
Bus Routes S
Cookham
Furze Platt
West
Slough Langley Iver Drayton
§ OIE——Tye— To
London
Swindon  Didcot  Choisey ESICCAks
Parkway Maidenhead Tapiow Bumham
1 o Hayes &
. Harlington
._/ To London Waterioo
s B To Newbury o Windsor & Eton Central  Windsor & Elon Riverside
Southampton Central Theale |
Mortimer 1 To London Waterico
To Guiidford
Bramiey 4 & and Gatwick Airport
e This map shows rail replacement bus services in the Reading area
Basingstoke (] To London Waterioo
= - G Reading replacement I Hayes & Harlington
Southampton Central buses replacement buses
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Overview: headline
findings
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Key findings from research conducted during Christmas 2010

Information provision around the disruption:
« Three quarters (76 per-cent) of those travelling through affected areas were aware in advance.
* As might be expected, awareness was higher among more frequent users of the routes.
* As such, those affected by rail replacement buses (RRBs), making shorter local journeys, were best informed.
* Despite relatively high awareness that disruption would take place, 41 per-cent reported that they did not
know the reason for it, and the intended long term benefits to passengers.

Experience of the disruption

« Two thirds (63 per-cent) of affected passengers were satisfied with the handling of the disruption in
practice.

+ Linked to their better advance awareness, RRB users in particular were satisfied (81 per-cent).

For similar disruptions caused by engineering works in the future:

+ There was a strong preference for maintaining train services where possible, even if diverted or
requiring an interchange, rather than using RRBs — despite the fact that, when experienced in practice, the
RRB services were felt to be reasonably well managed.

* Regular users said posters at stations would be the best way to inform them about disruption in future.

* Less frequent travellers would prefer to access information online, and by pro-active means such as
direct emails from TOCs.
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2015 headline results — knowledge & expectations of the disruption

Awareness of disruptions before the journey:

Knew about disruptions up to around a week ago, but before the day of travel
(NB this was the most desirable notice period)

Degree of disruption expected:

Significantly disrupted
Somewhat disrupted
Not at all disrupted

Average extra time expected to be added to journey

"Q:' ﬁ
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2015 headline results — experience of the disruption

Experience vs. expectation:

Disruption was as expected or less
Additional journey time was as expected

Overall satisfaction with the way the train company has handled disruption
Satisfaction with the value for money of the ticket for the journey

Satisfaction with the information provided:

Reasons for the disruption

When the disruption would take place

The routes that would be affected

Alternative transport arrangements

The amount of information provided about the disruption
The accuracy of the information given about the disruption

Satisfaction with the bus replacement service:

Time allowed for the transfer between bus and train

Frequency of the bus service

Help provided with luggage =~.9,

Directions given to/from the replacement bus service transportfocus // | bdre continental ¥ 10



2015* vs. 2010 results — knowledge & expectations of the disruption

Awareness of disruptions before the journey:
in 2015 and in 2010

Knew about disruptions up to around a week ago, but before the day of travel
(NB this was the most desirable notice period)

) in 2015 and in 2010

Degree of disruption expected:

Average extra time expected to be added to journey
and in 2010

ﬁ Significantly higher than 2010
O

. [
*Based on 2010 comparable data. In 2010, there were no Hayes & Harlington replacement buses, nor was there a South West Trains sample group. As a result, transport‘focus { N\ bdrc COhtIﬂEﬂtO| = 11
only the long distance trains and Reading replacement buses are compared across the two projects



2015* vs. 2010 results — experience of the disruption

Experience vs. expectation:

Disruption was as expected or less
in 2015 and in 2010 - Additional journey time was as expected

Overall satisfaction with the way the train company has handled disruption
in 2015 and in 2010

Satisfaction with the value for money of the ticket for the journey
in 2015 and in 2010

Satisfaction with the information provided:

in 2015 and in 2010 - Reasons for the disruption
in 2015 and in 2010 - When the disruption would take place
in 2015 and in 2010 - The routes that would be affected
in 2015 and in 2010 - Alternative transport arrangements
ﬁ in 2015 and in 2010 - The amount of information provided about the disruption
in 2015 and in 2010 - The accuracy of the information given about the disruption

Satisfaction with the bus replacement service:

in 2015 and in 2010 - Time allowed for the transfer between bus and train
in 2015 and in 2010 - Frequency of the bus service

ﬁ in 2015 and in 2010 - Help provided with luggage
in 2015 and in 2010 - Directions given to/from the replacement bus service

*Based on 2010 comparable
data. In 2010, there were no
Hayes & Harlington replacement
buses, nor was there a South
West Trains sample group. As a
result, only the long distance
trains and Reading replacement
buses are compared across the
two projects

ﬁ Significantly higher than 2010
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A little context: notable characteristics of passengers travelling
through affected areas during Easter 2015

Little commuting (9 per-cent) compared to 30 per-cent normal average?).
As such, typical journeys being made are infrequent/uncommon.
Higher than average* use of Off-peak and Advance tickets.

Twice as many booking in advance than normal (51per-cent compared to
36 per-cent on average®).

A little younger than average.*
Thus a little more likely to be in work or education.

o K

. . . ~ ]
* Comparisons made between the sample for this survey and that for First Great Western (total TOC level), / i = 13
in the Autumn 2014 wave of the NRPS transportfocus i/l bdrc continental



Note on comparing 2015 and 2010 findings

When work took place at Reading station in 2010, research was accordingly focussed on the service amendments to/from and
around Reading only.

The 2010 research surveyed passengers using long distance trains diverted via Banbury or into Waterloo (rather than Paddington),
and passengers using rail replacement buses to and from Reading.

As such, wherever the 2015 results are compared to 2010 in this report, only comparable elements of the sample are included (long-
distance, diverted train users and Reading area rail replacement buses).

For all other findings reported in this document, the full 2015 is used (unless otherwise stated).

Users of RRBs in the Hayes & Harlington area and users of the SWT service were often making relatively frequent, local journey; neither of
these groups were part of the 2010 survey.

As such:

The comparable - 2010 sample contains journeys which are marginally less frequent than the main 2015 sample, and thus passengers
who are slightly less familiar on average with their journey (although note these differences are not statistically significant).

On average, passengers’ reported additional journey time was 5 mins shorter in the 2010-comparable sample, than in the main 2015
sample.

Passengers in the 2010-comparable sample were more likely to have bought their ticket (an Advance or Off-Peak) ahead of time, online.

No other notable differences between the two versions of the 2015 sample.
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What Is important to
passengers for effective

management of disruption

In this section:

« Aspects of on the day experience
which influence satisfaction

« Attitudes towards the long term
benefits of disruption

* When and where passengers learn
about planned disruption
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For rail-only passengers, accurate and practical information was key
to satisfactory handling of disruption

...and understanding the
reasons for the works aided

a sense of value for money
m Accuracy of the info about the disruption

® [nfo about alternative transport arrangements m Accuracy of the info about the disruption
m Info about reasons for the disruption ® Info about alternative transport arrangements
= Info about when the disruption would take place m [nfo about reasons for the disruption
< A
Regression analysis to determine strength of relationship between aspects of information provision (Q17/18) and overall satisfaction with the )

handling of the disruption

/ i G 16
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Base: All respondents using trains: 2015 total (688)



Amongst bus replacement users practical provision of, and help with,
the buses on the day was critical

...and again knowing the
reasons for the works aided

perceived value for money
o 4“/

® Accuracy of info about the disruption Directions given to/from replacement bus service
Directions given to/from replacement bus service ® [nfo about reasons for the disruption
Frequency of the bus service Frequency of the bus service

H |Info about alternative transport arrangements Amount of information given

Regression analysis to determine strength of relationship between aspects of information provision (Q17/18), aspects of the replacement \/"/‘ . .
bus provision (Q21), and overall satisfaction with the handling of the disruption transportfocus / || bdrc continental 17

Base: All respondents using bus replacements: 2015 total (314)



Reducing the frequency of disruption is the most desirable outcome
of engineering works, followed by improved journey timings

Preference score,
where 100 indicates the improvement
which is of average relative importance

200

Reduced journey times 150

A direct train service
More frequent service on .
the route 1 DD

Improved facilities at stations

More parking spaces at stations

<4—

Less frequent major
unplanned disruptions

More reliable/punctual train service

Less crowded trains

More modern trains

SR
132
4—
—
SR
4—
118
—
50 -
B

39 Better personal security at stations

0 -

Q26. Here are some benefits that could come from engineering work. There are a number of pairs shown below and for each

please tick the improvement that you would most like to see.
Base: All respondents (1002)

O
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Reduced crowding and punctuality resonate as benefits to commuters;
reduced journey times and direct services for leisure travellers

Statement

Improved facilities at

231 | DISR Sl stations

- _ Less frequent major
ED'D ED'D RES unplanned disruptions

More frequent service
4_ DISR FREQ 41 the route

TIME —> DIR A direct train service (no
15{] 1 15{] 7] need to change trains)
crun( 3] s
131 [ puNc CRWD Less crowded trains
<+— | 124 | punc
CRWD 114
<+ FREQ More reliable/punctual
PUNC . ;
100 - DIR 100 - train service
TIME P—

g

91 FREQ . .
. STN — TIME  Reduced journey times

SEcR  Better personal security

= - at stations
20 20 L Juoo

= — -
SECR SECR MOD  More modern trains
PRK

More parking spaces at

0 - 0 - PRK stations
O
) : ) ) [
Q26. Here are some benefits that could come from engineering work. There are a number of pairs shown below and for each /4 H s 19
please tick the improvement that you would most like to see. transportfocus il W\ bdrc continental

Base: All respondents (1002)



Stated preference question: explanation

The research tested the importance of ten likely benefits that could come from engineering work, relative to each other:

. Improved facilities at stations

. Less frequent major unplanned disruptions

. More frequent service on the route

«  Adirect train service (no need to change trains)
. Less crowded trains

. More reliable/punctual train service

. Reduced journey times

. Better personal security at stations

. More modern trains

. More parking spaces at stations

In order to fully test the relative importance, in an easy and non-fatiguing way for passengers, several pairs of these features were
presented to respondents. Respondents then chose their preferred benefit in each pair, for example:

Here are some benefits that could come from engineering work. There are a number of pairs shown
below, and for each please tick the improvement that you would most like to see

Prefer the one on the left  No preference  Prefer the one on the right

Less frequent
(@) o (&) major unplanned
disruptions

Improved facilities
at stations

Statistical analysis then calculates a relative score for each feature. On the following slide we present the scores as relative
points around an average of 100, which represents the average level of relative importance.

-y
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Passengers also expect improved journey times to be the main result

Reduced journey times

More frequent train service on the route
More reliable/punctual train services
Less crowded trains

More modern trains

A direct service (no need to change trains)
Improved facilities at stations

Better personal security at station

More parking spaces at stations

Other benefits

No benefits

Don't know

Not stated

‘Significantly lower than 2010

13

21

18

26

Q25. What do you think the benefits will be to you personally, as a result of the rail redevelopment work?

Base: All respondents: 2015 total (1002)

37
34

30

...and these expectations are
clearer than 5 years ago

*Based on 2010 comparable data. In 2010, there were no Hayes
& Harlington replacement buses, nor was there a South West
Trains sample group. As a result, only the long distance trains and
Reading replacement buses are compared across the two projects

O
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Expectations for reduced journey times and improved frequency and
reliability are linked to greater tolerance for the disruption

45% -
(V. . .
[e) 40% - Reduced journey times
o L 4
< . More frequent train
'g ? service on the route
© o More reliable / punctual 4
< 30% - . .
— < train services
T 2
S o 25% -
> 3 Less crowded trains
° n ¢
— 20% - More modern trains
= T _ _ TS
g I A direct service (no need
c 15% to change trains)
T v ? ¢
(D)
y— . Improved facilities at
R, 10% - ¥ No benefits stations
fd
@© i . 4
wn o Other benefits Better person_‘al security More parking spaces at
N at station stations
¢ .
0% T T T T T T T 1
33 34 35 3.6 3.7 3.8 3.9 4.0 4.1

Expected outcomes (mean score)

o)

<O

Y axis: Q23. Overall, how satisfied are you with the way the train company have handled disruptions to your journey today? /¢ . .

X axis: Q25. What do you think the benefits will be to you personally, as a result of the rail redevelopment work? transport‘focus { N\ bdrc continental 22
Base: All respondents: 2015 total (1002)



Expectations broadly match passengers’ actual preferences

200 +
(Vp] |
3 180
5
160 - . .
= Reduced journey times
-] $ V'S
g &) 140 1 Direct train service Better reliability / punctuality
X O 2 4
—
o .S 120 - .
= Q Less crowded trains
. O
L 2
(@) % 100 -
= More frequent service on route
8 Q@ Improved facilities at stations
c ()] 80 - 4
—
% a
= 2 60 - Stronger emphasis in comms
5 © ‘ _ ® More modern trains on how engineering works will
o :@ 40 - ¢ Better personal security at stations improve reliability and
= 4 More parking spaces at stations capacity could increase
)
© 20 - tolerance a little further still.
O]
o
O T T T ] T T T 1
0 5 10 15 20 25 30 35 40
Expected outcomes (%)
Y axis: Q26.Here are some benefits that could come from engineering work. There are a number of pairs shown below and for each please tick the \O/ ‘
improvement that you would most like to see. . = < . u 23
)B(aas)a(el:s:A(ﬁzrgsgxggteg?syggltgl?(l)(th]?l%eOg?mS will be to you personally, as a result of the rail redevelopment work? transportfocus // \! bdrc Cont|nentc|| s



A quarter learned about the disruption on the day of travel; earlier
warning would have been much preferred

Advance ticket purchasers:
* 14 per-cent today
» 30 per-cent a month+ ago

Anytime purchasers:
25 18 « 38 per-cent today
» 30 per-cent less than a week ago

Off-peak purchasers:
+ 22 per-cent today
» 31 per-cent less than a week ago

28

Season ticket holders
+ 37 per-cent a month+ ago

15 19
When did you find out? When would you have liked to find out? Advance:
* 43 per-cent one month ago or more
Anytime and Off-peak
Today Less than a week ago but before today * 50 per-cent approx. 1 week ahead
m 1-3 weeks ago ® One month or more ago

Season ticket holders
Don't know / not stated « 48 per-cent a month+ ago

» 25 per-cent approx. 1 week ahead

o k.,
Q12. When did you find out about the disruption to today's journey? Q13. How far in advance would you like to have been informed about Ve .
the disruption? Base: All respondents: (1002) transportfocus / \) bdrc continental ©



Similar proportions found out about the disruption on the day in 2010

2010 2010
3
24 24 14
26 19 27
25 35
16 26 21 21
7 6
When did you find out? When would you have liked to find out?
Today Less than a week ago but before today
m 1-3 weeks ago ® One month or more ago

Don't know / not stated

o - . - o= A
Q12. When did you find out about the disruption to today's journey? Q13. How far in advance would you K

. _ . . > 25
like to h b i d about the d tion? Base: All dents, 2015 dat ble t / i .
2I0810C:) (7a1v7e)’ Zect)afon(wlciranlt)a about the disruption? Base respondents ata as comparable to transportfocus l/i bdrc continental



The timing of communications could have been better for some of
Easter travellers through the affected areas

30 -
Ideally, more people will have
0 learned about the disruption
g around a week in advance
=
— ...and fewer on the day
o found out about
S 20 - a week in advance
= o
© S About a week ago ¢
8 \G_: Less than a week ago but before today
c 5 More than a month ago
[ S ’
O >
o S ’
S o About a month ago .
e About 2 weeks ago
o - 10 -
o =
]
o
—
- About 3 weeks ago
S * found out Today
§ on the day
0

0 5 1IO 1I5 2IO 2I5 3I0
When found out of the disruption (%)

Q12./ Q.13 é?; ‘-
Base: All, n=1002 transportfocus [/ | bdrc continental *




Online, at-station, point of sale and word of mouth helped provide advance
knowledge; various at-station sources gave information on the day

Found out in advance 75%
Found out today 25%

18
16

13

12 11

< A
15. How did find out about the di tion t j today? 7/ H s
(Bgase: Fogtlmtlj oﬁ%olﬂnayo(gsgli)%%undeo&?lrilrjwpag\?ar?cgo(%ljg)umey o transportfocus p/ ] bdrc continental



Online timetables, POS information and posters at stations together
reached half of those who were aware of the disruption advance

70.0
©
)
g — After this point (travel apps), other comms added frequency but not reach
8 /
— 50.0 —— Online timetables, POS and station posters together reached 49%
2] ' ' .
S
< Online timetable information plus point of sale notification together reached 42% (so POS added a further 17%)
T : . : . ,
>
S 300
= / - | o
‘: Online timetable information (on its own) reached 25% of passengers
o . . . . . '
fd
2]
L‘S 10.0 ' '
o & \l_é} & R <& 5° R & Ny RN & O(" O(" é"\ o Cx @ &
> S &P \\?"b% ‘,@? N S N PSP S N Y OO\Q
N & o & 3 5 © © X Qo &L L & A\ & <
RS} 3 2 < & AL ? & ) % N i h e on 2 >
N ) 5 2" O Q x5 ' N S S & @ &
-\6‘@ N o"&\(‘e \'z'::“\‘¥ o(:\ o‘?} &é‘ ‘{-\OQ Q/@‘?‘ '5‘\6 ‘&@ \9,66 'i‘\rb é% & 6} “‘0&
< & A8 & & N & \gj@ <€ N ©b &L %&e &£ <
o \ :
& & &S & &« &S &
¢ Q <X VS\ & o X3 6\5
\&0 ?,b 0(\ .\_Q;
o d &
¥ o Q¢
QO
;.}‘b
&
. . >
Communication channel ~
«O\b
O A

. - . . . /% . n
Q15. How did you find out about the disruption to your journey today? transport‘focus N\ bdrC Contlnent0| Py

Base: All respondents (1002)



Information screens and staff had most extensive reach on the day

20
__/_#——__
15
Other channels appear not to have added reach; however they will have
10

added frequency and perhaps further understanding for passengers.

For instance, station announcements provided an incremental reach of
only 1% for those finding out on the day. However, 0% of these

> ~ passengers reported having found out something in this way (see 2 slides
previous), indicating that perhaps station announcements provided extra
detail or clarification, for example.

% Easter travellers reached

0 T T T T T T T T T T 1
I & 5 < < o < <
\0‘(\ N > {g\ o xS XS Q o .0 Q
X S X\ & X x> Q ? \ X
<@ o & o < 2 <2 > & x> Q&
< <& G O J:“-‘\ 2 X2 > @ < o
> %) o > R > <& %2 > Ry
& & S & & & & & & N
@ » 5 A & g S 3 &
& o xS e X 2 N & <5
£ ¢ & & F ¢ &
oL S
QOQ o & & 0‘)0 fa‘;’e &Q‘?’
®® 0\0 o\} Qo‘o (\(\ N \(\Q,-
£ w S 3
«© < & N O
S $ % 0‘\.

Communication channel

o_
R/’/, = n 29

- _ | _ .
Base: All respondents (100z) | ClorHPon to your journey foday? transportfocus [/ || bdrc continental *



Online and ‘pro-active’ communication methods would be most
preferred in future

Using further TURF analysis:

Together, online timetables, POS notifications, station posters and direct

emails from TOCs are preferred by 86% of potential travellers.

Other channels would provide frequency and potentially richness of
communication.

18

17 17
12
10
9 9 8
6
3 3
<@ @ Q @ @ N > ) ) O
S 38 RS RS S &S B S 29 ¢ & 29
& 2 $® N & @ $® N o & &
o @ @ S Y g < O & S
S S N &
) < & & S & N S ~
QOQ (\00 0(\00 ‘\‘0 fb& ’b(\b é{b‘o ,\\0
& 000 v & X ) O &
© N & & o R N2
> Q' Q& 2 & Nol
E\S & N\ Q N
Q & @ A ]
» @ v e
Y~

Of the 496 people in this survey who bought their ticket in advance (not including season ticket

holders), only 37 per-cent reported having been made aware of the disruption at the point of
purchase

<> A
(E?algé:Vxna;;\évggrllcégﬁtéh(elggzs)t way(s) to let you know about similar disruption to your journey in the future? transporthCUS [/k bdl"C Continentol s



A similar pattern was seen in 2010

55
50 2015* 2010
41
39
34
31
28 28
21
19 16
16
14 14 15
11 11 12 12
9 8 .
5 4
2
o« X N\ (] P £ £ N\ £ F S \)
& N N & & @ N <& & ¢ N S S &
XS xQ X2 L %) N \\0 & L Q& (@0 N2 (@) L
N S ¢’ 00& @ ° & i oo(Q @ & S oo&
& Q N © S \ ¢ £ S & ¢ & 5
> & &0 © & & 5 N © & & & @
\ N2 @ N < & o ¢ N R4 7 & N
S S S 6‘\ & N R S X J ® @ X
N ¢ &L o o e N & ° & & L
2 & R & J & N B\ 3 & ) <
& S » o Q ¢ N o S S & &
& v Q’@fb S \(bQ 000 ' %Q’q IS rg‘({b e,b\\ \é;\\
& W ) © & & & o & v
A\ {b (Q Q > \\
& <$ S > & R
0 \Q\ \0"\' ?“\S % e
006 \{b Ay « Al 2010 figures are significantly higher (except ‘A
§ text message from the train company’)
0&0 « Addition of ‘Inform me when | buy’ to 2015 survey
O\‘&‘ appears to have been the cause of this, by

encouraging a greater spread across the other
possible responses

*Based on 2010 comparable data. In 2010, there were no Hayes & Harlington replacement buses, nor was there

) - ; ) **NB option not available in 2010 questionnaire
a South West Trains sample group. As a result, only the long distance trains and Reading replacement buses are

compared across the two projects ™" In the weeks leading up to disruption \o{; nﬁ
75 .
Q16. What would be the best way(s) to let you know about similar disruption to your journey in the future? [ bdrC continental *
Base: All respondents: 2010 total = 1759, 2015 comparable total = 717 transporﬁ:ocus ([



On the whole, actual comms channels performed in the right
proportions compared to passengers’ preferences...

50 +
@ .
| -
3 40 -
>
e
(b
e
e
| -
@) 30 - .
e
n An email from the train company B
© °
c .
% A train/ travel app on your mobile device -
20 - -~"Noti i i
— Announcements made at a station Notices on the train company website
O o
o .-
8 ATOC'S ...but in particular, more_people would
o social PN _ have liked to have been informed:
(TJ 10 | media page Announcements made on a train
"'q__) 8 © Lg,aﬂéié handed out at a station y A_t the point of pur_chase
E A print@dtifﬁetable leaflet or booklet y V!a posters_ at stations
* Viaan email from a TOC
<>A letter from the train company
O - T T T T 1
0 10 20 30 40 50

Communication channels via which heard of disruption
\o/ ‘
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Inevitably, some will always learn of disruption on the day...

Inform me when | buy my ticket

A timetable on the internet

Posters at the station in the weeks leading up
to the disruption

An email from the train company

A train/travel app on your mobile device

Announcements at the station in the weeks
leading up to the disruption

Other notices found on the train company's
website

A text message from the train company

Announcements on trains in the weeks
leading up to the disruption

A train company's social media page (e.g. on
Facebook, Twitter)

Leaflets handed out at the station in the
weeks leading up to the disruption

A printed timetable booklet or leaflet

A letter from the train company

52%
44%

17%

29%

14%
15%

0/
470

7%
12%

7%
9%

0%
8%

3%
7%

3%
5%

0%
1%

Q16. What would be the best way(s) to let you know about similar disruption to your journey in the future?

Base: Those finding out today (250), those finding out up to a week ahead (403)

...informing at point of purchase is
a must for these people, but online

commes in particular could still
play arole

Today

Up to about a week ahead of travel but before today

(NB this is the most common ideal notice period)

2 (N 23

3 . u
transportfocus [/ | bdrc continental *



Fare preferences

Fares should be reduced when engineering work

results in a degraded level of service 5

It is acceptable for fares to stay the same during

engineering work 20

Fares should be increased during engineering
work to recognise the investment being made in 1
the rail network

‘Qﬁ' ﬁ 34

. ) . : ! : ) 7 [
Q29. Here are some statements about train fares during periods of engineering work. Please tick the one statement that you agree with most. /\\ 1 s
Base: All respondents (1002) transportfocus [ W bdrc continental



Summary of factors influencing impressions of disruption handling

Knowing in advance (usually up to about a week ahead, but varies for different
passenger groups / route types).

Being informed at point of purchase, or via pro-active comms from TOCs

Accurate and practical information

Practical help on the day

Knowing the reasons why the work is taking place — with emphasis on how it will improve

reliability, frequency or journey lengths (where these are genuine potential benefits).

In particular an understanding of the reasons for disruption can aid passengers’
tolerance, with resulting impact on other perceptions such as value for money.

o) ﬁ

transportfocus '\l bdrc continental *



So how do the findings
compare across the
sample groups?

O (N

. =
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Notable passenger characteristics for the four sample groups 1

Little commuting (9% compared to 30% normal average)
As such, typical journeys being made are infrequent/uncommon

Higher than average use of Off-peak and Advance tickets
Twice as many booking in advance than normal (51% compared to 36% on average)

A little younger than average*
Thus a little more likely to be in work or education

* Comparisons made between the sample for this survey and that for First Great Western (total TOC level),
in the Autumn 2014 wave of the NRPS

> b 37

** Frequency refers to the type of journey being made during the Easter period. Individual respondents may also . o]
travel by train for different reasons and with different frequency, at other times transport‘focus A\ bdrc continental *



Notable passenger characteristics for the four sample groups 2

-

-

Long distance service users

* Very infrequent rail travellers**
* Making leisure (holiday) trips

» Booking in advance online

* Notable student presence

Reading RRB users

* More mixed passenger profile than for other groups:
 Strong leisure bias but some commuting

+ Typically more frequent journeys than other groups
» Purchasing ticket on the day

~

/

o

South West Trains users

* Average frequency of journeys

* Making leisure day trips

 Typically purchasing ticket on the day
» Marginally older than other groups

* Comparisons made between the sample for this survey and that for First Great Western (total TOC level),
in the Autumn 2014 wave of the NRPS

** Frequency refers to the type of journey being made during the Easter period. Individual respondents may also
travel by train for different reasons and with different frequency, at other times

A
Most frequent journeys of all groups
Making local journeys: days out or going to work
Purchasing ticket on the day
-‘Q:' ﬁ 38

. u
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Passenger profile — demographics 1

m\Working full time
mWorking part time
= Not working

= In education

R 20 A0

16-25

16-25

= Retired

Other

® Working full time
®m Working part time

® Not working

H In education

26-44 45-59 60+

" Retired

Other

mWorking full time

mWorking part time

26-44 45-59 60+

m Not working

®|n education

@ = Retired
t Other
16-25 26-44 45-59 60+
Significantly higher/ lower .
tl than other sample groups - Long distance trains - ?;giz?ﬁg;szsgsscismbine d) - South West Trains §°¢

Q30, Q32, Q33
Base: All respondents (excluding not stated): long distance train n=561, replacement buses n=314, south west trains n=127

transportfocus I/ |

Full time workers - significantly
higher number amongst the
Hayes and Harlington
replacement bus passengers

bdrc continental *




Passenger profile — demographics 2

] m White
Long Reading South = Mixed
distance buses West = Black or Black British
% ERIENE Trains = Asian or Asian British
. - m Chinese
Have disability 8 10 10 7 Other ethnic group
. . Not stated
Condition/illness have an adverse
affect on ability to make journeys by 56 44 25 33
train (based on those who have disability)
Vision 1 2 2 2 :mzléz
Hearin 1 m Black or Black British
g H Asian or Asian British
- u Chinese
Mobility 3 4 3 1 Other ethnic group
. Not stated Asian or Asian British
Dexterity 1 1 - - - significantly higher
number amongst the
Hayes and Harlington
Learning or understanding or 1 1 ) ) L%ps'ggﬁé“eﬁgt bus
concentrating
m White
Memory 0 1 - - = Mixed
m Black or Black British
Mental health 1 1 1 2 = Asian or Asian British
m Chinese
Stamina or breathing or fatigue 2 1 3 - Other ethnic group
Not stated
Socially or behaviourally - 1 = =
- Long distance trains
Other 2 2 3 3 - Replacement buses
- South West Trains
Q34 Which of the following best describes your ethnic background? L\O/ n
Q31a Are you affected by any physical or mental health conditions or illnesses lasting or expected to last W d . )
12 months or more? Q31b Does your condition/illness have an adverse affect on your ability to make journeys by train? (/\\ s
Base: All respondents (excluding not stated): long distance train n=561, replacement buses n=314, south west trains n=127 transportfocus / il b rc contlnentol



Passenger profile — journey purpose

Long distance Replacement
trains buses total
%
0 . .
Daily commuting to/from
gﬂ% work 2 l co
Less regular commuting
4 4
to/from work
Q
:' Daily commuting for
. 0 -
education
‘p Less regular commuting
2 1
for education
[ ]
r.' On company business 2 2
\ﬁf Shopping trip 1 6
14
&Y%+ Visiting friends or relatives 43 41
@ Sport/entertainment 2 4
e
W a A day out 10 15
.\_- Travel to/from holiday 28 11 12

@ On personal business 2 1

ﬁl Significantly higher/ lower than other sample groups

Q5. What is the main purpose of your rail journey today?

South West
Trains

s §

10

23ﬁ

Reading

replacement
buses

Hayes & Harlington
replacement buses

12

35

22 ¢

10

n41

Lgms%rgﬁgmést ﬂgm bdrc continental *

Base: All respondents (excluding not stated): Long distance trains n=561, Reading replacement buses n=156, Hayes & Harlington replacement b



Passenger profile — frequency of using affected routes

Long distance trains

Frequent* 16%‘

3 13 50 10 L Infrequent 60%

m Every day / a few times a week m A few times a fortnight / month Reading replacement buses

m Every few months / once a year m Less than once a year 01

= First journey Not stated 14 21 43 6 14 3 Frequent 35%

Infrequent 48%
Replacement buses mEvery day / a few times aweek  ®A few times a fortnight / month
m Every few months / once ayear  mLess than once a year

First journey Not stated

Frequent 40%
= =2 36 = Infrequent 41%l

m A few times a fortnight / month

mEvery day / a few times a week
Hayes & Harlington buses

m Every few months / once a year Less than once a year
First journey Not stated
21 23 30 20 1 Frequent 44%
Infrequent 35% l
South West Trains u Every day / a few times a week m A few times a fortnight / month
u Every few months / once a year Less than once a year
Frequent 30% First journey Not stated
Infrequent 54%
m Every day / a few times a week m A few times a fortnight / month
m Every few months / once a year m Less than once a year
= First journey Not stated
l Significantly lower than
other sample groups
* “Frequent” = make this journey once a month or more; “Infrequent” = make this journey less often; this is the same definition as is used as
standard in reporting of NRPS results o
Q6. How frequently do you usually make this particular journey? §'7 ‘.
Base: All respondents: Long distance train n=561, Reading replacement buses n=156, Hayes & Harlington replacement buses n =158; transporthCUS // “ bdl"C Continent(:ll .

South West Trains n=127



Passenger profile — ticket usage

40
Off-Peak/Super Off-Peak Single/Return 26
23
Advance
Anytime Single/Return
Off-Peak Day/Super Off-Peak Day Single/Return
Anytime Day Single/Return
m Long distance
Rail Staff Pass/Privilege ticket/Police concession
m Replacement buses
Oyster Pay As You Go ® South West Trains
Season ticket
Free travel pass
Day Travelcard
Other
Net: Anytime
Net: Off-Peak 8 53 ﬁ
et: Off-Peal
37
ﬁ Significantly higher than other sample groups
Q35. What type of ticket did you use for your journey today?
Base: All respondents (excluding not stated): Long distance train n=561, Replacement buses n = 314; South West Trains n=127 transportfocus

S\
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Passenger profile — ticket purchase method

49

In advance - via the internet/a website

=
\‘

[Eny
[ep!

In advance at station

!
o

N
[
N

On the day of travel at a station ticket office

l\)‘
0]
w
[y

On the day of travel - from a ticket machine

In advance - booked over phone

o
=
w
N
00}

w

In advance - via an app

1
L. |
2 m Long distance
On the day of travel on the train 3
3 ® Replacement buses
. . 2
Ticket was organised for me 8 ® South West Trains
. _ I 1
On the day of travel - ticket collected at station 01
. . o m1
On the day of travel - via the internet/a website 8
) Q
On the day of travel - via an app .01

Used a season ticket _89

| use Pay as you Go on Oyster or other smartcard or payment card - non-season I 1

Net: Advance

=

Net: On the day

N
[ee]
[o8)
N
[e2]
o

ﬁl Significantly higher/ lower than other sample groups (o) ‘

S~z

3 . 5]
Q36. How did you buy your ticket for your journey today? transportfocus /’? \ bdrc continental ©

Base: All respondents (excluding not stated): long distance train n=561, Replacement buses n = 314; South West Trains n=127



The story of each of our
sample groups

(Pen portraits)
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Maria — a long distance train passenger

and 20 minutes.

Maria’s train has been diverted today, making her journey longer by about an hour

She did expect her journey to be somehow disrupted today, as she saw a notice
about it when she booked her ticket on the Internet some time ago.

However, the information she was given was fairly basic. It was about enough to
get an idea of what was happening and why. Retrospectively, perhaps a little more
information could have been provided then and there when she booked, on how
much longer it would take, and perhaps on the fact that this engineering work will

mean shorter journeys to London in the future.
l 1 25

Luckily she actually checked the timetable herself on the internet ahead of her

For the future: Maria hates using replacement bus services, so it’s really important

AGE travel as well. That gave her a good idea of how much longer the journey was
_ ® likely to take, so she could make sure her parents, who were picking her up from
_?}l:' Employed full time the station, knew of the delay.
WORK STATUS Despite feeling that she received lesser service than she paid for, Maria thinks
the train company handled the disruption OK. It was quite annoying as she
l Off-Peak bought in won’t really ben(_aflt from this engineering wo_rk much in the future herself, but she
| advance online understands that it needs to happen at some point.
TRAIN TICKET
ga&%iff ti’ London to her that she is informed of any disruptions to train services when she buys
addington her ticket. She also would like to receive an e-mail with any other details she
Return from holiday should know ahead of her travel, preferably a about a week ahead.

Satisfied:
Made for the first time 66%

FREQUENCY OF
THE JOURNEY

Priority for the future:

Reduced journey times

/,

S . u
transportfocus /\ bdrc continental *



Tony — a Reading bus replacement passenger

When Tony arrived at the station this morning he was expecting some disruption to his
travel. He saw posters and notices around the station when he was making
another train journey recently, which then prompted him to check a timetable on the
Internet and pay a little bit more attention to any other information he saw about
engineering work at Easter. Today the ticket office staff also made sure he knew
about the changes, when he bought his ticket.

There definitely was enough information ahead of the disruption and judging by what
he saw today and what he experienced, the information he received was pretty

- accurate.
[ [
R 5
b 63 : : : -
s His experience of the replacement bus service today was actually quite good.
AGE The directions given to/from the replacement bus service were clear, there was enough
w ) time to transfer between bus and train, and the bus service appeared to be relatively
_?A:' Emploved part-tim frequent. Tony had a small suitcase as he was taking various presents and food gifts to
ployed pa © a friend’s for an Easter meal, and could have done with a bit more help to get it into the
WORK STATUS luggage hold — he hadn’t been sure whether it should go in there or on board with him.
! Off-Peak bought on the All in all he wouldn’t be too worried about using replacement bus services in the
: day from the ticket future, although he’'d always want to travel by train for at least part of a journey if
office at the station ossible
TRAIN TICKET P '

Like with this journey, the best way to tell him about potential disruption in the

Reading to Didcot . . . .
g future would be posters at the station in the weeks leading up to the disruption, at

To visit friends the point of buying his ticket and by highlighting any changes in a timetable on the
JOURNEY Internet.
Satisfied: Priority for the future:
4 Every few months o) i i
FREQUENCY OF 82% More reliable trains

THE JOURNEY

o ~

transportfocus /| bdrc continental *
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Jane — a Hayes & Harlington bus replacement passenger

Jane woke up this morning and decided to treat herself to a day out. Not thinking much
about it she got dressed and headed for the station, she was totally caught off guard when
she was told when buying her ticket, that a bus service was in operation today. She

decided to still go ahead with her plans for the day and travel on the replacement bus service

When waiting for the bus she noticed posters warning of the disruption and the station staff
explaining briefly what was happening and why, and what the alternative arrangements were.
But she wished she knew about it before she made her plans this morning, she would
have gone somewhere else for the day.

Overall, the journey was more disrupted than she had thought it would be when she headed

! L . . H
) 9 o S 38 out this morning. |t took her an extra hour than normal to get to Slough. She did not
AG'E expect it to be that long! But actually, the service delivered by the replacement buses

was OK, and in particular she felt the station staff had done well with directing people to and
from the buses. Having said that, the buses could have been more frequent, and it would
?f Employed full time have been nice to have seen more help for passengers with luggage, which looked a bit more

difficult than it would have been if the normal train service had been running.
WORK STATUS

Although it’s not ideal, on the basis of what she experienced today she will not be
G’ Anytime bought on the completely put off from using replacement buses on this route in the future — if it's
, day from the ticket
office at the station absolutely necessary!
TRAIN TICKET
_ In the future, the best way to tell Jane about potential disruptions to her train travel
,,,,, ‘ g'@@sh& Harlington to would be posters at the station in the weeks leading up to the disruption and to
— highlight any changes in a timetable on the Internet. (Her friend also mentioned that an email
JOURNEY A day out ?n advance would have been really helpful). They wouldn’t need to hear about it until a week
In advance. calicied: Priority for the future:
A few times a month 71% Direct services; improved

station facilities

FREQUENCY OF
THE JOURNEY

9 A
> 4 . = 48
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Rose — a South West Trains passenger

WORK STATUS

©

TRAIN TICKET

JOURNEY

©

FREQUENCY OF
THE JOURNEY

Employed full time

Off-Peak bought on the
day from the ticket
machine at the station

Reading to London
Waterloo

To an entertainment
event

Every few months

Three months ago Rose bought a ticket for a play at the theatre in London. She has
wanted to see this play for a while now and the day has finally arrived.

A month or so ago she heard from a friend that the train services during Easter
were to be disrupted due to engineering work happening — something to do with
improvements at Reading station. She spoke at first to station staff at Twyford (her
local station) then checked atimetable on the train company website to confirm
it.

Based on the information she found, she decided the best thing would be to drive to
Reading station, park the car there and then catch the South West Trains to London
Waterloo. She knew this would take a lot longer than normal, but the other option would
be to use a bus for part of the journey and catch a train to London further down the line
— Rose would rather not go near one of those slow replacement buses!

Considering all the factors (the amount of information available, the accuracy of the
information, and how it all worked on the day), she thinks her experience was
acceptable, if a bit inconvenient.

The best way of communicating any planed engineering work and likely
disruption to her travel in the future would be via posters or announcements at
the station in the weeks leading up to the disruption, as well as timetables on the
Internet, which she always checks before train travel.

Satisfied: Priority for the future:

More reliable, less crowded
0 ]
66% trains

<> A
7 . s 49
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Variations in the
experience of journeys
during the Easter
disruption
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Some rail-only users were oblivious to any disruption; some SWT
users felt they needed to go a little more out of their way

Long distance trains Replacement buses South West Trains
Train diverted making my journey time 62
longer 34

Trains/buses not stopping at my usual
station, so made my own way to a . 16 ﬁ

different station to start my journey

(oe]

Trains run less frequently

I
o

This echoes the finding
from 2010 that people are
generally much happier to
stay on atrain (even if it
means a longer journey),

Train diverted to arrive at a different
station to normal

[EEY
N

than make a change or
7 use a bus —to the extent
that some don’t even
notice!

Train overcrowded/busier than normal

Train delayed (arrived late to your
starting station, or delayed in leaving
your starting station)

I
©

Bus replacement for part of my journey

H

Bus replacement for all of my journey 0

None that I'm aware | 1 l Q
over [ 2 I I -
ﬁl Significantly higher/ lower

than other sample groups §o¢ ‘- 51
Q7. What kind of disruption have you experienced personally on your journey today? bdrc continental *
Base: All respondents (excluding not stated): lona distance train n=561. replacement buses n=314. south west trains n=127 transportfocus // i



Around a quarter were unprepared for how long their journey took in practice

On average

_ _ minutes
Long distance trains \ )

—_— mYes, | expected my
76% know how long journey to be so long
this particular journey 81 No. 1 did not .
i 7 34 19 8 ® No, | did not expect my
usually takes by train journey to be so long
Don't know

Replacement buses

78% know how long
this particular journey B : s 4 B 28 24
usually takes by train

South West Trains

m Yes, | expect my journey to
be so long

m No, | did not expected my
journey to be so long

Don't know

mYes, | expected my journey

79% know how long
to be so long

this particular journey > 7 10 14 22 57 |
usually takes by train = No, | did not expect my
journey to be so long
Don't know
®m1-10mins 11-20mins
21-30mins 31-40mins
41-50mins 51-60mins
= 61+ minutes Don't know how much longer

= No additional time
Q9. How much additional time will you be spending on the train/bus due to engineering works? Q10. Were you expecting today's journey to
be this long? O k.
Ease:ﬁlxll respo'?tljents (eﬁ(cluding not stalted):éong distance train n:56}, replacergent buses n:314,hsouth west trains n:l”27;hallkthosehwho 7',/ d . )
new how much longer the journey was long distance train n=429, replacement buses n=245, south west trains n=100; all who knew how s
much longer their journey will be than normal: long distance train n=357, replacement buses n=224, south west trains n=78 transportfocus / i b rc contlnentol




Unpreparedness was particularly high amongst users of Hayes RRBs

On average
(minutes)

Reading replacement buses

0 m Yes, | expected my journey
7_5/o kn_ow h0\_/v long 0 be so long
this particular journey = No, I did not expect m
: , 1 di X y
usually takes by train 23 9 journey to be o long
=X Don't know
Hayes & Harlington replacement buses
81% know how Iong -:(()esélsixlpc);cted my journey
this particular journey g
usually takes by train 13 4 16 19 S8 = No, | did not expect my
t journey to be so long
Don't know
®m1-10mins ©11-20mins
21-30mins 31-40mins
41-50mins 51-60mins
t Significantly higher/ lower = 61+ minutes Don't know how much longer
than other sample groups m No additional time

Q9. How much additional time will you be spending on the train/bus due to engineering works? Q10. Were you expecting today's journey to

be this long? O ‘
Base: All respondents (excluding not stated): using replacement buses Reading n=156 , Hayes & Harlington n=158; all those who knew how N
much longer the journey was Reading n=117 , Hayes & Harlington n=128; all who knew how much longer their journey will be than normal:

X . = 53
Reading n=111 , Hayes & Harlington n=113 transportfocus // “ bdrc Contlnent0|




On average a quarter found the journey more disrupted than expected; however
this varies, with particular surprise for level of disruption on Hayes RRB routes

Long distance

. Long distance
trains

trains

Replacement Replacement

-
X buses : buses
1
| l
| 1
|
South West ! S
I , outh West
: st 24 52 21 K] | 1 Wes! UPEPS =
| l
! = I 0T 0o ° )
! >3 83 = 3 . 52 52 e T 9
1 S5 < =4 =5 | < IS |5} = =
I 85 =5 © 5 1 g > 8 <3 2 5
' = 5 85 i 58 £3 5 5 32
= .z = = () o () [=)]
| 5 §3 =3 : Sz Zg E » -
: 2 ! £ %=
. l
A\ I
- 1 -
I’ |
! Reading | Reading
| repl b 24 8
| replacement buses : replacement buses
|
|
' \%

]
|
I

s
e

[ N

' Hayes & Harlington
1 replacement buses

1
(S

T T \

Hayes & Harlington

replacement buses 37

——————

3%1

tl Significantly higher/ lower

than other sample groups

Q19. On the basis of the information you received (either before or after arriving at the station), how disrupted did you expect today's (o) ‘
journey to be? Q20. Was your actual journey more or less disrupted than you expected? S~z

Base: All respondents (excluding not stated): Long distance trains n=561, Reading buses n=156, Hayes & Harlington buses n=158 . .
South West Trains n=127 transportfocus // \ bdrc continental *

54




Reasonable but varied impression of the way disruption was handled

Long distance  Replacement South West

train buses Trains
Top 2 boxes 76' 66

Very Satisfied
34
44
25
13
5 6
5 3

tsignificantly higher than other sample groups

59% in 2010
(A statistically
significant
improvement)

Fairly Satisfied

Neither/nor

Fairly
dissatisfied
Very
dissatisfied

Reading Hayes & Harlington

replacement buses ~ eplacement buses

Bus replacement users
more satisfied on
average. Likely to be due
to:

» Greater familiarity with
the route and better
awareness of the
works, meaning more
informed passengers
With stronger
awareness, many likely
to have stayed away,
leaving the more
tolerant to experience
the disruption
Perhaps a degree of
pleasant surprise

Q23. Overall, how satisfied are you with the way the train company have handled disruptions to your journey today?
Base: All respondents (excluding not stated): Long distance train n=561, Replacement buses n=314; South West Trains n=127

n

81% in 2010
(No significant
change)

t Significantly higher than Hayes group

O b
=

transportfocus /Il bdrc continental =
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On average, around half were satisfied with the value for money of
their journey

Long distance  Replacement South West Reading Hayes & Harlington
replacement buses ~ eplacement buses

train buses Trains
Top 2 boxes 51 54 @ 48
Very satisfied > >

We have seen that
perceived value for money
is (among other things)
linked to an
understanding of the
benefits that major
engineering work will
bring.

Maybe understandable,
then, that travellers on the

41% in 2010 55% in 2010

Fairly satisfied

Neither/nor

longer distance routes,

who typically make this
Fairly journey infrequently, are
dissatisfied perhaps Ie_ss appeased by
the potential long term
gains
Very
dissatisfied

\ / ‘Significantly lower than Hayes group

< A ..
Q24. How satisfied are you with the value for money of your ticket for today's journey? tran SporthCUS // “ bdrc Continent0| s

Base: All respondents (excluding not stated): Long distance trains n=561, Replacement buses n=314; South West Trains n=127

tl Significantly higher/ lower than other samples




Perhaps with the exception of luggage help, ‘logistics’ on the RRBs
were managed well; frequency of the Reading buses also appreciated

Reading replacement buses Hayes & Harlington replacement buses
Time allowed for the transfer between Time allowed for the transfer
bus and train between bus and train

ﬁsigniﬁcamly higher than Hayes sample group

@ Dissatisfied I Satisfied
*Excludes ‘neither dissatisfied nor satisfied’ and ‘don’t know’
< A

; . [l
Q21. Thinking about when you caught or changed to the replacement bus, how satisfied were you with the following? \ s
Base: All respondents (excluding not stated): buses n=314; Reading buses n=156, Hayes & Harlington buses n=158 transportfocus // i bdrc contlnentcll
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It's difficult for rail users to see RRBs measuring up well compared to
trains, but on the whole the experience appears to have been acceptable

Reading replacement buses

Size of seats

Legroom

On-board toilet
facilities

Ease of boarding
and alighting the bus

Ease of getting to
and from the bus
stop

Feeling safe and
secure during the
journey

1

H

-
w
(6]

78

0

]

12

-HI

ﬁsignificantly lower than Hayes sample group

*Excludes ‘neither dissatisfied nor satisfied’ and ‘don’t know’

Q22 How did the bus standards compare with the train on the following?

) |

@ \orse

Size of seats

Legroom

On-board toilet
facilities

Ease of boarding and
alighting the bus

Ease of getting to
and from the bus
stop

Feeling safe and
secure during the
journey

Same

Base: All respondents (excluding not stated): Replacement buses n=314; Reading buses n=156, Hayes & Harlington buses n=158

78

1

IS
[ 00 | [ o |

N Better

transportfocus /\ bdrc continental *
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When engineering work is necessary, bus replacements remain
unpopular compared to maintaining rail service in some form

L [
Would not travel / Unlikely Likely Long distance No trains running after 9pm
use other mode . . :
trains until next morning (36%)

Buses replacing trains
on sections of route 15 34 Replacement No trains running after 9pm
buses until next morning (29%)
. Weekend line diversions or
South West Trains amended timetables (32%)

Buses replacing trains

on whole route 25 21
Only 5 per-cent of those experiencing RRBs would avoid
travel, with two thirds likely to use again
. ) (and only marginally more positive among Reading rather
Trains running on a 2 66 than Hayes area groups).

diverted route
Little difference in opinion amongst long-distance and SWT

service users. Though both slightly more confident about
these scenarios than RRB users.

Needing to change

trains on a route that 3 62 Indications of an influence of the ‘fear of the unknown’ ...
: : can future comms also address this with reassurance that
IS usua”y direct the experience can be managed well?

o)
Q27. If there are engineering works in future, how likely would you be to travel by rail under the following circumstances? Q28. If similar N7 n

. ! ! N ) 75 . u
engineering work was to take place in the future, which of these options would you prefer? ) transportfocus / \ bdrc Contlnentol s

Base: All respondents (excluding not stated) (1002): Long distance trains n=561; Replacement buses n=xx; South West Trains n=127



Variations in the provision
of information
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A majority were aware of the disruption in advance, particularly those
taking advantage of the SWT service

Long distance trains Replacement buses South West Trains
mYes mYes mYes
mNo
] NO | NO
Not stated
Not stated Not stated
73% among long-distance
rail travellers in 2010
Today Today Today
Less than a week ago but Less than a week ago Less than a week ago
before today but before today but before today
u About a week ago " About a week ago = About a week ago
m About 2-3 weeks ago m About 2-3 weeks ago

m About 2-3 weeks ago

m About a month ago m About a month ago

m About a month ago

® More than a month ago = More than a month ago = More than & month ago

Don't know/no opinion -
P m Don't know/no opinion

m Don't know/no opinion

ﬁl Significantly higher/ lower than other sample groups

Q11. Did you know about this disruption BEFORE you arrived at the station today? Q12. When did you find out about the disruption to §9¢ ‘n
oday's oumey? - - - - Hf /\ bdrc continental *
Base: All respondents (excluding not stated): long distance train n=561, replacement buses n=314, south west trains n=127 transpor OCUS (i W



A third of Hayes-area travellers were caught out on the day

Reading Hayes & Harlington
replacement buses replacement buses

mYes mYes
=N
No °
Not stated
ot stated
87% among RRB
users in 2010
Today Today

Less than a week ago

but before today Less than a week ago

but before today

= About a week ago About a week ago

= About 2-3 weeks ago = About 2-3 weeks ago

® About a month ago = About a month ago

m More than a month ago = More than a month ago

m Don't know/no opinion

® Don't know/no opinion

tl Significantly higher/ lower than other sample groups §O/ ‘

=

< . [l
Q11. Did you know about this disruption BEFORE you arrived at the station today? Q12. When did you find out about the disruption to today's j \ s
Base: All respondents (excluding not stated): long distance train n=561, replacement buses n=314, south west trains n=127 qff"ﬁﬁ%portfocus // i bdrc ContlnentOI




In an ideal world, more long distance travellers would like to have
found out between a week and a month in advance

Q12./Q.13

When like to be informed of disruptions
in the future (%)

20 ~

15 -

10 -

. About a week ago

® More than a month ago
A‘bout a month ago
¢ About 2 weeks ago

¢ About 3 weeks ago

Long distance trains

Less than a week ago but before today

4

Today &

5 10 15

20 25 30

When found out of the disruption (Easter 2015,%)
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Some SWT users would have been better served if they had
received a month’s notice

Q12./Q.13

When like to be informed of disruptions
in the future (%)

20 ~

15 -

10 -

South West Trains

@ About a month ago

.
About a week ago .

Less than a week ago but before today

.
About 2 weeks ago

¢ More than a month ago

@®About 3 weeks ago

4

Today
é 1I0 1I5 - 2I0 2I5 3IO
When found out of the disruption (Easter 2015,%)
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Some affected by bus replacements may have benefited from more
emphasis on comms between a week and a month in advance

When like to be informed of disruptions in the future
(%)

Q12./Q.13

20

15

10

30

1Reading replaceément buses
More than a month a&) ¢ About a week ago
’About 2 weeks ago
i ¢ About a month ago
L 2
Less than a
week ago but
7 before today
Abogt 3 weeks ago
* Today
0 5 10 15 20 25
When found out of the disruption (Easter 2015,%)

30

25

20

=

5

10

.
Less than a week
. ago but before
today
| ébout a week ago
* About 2 weeks ago
- +More than a month ago
*About a month ago
Today
. .
* About 3 weeks ago
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When found out of the disruption (Easter 2015,%)
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More long-distance travellers would have liked pro-active comms or
more prominent notification at point of purchase

Preferred channels of
communication in the future (%)

Q14. Q.16

Long distance trains

70 -
60 - Informed when | bought my ticket
®
50 -
A timetable on the internet
40 T .
30 - € An email from the train company
fosters/notices around a station
20 -
@ Notices on the train company website
A train company's @A train/ travel app on your mobile device
social media @ Anncuncements made at a station
10 - * ®Arnnouncements made on a train
A printed-timetable leaflet or booklet
eaflets handed out at a station
0 ?A letter from the train company . . . . . .
0 5 10 15 20 25 30 35 40
Communication channels via which heard of disruption (Easter 2015,%)
O i

_ -
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Some SWT users (many of whom travel frequently) would have
appreciated more prominent notifications at stations

South West Trains

60 -

<)

9\_/ 50 - ®

O Posters/notices around a station
Y S
(@ -

e
v 5 40 -
o
c @
c <
cs E
o £ <}A\nnouncements made at a station NG
o — 301 A timetable on the internet
= g Informed when | bought my ticket
- =
| -
59 © An email from the trai
qq_) S 20 n email from the train company @ ®Notices on the train company website
o C . A train/ travel app on your mobile device
— ©Announcements made on a train
o >

E ¢ Leaflets handed out at a station

o 10 A ¢ A train company's social media

o QA prin@d timetable leaflet or booklet

A letter from the train company
O T T T T T T 1
0 5 10 15 20 25 30 35
Communication channels via which heard of disruption (Easter 2015, %)
O
n 67
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Comms to Reading RRB users appear to have been placed most successfully;
of all groups, Hayes travellers needed more pro-active notification

60 1 . 50 -
Reading replacement buses
) * o
< . .
+— 50 Posters/notices around a station Posters/notices around a station
- i
E 40 -
o
=
@©
O . .
‘= 40 - A timetable on the internet
L 2
E @ Informed when | bought my ticket 30 -
~—~
g S A timetable on the internet
N

(&)
— 330 -
o > Announcements made at € station
= * ¢ ¢ Informed when | bought my ticket
" 20 1 Anemail fromthe TOC ’Notices on the train company website
c
% ® Notices on the train company website

20 - . "
c . Announcements made at a station ® Announcements made on a train A train/ travel app on your
o @A Lrain/ #a‘/e?app onyour m8b|?e éewce # Leaflets handed out at a station ¢ obile device ppony
o Leaflqtf handed out at a station # A printed timetable leaflet or booklet
beh) ¥ @ Anemallfrom the train company
bt Announcements made on a train 10
S .
E 10 - @ A printed timetable leaflet or booklet
8 # A train‘company's social media
o ¢ Atrain company's social media

@ A letter from the train company @ A letter from the train company
0 T T T T 1 O T T T T T T 1
0 10 20 30 40 50 0 5 10 15 20 25 30 35
Communication channels via which heard of Communication channels via which heard of disruption
. . 0
disruption (Easter 2015, %) (Easter 2015, %)
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Information was fairly well provided for Reading RRB users, but room
for improvements for other groups

Reading Hayes & Harlington
replacement
replacement buses
buses
Top 2 box =TT Top 2 boxes 75' 58
. I 0
Long distance : % Very satisfied Very satisfied

TR TR

: = Fairly satisfied Fairly
|
|
|

eplacement buses satisfied
17% 66% - === : m Neither » Neither

satisfied nor satisfied nor

dissatisfied

1
i ! dissatisfied
South West Trains . wFaiy F'S_Sla she
1 = Fairly
19% 69% : dissatisfied dissatisfied
e 1
L . o ) ) - - ! mVery = Very
m Very dissatisfied m Fairly dissatisfied = Neither/Nor = Fairly satisfied ®Very satisfied : dissatisfied dissatisfied
_ o Top 2boxes 74 65
Long distance Very satisfied
Very satisfied

59%

Replacement buses " Fairly satisfled Fairly
16% satisfied
0 0, -
70% - - == ~ m Neither

: satisfied nor " L\‘;iitst}ifg 4 nor
South West Trains ! dissatisfied dissatisfied
u Fairly .
(o) 0, 0, | . - = Fairl
|
mVery dissatisfied mFairly dissatisfied wNeither/Nor = Fairly satisfied mVery satisfied ! ':j/.ery sfied 13 = Very
N Issatisfie 8 dissatisfied
tl Significantly higher/ lower
than other sample groups
794 &
Q18. And how satisfied are you with...? bdrc continental ©
Base: All respondents (excluding not stated): Long distance trains n=561. Replacement buses n=314: South West Trains n=127 transportfocus /“



Information about the reasons for disruption was the most appreciated on

average; communications about the Reading RRBs was generally good

Top 2 boxes

Long distance

Replacement buses

South West Trains

m Very dissatisfied mFairly dissatisfied u Neither/Nor = Fairly satisfied m Very satisfied
Long distance
Replacement buses
South West Trains

B Very dissatisfied mFairly dissatisfied  Neither/Nor  Fairly satisfied m Very satisfied

ﬁ Significantly higher than other sample groups

17. How satisfied are you with the information you saw/heard in terms of explaining the following?

Base: All respondents (excluding not stated): Long distance trains n=561, Replacement buses n=314; South West Trains n=127

Top 2 boxes
Long distance

N

Replacement buses
South West Trains

H Very dissatisfied | Fairly dissatisfied 4 Neither/Nor i Fairly satisfied = Very satisfied

Long distance

.
N
B -

Fairly satisfied m Very satisfied

Replacement buses
6% 10% 39%

South West Trains

| Very dissatisfied m Fairly dissatisfied & Neither/Nor

In all cases, there is significantly higher satisfaction levels amongst Reading replacement
bus passengers than amongst Hayes and Harlington replacement bus passengers.
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Communicating the
benefits of engineering
works — variations across
the sample groups
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Beyond the wish for less frequent disruption in future: there are small
variations in the most motivating benefits for large scale works

200 +
TIME —

15[1-

. >

chom — |
100 -4— FREQ

<+—| 167 | DISR

a0 -
D i

Q25. What do you think the benefits will be to you personally, as a result of the rail redevelopment work? Q26. Here are some benefits that
could come from engineering work. There are a number of pairs shown below and for each please tick the improvement that you would

most like to see.

Base: All respondents (excluding not stated): replacement buses n=314; Reading buses n=156, Hayes & Harlington buses n=158

Bus passengers

200 -

<+—| 192 | DISR

130 -

o)
PUNC
STN:t

FREQ
100 -
CRWD
TIME | 109

50 - «—[ 50 Jwop
(=) seen

South West Trains

200 -

(oo
CRWD 190 /<

. 4_‘

FREQ(114 ]

148 | punc

122 | TIME

100 -

@)

48 Jmop

(42 ) sece

ey ratement

STN Improved facilities at

stations
DISR Less frequeqt major
unplanned disruptions
More frequent service
FREQ on the route
A direct train service (no
DIR .
need to change trains)
CRWD Less crowded trains
PUNC Mo_re relle_lble/punctual
train service
TIME  Reduced journey times
SECR Better_personal security
at stations
MOD  More modern trains
PRK More parking spaces at

stations
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Interest in improved station facilities a stronger motivator for Hayes

RRB users than Reading

Relative preference for improvements — Reading vs Hayes & Harlington bus passengers

Using stated preference analysis

Bus Passengers

Reading Hayes & Harlington

A direct train service (no need to change trains) 129 120 139
More reliable/punctual train service 126 145 107
Improved facilities at stations 115 93 134
Reduced journey times 109 111 104
More frequent service on the route 106 109 102
Less crowded trains 101 124 80

More modern trains

More parking spaces at stations

Better personal security at stations

Q25. What do you think the benefits will be to you personally, as a result of the rail redevelopment work? Q26. Here are some benefits that
could come from engineering work. There are a number of pairs shown below and for each please tick the improvement that you would most

like to see.

Base: All respondents (excluding not stated): replacement buses n=314; Reading buses n=156, Hayes & Harlington buses n=158

§¢
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SWT users clearest about the typ

e of benefits they expect to see;

long distance users (infrequent travellers) the least so

Reduced journey times

More frequent train service on the route

More reliable punctual train services

Less crowded trains

More modern trains

A direct service (no need to change trains)

Improved facilities at stations

!
© ©

=

Better personal security at station

= IH
NN N

More parking spaces at stations

Other benefits

[Eny
o

No benefits

-I ~
©
©©

[EEN
[EEN

Don't know

Significantly higher than
other sample groups

Q25. What do you think the benefits will be to you personally, as a result of the rail redevelopment work? .
Base: Base: All respondents (excluding not stated): long distance train n=561, replacement buses n=314, south west trains n=127
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In summary...
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Summary: the bigger picture

« Two thirds of travellers were satisfied with how disruption was handled over Easter 2015.
* A significant improvement on the Christmas period in 2010.
 In particular, the amount of information provided, and assistance with luggage for RRB users was perceived to be better
than in 2010.

« Factors which help create a satisfactory experience in such situations are:
* Knowing in advance (usually up to about a week ahead, but varies for different passenger groups/route types).
+ Being informed at point of purchase, or via pro-active comms from TOCs.
* Accurate and practical information.
» Practical help on the day (for RRB users) .

« Understanding the intended long term benefits of engineering work (especially when these include improved reliability,
frequency or journey lengths) can aid passengers’ tolerance, and therefore value for money perceptions.

* Three quarters of those travelling knew about the disruption in advance.
* This is the same as in 2010 — but there was a significant increase in the number of people who learned about it a week in
advance, which (on average, for the routes surveyed) was the ideal notice period.
* (Anecdotal evidence and fieldwork conditions during the survey also suggests that more passengers were aware and
stayed away, than in 2010).

*  While advance awareness was quite high;
* More people would have been happier if even more could have been reached via station posters, via direct emails
and at the point of purchase (only a third of those who bought in advance remembered being made aware at this point)
« On average, fewer than two thirds were satisfied with information provision, in particular: details of affected routes,
timings and alternative transport options.

« Practical help on the day for RRB users was reported to be fairly good.

* Nevertheless, passengers would much prefer to be kept on a train and avoid RRBs.



Summary: passengers using amended train services

Long distance travellers

+ Passengers were typically making ad hoc journeys for leisure / holidays.
« Two thirds were satisfied with the overall experience (indeed for some, the disruption was actually less than expected, or not
registered).
* However, two fifths were unhappy with the value for money of their ticket; this is likely to have been driven by:
* Relatively infrequent use of the routes and so less personal benefit to be gained from the works.
* Poorer perception of information provision, than other passenger groups.
* Ideally more publicity a month or more in advance, and more detail, would have benefitted more of them.

South West Trains service users

« Passengers were typically making day trips.

* Some appear to have made a special journey to a different station than normal, in order to take advantage of this direct ralil
service to London.

« Two thirds were satisfied with the handling of the disruption.

* Awareness in advance was high: 81% (although even more publicity from around one month in advance could have helped
more people to have felt happier about it).

* These passengers were the most knowledgeable, and appear to have been the most interested in, the reasons for the works
taking place.
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Summary: passengers using rail replacement bus (RRB) services

* The experience of RRB users was very different for those on services to/from Reading, compared to those on services to/from
Hayes & Harlington.

» Both groups of passengers were typically quite frequent users of the routes, however:

Almost all (85%) Reading RRB users were aware of the changes in advance.
They were largely satisfied with the information and assistance provided, and ultimately with the overall experience.

— in addition to station and online publicity, more email contact in
advance would have been appreciated in particular where possible.
, and were less satisfied with all aspects of the
experience than Reading RRB users.
, which given the low advance awareness is still reasonably
positive, and is higher than among those using amended train services.

* Note that it is possible that:

With high awareness of the engineering works in the Reading area in particular (now in its fifth year), passengers who were strongly put off by the idea
of RRBs may have stayed away, leaving only those who are more pre-disposed to be tolerant of RRBs to travel at Easter, and take part in this survey.
This may help explain the apparent contradiction between the level of satisfaction with the bus service among those who experienced it, and the low
appeal of using buses generally in these situations.

RRB users were making more local journeys, and were much more likely to know the journey and the local area — it is possible that they therefore felt
more comfortable (less potential for being ‘stranded’) than the rail travellers, making longer distance journeys.

Bus users may also have expressed greater satisfaction with the handling of disruption than rail users, simply because they were inevitably more
conscious of the practical changes (i.e. buses) being implemented. This is perhaps a learning in itself, and suggests that drawing (some) attention,
during the disruption itself, to how you are still getting people from A to B, can aid their overall impressions.
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