O

~ e

transportfocus // \\

Appendix A

Transport Focus Informed Traveller monitoring — initial findings, 9 March 2018

1. Is the timetable correct six weeks ahead?

In the first two weeks of our monitoring at T-6 Transport Focus has highlighted over 5,000
discrepancies between engineering work known to be happening in six weeks’ time and the
timetable in the public domain. In each case we are pressing Network Rail and relevant train
companies for the problem to be fixed.

This has revealed that the industry is struggling to finalise the timetable for, in particular, Northern
and South Western Railway even six weeks ahead. It appears that real focus is required from
Network Rail and the relevant operators to achieve even the temporary target.

31| 7 April-

March-6 | 13 April

April
Arriva Trains Wales 6
c2c
Caledonian Sleeper
Chiltern Railways 17
CrossCountry
East Midlands Trains
Gatwick Express
Grand Central
Great Northern
Great Western Railway 11
Greater Anglia 85
Heathrow Connect
Heathrow Express
Hull Trains
London Northwestern
Railway
London Overground 443 110
Merseyrail
Northern 32 1233
ScotRall 29
South Western Railway 1870 1026
Southeastern
Southern 455
Stansted Express
TfL Rail
Thameslink 32
TransPennine Express 30
Virgin Trains East Coast
Virgin Trains West Coast
West Midlands Railway
Total 2453 2926
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2. Is it clear to passengers buying tickets when the timetable is wrong?

Not in our judgement. In many cases there is ho warning at all that anything is wrong. Even where
there is an attempt to warn passengers we believe the message could be far, far clearer. A
number of examples are set out in the Appendix, but here is one to illustrate the problem.

We looked at Sunday 6 May, bank holiday weekend, when the railway is closed between
Manchester and Preston via Salford Crescent with buses replacing trains.

The Northern website shows the normal Sunday train timetable, with no mention that buses will

replace trains.

Screenshot 1 — Northern Rail website, 6 March 2018

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

1. Journey details 2. Train times 3. Choose seats 4. Getting tickets 5. Payment 6. Confirmation
Thank you for chaosing to buy your ticket from us. Please check the details below.

Single from Manchester Piccadilly to Preston (Lancs) change journey

out

Sunday 06 May 2018
Manchester Piccadilly MAN to Preston
(Lancs) PRE

Earlier Later

MAN  MAN  MAN MAN
Depart 0g04 0940 0947 1016
. PRE PRE PRE PRE
Arrive 0951 1024 10337 1057
Duration ©h47m ©Oh44m ©Oh50m Oh4Im
Changes o o o o
[ Crocper |

Cheapest Standard O (o]
Single £400 £10.00 £400 £8.00

Cheapest 1st Class o] O O
Single £1000 £1650 £1330

Advance Single m

Specified train only. No
refunds.  £400 £400  £800

Off-Peak Day Single
Any off-peak train.
£10.00 £10.00

Advance Single (st
Class) 9
Specified train only. No  £10.00 £1330
efunds.
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The National Rail Enquiries website shows a small yellow warning triangle against Northern’s
Manchester to Preston trains on that day. Only if you hover over it are you told that buses replace
trains on that route every weekend until 1 July. What it does not do is shout “this information is
wrong — it will be a bus not a train”.

Given that train-specific Advance tickets are on sale on the ‘trains’ in question it is likely that some
passengers will conclude that the message is wrong rather than the information.

Screenshot 2 — National Rail Enquiries website, 6 March 2018

e Nﬂtionﬂl Rﬂil I:nquu ies Home Stations & on train Changes to train times Help

Journey planner Live departure boards Season ticket calculator Your ticket Discounts Travel tools Special offers Timetables

Train times & tickets

Buy cheapest for £ 4.00

Manchester Piccadilly [MAN] to Preston (Lancs) [PRE]

10 milion reasons you'l
pass your MOT first fime
eB:

Promated by cBa:
Ty i Adverts it
G’ Setup journey alerts %J Add to basket ‘ semen
Other cheap fares Family e
Outward Sun 06 May & Friends
Railcard
@ Earlier trains single from £4.00
Dep. From To AT, Dur. Chg. Status Based on 1 adult
09:04 Manchester Piccadilly Preston (Lancs) [PRE] 09:51  47m 0 Details 1 CHEAPEST FARE :a/i? fo
[MAN] Flatfarm 5
Fiatform 14 £4.00 Buy Now m
=== fares.
Advance Other fickets
] Ticket valid for this servioe anly Buy Now
09:40 Manchester Piccadilly Preston (Lancs) [PRE] 10:24 44m 0 Details v 7
[MAN] Flatform 1 £10.00 |Buy Now
Piatform 13 )
Off Peak Other fickets v -
§ Other senices you can travel on /now\
[ \
09:47 Manchester Piccadilly Preston (Lancs) [PRE] 10:37  50m 0 Details ! [ £27 |
MAN] Flatiorm 2 £4.00 le a

\ |
Fiatform 13 -
atform Advance Other tickets + \)nlln(y

= Ticket valid for this service anly

10:16 Pﬁ:’&TestEr Piccadilly EL?':‘IW?‘HH(LEHCS)[PRE] 10:57 41m 0 Defails v £8.00 Buy Now
Platform 14 Advance Other fickets v
Dep. From To Arr. Dur. Chg. Status Based on 1 adult ‘
09:04 Manchester Piccadilly Preston {Lancs) [PRE] 09:51 47m 0 Details
[MAN] Platform 5 1. Service Update
Fiatform 14 EVERY WEEKEND buses n
replace Morthern trains
between Manchester and
Preston f Wigan Wallgate
via Salford Crescent until
09:40 Manchester Piccadilly Preston {Lancs) [PRE] 10:24 44m 0 Details 1 Sunday 1 July.
[MAN] Platform 1 > More details —
Pistform 13

Q Other services you can fravel on
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3. Is sufficient being done to make sure passengers aren’t out of pocket?

Not in our judgement. This relates to circumstances in which Advance tickets, generally the
cheapest, do not go on sale 12 weeks in advance as they normally would. The industry’s advice is
that if you buy a ticket and discover a cheaper one on sale later, you should buy the second ticket
and claim a refund on the original. Notwithstanding our concern that this presupposes passengers
will check later to see if the price has gone down, we checked how well this message is being
communicated in relevant circumstances.

We looked at London to Cardiff on 6 May, bank holiday weekend, when there is no service at all
from London Paddington because of engineering works. In this instance it was the fares
information we were interested in, but the absence of a clear “this timetable is wrong” message
applies here, too.

Nothing suggests that the £45.80 price is anything other than the cheapest ticket you'll ever find for
this journey. The 09:30 from Paddington to Cardiff on a Sunday is normally £31.00. If you follow
the link from the yellow warning triangle there is no information about fares.

Screenshot 3 — National Rail Enquiries website, 6 March 2018

London (All stations) to Cardiff (All stations)

1= First class
From £164.50

Buy cheapest for £ 45.80

%S/ Add to basket

Other cheap fares

@) Setup journey alerts

Outward Sun 06 May

@ Earlier trains Long journey? Why not upgrade to First Class from £118 70 single from £45.80
Dep. From To Arr. Dur.  Chg. Status Based on 1 adult |
09:30  London Paddington Cardiff Centfral 11:47  2h 17m 0 Details 1 CHEAPEST FARE
[PAD] [CDF]
Platform 5 Platform 4 £45.80 Buy Now
Off Peak Other tickets ~
| Other services you can trevel an
Ticket summary SINGLE C £45.80 OfPeak
Buy from O L1710 Anytime
Great Western Railway [v] GWH|C:G“ Westam Eaiway
O First Class
13 Adult - Super Off-Peak Single £45.80 JEIES0
Anytime
Total £45.80
O £199.00 FistClass
Oft-Peak
Fare information . OffPeak
. . - from £45.80
Great Westemn Railway offers fares between London Paddington and Cardiff. South Western
Railway offers fares between Londen Waterloo and Cardiff
4+ Anytime
OQutward from £117.10
Travel is allowed via any permitted route. This fare is only valid on trains travelling between
certain imes. . First Class Offi-Peak
from £199.00
[ Other servioes you can travel on @ Other valid routes »
, First Class Anytime
from £164.50
10:37  London Paddington Cardiff Cenfral 12:58 2h 21m 0 Details 1
[PAD] [co’;m mm— L3
Flatform 10 Platform 4 )
Ofi-Pesk Other fickets
[ Other servioes you can fravel on
11:37  London Paddington Cardiff Cenfral 1358  2h21m 0 Details
P s e L £45.80  |BuyNow |4
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Screenshot 4 — Great Western Railway website, 6 March 2018

Plan a single journey from

London Terminals to Cardiff Central

Al ticket types Order Summary

Please select your Outward
journey to continue

Cardiff Central to

Outward London Terminals to

Cardiff Central London Terminals

[¥) Sun 6 May 2018

A No earlier trains - see previous day

No date selected

Currently you only have an outward journey selected

Collect Nectar points

on every train ticket

Total:

Dep A Chg Dur Single o
08:37 1058 0 2h2im £45.80 et 0 v Franerrsy (Al passengers)

Continue

Single tickets (1 Adult)
© ® ®
Super Off-Peak Off-Peak Single Anytime Single
Single
£45.80 £62.20 £117.10
0]
First C\éss :Ixnymme
nee I would like to...
£164.50
Contact GWR >
Buy season tickets >
Buy Revers / Rangers ticket >
Dep A Chg Dur Single
10:37 1258 0 2h 21m £45.20 @ View accessible booking tool >
Make a complaint >
Dep Arr Chg Dur Single o Buy Gift Voucher >

11:37 1358 0 2h21m £45.80



Appendix B

1. T-6 Journey planner mystery shops

Transport Focus has identified a number of journeys that are known to be affected by engineering
works six weeks ahead. This week focuses on journeys taking place in week 2 of the rail industry
calendar, ending Sunday 8 April.

The journeys selected will be affected by engineering work, but for which information in online
journey planners is known to be inaccurate. Where this is the case we would fully expect there to
be clear warnings that the journey results returned cannot be relied upon and, where appropriate,
guidance on what this means in respect of ticket sales — e.g. whether cheaper advance fares will
become available at a later point in time.

Having identified the journeys to be checked, Transport Focus asked members of its staff to
conduct a mystery shopping style exercise to assess whether the information made available to
passengers carried sufficient ‘health warnings’ over its accuracy.

Staff were asked to replicate the journeys using five different journey planners — that of the TOC
concerned, that of another relevant TOC?, The Trainline, Red Spotted Hanky and National Rail
Enquiries. In each case, they were asked to:

¢ Comment on whether the results returned by the journey planners were clear - whether the
information returned was inaccurate.

¢ If the above was clear, comment on how clear it was to passengers what they should do if
they wanted to travel on a date where the timetable is not finalised.

o ldentify where advance tickets were on sale for trains known not be running

In each case staff were asked to take screen shots to demonstrate what the different journey
planners were showing. Full screen shots are available upon request but to keep the size of this
document down we have selected only relevant snap shots.

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

For week 2, the following journeys were checked for the mystery shopping exercise:
1. London Overground — London Bridge to Forest Hill on Sunday 8 April at 12.00
Northern — Huyton to Liverpool Lime Street on Sunday 8 April at 14.25
Northern — Manchester Piccadilly to Preston on Saturday 7 April at 15.02
South West Railway — London Waterloo to Portsmouth Harbour on Sunday 8 April at 14.30
South Western Railway — London Waterloo to Poole on Saturday 7 April at 14.05
Southern — London Victoria to Portsmouth Harbour on Sunday 8 April at 14.17
Southern — Three Bridges to Brighton on Sunday 8 April at 14.16
Transpennine Express — Liverpool Lime Street to Scarborough on Sunday 8 April at 11.22

©NO OGN

1 Another TOC being one that also serves that station or geographic area, the TOC that runs the station if
different from the one running the train, or one picked at random.
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All of the above were known to be showing incorrect information. We have picked out three of the
above journeys to demonstrate some of the problems that passengers might face when trying to
book six weeks ahead:

2. Journey planning examples

2.1 Journey 5 (checked on 6 March)

The journey planned was for the 14.05 London Waterloo to Poole on Saturday 7 April. The report
provided by the NRCC identified that buses are to replace trains between Bournemouth and Poole.
Any journey from London Waterloo to Poole with South West Railway would therefore involve a
change to a bus replacement service.

National Rail Enquiries

Unfortunately for passengers, at the time of checking there was no warning that the journey results
showing were inaccurate, or that the journey between London Waterloo and Poole would actually
involve a replacement bus. Worse than that there are green ticks against each train.

e National Rﬂil Enquiries Home Stations & on train  Changes to train times

Journey planner Live departure boards Season lickel calculator Your licket Discounts Travel tools Special offers

Train times & tickets

London Waterloo [WAT] to Poole [FOO]

1" fistclass, | Buy cheapest for £ 49.20

LR" Setup journey alerts t r Add to baskat

Oiher cheap fares
Outward Sat 07 Apr
g Earlier trains Long joumney? Why not upgrada to First Class from £10.00 Single from £49.20
Dep. From To A, Dur.  Chg. Status Based on 1 adult
14:05 London Waterloo [WAT] Poole [POO] 16:13 2h08m 0 Detais v CHEAPEST FARE
Platiorm - Platfom 1

£49.20  BuyNow o g4
ON-Feak Other tickets ~

| ﬂ Cthar sarvices you can travel an |

14:35 London Waterloo [WAT] Foale [POO] 16:36 2h01m 0 Details
Platiorm - Platfom 1 v mg_zn Bw m
Off-Pask Other tickets -
b Cther services you can travel an
14:39 London Waterloo [WAT] FPaoale [POO] A7:55 3h 16m 0 Delails
Pladorm Piatfomm 2 ¥ 549'20 BI.I.', Now u
Off-Paak Other tickets »

b Other senvices you can travel an

15:05 London Waterloo [WAT) Foole [FOO] 17:13  2h 08m 0 Details
Piatform - Plalfomm 1 ¥ 549.20 l—w a
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South West Trains and third party retailers

The lack of information about the engineering works provided by the NRE journey planner was
repeated on the South Western Railway (SWR) online journey planner. There is however a banner
pinned to the SWR homepage, and others including the journey planner page, warning passengers
that timetables on some routes at weekends are incorrect. There is no specific mention of the
dates of the journey being planned, though there is an option to click on ‘April’.

South Western
7 Railway

o **Timetables on some routes at weekends may be incorrect. 10/11 March are now correct. Please click dates for further information: 17/18 March / 24/25 March / 30 March/02 X

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

April ** Delays Due to Speed Restriction at Vauxhall - Click for more information - Last updated: 09:54

When clicking on ‘April’ in the above banner passengers are given further explanation of the
timetable problems. Details of the engineering works that are due to take place on the seventh and
eighth of April are also provided. However if you dismiss the banner once and then go back to plan
another journey (without restarting your laptop) the banner may not reappear.

April Summary

Ongoing problems with industry planning processes means that some weekend train
timetables are currently displaying incorrectly.

We are working hard and doing everything we can alongside Network Rail to rectify this
problem, but there is no quick fix and we anticipate the issue will continue for some time.
We are sorry that this may affect your ability to plan ahead and we will keep you updated on
our progress to resolve this issue.

Please make a final check before starting your journey.



%of’f

’

transportfocus // |

Saturday 7 April and Sunday 8 April

Buses replace trains in the Bournemouth area Saturday 7 and Sunday 8 v
April

The lines between Bournemouth and Poole will be closed all day Saturday and Sunday.
On Sunday, zll lines in the Brockenhurst area will also be closed.
Saturday service

s The normal train service will run between London Waterloo and Bournemouth.
* Replacement bus services will run between Bournemouth and Poole.

* An hourly train service will run between Poole and Weymouth.

Sunday service

* Train services will run between London Waterloo and Southamptoen Central. Services to and
from Portsmouth via Eastleigh will divide from and join with Southampton services at Eastleigh
all day.

* Bus services for local journeys will run between Southampton Central and Poole.

+ Fast bus services will run between Southampton Airport Parkway, Bournemouth and Poole,
Where possible, long distance passengers should use these buses and connecting trains.

* An hourly train service will run between Poole and Weymaouth,

* Bus services will also run between Southampton Central, Lymington and New Miltan.
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CrossCountry and Third party retailers
When putting the journey details into the online journey planners within the CrossCountry, Trainline

and Red Spotted Hanky websites there were no warnings that the planned journey would involve a
replacement bus service or extended journey time.

- - s
country -~ Buy your cheap train tickets here - no

“ 2y Socoumt

L. Journey detaills | 2. Train times | 3. Choose seats | 4, Getting tickets | 5. Payment | 6. Confirmation

Single from London Waterloo to Poole aunge joumey

Out
Saturday 07 Apr 2018
London Waterloo WAT to Poole P00

Q Earlier Later &

WAT WAT WATY WAT
Depart  14:05 14:35 14:39 15:05

POO POO POO POO
Armive  16:13 16:36 17:55 17:13
ODuration  2h 8m 2h Im 3h 16m 2h 8m

Cheapest Standard Single

Cheapest 15t Class Single Ny ® ( y
£59.20 £59.20 £59.20 £59.20

£49.20

Travel anym of t{.

£59.10 £59.10 £59.10 £59.10

Super Off -Peak Day Single (1st Class)
Seected off-peak trains,

£59.20 £59.20 £59.20 £59.20

Off-Peak Single (1st Class)
Any off-peak train.

£95.70 | £9570  £9570 | E95.70
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Like SWR CrossCountry has a homepage banner advising passengers that there are issues with
timetables, and in this case advance purchase tickets. You could be forgiven however for thinking
that that only applied to CrossCountry, and the further information is only applicable to journeys
made after 20 May.

o Train timetables and Advance ticket purchases from 20 May 2018

Advice for customers making future travel plans

Expand to show more

-
crosscountry -~ Signin  Register
by arriva

o Train timetables and Advance ticket purchases from 20 May 2018

Advice for customers making future travel plans

Network Rail has to make late changes to timetables to be introduced from 20 May.
If you wish to purchase Advance tickets and/or travel after that date, train times will be confirmed later than usual.
Click here to see if your travel plans may be affected.

Hide this message

& H H Businesstravel * Help + Register = Signin
trainline
Your search: London Waterloo to Poole - Single journey - 1 adult - Add a railcard -

) ByTrain-£49.20 2hsm  fm} By Coach-£12.00+ 2h 20m

Best fares for your journey:
out + Add areturn

+/-3days £11.60
Sat 7th Apr 2018
London Waterloo (WAT) to Poole (P00) We've selected a ticket based on
< Earlier Later > price and your search time
et WAT WAT i Feel free to pick & different one
14:05 | 14:35 14:39 15:05
¥ TOTAL
POO POO POC POO
16:43 | 16:36 17:55  17:13 £49.20
2h Bm 2h1m 3h1em 2h 8m
Ochanges | Ochanges QOchanges 0Ochanges 1 adult
.
Cheapest Standard Single s - - - contl nue )

£49.20 £49.20 £49.20 £49.20

Quick buy ticket 7 J
Cheapest First Class Single :

£59.20 £59.20 £59.20 £59.20 out Sar7 Apr

View all single tickets v London Waterloo to Poole
2h 8m, 0 changes

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

Super Off-Peak Day £49.20 -
Single

You've selected the 14:05, but you
\L can travel on any eligible super off-

peskrain,

* Selected off-peak trains.

. Travelis allowed via any permitted
route.

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

2.2 Journey 8 (Checked on 6 March)

The journey planned was for the 11.22 Transpennine Express, Liverpool Lime Street to Liverpool
South Parkway, on Sunday 8 April 2018. The report provided by the NRCC identified that between
Liverpool Lime Street and Scarborough trains were actually only going to run to/from Liverpool
South Parkway. Liverpool Lime Street is shut on that day to all services, aside from Merseyrail’s
underground station.
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National Rail Enquiries

When planning the journey on National Rail Enquiries, although the journey is shown to be running
there is a warning triangle advising passengers that Liverpool Lime Street is actually closed on
Sunday 8 April. It also says that passengers will need to make changes to their journey. It does not
say what changes. When clicking on the more details page passengers are taken to a Network
Rail website page that provides details of the Liverpool City Region Upgrade.

Although there is a warning triangle and message, would passengers know which bit of information
to trust? It doesn’t for example say ‘the timetable shown here is wrong’. Passengers have to dig
into the detail to understand what the actual situation will be and even then it is only in general
terms. It isn’t clear how long the journey will take or what the changes to the journey will be.

There is no indication of whether Advance tickets will become available nearer the time or whether
passengers should book now, or wait until the timetable is finalised, or when this will be.

1511

Liverpool (All stations) to Scarborough [SCA]

w First class
1" From £36.50 Buy cheapest for £ 66.50

¢ Set up journey alerts o‘,, Add to basket

Qe chesp fares

Outward Sun 08 Apr

&) Earlier trains Long journey? Yhy not upgrade to First Class from £20 00 Single from £66.50
Dep. From To Arr Dur Chg Status Based on 1 adult
11:22 Uverpool Lime Swreet [LIV]  Scarborough [SCA]  14:31 30 0%m 0 Detals

Pleck Ploss 1. Service Update

On Sunday 8 April, all lines a
In and out of Liverpool
Lime Street will be closed
Further upgrade work is
being completed as part of

12:22 Liverpool Lime Street [LIV] Scarborough [SCA] 15:31 32 05m 0 Datalls Liverpool Lime Street's
Pathm ¢ Pl major transformation. You a
can still get in and out of
the city, but will need to
make changes 1o your n
joumeys
13:22 | verpool Lime Street [Lv) S i.-r--m--.,.;h [SCA) 16:31 35 09m 0 Datalls » More details a

Q Ofar sanvices you can travel ca

k-
3

14:22 Liverpool Lime Street [LIV] Scarborough [SCA] 17:31 3h 05m 0 Detalls [ £66.50 Buy Now l")
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Who we are Latest updates

Search Network Rail... Q w"
Carcers Railway Upgrade Plan Running the railway Communities Industry & commercial

Liverpool City Region upgrade

Running the railway

Train operating companies.
Keeping our workforce safe
Our routes

o Anghia

Long-term planning

GSM-R: communicating on the raiiway
Looking after the railway

The timetable

Transpennine Express

Youarehars: Home > Runningthe rallway > Our routes

> London North Western > Liverpool City Region u

pgrace

£340m is being invested in the railway in the Liverpool City

Region

Upgrades to Liverpool Lime Street, the Halton Curve project and new Maghull North station are a few of the
vital schemes that form part of a £340m railway investment in the Liverpool City Region. This work also sits

within the wider

roject to transform rail travel for customers across the north of England.

Liverpool Lime Street

Liverpool Lime Street station is undergoing a major transformation - its biggest upgrade since the 19th

Century,

Despite being the train operator providing the service, the Transpennine journey planner offers no
warning that the journey details returned are incorrect. There is also no warning that the timetable

data for that day is inaccurate.

| Buy train tickets
\

Sun 8 Apr 2018

Outward Journey

« prev day next day »

Choose your fare
£66.50 £86.50

single 1st single

Origin: Liverpool Lime St, Central, [more )
Destination: Scarborough
Date: Sun 8 Apr 2018

Choose a train time

Train times Train
Dep Arr Ch Duration Price

4+ 08:22 131 0 3:09hrs i
A
4 0%:22 1231 0 3:09hrs i
4 10:22 13:31 0 3:090rs i
~ 1122 14:31 0 3.09hrs i

4 12222 1531 0 3.09hrs i
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Even when clicking on the ‘i’ symbol passengers continue to receive no warning.
Advance tickets are not for sale, but there is no indication of when they will become available.

Ormipin: Leeerpocl Lame St 11:27
i Information

Station ATT

Liverpaood Lirme St

Facilities

1:12 17Ol

Scarborough 14:31
Train ferminaies af Scanbonaugh

. Shezrar all ealling points

TP TranzsPenmine
Express

Heservahons availablc

rdain

Firad and slandard class

+ 1222 16431 0

+ 122 16231 0

& 14:22 1731 0

<+ 16:322 1831 0

< 1E:322 1N 0

< 1m:22 2k 0

3:05his

3:08his

3:08his

3:08his

3:08his

3:08hrs

Koj

"
/f/

Using the Northern journey planner provides a similar set of results. There is no indication that the
train actually starts at a different station (Liverpool South Parkway) or any warning that the journey

information returned is inaccurate.



Home My account Help

@ northern

1 Journey details 2. Train times 3 Choose seats 4 Getting tickets 5 Payment

Thank you for choosing to buy your ticket from us. Please check the details below

Single from Liverpool Lime Street to Scarborough change journey

Out

Sunday 08 Apr 2018

Liverpool Lime Street LIV to

Shopping basket (0)

Scarborough SCA

Eall i ater
LIV LIV
Depart 522 1322
5 A
Arrive ‘53(‘3‘
Duration  3h8m s
ourney summa
Changes  © b 2

Anytime Day Single
Travel any time of day.

Anytime Day Single (Ist
Class)

Travel any time of day

Cheapest

£66.54

£86.50

Chespest  Choapest  Cheapest

o £66.50

0 £66.50

ult, © Child

Noxt

Out: 1122 08 Apr

Liverpool Lime 5

Scarbor

E8650 EB650 E£8650

Log in

6. Confirmation

Results are based on end-to-end tickets for the fastest availlable trains. Click hara to check if slower routes with

cheaper tickets are avallable

Third party retailers

Print

When planning journeys on both Trainline and Red Spotted Hanky, both third party retailers,
passengers received no warning that the journey details returned for Sunday 8 April are

inaccurate; o
trainline

Your search: Liverpoel to Searborough - Single journey - 1 adult - Add a railcard -

ouT + Add a retirm
Sun 8th Apr 2018
Liverpool Lime Street
Scarborough
€ Earlier Later >
10622 | M2 | 1222 1522
+
13:31 14:31

0
Trawe

£6650 | E6650 | £6650  £66.50
Amytime Day Single (13t Class)
e £86.50  EBGSD  £B6S0  EBSSD

Business travel + Help + Register = Signin

TOTAL

£66.50

1 adult

Continue

Quick bu:

ouT Sun 8 Apr

Liverpood Lime Street to Scarborough

3hSm. 0 changes

Anytime Day Single

o Travel any tin

Travel is allowed via any p
route.

Results are based on end-to-end tickets for the fastest availabie trains, Click here to check if slower routes with cheaper tickets are available,
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W rome  rextOmy verwon

Your Booking

© Sclect Tickets & Times 2 Adding Options 3 Delivery Options 5 Confirmation

b Booking Summary
- s .
§ Dotailed View Calendar View | ¢ Lowest Fare Finder Help Amend Search

mnéywmum
& Previous Day Sun 8th Apr 2018 Next Day (B3

o What is this

B Eartier

Journey 1 £66.50 0 3
Single

1431 I d = rees0ld
| 0 86500 mm 1£66.50)

Frem Liverpoot Lime St
£86.50 To

Date: Sun 8 Apr 2018
£86.50 3 Dep: 14:22

A
£86.50 0 Chos 0

Valid on alt services by the
tsuls and Train Operator
shows. Vaikd 1 day only.

# Dotailed View | [ Calondar View i

Return
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2.3 Journey 3 (checked on 6 March)

The journey planned was on Northern between Manchester Piccadilly and Preston, on Saturday 7
April at 15.02. Rather than being told that a direct journey by train was possible passengers
planning this trip should have been told that buses replaced trains between Manchester and
Preston due to engineering works.

National Rail Enquiries

On the National Rail Enquiry journey planner there is a clear warning that “every weekend buses
replace Northern trains between Manchester and Preston...” . This however is only visible if, as a
passenger, you decide to hover/click on the yellow warning triangle. This is easy to miss. There is
no other symbol, such as bus, to indicate that a bus replacement service will be in operation. The
fact that a Transpennine service is shown to be running the same journey without the warning
triangle could potentially confuse passengers.

More detailed information is then available by clicking through to the ‘more details’ tab. There
needs to be a more obvious warning alert and guidance that the replacement bus will be slower
than the train journey.

P

\



’

<

\

transportfocus /'

e mtiml Rﬂ“ cr ]E.]Ull'lt": Home Train Bmes & tioksts Stations & on train Changges to train tmes Halp

Joasrmeey’ plunEr Live departure bosrds Season ticket calculsior  Your ticket Discounts Trasel tools Special oifers Tametntes

Train himes & tickets Eiit journey [ nod retumm | Passerpers & raflcands & Primt e Save

Manchester Piceadilly [MAN] te Preston [Lancs) [PRE]

B Setup josmey alerts tw.- Add 1o basket

vard Sat 0T Apr
£ Earlier trains Single rom £4.00
Dep.  From To ArT. Dur. Chy Stanss | Bursed o 1 adult Trains will
'
15:00 Manchester Piccadily Preston (Lanca) [PRE] 15:58  56m 0 Detady be busier
1 P 1 | Servics Update  CSe a than usual,
Plaliorm 14 EVERY WEEKEND buses | _ and journey
replace Horthem irsins times may
Dehwnen B ancheer s be longer
Prasstion {Wigan 'Wallgain
15:15 Manchisier Piccadily Preslon (Lanca) [PRE] 15:57  42m o Detaly 1 via Salford Crescant undl a
Bhal 1 July
i Sunelay -
= More details I =
1. Service Update et
Eariis replace rans
15:46 Manchester Prcadly Preston (Lancs) [PRE] 1637 51m o Detaly betveen Manchesier and Visit
aroen &
Mer Prestoniigan Wallgate n Naticnal Rail
every weekend unhl Enqu 3
Surday 1 Juby - o find
» More details =
16:02 M Picead Preslon (Lanes) [PRE] 16:53 o
rschisstier Picraily on anca) [PRE] 56m Detaity i £12.40 Bury How ﬂ

w1l

syt Othes lickets -

O b e 0 B

v £6.00 mmﬁ
Advarca Ohe tickets -

16:15  Manchester Piccadily Fresion (Lancs) [PRE] 16:557  42m 0 Detaily
prarg Pardorn &
Pagom 14

o Tk wabel o i Barwce ooy

N st tvsins



)

-
transportfocus /!

Ly

=\

eNationol Railb\quules Train mes & tickets  StatonsAcmimin  Changes to trais tmes  Melp

Future engineering work

PAGE LAST UPDATED OR0N2018 16:28 Usdate tow

Check my journe

See detals of stes affecied by plannod engneering worka, koludng From [ Staten ( Posicode
when Bwy take efinct, maps of the affecind ema, alarmattes Hmetabing
3ce ke atetnattso ravel and reakbero pAates

Payment
EVERY WEEKEND buses repiace Northem trains between Manchester and Preston / Wigan Wallgate via .,,,."""dm"'d"
Salford Crescent untd Sunday 1 July me business.

~

Start cate T8 0000 m

£na aats orOTIOW

Route afectad Northem routes v Saflond Crescent betesen: Manchester Pocadily and Bolion B
Marcheisr Piccadly, Wigan Walgein and Scutport, Manchasier Piccadily and Prexon
via Dot Manchesier Victora and Blackturm via Boton — g

TOC(s) affeciea Modhem

Cesnption Engrmating work is Saking placs in the Saord Crescent sres, cloting sl lres every weekend wnsl Sundey 1 Ady
2018
To slow engineers %0 access e radway, the routes and Wigan Waligate (via Safford
Crescent ang Atn ana ier ano 0N (VIa S211003 Crescent and Baiton) will De clomd

overy weokend with trainae replaced by road transport. Direct raine betwoen Praston and Manchesser wit
CONENLUE 10 OPera'™ via N alermaiive rowis

Duses wilk run tetesen

Marchester Procadily | Maschesie: Victona and Wigan Wallgae via Bokon / Atherion

Marchedler Pocadly | Manchesier Victora and Presion via Bollon

Netwark Ral are cusre nlly working 10 finstae L8 detals o which trne amended Imetables will te made
avaibtie. We are wary scery o the shoet nasce changes o Smataties on hesns routes

Chack befors you travet

Tesina op 4o 3d nchudieg 17 and 18 Masch are now cortect i e Natoral Rad Enguncs JOUrney PIannes (1 «
whate Duses are showing on e mates Detween Marchesisr and Wigen Wallgats (va Saflord Cresoent an
Atarion) and Manchester and Preston (via Safird Crescent and Bolton | Wirem rans am stil showing on thess
rutes 2t woekonds, pinsse chock hack neater o She Sme of travel

You can fnd #e locaton of your bus seplacement by chedking stason signs of by searching for your siation on

ot staon 1NQMEANOn Dagea
Bicycies

Non oksng ticycles are not sfioend on el reglacement bus senvioes ! any See Folding tacycies are alowed If
Ly lotdod. Fer mors nformation, plasse see DECR
Project formation:

Canminuing every woeskend fr the fotessestie Ature, Network flal engnsers will be working 1 corsplele the

worede of the 25-mide streich of Yack batwesn Maschestor and Presion via Sallord Crescent %0 supgon he

rroducton of Seter rana

The project was duo o complete hack i Decambar 2017, bat cid mine workngs, naming sand snd varying
layers of rock have sigificanty hampered he instaliaton of hundireds of steef columns neaded ¥ carty the
power cables for P inroduction of alecTc rans. New sngineenng sobsons have been mouied 1 rescive e
probiosss which has included csing stael cyfinders and fillng Hem with cancseie 1o deal with poos greund
conaions.




O

7

transportfocus // I

Northern

On the Northern website the journey planner is still showing the train running as normal. Whilst the
homepage shows some engineering work information, passengers need to click through to find
more specific detail on train times. It can also be missed depending on the users screen resolution.
On our mystery shoppers screen he had to scroll down the homepage in order to see it. The
journey planner features higher up on the homepage so passengers may go straight to that rather
than see the section on route improvements.

@ rorthern s Datiaw  satoe e Lo @ o

More options

Journey type: @ One way O Return

ﬁ Get the cheapest
available fare by buying

¥| Get the cheapest
" Download the app and A available fare by buying Discover the amazing
get connected anytime! your tickets in advance walks on your doorstep

Latest News

Cheshire services \& Blackpool customers
bolstered for RMT urged to plan ahead for
strike RMT strike

February 28 2018 Fobruary 28 2018

Manchester - Bolton - Preston route improvement
works

Preston to Blackpool (11 November 2017 - 25 March
2018)

\& Northern's response to y Northern unveils first
RMT calling strike “URR] new state-of-the-art
action on Saturday 3 g train
March "
Fenruary 05 2018
February 15 2018




Journey summary

Outward Journey (07 Apr 2018)

Depart Arrive
15:02 15:58
Manchester Piccadilly

Travel by  Train company

Teain NORTHERN
Preston (Lanes)
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Transpennine

As with the Northern journey planner if you were to use the Transpennine equivalent you would
again receive no warning that there are no services between Manchester Piccadilly and Preston.

X4
=}
TRANSPENNINE '

EXPRESS

Buy train tickets

#Journey Details

Delivery Details

Signin  Payment Details order Summaw
1 Adult ey details
i} ch:d,.m Journey 1: Manchester Piccadilly to Preston (Lancs) oy
(5-15yrs)
0 Railcards Outward journey 7 Apr 2018 Journey 1 £12.400

Retum to search >

Third party retailers

Depant:

Manchester Piccadilly dep. 15:02
Arrive:

Preston (Lancs), 15:58

Changes: 0 Duration: 0h 56m

Passengers
1 Adult

Anytime Day Single

Travel is alowed via
any permitted roufe.

£12.40

Valid an all services by the route
and Train Operator shown. Vahd 1
day only.

terms and conditions »

Total: £12.40

Additional options

1 PlusBus for Preston [Lancs) on Sat, o
T AprTth

(Total price for all passengers: £3.50)
[] PlusBus for Manchester Piccadilly, (i ]

Victoria, Oxford Road or Deansgate on
Sat, Apr Tth

(Tatal price for all passengers: £3.90)

[] FirstBus for Manchester Piccadilly, (i ]

" Victoria, Oxford Road or Deansgate on
Sat, Apr Tth

(Total price for all passengers: £3.70)

Missa: This dlabak sam ke dablbassd

Manchester Piccadilly, Victoria, Oxford
Road or Deansgate to Preston (Lancs)
Depart: Sat, Apr Tth, 15:02

o remaove » save for later
Sub total: £12.40
Delivery details
Total cost: £12.40
‘when booked onling

ectsr Sign In o use your Nectar card!

You could collect 24 points with these
tickets.

Unfortunately, as with the other examples, neither Trainline nor Red Spotted Hanky provide any
advice to passengers that the journey they are expecting to be able to make cannot be done by

train on 7 April.
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Journey ~ Options

Payment

Confirmation

Manchester Piccadilly to Preston (Lancs)

Single journey - 1 adult -

View all single tickets v

Limited

our
Sat 7th Apr 2018
Manchester Piccadilly .+ 1o Preston

Later >
AN A A
15:15  15:46 16:02

< Earller

AN

15:02

+ - B
s s raz e
15:58  15:57 16:37 16:58
%m m S6m
Qchanges

®©

£1240
Limited
evatabiity

When is this

(0]
£11.70

Only sien

Tickets Left  How we caiculate number of tickets left

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

redspottedhanky.com

Your Booking

© Select Tickets & Times

E Detailed View

B Calendar View

2 Adding Options

Lowest Fare Finder

& Previous Day

Duration Changes Standard Single

Oh 56m
Oh 42m
Oh51m
Oh 56m
Oh 42m

£ Detailed View

0
0
0
0
0

[ Calendar View

Return

Sat 7th Apr 2018

1st Class
Single

212408
£11.70Q

26006 O £11.708

3 Delivery Options

Business travel

+ Addaretum

4 Payment

B Amend Search

Next Day B}

transportfocus

* Help « Register « Signin

Best fares for your journey:
+/-3days £4.00

our Sat 7 Apr
Manchester Piccadilly to Preston
{Lancs)

56m, 0 changes

Anytime Day Single  £12.40
‘Votmse‘mmme 15:02. but you

o Travel Is aiowed via any permitted

Ab

Continue

Quick buy ticket

can travel on any eligible train,
Travel any time of day.

route.

aking fee of £

o

5 Confirmation

wd Booking Summary

£12.40

(B si0n in 1 Regiter 10 use
Quick Buy




