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Introduction



Project context

As part of the rail industry ‘Smarter Information, Smarter Journeys Programme’ (SIS)),
Transport Focus are working with the industry to consider the impact of ‘do not travel’ (DNT)
and similar messaging on those making journeys on the National Rail network. There have been
recent recommendations and reviews based on customer feedback following the storms over
the winter period of 2021/22, and research is now required to address the recommendations
and enable the industry to develop appropriate messaging for train users.



Research objectives

Overall, the research was intended to understand the most appropriate way to communicate with National Rail passengers
at times of severe disruption, including whether current DNT and related messaging needs development to ensure it meets
passenger needs in the future

Customerbehaviours
and attitudes to Feedback onthe Evaluation of
travelling during times existingmessaging template message
of severedisruption

¢ Customer behaviours and « Message content * Extent to which it meets « Theimpact on messaging
attitudes to travelling during . Tone passenger needs and needs, if any, of the coronavirus
time of severe disruption expectations (content, tone, pandemic on attitudes to
* Means of accessing the accessibility, potential impact), making journeys and
information including consequent impact of DNT
. Theimpact of receiving such - Would their ass«.ess.ment messaging in this context,
change when thinking about including tone and quality

messaging on their travel

. different scenarios
behaviour

- Extent to which passenger
needs for DNT information
change depending on what
leg they are on in their
journey

- Passenger understanding of
key phrases often used in
DNT messaging such as
ticket easements and
assessments



Method and sample approach

Commuter (8 quads)

Age/SEG

Journey/ passenger type

Occasional Business (8 quads)

Leisure (8 quads)

Disabled passengers (10
depths)

Deferrable 4 x quads

4 x quads

4 x quads

Non-deferrable 4 x quads

Total respondents

Across sample to include minimum quotas
Min 24 passengers+Min 2 disabled passenger depths

4 x quads
32
106respondents

Min 24 passengers+Min 2 disabled passenger depths

Min 24 passengers+Min 2 disabled passenger depths

Min 24 passengers+Min 2 disabled passenger depths

106 respondents

4 x quads

Quads 90 mins over Zoomand
depths 60 mins over viaZoom or
telephone

Fieldworktookplace fromthe
10th Octoberto the 7th November
2022

All participants were pre-tasked to thinkabout their current or prospective experiences of train disruptions. During the session,a variety of stimulus was shownto
promptdebate,including: currentstandard messaging; specific scenario prompts; potential reasons for DNT; personalised messagesand route specific customer

advice,and variationsonindustry terms.

6 quads conductedas trios due tonoshows and supplemented with 1 additionaltrioand 3 depths to achieve full sample numbers andintended spread

Furthersampledetailonfollowing charts



Method and sample
Further sample criteria

Commuters

Occasional
Business

Leisure

Passengers

with
disabilities

Those who use the trainto get to or from their place of work or education, and will usually take theirreturnjourney
on the same day as their outward journey

Toinclude a spread of time of day of travel
4-6 who commute on weekends

Those who use the train for a personal or commercial business-related workjourney at least once a month
(excluding commuting)

Toinclude a spread of time of day of travel

Those who use the train for leisure-related journeys at least once a month
Toinclude a spread of time of day of travel
Mix of those travelling alone vs with others (adults, children)

Toinclude a spread of those who travel for this purpose on weekdays and those who travel for this purpose on
weekends (note: some will do both)

Toinclude minimum 4 who travel for this purpose at night-time

Those who use the train for any purpose and have at least one disability
Toinclude a spread of age and gender anddisability type
Spread of journey type

Spread of those with a range of physical and cognitive disabilities, including some wheelchair users, those with
auditoryandvisual impairments and individuals with learning difficulties

Ensure at least 3 across the disability sample who require staff assistance to complete their onward journey

Across the sample:

Thorough spread of gender across sampleasa
whole and by journey type androute

SEG - thorough mix across the sample

Age - ensure a thorough mix of ages 18+ by
region/nationandacross the sample. Depth
interviewstoall be with those aged 18+, aiming
for aspreadof ages

Ethnicity - inclusion of ethnic minority
respondents within the sample

Accesstoalternative transport - ensure
presence in eachregion/nation and passenger
type of those withand without accessto
alternative transport

Disruption experience - minimum of 2
respondents in each quadto have been
affectedbyrecent events of severe disruption;
strikes, storm Eunice, storm Franklin,and the
disruption of October 2021 during COP)

Locations - respondents from at minimum two
locations per region/nation, with locations
within the region/nation combinedineach
session



Stimulus overview

Standard message
DO NOT TRAVEL between Purley and Redhill TODAY (21/09/2022)

There is major disruption due to heavy rainflooding the railway.
We expect thisincident to beresolved by 10:00.
DO NOT TRAVEL with Avanti West Coast TODAY (21/09/2022)
There is major disruption due to heavy snow.
We expect thisincident to beresolved by 19:00.
DO NOT TRAVEL no service TODAY (21/09/2022)

There is major disruption due to high winds.

DNT potential reasons
Heavy rain flooding the railway, flooding, predicted flooding, forecasted heavy
snow, heavy snow, severe hot weather, forecasted high winds, thick fog, high
winds, forecasted severe weather, severe weather.

Touch points

Journey At Destination To Final
Planning To Home Station At Home Station On the Train Station Destination

o B =) e

Specific scenarios to prompt

Two years ago you bought tickets to see your
favourite band live. On the day of the concert,
as you are about to leave home for the train
station, you see a ‘Do Not Travel' has been
issued by the train company you are travelling
with.

You are at the station waiting for a train to go to
visit a friend when you see 'do not travel on the
main station screens.

You are on the train when it suddenly stops. On
board announcements inform you that a tree
has fallen on the track ahead and the train will
need to wait for the track to be cleared.

You reach the station to get the train home
after a day out in London when you see ‘do not
travel on the station screens.

You are about to leave home to visit a sick family
member when you see a banner with ‘Do Not Travel on
the website for the train company you are meant to be
travelling with

When you click into the banner, you see ‘'information
for customers who need to return home'.

You are at the station waiting for your train to get to
work when there is an announcement on the tannoy
and on the digital screens that due to unexpected
issues with overhead lines, multiple routes have been
impacted and a do not travel message has beenissued

Despite being advised not to travel due to severe
storms, you have caught a train, as you have an
essential hospital appointment. The storms become
worse and the train guard announces that the train will
need to terminate at a station along the route.

You are getting ready to leave work and go to the train
station when you get a notification advising customers
not to travel. Your children need to be picked up from
school and you have no alternatives in terms of
childcare.




Personalised DNT Messaging

Different scenarios What the message shouldinclude

If you are at home.. DO NOT TRAVEL [between (Station) and Station)] or [to(Station) or [from (Station)] or [with (TOC)] or [No servicel] TODAY
(Day/Date/Month)

There is major disruption due to [Tyrell codel or [Darwin messagel

We expect this inddent tobe resolvedby [Timel or We estimate that our train service will be back to normalby [Timel.
If you are at the station.. DO NOT TRAVEL [between Station) and Station)] or [to(Station) or [from (Station)] or [with (TOC)] or [No servicel TODAY

(Day/Date/Month)

There is major disruption due to [Tyrell code] or [Darwin messagel

We expect this inddent tobe resolvedby [Time] or We estimate that our train service will be back to normalby [Timel

Retum home if possible.

If you are on the train.. Listen out for onboard announcements to tell you about what is going on, how longdisruption is likely to last and when

you can next expect an update.

Further information on altemative routes, ticket acceptance and delay repay can befound Ilink to information]

If you are away from home If you choose to travel, we camot guarantee that you will be able to complete your joumey.
and need to retun home or

your travel is essential Find out your rights under the National Rail Conditions of Travel [link to informationl.

Ticket Acceptance Best Practice Messaging Template

While disruptionis happening, youmight see the following...

Whilst this disruption is ongoing, youcanuse your ticket atno extra cost on[TOC Nameand Route Information] from (Time] or urtil [Timel. If youstart your joumey ata
different station due to this disruption andneed to retum to the same station later, you willalso beable todo this at no extra cost.

This may add up to [Number of (Minutes) or (Hours)l to your joumney.

Please try and travel as close to your original traintime as possible.

[TOC Namel] services between [Station] and [Station] [are] or [will be] extremely busy and we camot guarantee that you will be able to have a seat on these trains.

Please try to make a seat reservation, if possible, via [Link to TOC Reservation Pagel.

Please be aware if you decide to travel via [Location, [TOC Namel is also experiendingdisruption because of [Reason] which may impact your joumey further. For more
information, please see [Link to Relevant Disruption ftem]

If you no longer wish totravel or abandon your journey due tothis disruption, you are entitled toa fee-free refund. Please contact your ticket retailer. If you do travel but
are delayed by [X minutes] or more, please claimdelay repay Hyperlirk]

Post disruption, when thelineis openbut there are stil delays, you might see the following...
If you are already usingor making your way to analtemative route, then youwill beableto continue your joumey via this route atno extra charge. If youare startingyour
Jjourney at a different station due to this disruption and needto retum to the same station later, you willalsobe ableto do this at noextra cost.

When the disruptionis over, youmight see the following...
If you are already usingan altemative route, thenyou will be able to continue your joumey via thisroute at noextra charge.

Post - Do Not Travel and Route Specific Customer Advice

Context: Following onfrom a Do Not Travel message, TOCs may be guided by the following points to advise passengers in need of alternative
routes.

Tickets dated today can be used on [Date(s)]

If [Routel is affected, use [Route or TOC]

Trains will be busier and joumey times will be longer

Disruptions are likely to continue until [Date/ Timel

Service is not likely to resume until [Date/ Timel

If you no longer wish to travel due to this disruption, you are entitled to a fee-free refund. Please contact your ticket retaikr.
For further details on the reason for this disruption, please go to [hyperlink to mainstream media covering incident]

For further information on alternative travel, please see the lhyperlink to disruption maps/ alternative route mapsl

Industry Terms, Ticket Easement and Acceptance

ONLY TRAVEL IF ESSENTIAL

ONLY TRAVEL IF ABSOLUTELY ESSENTIAL

ONLY TRAVEL IF NECESSARY

ONLY TRAVEL IF ABSOLUTELY NECESSARY

+ ONLYTRAVEL IF YOUR JOURNEY IS NON-DEFERRABLE

+ DONOTTRAVEL

AVOID TRAVEL

DO NOT ATTEMPT TO TRAVEL

+ CHECK BEFORE YOU TRAVEL

SEEK OTHER MODES OF TRANSPORT
NO SERVICE

LIMITED ROUTES AVAILABLE

« TICKET ACCEPTANCE

CROSS-INDUSTRY TICKET ACCEPTANCE
HONOUR PASSENGER TICKETS

« USE OF TICKETS ON ALTERNATIVE ROUTES

« TICKET EASEMENT
USE OF TICKETS ON A DIFFERENT DAY
TRAVEL ON THE SAME JOURNEY, AT ADIFFERENT DATE OR TIME




Overview of findings
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Overall headlines

Consistencyand clear direction
within findings

Standard messaging contains
what most would expect to see

However, some confusion
around whethertrains runina
DNT situation

If some trains are running, some
people need morereason notto
travel than others

Overallinformation needs vary
by a range of factors

Whilethereisaspectrum of how likely anindividualisto travel if they receiveaDNT message (based on the scenario
theyareinand their own propensity to follow advice) responses to the standard messaging and what else they
would need to hear were aligned across the sample

Thought to cover keyinformation of what is happening, why it’s happening, the implications of this, and whenit will
be resolved

Little needforthe currentlanguage tobe made clearer or more concise (wordingis accessible)butsome room for
improvement

Exceptionis ticket ‘easements’ which was not well understood - clearneed to use words that are in everydayuse
amongstthetravelling publicand plain Englishsoughtacross all messages

Assumptionis thatif a DNT has beenissued there are no services

Tensionthereforebetween there being ‘major disruption’and being told ‘DNT-as the former suggests that,even
thoughdisrupted, trains are running, andin this case many would still want to travel

If theirjourneyislessdeferrable

More experiencedrail travellers expectto be able to get through - even though their own journey mightbe more
deferrable

To encourage latter to defer, needlinks to more detail and to emphasise likely travelling conditions

Whatlegofthejourneytheyareonisalso keyto what messagesandinformation they needto help themresolve their
travel dilemma -overall passengers are morelikely to defer theearlier theyareinthe journey

Appropriate messages, signposting and information (allin right tone) can make a significant difference to:
decisions to travel; overall passenger experience in the event of severe disruption; and brand/rail perceptions

11



Overview of multiple factors affecting passenger messaging needs

Critical needs to take action

Additional considerations for those with higher determination to travel

Start point for all

Need to understand clearly that
the adviceis NOT to travel

Attitudes towards individual
ability to travel (confidence and
experience)

Perceivedimportance/urgency
of journey (= extentof loss or
consequence)

Pointon journey

- Standard approaches currently
used only partly meet the needs e More cautious and less
of pasfsen_gers therefotre thereis experienced passengers will defer . » g ]
room for improvemen travel onreceipt of the DNT X : . ritical factor in determining the
- Inparticular, the expectation message J.doitrenrg;'ggﬁgégerggtgev}lg:fgble or options available to an individual
is ‘Do Not Travel means ‘there - However, high confidence of other not * The furtherinto the journey they
are no trains’ passengers means they are willing are, theless likely they are to defer
- Whentrains are running, but to try to navigate any remaining so long as trains are running
DNT is the advice this creates service + Help needed tofind alternatives
a conflict for passengers « Some within this will not defer and mitigate negativity of

» Urgency/importance stems from
idiosyncratic circumstances and

» Degree of stress and/or
determination to travel varies by
individual journey

* Meeting needs for tone of voice

This can be resolved by providing
more information to help
understand the actual impact on
travel

travel unless there are no trains,
but others can be influenced with
more detail

helps reduce negativity towards
rail providers

experience

12



Background landscape
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No one likes to receive a DNT notice but access to travel alternativesis also a key
factorin how DNT notices are received initially

Negative feelings forall when
receiving current DNT messages

What leg they are on in their
journey makes a difference

Access to travel alternatives are
also a key factorin how DNT
notices are received

Emotionsreportedinclude anger, frustration, panic and annoyance
Definitesense that somedisruptionis worsethan others

Most frustrating if they haven’tleft home, butalso easiest to deal with
—cancel or replan

If theirjourneyis deferrable,it can be easier to cancel rather than face
disruption

More emotionalif already on the networksomewhere -can feel trapped
and fewer options

Those without access to their own car, or other public transport are
the mostimpacted

Those with alternatives are possiblyinfluenceable by messagingif the
audience can bedirectedto other options to make/completetheir
journey

For some, cost of alternatives and potential for refunding/reusing
original ticket also comesinto consideration

I'd be angry, annoyed, frustrated, fed up!
[Commuter Quad, Deferrable & Non-
deferrable, Southern England]

If I was journey planning and | knew whah
the situation was, Iwouldn'tgotoa

station, Iwould save some my money or
wait for the next day. But if I've already
gone, andI'm on the train or trapped
somewhere then it would make make me
angry, but | suppose you just have togo
along withit. [Leisure Trio, Non-
deferrable, Scotland] /

Because | don’t drive things can get
complicated with delays. I'd have to
google it, plan ahead, call a taxi It
depends where you are but the bus
would take too long. It’s not a guarantee
that you'll get there. [Leisure Trio, Non-
deferrable, Scotland]

Receipt of a DNT notice is always negative, but exact response depends on what other alternatives a customer may have to eith er make their

journey or defer it and the stress and additional difficulty that can arise from being far from homeor their destination. These factors generate

different needs from informationin terms of overall detail and a sensitivity to tone.
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Attitudes tobeing told not to travel in the most extreme circumstancesare also
influenced by the more day-to-day experiences of customers on the rail network

« Canbeplannedfor so easierto predict travel needs and challenges
Recentstrikes «  Somesympathy forrail workers, but stillaninconvenience
 Havebeenhappening forawhile nowsodifficulttorely onservices

« Usersof some TOCshave becomeusedtoreduced servicelevels,
which means that their expectations are already lowered

¢ DNT notices here are coming against abackground of already weakened
bonds betweentravellersand TOCs

Staff shortages

Geographic differencesin « Someofthoseinthe Northof England (around Liverpool, Lancashireand
reliability of service the Lake District) claimed to have been experiencing regular disruptionin
y recent months(inaddition to strikes)

days whichis fine, but you don’t fully
know what the effectsare or what’s
going tohappen. There’s not always
great detail on what services will run.

The thing about strikes is you know the\

You only really find that out when it’s the

dayand you go to the station...
[Occasional Business Quad, Deferrable
South England]

’

)

Reasons not to cancelis that they haven't
gotanybody torun their trains, or a staff
shortage. They should run their business

better. [Occasional Business, Non-
deferrable, Scotland]

~

J

During this year I've had loads of
disruptions, from half hour delays to all
day. We've had loads of rail strikes so
we’'ve hadno trains at all for like a day,
andthat’llimpact the next day, sothe
trains will be all over the place.
[Commuter Quad, Deferrable, Northern
England]

~

)

The effect of these issues on trust means that some of the most regular travellers need more informationabout why they’re being told notto

travel before they will comply with the request - when it is explained/makes sense it is more powerful for them.
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Train passengers are naturally more sympathetic to some reasons for disruption than
others

Less sympathetic

== _ \\ Shouldbe abletonegotiate or hire -7 Extreme weather /

\
’ 1 . ,

1

I

/7
/ e
/ . 7’
K K Damage tooverheadlines -7
1 / //’
.' ’ Rolling stockfailure | Pt
\ \ .-

N -
~ -
~ -
SN =T

OK if notrepeated

Outside the control ofthe TOCsor
Network Rail

Feelslikeanexcuse -don’t
understand why this has alarge impact

Infrequent Leisure and Occasional Business passengers are slightly more likely to be sympathetic overall. Most frequent passengers who

experience more reasons over time are less likely to differentiate - it’s all just anotherinconvenience that cumulatively affects how they feel
about train travel.



Notable number of respondents do not think that train companies should be telling
people not to travel unless there are no trains running

It only makes sense if it's Iegislatech
You're saying, you can’t go into work or
whatever it is you're going to. ...It’s not
their job to do that, so to categorically
say ‘do not travel’, it’s got to be a safety
issue or a government issue, where they
say not to travel, like in lockdown.
[Commuter Quad, Deferrable & Non-

Various reasons driving this belief:

Not part of government

«  Noenforcementpowers

+ Canadvisenottotravel,but not ‘tell’howto act (if trainsare running)

Don’tthink TOCs have the ‘right’

deferrable, Southern England] /

Occasions they can say ‘no «  Whennotrainsarerunning N
service’ . Whenthereisarisktosafety If it's a threat to life, yeah, they should tell
people there is no service. [Occasional

Business Quad, Deferrable, Wales] )

\

The only time you should be fully
informed not to travel is if there is a risk
to health and safety. [Occasional
Business Trio, Non-deferrable, North
England]

%

Respondentsgenerally thought that they wanted to be given information to allow them to make their own mind up on whether to travel. What

makes a compelling message therefore varies by scenario.
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This attitude contributes to expectations of what a DNT message is about

»  Consequently,phrase DNT isin conflict with ‘severe disruption’ as latter
Strong assumption DNT = ‘no suggests that some services are operating

trains are running’ +  Canpromptcynicismamongstsome withlesspositive attitudes towards
TOCs (assumedto beuntransparent /deceptive)

DNT can also be interpreted as

+ Leads to questions about whether TOCs are acting responsibly

rains are runningbutiit's not becauseifit’s dangerous thentrains should not be running

safe to use them’

Both responses came fromboth
those who have and have not
everreceivedaDNT message

+ Assumptionregarding meaning was the same across passenger
journeytypes, and their previous experience of disruption messaging

~

If | see ‘do not travel I'm expecting there
are no trains running That’s saying to
me: there are no trains running, no
services available, do not do this. That's
how I'm taking that message. [Commuter
Quad, Non-deferrable, Scotland] /

~

Is it safe or unsafe torun the train? Either
the trains are running or they aren’t; but |
can't fathomareason to say ‘Do Travel if
the trains are running. [Occasional
Business Trio, Non-deferrable, North

kEngIand] /

[To me if 'm advised not to travel due to\
severe storms there should be no trains

running. It's unsafe right? [Commuter
Quad, Non-deferrable, Scotland] )

Care needs to be taken to make clear exactly what the situation is as this has a significant impact on whether or notan individual customer will
attemptto travel. Theinterpretations thatpassengers currently put on DNT phrases lead to confusion when combined witha message that

disruption is nottotal. Those who have never experienced a DNT message before have the same broad expectations from the message as those
who have.
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Traveller type does map to an extent against needs from DNT messaging, but is not as
important as the individual’s attitudes to their own travel circumstances, and how

necessary they consider their journey to be

Commuters

If | sawa DNT, my priority is to see when\

Most likely to want to travel
regardless

However,those that can work
from home will

Others needtotravel,and may
not have autonomy to makea
decisionnottotravel

Might need permissionfrom
work to stay at home, or
performarole whichneeds to
be doneinperson

the next train actually will be then
deciding your plans around that. I'd talk
to work, see if they'd let me work from
home... it’'s more flexible now for me.
[Commuter Quad, Non-deferrable,
Wales]

)

Leisure Occasional Business Disabled passengers

*  Willbe guided by the exact
reason for travelling Opento
deferring meetings with friends
as can be rearranged

« Mayseetraveltowatcha
sportsteam or favourite band
as essential —andtravelifno
other options

+ Decisiondependenton
financial loss, status, unique
experiences

/h‘ | was anywhere near home then I'd go

home and change plans. It depends what
| was doing and how long I'd been
planning it for. [Leisure Trio, Deferrable,
Scotland]

N /

\_

Behave as commuterorleisure
according to the nature of their
travel

Quite likely to want to make
work-relatedjourneys as these
(beinginfrequent)arelikely to
be highlyimportant

Hospital visits for booked
appointments, especially with
long waiting lists, are seenas
essential

/I think if | was meeting for work, | think

I'd ask to meet later in the day if possible,
or meet somewhere €lse. | don't think
it’d stop me from using the rail network
all day. [Occasional Business Trio, Non-
deferrable, North England]

)

Overall want to behave as per
whichever travel category
they fitinto

However, nature of disability
(e.g.needforstaffassistance)
can mean makingaquicker
decisiontodeferornottotravel
at all

Highly compliantwith DNT
messaging

/You had to give a Iotm

someone like me. Somebody's got to get
you on the train at one end and off at the
other. And then you need to find the
disabled space (if it’'s free). [Female
Depth, 53, Occasional Business,
Disabled (wheelchair user), B, North

Qngla nd]

While the type of journey is important, theindividual circumstances of the customer and their driver for travel have more impacton what decision

they take about whether to travel.




Disabled passengers are particularly motivated to defer their travel if there is any

chance of disruption

Those who need staff assistance

have a particular need to plan
ahead

Overriding desire to avoid
consequences of disruption

Ideally, want to find out as early
as possible

Won'ttravel if they can’t have the assistance that they need

If they have booked assistance, then this is a benefitifa DNT message
is issued while they are on the train - reassures them that they will be
taken care of

Travelling can be difficultin normal times, so want to avoid: non-
disability-friendly replacementtransport (esp.if in wheelchair);
difficulties with guide dog travel (not carryingfood foralongjourney);
sensoryissues;crowding and last-minute platformchanges

Allows time to rethink/rearrange their plans

Want to check forupdates before they travel sothey don’t get caught
out

I do know that if Iget stuck anywhere on\
theline, they have toget to a platform so
they can get me off. | have assistance,

but then they would have to get me a taxi
togreet the rest of the journey because
the coaches are not wheelchair friendly.
[Male depth, 65, Leisure, Non-deferrable,
Disabled (wheelchair user), B, Wales] j

I try not to travel with complications, it’s
too much for me. [Female Depth, 26,
Commuter, Deferrable, Autism, D, Wales]

Ideally onthe app at home before | head\
out, absolutely, tosave timeandsave a
wastedjourney too, becausel can’'tgoto
my local station. |can make aninformed
decision from my own property.[Female
depth, 42, Occasional Business, Non-
deferrable, Disabled (Wheelchair User),

C1, Scotland] /

While their information needs to travel are the same as other travellers on the network, those with additionalneeds in this sample tended tobe

more apprehensive about experiencing severe disruption.
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Broad consistency in where customers currently go looking for informationina DNT
situation 2 three key sources

Station/ trains
(individual staffor
display screens)

I was checking on tl'a
website...Avanti had the kind of
flag the banner up saying
advising not to travel, but your
ticket will be valid up until
whatever date it was... | was
looking to see what on earthwas
going on. [Occasional Business
Quad, Non-deferrable, South

England] j

I ended up using my Trainline app

All three sources mentioned spontaneously
Key needs are to know:

- Whatis happening

- Howlongit willgo on for

- What their other options might be

- How they can travel if they need to - childcare or work consequences from
not attending

Compensation not spontaneously mentioned by many

- Not topof mindinthe momentbecausethe priority is more whether they can to tryand work out what trains
travel or not were actually coming, [Leisure
- Some commuters and those making work related Occasional Business trips %uaalggl]‘e'sure’ Non-deferrable,
less concerned with refunds as not paying personally for their travel /
- For some, if they have already spent their own money then that makes them | always expect to hear the\
more likely to attempt to travel - unlessitis made clear that arefundis information over a tannoy or
available and easy to claim something, at a station or on a
. . . . . train, on the boards. [Occasional
Some of those ontrains will look online, but can’talways depend on having a signal - Business Depth, Deferrable,
so are much more dependenton what they’re told by staff over the tannoys and on South England]
in-carriage displays j

Most were not checking the status of their train before leaving home - and the further into their journey they are when the DNT message is
received, the moreinvested they tend to be in continuing their journey. These sources are also where those who have never experienced

disruption think they would look.




Covid has had some indirect impacton
likelihood of non-deferrable travelling

 Variedviewsontheextenttowhichrespondents believe Covid has
impacted ontheir travel habits,orresponsetoa DNT message

- Initially the pandemic caused widespread disruption to travel
needs

- Someactually preferredto travel during the pandemic-less busy
trains -and nowregret thatusageisreturningto ‘normal’

 Hasdefinitelyshownsome commutersthat they can workfromhome,
and made them (and their employers)readier to defer travel

- Others(e.g., nurses)needtodotheirworkata givenlocationand
cannotdefer travel without causing disruptionin theirworkplace

* Thereisadefinite existence of people who wouldn’t travelif their
employers gave them permissionnotto - role thereforefor messaging
toinfluence employers, potentiallyinaseparate message askingthemto
considerif theiremployees needtotravel?

Overall, asense that things are returning or have returned to normal on the

railways - Covidis not something that they want to think about too much,
and feelslikeitis in the past

Image Source:
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There are two key attitudinalimpacts from Covid which potentially impact on DNT
messagingin the future

Morelikely to do as they’re Less likely to doas they’re
told told

Subset of travellers who have
become usedoverthe Covid
periodtobeingtold what they

Tired of being told what they
canandcan’'tdo

I'd be less likely to chance things
now, | just can't be bothered.
Everything is more complicated
since Covid [Leisure Quad, Non-

can/can’t/shouldn’'tdo

deferrable, Wales]

VS + Claimtobemorequestioning
of instructions now than they
would have been before
Covid,unlesstheyreclear,
unambiguous and are
supplemented by additional

informationontherationale

. Willsee aninstructionand are
likely tofollowit

| don’t pay as much attention to
warning messages now, it all just
seems to blend in more. All these
messages just become like
wallpaper. [Occasional Business
Trio, Non-deferrable, North
England]

These attitudes are likely to be long lasting. For some, DNT messaging is nowmore likely to be followed than before the pand emic,however for a

second group of customers moreis now needed to persuade them to defer their travel.

23

Image Source: Unsplash (rights free)



Current behaviours and responses to existing
DNT messaging approach
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Recall of current DNT messaging from those who had experienced it was vague with a
sense thatitis insufficient for needs

Struggle to recall specific
examples

Belief there are gaps inthe

existing messaging

Frustration that information
doesn’tjoin up across platforms

Typically have verylittle recall beyond being told not to travel, and then
havingtoplanwhatto doinstead -tonerecalled as ‘formal’

Claimed lack of clarity on implications
- Lackof clarity forsome onwhenit will be resolved
- Unclearabout what they should do next
- Somesensethatitis‘copyand paste’

Common belief that where aninstruction notto travel is issued, there
can be differentand conflicting advice from apps, notice boards, social
media, and station staff

Role of staffis crucial,butitis recognised that they canonly give out
informationthey have beengiven themselves

Ideally, desire to ensure that information contentand flowis synched
across as many platforms quickly to avoid confusion

Yeah, | think it’s fine, the tone is formal
yes, but it tells us how it is. [Commuter
Quad, Deferrable, Scotland]

When it happened before | think they
just needed to be as clear as possible. Be
specific. Don’t just give out these
generic messages, or things that at may
apply to some people and not to others.
[Commuter Trio, Non-Deferrable, North
England]

I tried to ask what was kind of \
happening, because | wasn't really aware
of what's going on. There wasn't really

any updates on my phone, on the

website. It said different things. In the

end, | think | was just asking around

people at the station, everyone was kind
of just waiting for like the next update,
[Leisure Quad, Deferrable, South

England] /

Most felt that when they have been told not to travel in the past, it has been a complicated process to work out what todo next.
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As aresult, people do their own research
to problem solve

Seekinginformation about what has happened and whatthe impactis
 Googlinggeneralnews channels and Network Rail
 Talkingtoother passengers -key source of information

If phones are out of battery/signal onlongjourneys, will rely on
personnexttothemifcan’t contactstaff

Information is quite scant insofar as at the length of delays
what the potential disruptions are.. | check Twitter on the
Network Rail pages and also the Avantipage as well for any

potential updates. [Occasional Business Quad, Non-
deferrable, South England]

\ ’
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Overall sense that it is harder to find out information than it should be -

especially when away from home




The more experienced travellers
specifically ‘play down’ the risks

 Respondents who travelled regularly (across all passenger groups)
were more likely to assume it would be fine to make a journey- even
where there have been news bulletins about e.g. storms

- Highconfidenceintheirability to navigate the problems
- Tendencytofeelthatitwon’tbeasbad asreported

- Couldcite previouscases where they had beenadvised not to
travel,butdidand found it was ok

« Forthisgroupoftravellersthere oftenisntasense of obligationtodoas
they’readvisedby TOCs

- Someevidence of cynicism that they’re being told ‘whatever
makes the rail industry’s jobs easier’ rather than what’s in their
owninterests

« Forsome,arisk really has to be spelt outin terms of potentially not
reaching their destination, or danger of life, before they’ll assume that
there mightbe a problem with their travel

I think if the journey’s not going to be possible, Ireally want to know the facts. | don’t want them
saying ‘possibly’ or ‘unlikely’ because that makes me think, Tl try it. If it's severe then tell me
that plain and simply: do not travel. [Commuter Quad, Non-deferrable, Scotland]

Most felt thatif they were told notto travel, then they would
consider following thatadvice, but it would be balanced by whether

trains were running or not, and how deferrable they felt their journey
to be. Some would travel if there were trains, regardless of advice,
others can beinfluenced

T T R s
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Do Not Travel pre-task message - there are elements that work effectively across the
prompted journey touchpoints

The Met Office have issued amber and red weather warnings for gale force winds v Language and layout considered clear
today because of Storm Eunice.
v" Covers most of the keyinformation they would expecttosee
We are advising passengers NOT TO Travel today and to travel instead on Saturday 19 . .
February. v' Helpfulifreceived athome

v Wouldbeinfluential if received at their departure station

Why might my train be affected by high winds? ) ) ]
? Ifreceivedwhenonthetrainthenpotentially toolatetobe useful

High winds presentthe risk of debris being blown onto the tracks. Debris, such as ? If received when about to make the returnleg of ajourney then helpful, but

trees, can block lines until they can be safely removed and in some cases, debris can :
; e ) would wanttoknow more about any alternativetransporttogethome
cause damage to overhead wires and lineside equipment.

? Commuters particularly liked the mentionof Twitter, but otherusers
Check before you travel: cautioned against reliance on one social network,and would like to be

, _ , , » _ pointedin the direction of mainstream mediaoutlets
You can check yourjourney using the National Rail Enquiries real-time Journey

Planner. Journeys affected by real-time disruptions will carry a yellow warning triangle  Additionalinformation called out as helpfultoaddin when prompted:
where you can click to find more information. . . .

- Directiontoalternativeroutes androute planners
Twitter: - Howto make compensation claims

If you would like to follow this incident on Twitter, please use #StormEunice - Clarity on whether trainsare actually running or not

. » Overalllevel of service being offered
Compensation:

You may be entitled to compensation if you experience a delay in completing your
journey today. Please keep your train ticket and make a note of your journey, as both
will be required to supportany claim.

Overall seen as clear and helpful - though still potential for improvement




Do Not Travel standard template message — when shown, this was working to deter
those with the most easily deferred journeys, or a likelihood to do as asked

DO NOT TRAVEL [between (Station)and
(Station)] or [to (Station)] or [from (Station)] or [with v' Overall,wellreceived

(TOC)] or [No service] TODAY (Day/Date/Month) v Perceivedasinformative

v" No significant suggestions toreword whatisin the message as terms seemclear

v" No elementswhich could be made more concise

v Toneclear,authoritative

We expect this incident to be resolved by [Time] ? Somedemand foranapology to be addedto acknowledge passengerinconvenience

or We estimate that our train service will be back to and experience
normal by [Time]. v" Enough forthose with more deferrablejourneys/more cautiousrespondentsto simply not

travelif they’reathome
? However,tensionforsome between‘Do Not Travel’and ‘major disruption’
? Thosewithlessdeferrablejourneysinterpret ‘major disruption’as suggesting thatsome

% servicesarerunning
/Ithink having ‘do not travel standing out and in bold highlights the ? Cuetotravelanyway

There is major disruption due to [Tyrell code] or
[Darwinmessage*|

importance, you've got the date and time on there, and you've got a ? Somemightatleasttraveltotheirlocal stationtoseeif they canstill getatrain
reason, so | think the language is pretty clear. You dont want

something really wordy that will make people flustered and confused, ? Needfromthislessdeferrable audiencefor definite instructions-e.g.‘thereare
so just keep it really succinct, give the information they need. [Mixed notrains,donot travel’

Trio, Deferrable & Non-deferrable,North England/Scotland]

? Ideallyshouldsignposttowheretogo for moreinformation onalternative routes, ticket
\ / acceptance andrefunds

While seen as clear by customers, it was evident that the contradiction between ‘Do not travel’ and ‘major disruption’ affects intention to travel




Do Not Travel standard message - worked examples of the standard template

DONOT TRAVEL between Purleyand Redhil TODAY v Seenas clearand concise on whereis affected and when
(21/09/2022) . .
v' Reasoniscredible
Thereis major disruption due to heavy rain flooding the railway. ? ‘Weexpect'soundsless certainthan ‘this will be over by’
o ? ldeally,message writersneed to be sure when saying whenthe disruption will be
We expectthisincidenttoberesolved by 10:00. resolved
DO NOT TRAVEL with Avanti West Coast TODAY (21/09/2022) v' Reasonfordisruptionandtime of resolution clear
. _ . . ? Usingthebrandname of the serviceraises questions for some
Thereis major disruption due to heavy snow. ? Crediblethatawhole company will be affected?
We expect thisincident to be resolved by 19:00 ? Dont knpw alltheroutes operatedbya TOC sobegs questionsabout
alternatives
? Notasclearas specifyingaparticular route -though mostacceptthatthe

message needstobe concise -potential tolinkto disruption maps/alternative
route maps atthis point

? Ifit'saffectingthe wholenetworkthen clearertosay ‘notrains’

DONOT TRAVELnoservice TODAY (21/09/2022)
v Seenasclearandconcise

Thereis major disruptiondue to highwinds. v Aligns with spontaneous expectation that ‘do not travel’means no trainsrunning
? Lacks details of when disruptionis expected tobe over

Responses to worked examples further showed that ‘major disruption’is not always seen as indicating ‘no service’ unless thisis spelled out. The

more detail the better - many recipients will notbe experienced travellers who know their routes and the implications of a message.
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Whether they would defer their journey on receipt of a DNT message is down to
personal circumstance

Less likely to defer @»

Those with non-deferrable journeys Those withthe most deferrablejourneys

Family responsibilities- need to get backhome Those abletoworkfromhome

More experienced traintravellers -likely to thinkthey will get through

Family responsibilities- don't want toleave home and not get back

More Cynica| about be|ngto|d whattodo - unless notrains running Those withless eXperienceOf traintravel - will take messages on trust

I've got no other childcare. If there's no
other option we get on that train, say it's
the last one then I'd get on it. I'd have to.
[Leisure Quad, Non-deferrable, Wales]

That's one good thing about COVID ina
way. Imean, | know there aren't very
many upsides, but my employees would
always say, well, you can't work from
home, you can't work from home. And
now, it’s totally fine. [Leisure Quad, Non-
deferrable, Wales]

The standard message is enough for some, but there are a variety of factors which mean that others need more information to persuade

them to defer.
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Most people in the sample would be put off travelling if they believe it is sufficiently
inconvenient todo so

Say essential - if you can postpone to a\
» Suggestsclearly thatservicesarerunning later day then do. If it’s for leisure then

, . . . . don’t travel. If t it off put it off,
*  Driveshome howunpleasantthe journey might be before advising on ¢ travel I you can put it oft put It

‘Travel only if essential’ mightbe

more of adeterrent but if you can’t then ok the travel’s there
people not to travel for you. [Occasional Business Quad,
Deferrable, Scotland] /
*  Potential forstranding not spontaneously considered,so when it P that ld cet st k\
‘DNT’ can work if additional referencedin the scenariosit was astrong motivationto defer ha,ﬁ‘;y ?ﬁl\'/‘c/)ugh yé’ 3;’ jgsﬁ'neygznds ;gu
!nfo.rm.ation in message helps - People may be more Open tO hearing ‘DNT’ if it iS fO||Owed With a need to be somewhere for a Celrtain timey
justify instruction justification that the TOC cannot guarantee they will be able to then that would make my decision not to
complete their journey not to travel by train. [Leisure Quad, Non-
deferrable, South England] /
e WhereTOCsdetermineitis necessarytosay DNT rather thantravel only
if TEtEsEly . ) . ‘Reduced service’ puts me off because it\
- Makeexplicittheyarerunningaseverely reduced service only to could be an hour or two, you might not be
help people performing essentialservices or with no choice about able to get home. It would put me off a
travelling hell of a lot more [Commuter Quad,
» Bridgestheapparentdisconnect betweena DNT message Deferrable, Northern England]

andthe fact thatsome trainsare still running

Because of the expectation that Do Not Travel means that there are no trains, where this message is seen as in conflict with otherinformation

(e.g. severe disruption) or experience thatit is possible to get a train, this canimpede trust in TOC/NR information and potentially reduce
compliancein future.
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Some respondents need more to persuade them to defer

) ) | get it... ‘do not travel but | need more\
« Allrespondents expecttobetoldiftrainscan’tberun,andto an extent information than what they are offering, |

have sympathywiththe TOCsinthose circumstances find a bit confusing if they don’t tell us

why. Are the trains running or not? Is it
safe to even get on them if we have to?

If no trains, then won’t travel, but

DHETEEE T F2AEE - Little spontaneous consideration of the reasons some trains

may still need to be run - thinkingis ‘very black and white’ in [Leisure Quad, Deferrable, South
terms of they either can run, or they can’t England]
« Somerespondents eventually worked out that thismay be j
to helpthose who need to make genuinely essential
journeys

+ Beingmoreexplicitaboutthiscanhelptogenerate
compliance and goodwill

Depending on circumstances and customer knowledge, it might notalways be clear why the reason being given for disruption should lead to that

disruption (e.g. leaves on theline) - consequently the more a TOC can openly explain what is happening and provide sufficient rationale, the more
likely itis to convince those with less deferrable journeys not to travel, and also those with deferrable journeys who are tempted to try their luck.
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Developing the messaging approach
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Spontaneous needs from a DNT message are around informing them of the situation
and the customer’s options

Essential basic content

Beyond basic but still needs high

value

We need to know the length of the

Clear,conciseinformationon: disruption, where and why, also what

- Locationaffected they will do about it, if there are other
. . arrangements. [Occasional Business,
- Whethertrainsarerunning or not Non-deferrable, Scotland]

- Rationale for the disruption(to give contextand create buyin)

- Mentionofovercrowding

- Othertravel options (route, replacement buses top of mind) I think knowing why and how they will
. . overcome it, how long it would last. The
= How long this will goonfor exact locations are important too.

[Female Depth, 26, Commuter,

- Wheretogetfurtheradvice/assistance Deferrable, Autism, D, Wales]

- (Minority at this point) how to getarefund particularly
importantifthey’realready onthetrain

Can they can do something like Uber
Eats, they update you on your food’s
journey, anything like that would be

leetracklngandupdates brilliant. | think we’re all after small
Notificationsortextdirectfrom TOCssotheydon'thave tofind outfrom constant updates. [Leisure Quad,
third parties Deferrable, South England]

Promptorganisation of replacement services
Anyrelaxation of ticket restrictions

Spontaneousneeds map well with what is being given in the standard messaging template. However, respondents struggled to articulate their

ideal Do Not Travel message unprompted, because their key need at the point of finding out is to know what they can do instead.
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There was also interest in a ‘traffic light’ warning system from some

Can they make a traffic light? It might be

*  Provide someindication of what to expect from the journeyto help more impactful something visual that
To indicate the severity of what decisiononwhether to travel explains how bad the situations are,
is happening/expected whether we should all travel or not.
+ ldeallyshouldindicate length of delays and extent of overcrowding E.eiTurg] Quad, Non-deferrable, North

nglan

Maybe like, when there's issues with th}
weather, you get different colours
depending on how actually severe they
are, and how much issues might be
faced. If there was a similar system in
place with a few different colours, with
an actual indicator of what the problem
is going to be [Leisure Quad, Non-
deferrable, South England j

« Peopleareusedtocolourwarning systems(e.g.weather)

Multiple suggested benefits of
sucha system « Canhelp TOCs/Network Rail convey more information with fewer words

* Psychologicalimpactinthat colours denote different things,suchas
associationofredwith danger

 Appearto be giving information to help people make decisions for
themselvesratherthan an order/instruction (exceptin mostserious
circumstances)

| think that some kind of traffic Iight\
system on severity would help. Red
means do not travel at all, orange is
disrupted and green is all ok. That would
make things easy to understand
[Leisure Quad, Non-deferrable, Wales] /

Customers are open to being given information to allow them to make the final decision about what is right for them and their own circumstances
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Customers want to feelinformed and empowered to take next steps and make their
ownh decision

| think its clear. It's telling me exactly

How they feel whenreading the *  Overall,informed what they want to do so that’s what I'd
message . . . do, | wouldn’t travel. Obviously its
- However,emotions are more likely to vary according to the . ont rd b bit d

ture of the journey they are/were trying to make than the ineonvenien’ so 1C be a bit annoye
na seeing it, but | like how clear that

contentof the messageitself message is. [Commuter Quad, Non-
deferrable, Scotland]

 Splitbetweenthosewhoare accepting (anddon’tsee theissueasthe
TOC’s fault),and others who areirritated:

| think something that isn’'t clear is if th)
trains are still running or not? If the
trains are still running, then why does it
make a difference if 50 people or 5
people are travelling If the disruption is
that bad then surely they would cancel
that service? | think it's handy to know if
you’ve got a choice or not. [Leisure Trio,
Deferrable, Northern England] /

- Don'tfeelthatthe messageis meetingtheir needsinterms of
saying how bad the disruptionis sothat they can make their own
decision-wouldideally want more supporting information onthe
rationale for the decisionifit’'snot obvious

- Canleavethemfeelingthattheir position as travellersis not
understood by the body issuing the message -though not clear on
how to address this beyond an apology

| think I'd have to speak to friends or
family or just go on Twitter or
somewhere and get more information.
Because that doesn't help me decide
what to do. [Leisure Quad, Non-
deferrable, South England]

Overall, the messages arm customers with some of the information they need - and no one wanted to read everything in one message. But they

do wantit to be easy to know where to go for more information.
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Exploration of different scenarios and considerations highlighted that specific
language and content can encourage passengers to defer their journey

Spontaneous needs

. Clear,conciseinformationon:

Location affected

Whether trains are running or not

Rationale for the disruption(to give context and create buyin)
Mention of overcrowding

Othertravel options (route, replacement buses top of mind)
How long this will go on for

Whereto get furtheradvice/assistance

(Minority at this point) how to getarefund particularly important
if they’realready onthetrain

Considerations for execution of content

. Consider:

Transparency over whatis happening
Beingtoldtonot travel iftheydon'tneedto
Mentioning ‘crowding’and ‘lack of seats’as a deterrent

Using adjectives such as ‘serious’, ‘severe’,‘major’ to build sense
of disruption

Using the words ‘essential travelonly’

Phrasingas ‘werecommend’to give agency to the individual but
alsomakes clear that they cantravelif they want/needto

Giving clarity on how bad the situationis

Where the communicationis clear and straightforward about what is happening, the customers feel better equipped to make a decision.
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The possibility of being stranded focuses the minds of most

What they would want to hear

Therailway is trying to run trains but, because of the . :

conditions, there is a genuine possibility that trains will  Lookingfortransparencyaboutthe circumstancesthey face -so need for honesty
; . . .

get stranded or the service has to be suspended - and as muchinformationas possible

passengers might not get where they are going and/or «  ‘Stranded’veryimportanthere - sense that trains might not complete the journeyis

home again a powerful deterrent to travelling

- Importantboth because they might not get totheir destination,but equally that
they might not gethome again evenif they do make the outward journey

successfully

Honesty, more in depth information. If people see ‘you If my journey is unlikely to happen or there’s arisk, I'd rather know I'd need the reasons for it, how likely it is as
might get stranded’, people aren't going to think, ‘let’'s that. | don’'t want ‘might be/possibly stranded’, | don't want well, and what could happen or would happen if
give that a go!’ unless they have to. Whereas if you say, stranded. | don’t want to be in that situation, so I'd rather it just said you did get stranded? [Commuter Quad,
‘might be delayed’, then most people would hedge their ‘code red’ or code amber’ then ‘don’t travel...stranded at own risk’. Deferrable, Northern England]

bets. [Commuter Quad, Deferrable & Non-deferrable, [Commuter Quad, Non-deferrable, Scotland]

Southern England]

Clear reason to not travel for most, so becomes about reassuring those who must travel that they can.
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Unpleasant travelling conditions are a motivator not to travel

What they would want to hear

« Themessagerequiredinthisscenariois primarily aboutlandingtheideaof not

Trains are running, but you could be severely delayed travellingifthey dont needto

and/or experience significant crowding. In other words, . ., . ,
you're not likely to have a good journey but you will get Mention‘crowding’and ‘lack of seats’asa deterrent

there eventually  Adjectivessuchas ‘serious’, ‘severe’, ‘major’ to build sense of disruption

 Use‘recommend’ or‘advise’ to suggestthat people can make their own decisions -
making their own choice, or feeling that they have,important to many

Potentiallyincludesomethingabout ‘travelat your ownrisk’

/Say to people we're experiencin%

disruption to your routes, expect your
trains to be overcrowded, we will get you
there. But you may be delayed, give us
an estimate of the time, because that'll
put off about half the people that got
into the trains. [Commuter Quad,

Qeferra ble, Scotland] /

/T hey should say trains are in operation
but severely crowded. Standing room
only, that sort of thing... You are not
guaranteed a seat. [Occasional Business
Quad, Non-deferrable, Scotland]

o /

/Maybe, to advise you perhaps if you can

to postpone your journey. So postponing
your journey rather than cancelling,
Cancel sounds very final. They need to
tell people it’s uncomfortable so they
then can decide what to do. [Leisure
Quad, Non-deferrable, Wales]

I think the wording is really good to sort \

of strong words like severely and
significant, okay, it's like, letting you know
that thereis going to belike, it's going to
be alot of drama. [Female Depth, 26,
Commuter, Deferrable, Autism, D, Wales]

N )

N )

In this case the demandis for something that explains what the situation is going to be like, but still feels like the decision on whether to travel or

notis in the hands of the individual.
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Severe overcrowding because of fewer trains

What they would want to hear

There are fewer trains than normal and if the usual ) Vel U GO e el

numberofpassengers turnup there will be overcrowding +  Usethewords ‘essential travel only’

 Phraseas ‘we recommend’ to give agency to the individual butalso makes clear that
they can travel if they want/need to

« Giveclarityonhow bad the situationis

* Mentionrefunds, to nudge those who have already bought tickets to see that they
could defer withoutlosing out

Say thereis less carriages, less trains and
be honest. Say how severe it is, people
with disabilities or people who need to sit
need to be well informed. [Commuter
Quad, Deferrable, Scotland]

It’s important to state 2 things: it might
be overcrowded, and you might miss your
train due to capacity issues. [Occasional
Business Trio, Non-deferrable, North
England]

Say how bad it is and say overcrowding
and discomfort is expected. [Commuter
Quad, Deferrable, Scotland]

Just say it like it is. There is a high risk of
overcrowding due to the reduced
number of trains, we recommend you
organise alternative transport. It's about
informing people. [Commuter Quad, Non-
deferrable, Southern England]

In this option, it is about communicating the potential negatives of travelling and, through talking about refunds, making deferring travel seem

easy.
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Overcrowding meaning some are left behind

What they would want to hear
The number of trains runningis so few that severe

overcrowding, with people left behind or not able to get « Strongdemandforaclear message of ‘don’t travel’in this scenario
home, isinevitable + Seemsself-evidentthatinthe circumstances,if you canavoidtraveling,you should

e« Conveytheseverityasaformofdeterrent:
- ‘Travelatownrisk’
- Use'‘disrupted’,‘left behind’,limited capacity’, ‘only if essential’

Limited capacity, likelihood of being left
behind. Travel at your own risk, that sort
of thing is important. [Leisure Quad, Non-
deferrable, Wales]

Say no service, really disrupted service.
Travel at your own risk. [Occasional
Business, Non-deferrable, Scotland]

Tell them and explain not travel unless
you have to [Leisure Quad, Non-
deferrable,, Wales]

| think again just displaying the urgency
of the situation and warning people, this
is the reality, you could well be left
behind. [Occasional Business Quad,
Deferrable, South England]

Clear permission in this scenario to be straightforward and honestabout the likely conditions.
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DNT messages are always likely to raise further questions

*  Whatelsecanldo?

* Arethere any servicesrunningatall, or not?
*  Whenwillit beover?

+ Canlhavearefund?

Questionsraised by the message

Wouldideally want to be notified as soonas possible when there has

Notification and frequency of beenanissue .
updates - Allows maximum time to change plans

- Mightdeterthosestillathome from setting out
* Updates are expected as and when there are developments

- Anymaterialchangesin when messageroutes are expectedtobe
back to normal

«  Somedemand for updates when there have been no changes
- Especiallyrelevant whendisruptionis moreserious orlongerterm
 Makesclearthat workisunderway

» Reassurestravellers whomight be outonthe networkthat
they haven'tbeenforgottenabout
- Muchlessrelevant forthosewhoare eitherable to
defertheirtravel,or whohaven'talready lefthome

I'd want to know the length of the
disruption, where and why, also what
they will do about it, if there are other
arrangements. Is there any other way |
can get there? [Occasional Business
Quad, Non-deferrable, Scotland]

I'd want to know as soon as possible. The
day before | was going to travel, or if it's
first thing in the morning before | have to
start travelling, at least two hours before.
[Leisure Quad, Deferrable, Wales]

I'd like to be pro-actively notified...}
think there should be updates that are
done more generically, not just through
the app. Basically, you get lots of road
information coming through father
radio. And | think, that it will be very
useful to have it broadcasted properly
exactly what's going on area to area.
[Occasional Business Quad, Non-
Deferrable, South England] /

Importantnotto give a sense that it’'s onemessage and then the customer is on their own- need to be clear about frequency of updates,

whatever they are - expected to be different for each episode of disruption.




Customers expect to receive DNT notifications through a range of channels

Social media(Facebook forolder people Twitter more frequently, especially for 30s-40s and commuters)

Apps - Trainline, National Rail Enquiries, individual TOCs

Local and national media Station screens/notice boards Carriage information displays

Respondentswould choose to use different channels in different locations - and their access both to the channels and to the planning
tools/information they mightneed as a result is also going to vary by location.
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Potential to leverage other factors more for this audience?

«  Thecurrent message lacks any sense that if customers choose to travel
People respond well to the idea unnecessarily this could have a negative impact on others

of ‘doing the right thing’ *  Wherethereisnotariskoftrains being stranded,invoking asense of
social responsibility could help justify the DNT advice

 Easeof refunds - alsoaids good willas TOCs not just taking people’s
Make deferring feel easy money
« Changesto ticket restrictions

Please think carefully before travelling \
due toovercrowding, if your journey is
not essential maybe consider using an
alternative form of travel for your own

comfort, something like that, just to

make it a bit more customer focused..

[Occasional Business Trio, Non-
deferrable, North England]

)

lagree andl've always wondered when
I've heard about disruption, why there’s
notanoption if | can’t travel tojust have a

refund, rather than claiming
compensation after. [Occasional
Business Trio, Non-deferrable, North
England]

The more that can be done to explain that not travellingis the right thing to do - and to explain why that is the case - the more chance of getting through to

those who are otherwise minded to ignore the notice and travel anyway. However, it will be essential to strike the right tone to avoid accusations of using guilt.
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The reason given for disruption has a
significant effect on what respondents
would do

* Wheresomething has happenedthatis morepowerful thanwhen
somethingis ‘predicted’ or ‘forecast’

« Commonbelief that forecasts can be wrong, soless certainty that there
is actually going to be the disruption

» Concernthatthe TOCs couldjustbebeingover-cautious

» Limitedunderstanding fromsome of why areason given might mean
disruption

» Forexample,thickfogdoesn’'t close motorways,itjust means peopledrive
more slowly -sowhy should trains be different?

» Thereasongivenwill therefore be part of the mixas eachindividual
decides whether totravel or not

» Potential forsome peopleto‘chanceit’and make a non-essentialtripif
theythinkthedisruptionisn'tlikely to happen

Despite being told DNT messages are only issued in the most serious

circumstances, thereis a need for anything that can reinforce the
potential consequences for getting on the train.

Image Source: Unsplash (rights free)



Do Not Travel - industry terms vary in perceived clarity regardless of previous
experience of DNT messaging or not

Less clear More clear

Limitedroutes available No service

Do nottravel

Do notattempttotravel

Supporting point, ratherthanaheadline - Terms/phrases come across as more Clearestand offerless potential
and communicatesthat travelis still equivocal, offering respondents the ‘wriggle room’
possible optiontodisregard

In general, the clearest are those that give unambiguous instruction, ideally supplemented by sufficient information to be mo st effective. Once

words like ‘avoid’ or ‘seek’ are used there is more permission to disregard the message for those who feel less willing to comply.
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Do Not Travel words - working well

No service. It’s physically impossible for
] ) you to get there. [Occasional Business
* Mostlikelyto get passengerstodeferorcancel their travel Trio, Non-deferrable, North England]

e Clearestofallthe options =notrains are available atall

Do not travelis veryauthoritarian,ina
good way, it works. [Leisure Trio,

Do not travel ) _ . Deferrable, Scotland]
+  Clearandunambiguousinstructions

* Feels‘authoritarian’ to some, whichdoes suggest it needs to be taken
seriously

« Thosewhodon’tlike beingtold what to do without sufficient rationale
would need these statements to be supplemented by additional .
information on the reasonfor the advice Donot attempt to travelis a good one,
. . . there’s nowayyou can... it sounds like it
e Particularstandoutfor Occasional Business travellers will be chaotic. It would put someone like

me off from doing it. [Female Depth, 26,
Commuter, Deferrable, Autism, D, Wales]

Do not attempt to travel

These three optionsare the clearest and offer less potential‘wriggle room’.
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Do Not Travel - working less well

* Mixedreception -deterring for the most cautious Ambiguous. You either want us to travel
«  Otherssee‘avoid asintroducing ambiguity and transferring more of the or you wantus not to...tellus what you
decision making back ontothem want ustodo, don’t leave it down to us to
i . decide. [Commuter Quad, Deferrable,
*  For the mostliteral, conveys that they should not be travelling by any Wales]
meansat all

Check before you travel. [don't know how
+ Lessimpactful,as something they would expecttodoin most .yt‘,’“ CO“.I’dbclheCk beforebyo".; travel, ‘.’;’eéll’f
. tancesanyway it'savaila .eto_)’/oupre 'Utl it'savailable
clirelims at the station, it's not going to be much
+  Potentiallymuchlessuseful if they have already lefthome/their home help. [Occasional Business Quad, Non-
station deferrable, South England]

I think seek other modes of transport
would help incentivise me toactually look

« Doessuggestnottousethetrains instead of still tryand maybe get the
+  However,shouldideally be followed by clarity on what alternative train. Maybe if that was followed up with
transport is available, or it can feel frustrating alternative routes that could be taken
. . . . that would also be helpful [Leisure Quad,
+ Lesseffectivewithout offeringalternatives Deferrable, South England]

Terms/ phrases come across as moreequivocal, offering respondents the option to disregard.
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Do Not Travel - working least well

‘Limited routes available’, 'd want to

*  Not conveyingmuchonitsown know what routes. Because one might be
available to get me where Iwant to go.

« Seemsvague,mostlikely you stillconsider travelling without more ¢

definite instructions on what they can and can’tdo That's very vague. [Commuter Quad, Non-
L. . . . i L. deferrable, Scotland]

* Iflimitedtrains are running and exact information on this is included
thenit does have arole, but notas a direct motivatorto travel/defer
travel

‘Limitedroutes available’is too

ambiguous, you don’t know. [Occasional
Business Quad, Deferrable, South

England]

Limitedroutes available

Phrase feels like a supporting point, rather thana headline - and communicates that travel is still possible. Risks the take-out being thatif your

routeis running, thenit’s fine to travel.
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Travel only if necessary - industry terms

Only travelif absolutely essential

Only travelif yourjourneyisnon- Only travelif essential
deferrable

Only travelif absolutely necessary

Only travelif necessary

Four optionsrelatively clear (preference largely down to the individual).
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Travel only if necessary

What we define as ‘essential’ or

. ‘necessary’is up to theindividual. You're
Onlytravel if ) ) leaving it up to the individual, to make
essential/absolutely essential + Little to choose between necessary and essential that decision. [Commuter Quad,

« Slight preference for‘essential’ becauseiit feels more serious and less Deferrable, Northern England]
suggestive than ‘necessary’

- Necessaryassociated more withhaving choiceand flexibility
*  ‘Absolutely’ prefix preferrable for majority
_ . . . . The ones with ‘absolutely’ for me, | think
Stands out more than optionsnotincludingit they’d do a better job of deterring me

Onlytravel if - Minority found ‘absolutely’ patronising personally, just because of that word

necessary/absolutely necessary ‘absolutely’. [Occasional Business Quad,
Deferrable, South England]

e Manyunclearonwhat ‘non-deferrable’ means | wouldn't even know what that means.
y [Leisure Quad, Non-deferrable, Mixed

- Eventhosethatdofounditconfusing Gender, Wales]
e Lacks clarity,introduces uncertainty and doubt

Onlytravel if your journey is non-
deferrable

Ideally need to land the point that there is a serious issue, and it would be better notto travel unless the customer absolutely has to.
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Responses to prompted scenarios
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Clear that some scenarios would require more information to deter travel than others

¢ While there is some consistencyin how customers hypothetically consider different scenarios in terms of their likely deferability, discussion simply

highlighted that what is deferrable for one person may not be for another
Less likely to defer

Favourite band

Sickrelative
(@ssumingvery
serious)

Meeting friends
Gettinghometo
Alreadyonthetrainsounableto children

make a quick decision onwhat
todonext

YET for any scenario thatan individual considers less deferrable, stronger messaging may work harder to deter travel than th e current template.
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Most likely to travel anyway

It depends how far awayitis. If it's \

. As withsports teams something that they have beenlooking forward to, somewhere where there's another way
importanttobethere that I could get there, and I'm still at
Favourite band «  Willlookfor other transport options butmany would still board a train if home, then I'd probably go for that. But if
no alternative I had a look, and | would still be able to get

atrainintime, I'd probablyrisk it. [Leisure
Quad, Non-deferrable, South England] j

Depends how sick the family member \
was. Inthat moment I'd focus on getting
there, andif there was no other way I'd

*  Most feelcompelled to try and get thereif serious (noone else to look
after them or missing chance to seerelative before they die)

Sickrelative « Ideallywould wanttolookfor othertransportbut overall would rathertry still try by train. Family come first, |
andtravel (and failto getthere)thandefer wouldn’t care if the journey was
uncomfortable. [Commuter Quad,
Deferrable, Scotland] j

There's no way I'm not going. I'm going
to get my children. I've got no other
childcare. If there's no other option we
get on that train...say it's the last one,
then I'd get on it. If there’s a chance of
complication, then drive or taxi. Probably
taxi. [Leisure Quad, Non-deferrable,
ales]

Gettinghometo * Assumingthereisnooneelse who canpickthemup/lookafterthem,it’s
children importanttotravel -feels essential

These scenarios represent essential travel for most, where they would board a trainif a train was running and they had no alternatives.
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Quitelikely to travel anyway

I'd chanceit, you're so far from home, a
 Deferringdependsonifthey've gotsomewhere else to stay away from hotel wouldbe loads. Maybea travel
their home town, or other transport options lodge but it would depend how urgent it is

. . for you tocome home, what plans you
+ Sensethat atleast starting the journeyrepresents progress for some hav)é and stuff. [Commuter quad Y

Deferrable, Scotland]

. If 'm going init’s because there’s \
) Essential travelfor some something | can’t miss, so that meeting
«  Thosethat can workfromhome may doso, but there will stillbe some oreventis going ahead irrespective of
whotryto boardtrainsifthey're running whether I'm there or not. | need to be

there for me, evenif they don’t need me

to be there necessarily. [Commuter

Quad, Deferrable & Non-deferrable,
Southern England] j

*  Onceat the station, some feel committed to journey

Less consensus on travelling or deferring, but important for some.
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Least likely to travel

It’s not urgent travelisit? You're not
going tolose any money or you're not
going tohave to fork out any extra money
for anything. So yeah, I'djust go home.
[Commuter Trio, Non-deferrable, North
England]

 Likelytobe abletoput this off foranother date

Meeting friends

The scenario which feels most deferrable. However, even here there were respondents who felt that they would want to travel anyway unless

trains weren’t running at all.
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When they’re already on the train as in these prompted scenarios, it feels different

Nothing you cando really, Youcan't go \
past. But maybe an estimate of how

long? ‘We’ve got workmen on the way,
Treeonline e Because they are already on the train, part of the decision has been usually takes an hour, so we should be
made for them ready in about an hour give or take’. Just

- Don’thave many other options,soimportant tojust be keptinformed ahbit of "”f?jrmf"’t"O”Ls.oyO”y;e.”Ot sat
about whatis happeningand when they can expect to move again tDereWO” ering. [Leisure Trio,
. . . ; eferrable, Northern England]
 Inthehospital appointment scenario,strong desirefor supportand /
information fromstaff ontrainsandat platform to help themaccess
alternative transport

Hos pltal appointment It’'s more about what they’re going to do,\

isthere somewhere we can shelter until
the storm passes, is there an alternative
route, isthere somewhere we cangoto
make alternative arrangements? [Female
depth, 53, Commuter, Deferrable, Visual
Impairment, C1, North England] /

In these scenarios, the choice to travel has already been made, so it is more about dealing with the consequences of that decision.
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Some information needs are common across all scenarios, others layer on according to
the situation

SR . . Cause of disruption I'd be wanting to know why I'm being \
asic iIntformationcommon Ti . . advisednot totraveland I'd want to know
. . . imeframe for disruption . .
across scenarios to help decision o . . what my options were. I'd want a lot more
making » Assurancetrainisnotareliable option context around that advice so I could
o Links toany alternative travel then make arrangements andtryanddo

whatever Ineededto do. [Occasional
Business Quad, Non-deferrable, South
England]

*  Route/network/line maps for those trying to travel for the most non-
deferrablejourneys (worka.nd once-in-a-lifetime social) . I'd try and speak to someone as soon as

* Howtogetarefund (especially whenaway fromhome, or to make a quick possible, then I'd go on trainline or city
decision forthe most deferrablejourneys) mapper to tryand figure out another

. ili i i route. [Commuter Quad, Deferrable &
Ability tospeaktostaffifat a station Non-deforrable. Southern England]

Additional information for
particular circumstances

- -~ . . Optl.onsfor whattodo a.mt the ngxtstatlon Personally, | would have to know what
Distinct additional needsifon a « Anyimpactonconnectingservices station | was getting off at, how far away it

train whendisruption occurs + Intheeventofterminationbeforescheduled destination,any was from where |lived, and what the

arrangements foronward travel access waslike. [Female depth, 42,
Occasional Business, Non-deferrable,

Disabled (Wheelchair User), C1, Scotland]

There are bedrockinformation needs that are expected in any Do Not Travel scenario, but other informationis also necessary depending on

where the customer is on their journey when they receive the message, and the perceived urgency of their journey.
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Journey touchpoints and personalised
messaging
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Reception of DNT messaging is very dependent on what leg of their journey a

passengeris on

ENROUTETO ORAT

HOME STATION

* Frustrating, but at start of * More frustrating, as they have
journeyso wellplaced to do lefthome, butnot as bad as
somethingaboutit being stuck somewhere on the

+ Caneasilybrowseonlinefor network
alternative routes,or simply » Canworkthroughpotential
choosenottotravel alternatives,asking station

staff for help with otherroutes
-fewcarryaroutemapintheir

head
- Little sense of how the

network ties together
| think journey planning and home station On the trainlwant clear information on
| would more than likely turn around, other routes, where lgo, what happens
maybe if | was on the platform, Imight as next...something quite constructive that
well see how it goes. Or if | feel like it acknowledges that you have options.
reallyisn't worthit, I'd go back. [Female [Occasional Business Depth, Deferrable,
Depth, 26, Commuter, Deferrable, South England]

Autism, D, Wales]

@

More concerning, butemotions

dependonexact
circumstances

If potential for stranding, then
more panic

If now goingtobe verydelayed
(butwill still basically getto
destination)thenannoying but
at leasten-route

If now likely to miss something
importantandashardtogo
back as to goon thenvery
frustrating/potentially
distressing forsome

ATDESTINATION

STATIONOR FINAL
DESTINATION

* Dependentonwhatiscoming
next

» |ftheyhavesuccessfully got
through the disruptionthencan
beannoyingtobetoldabout
somethingthatnolonger
affectsthem

* Needto knowiflikely toaffect
theirreturnjourney (as can
starttothinkabout whatto do
about that)

At your destination you need to know:
what are your chances of getting back?
Andalternatives as well. [Commuter
Quad, Deferrable, Northern England]

People have most options to plan alternatives in their own home, then before they start their journey. Once they’re en route, the likelihood of

abandoning thetrip decreases and needs shift towards how to make the best of it.
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Information needed from personalised messaging

<+

* General DNT message

EN ROUTE TO OR

ATHOMESTATION

» Particular emphasis on how long the disruption will go on for and any

alternative routes - aid to planning

/Ithink that the ‘at home’ one gives you \

quite a lot of information, and it allows

you time to make a decision, and contact

maybe the folk you're going to meet?
There’s alot about the time they're

hoping it torun again. [Female depth, 42,

Occasional Business, Disabled
W\/heelchair User), C1, Scotland]

)

KI want to be kept informed. I've got a long
wait onthat train. To know that I'm going
toget anupdate in 30 minutes or one
hour, kind of gives you a bit of hope.
[Leisure Quad, Non-deferrable, Wales]

- /

Howlongthedisruptionis
expectedtolast

Any alternativesthatthe
travellermight have

If thetravelleris goingtoend
upsomewhere unexpected
(differentroute/early
termination)thensetout what
theiroptionsare fromthat
point

Details of anything (e.g.rail
replacementbuses)thatis
beingarrangedtohelpthem
Details of any compensation
andhow toclaimit

The key needs are relevant details, and future options.

ATDESTINATION

STATION OR FINAL
DESTINATION

» Howand whenabletogetback
to pointoforigin

fl feel like | don’t care about myrightsin

that situation. It doesn’t feel relevant to
me, or the fact you're trying to get
somewhere. It’s not a priority at that
current time. The further information on
alternative routes would be preferredto
me. [Occasional Business Quad,

Qeferrable, South England] /
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Personalised messaging therefore has some appeal

| think they’d be helpful, it’'s good to know
* Interestin havinginformation truly relevantto exactly where they are what you should do at different stages. |
Ideal would be truly personalised intheir own journey think it’s better to have these thana

«  However,understand thatthe TOCswould struggle todo thisinreality %i’é’;iitomn;ﬁiﬁﬁgg&igﬁ’”ﬁgh_

deferrable, Scotland]

Ideally I'd see it on their website, and luse

. , . . . . . the travel for Wal -
«  Without truly personalised messaging, thereisinterestin potentially thgrf,‘]/ﬁst%mf tf)sebrlgjroeapﬁl): fegfﬁgy

Dedicated website areas havinga web-based drop-down menu where more tailored information can put it the better it would be.
can be givenfor differentjourney stages [Commuter Quad, Deferrable, Wales]

«  Of mostusetothosestillathome withthe ability tolookonline
 |deallyshouldbeabletofindtheinformation viaapps as well as website

Worries about reception and battery life meanslessinterestinlooking
at personalisedinformation whenactually on the train

- Morelikelytouse phones for otherpriorities suchas contacting
family/friends/employers/clients

| think the mode of communication \
needs to be tailoredto where you are. If
you're at the station, or ona train a text

is probably not going to be that useful
because a lot of the places where the

train might be stranded, you’re probably
not going to get signal via mobile...so it
needs to be spoken through the

speakers or displayed. [Leisure Quad,
Non-deferrable, South England] j

While most don’t think personalised messaging is a genuine option, thereis interest from a large group in having information roughly specific to

the stage of the journey that they’re at available on apps and TOC/Network Rail websites.
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Post-disruption messaging (ticket
acceptance and easement)
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Post disruption general and route specific advice messaging was generally working

overall

Context:FollowingonfromaDo Not Travel message, TOCs may be guided by
the following points toadvise passengersin need of alternative routes.

Tickets datedtoday canbe used on[Date(s)]

If [Route]is affected,use[Route or TOC]

Trains will be busier and journey times willbe longer
Disruptions are likely to continueuntil [Date/ Time]
Serviceisnotlikelytoresume until [Date/ Time]

If youno longerwishtotravel duetothisdisruption,youare entitledtoafee-
freerefund.Pleasecontact your ticket retailer.

For further detailsonthereason for thisdisruption, please goto [hyperlinkto
mainstreammediacoveringincident]

For furtherinformation onalternative travel, pleasesee the [hyperlink to
disruptionmaps/alternative route maps]

/,_/\

think it’s all reallyimportant: dates, times, if
you canuse it at later dates, if other providers
can offer services, and how you go about
recouping the money for the services you
haven’t received. Maybe a hyperlink for FAQ’s
Qoo. [Commuter Quad, Deferrable, Wales]

Theyalready answer questions that |
didn’t realise | had, like dates and ticket
refunds, llike the warning about busy
ness so you know that you can travel but
alsowhat it’s going to be like. [Commuter
Quad, Non-deferrable, Southern England]

v" All considered useful information
v' Particularinterestinthelinks to furtherinformation

v' Important for some to give them additional material to
amplify the severity of the situation and persuade themnot
to travel

? However,minority of the more cynical (acrossall passenger
types)interpret thisasanattempt by TOCstodeflect
blame/attention from whatis happening

v" Details of refunds useful -and not always top of mind for people

v' Lengthofdisruptionvitallyimportant if deciding whether to defer
travel - butideally needto be specificon expected length

v" Disruptionmaps/alternative route maps canplayaroleinthe
decision making process

v' Offeralternative totryingtotravelanyway onthe disrupted
route

v' Canfocus customer mindson how long the diversion might
take - potentially encouraging themnot to travel at all

? Minority frustrated by hyperlinks /being directed elsewhere

Helpful information which provides the guidance that most would

expect during the period of disruption.
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While disruption is happening
— elements working well

Whilst thisdisruptionis ongoing,you canuse your ticketat noextracoston [TOC
Name and Route Information] from [Time]or until [Time]. If you start yourjourney
at adifferent station due tothisdisruptionand needtoreturntothe same station
later,youwillalsobe abletodo thisatno extracost.

Thismayaddup to[Number of (Minutes) or (Hours)]to yourjourney.
Pleasetryandtravel as closetoyouroriginal train time as possible.*

[TOC Name] services between[Station]and [Station] [are] or [will be]extremely
busyand we cannot guarantee thatyou willbe abletohave a seatonthese trains.

Please try to make a seatreservation,if possible, via[Linkto TOC Reservation
Pagel.

Please beawareif youdecide totravel via[Location],[TOC Name]is also
experiencing disruptionbecauseof [Reason] which may impact yourjourney
further.For moreinformation, pleasesee [Linkto Relevant Disruptionltem].

If youno longerwishtotravel orabandonyourjourney due tothisdisruption,you
areentitledtoafee-freerefund. Pleasecontact your ticket retailer. If you do
travel butare delayed by [X minutes]or more, please claimdelay repay
[Hyperlink].

*If peak or off-peaktimerestrictions are beingadhered to by the alternative
TOC(s)thenthis should be communicated hereinthe message.

They're giving you options, and even
telling you about transferring tickets to
other companies, but also prewarning that
they might have the same delays. [Leisure
Trio, Deferrable, Northern England]

| like the idea of them saying no extra cost, I'd
want to hear it. [Female Depth, 26, Commuter,
Deferrable, Autism, D,Wales]

v' Importantand helpfulto clarify that thereis noadditionalcosttousing
alternative routes

v" Information about lengthof delay usefultosee

v' Expectedtohelp makeinformed decisionabout what action to take
v' Usefultobetoldthat servicesmightbe busy

v Maybe adeterrentifthejourneyisdeferrable

v Particularlyimportant for those with mobility issuesor travelling
withyoung children

v Importanttobetoldifthereislikelytobedisruptiononotherroutes
v' Helpfultobe able totake thisintoaccount when planning
v Informationaround refundsand delay repay appreciated

v Forsome,beingabletogetarefundwill helpthemtorearrange
theirplans

v' Suggestion of end-to-end continuity through the process

All useful information that can help with decision making.

Particularly reassuring to be told about alternative routes, and how
to claim back money spent on tickets.
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While disruption is happening - elements working less well

Whilst thisdisruptionis ongoing,you canuse your ticketat noextracoston [TOC
Name and Route Information] from [Time]or until [Time]. If you start yourjourney
at adifferent station due tothisdisruptionand needtoreturntothe same station
later,youwillalsobe abletodo thisatno extracost.

Thismayaddup to[Number of (Minutes) or (Hours)]to yourjourney.
Pleasetryandtravel as closetoyouroriginal train time as possible.*

[TOC Name] services between[Station]and [Station] [are] or [will be]extremely
busyand we cannot guarantee thatyou willbe abletohave a seatonthese trains.

Please try to make a seatreservation,if possible, via[Linkto TOC Reservation
Pagel.

Please beawareif youdecide totravel via[Location],[TOC Name]is also
experiencing disruptionbecauseof [Reason] which may impact yourjourney
further.For moreinformation, pleasesee [Linkto Relevant Disruptionltem].

If youno longerwishtotravel orabandonyourjourney due tothisdisruption,you
areentitledtoafee-freerefund. Pleasecontact your ticket retailer. If you do
travel butare delayed by [X minutes]or more, please claimdelay repay
[Hyperlink].

*If peak or off-peaktimerestrictions are beingadhered to by the alternative
TOC(s)thenthis should be communicated hereinthe message.

I think the ‘no extra cost’irritates me. It
should be ‘no cost’ because it’s massively
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inconvenient andtrains are already very
expensive. [Commuter Quad, Deferrable &
Non-deferrable, Southern England]

Mostrespondentsdoassume that they canuse any route necessary when
thereisdisruption,and any suggestion that thereis parameters around
thiscanirritate some

Secondsentence can be confusing
? Expectedtomake moresenseiftheywereactuallyinthe situation

? Potential tobe made more concise and align withexpectations
more

?  ‘Whilstthisdisruptionis ongoing, you canuse any train route
necessary toreach your destination at no extracost’

A fewrespondents question thelogic of beingtold totravel as close as
possible totheiroriginaltraintime

? Maynotbe convenient giventhe disruption
? Somearguethatthe TOC shouldbe flexible givenit’s their problem
Ifit's possibletoreserveaseat thenthisis useful

? BUT scepticism about whether thisactually will be possiblebased
onprevious experience —noting people seemtositwhere they
wantwhenthereis disruption

Minorityirritated by ‘fee free’ - can suggest that some TOCs would charge
forarefund

| think the wording of the first paragraph
justlacksclarity, especially the second
sentence. Dol needto tryandsit down
and figure out with whether it will cost me
anything. [Leisure Quad, Non-deferrable,
North England]




Post disruption - when the line is open but delays remain

If you are already using or making your way to an alternative route, then you will
be ableto continue yourjourneyviathisrouteatnoextracharge. Ifyouare
startingyourjourney atadifferent station due tothis disruptionandneedto
returntothe same stationlater,youwillalso be able todo thisat no extra cost.

| think it's nice to have the flexibility. It's nice to know that you
cando that because you may have you may not use the train
you may be used to car toget to or getting the left toanother
station. And now you're able to have that flexibility to get back
on towhat you're originally doing. [Occasional Business Quad,
Deferrable, Wales]

v' Usefultobetoldthat they will not have to pay extrato use anotherroute
v Eventhose whoassume thiswill be the case anyway appreciate the
reassurance
v" Important fortheless frequent travellers,who can be anxious about
this
?  No major pushbackonwordingbutsome sense thatit could be
clearer/moreconcise
? Focusofrespondentstendedtobeonkey words (‘alternative

route’,‘no extracharge’) which gives them the information they
need,butlittle sense thatthey wouldread the wholething

Yeah, definitely the ‘no extra charge’. Train
fares are not cheap, can be quite costly, so
not having an extra charge wouldreassure
you, and reduce your anxieties. [Leisure Trio,
Deferrable, Northern England]

If it would be more helpful if they could tell you what the
alternativerouteis... If you weren't told that | would
probably buy a different ticket. So, I think it's really
important to let people know that you can do that. [Female
Depth, 26, Commuter, Deferrable, Autism, D, Wales]

Overall useful - good to know thatthey won’t be penalised for trying to work around the disruption. Potentially could be broken down for less

chanceof confusion - alot to take in from a block of text.
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Post disruption - when the disruption and delays are over

If you are already using an alternativeroute, thenyou will be able to continueyour
journeyviathisroute atnoextracharge.

v' Clearinterms of the words being used

v" Reflects theirexpectations that they will not have to pay extrafor
measures that they have had to take because of the network’s disruption

Some don'tunderstand why they would be ona different routeinthe

abstract, but expect thisto make more senseif they wereactuallyinthe
situation

?

| think the ‘no extra charge’ is a bit

It’s good they won'’t charge extra; this
redundant. You should just be able to would be something that Iwould worry
continue your route. [Commuter Quad, about. [Leisure Trio, Deferrable, Scotland]
Deferrable & Non-deferrable, Southern
England]

Useful - reassuring to knowthat they won’tbe caught out on the

wrong route and have to pay a penalty.
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The meaning of ‘ticket acceptance’ was ok for most, but could be improved further

* Respondentsinterpretedas ‘whenyour ticketis valid'or ‘when your Whether you are accepted on another line
ticketisaccepted’ or company? [Occasional Business Quad,

Spontar]eouslyse(?n as +  Alsoconnotations of the ticket being ‘collected’ or ‘inspected’ at stations Deferrable, Wales]
something to do with ‘validity or ontrains

« ‘Valid'/‘validity’are generally accepted terms

The last oneis clear, ‘use of tickets on \
alternative routes’.Soif you're going

from say Liverpool to Edinburgh and part
of thelines closed you canuse an
alternative route aslong as you're going
from A to B. Doesn’t matter which route
you go, it will still be accepted.

[Commuter Trio, Non-Deferrable,North

England] /

v Use of tickets on alternative routes is clear,direct and descriptive
When communicating about v Potential to strengthento ‘all alternative routes andlines’

ticket acceptance, the needis to v Ideally could give further information suchas what those alternative
be as specificas possible routesandlines are, rather thanleaving thatambiguous

? Honourpassenger tickets was understood by most to mean that tickets
would be accepted, but

? Questioninwhat circumstances/who would be honouring

? Minoritydon’'tunderstand what ‘honouring’ means

? Cross-industryticket acceptance was not well understood When it says honour passenger ticket \

? Assumption fromsome that thisis across the whole transport it'sa bit grey isn't it? Does that mean
industry that they’d honour my bus ticket? Or the

metro ticket? It needs more clarification,

? Respondentsdidn’tsilopublictransportintoindustry I wouldsay valid, valid for all routes and
v eale operators across the board. [Female

Depth, 53, Occasional Business, Disabled

? Suggestedtosomethattheycoulduse theirtickets on (wheelchair user), B, North England]
buses/coachesinsteadif the trains weren’t running

Where possible, plain unambiguous English is preferred andthere are phrases thatintroduce doubt/questioning for some, such as ‘cross-industry

acceptance’.




Ticket easement was understood by very few

* Understoodbyaverysmall minority | don't think easements a great word, a lot
R of people might not know what that
Not widely understood Mostcouldnotevenoffera guess means. I think there's definitely a better
e Muchclearerwhencommunicated as ‘whenand where you can use your way of wording it [Commuter Trio, Non-
ticket’ deferrable, North England]
* Number of restrictionsthat.can berelaxedis extensive,and not something Use of tickets on a difference day, is clear
Most are not spontaneously respondents had typically given thoughtto but the best one is when they say date or
. «  Whenexplained, the principleof easementis clear time, it seems more flexible. I'd be more
aware of all the variables b N ' P b , ) ) likely to hang on to my ticket. Sometimes
? BUT thewords ‘ticket easement’ can come across as jargon or pretentious you can’t take the same journey, it's

much more limiting. [Leisure Quad,

? Mostknowwhich TOCrunsthelinetheyuse most,BUT general Deferrable, South England]

sentimentisthattrainsare trains

? Consequently, manyrespondents not aware that some tickets can
only be used with certain operators

I've never heardthat word before.
? Peopletendedtothinkof ‘ticketacceptance’as coveringall Certainly, it would be really confusing.

terms/restrictionsand would prefer to think of it as: And| didn’t know what it means at all. It
just sounds like jargon [Occasional

? Ticketacceptance Business Quad, Non-deferrable, South
. " . . " England]
? Ticketrestrictions/easing of ticket restrictions

The conceptof ticket easement is easily grasped when explained, but the word ‘easement’ is notunderstood.
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Conclusions

‘Consistency’ infindings

Overall, mostlanguage is clear

and concise

Tensionbetween ‘Do not travel’
and ‘majordisruption’

Ideally respondents want the

information to make their own
minds up

There was consistency acrossrespondent typesandareasinterms of whatneedstobeina DNT notice
Keyisto explainwhatis happening, whyitis happening, whattheimpactis,andwhenitwill be over

Throughoutthe disruption, thereis an expectation that TOCs/NR will keep customersinformed of progress towards
areturntonormal

There was little demand toreword sections of the messaging, but thereis scope forimprovement
Where possible breakdown or bulletlonger sentences for ease of comprehension
Needto use plain Englishand avoidindustry terminology suchas ‘easement’

Mosttakea DNT noticeto meanthatthereare notrains

Confusionwhenservices are still running,and littlesense that for anything other than safety reasonswhya TOC
should have therighttotell peoplenottotravel when trains are operating

Travelonlyif essential feelsclearer,thoughmore optional in terms of response

Somerespondents willnot travelas soonas they seeaDNT message, others take more persuading

Those whoare moreintentontravel canbeinfluencedto deferby talkingabout the levelsof discomfort they might
experience,or explainingtothem why nottravellingis therightthingtodo

Covid has noongoingimplications for messaging content, but while it has made some more likely to follow
instructions,othersnow don’t wanttounlessit can be shown exactly why they should
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Messaging needs are affected by multiple factors — with implications for what is
needed to deter people from travelling

Start point for all

Need to understand clearly that
the adviceis NOT to travel

Additional considerations for those with higher determination to travel

Attitudes towards individual

ability to travel (confidence and
experience)

Perceivedimportance/urgency
of journey (= extentof loss or
consequence)

Critical needs to take action

Pointon journey

- Standard approaches currently
used, only partly meet the needs
of passengers. Thereis room for
improvement

- Inparticular, the expectation
is ‘Do Not Travel' means ‘there
are no trains’

- Whentrains are running, but
DNT is the advice this creates
a conflict for passengers

» This can beresolved by providing
more information to help
understand the actual impact on
travel

While initial responses vary, standard
messaging approach needs stronger
suggestion to not travel which comes
from:

« Reducing perceived contradiction
between DNT and severe
disruption

* Providing more explanation around
disruption to help customers
understand actual impact

e More cautious and less
experienced will defer on receipt of
the DNT message

* However, high confidence of some
means they are willing to try to
navigate any remaining service

« Some will not defer unless no
trains, but others can be
influenced with more detail

To reduce desire to travel, need:
e Clarity that thereis NO service
« Emotional levers, that very limited

service should be for emergency
workers / emergencies only

« Clarity around conditions of travel,
to ensure understanding of relative
difficulty/discomfort (helps with
creating trade off)

« Urgency/importance stems from
idiosyncratic circumstances and
determines extent to which
journey considered deferrable or
not

+ Degree of stress and/or
determination to travel varies by
individual journey

* Meeting needs for tone of voice
helps reduce negativity towards
rail providers

Where importance/urgency is high, to

reduce desire to travel, need:

» Clarity that thereis NO service

« Emotional levers that very limited
service should be for emergency
workers / unavoidable journeys
only

* Degree of
apology/sympathy/empathy in
tone

» Assistance in finding alternatives

+ Critical factor in determining the
options available to an individual

e The furtherinto the journeythey
are, theless likely they are to defer
so longas trains are running

* Help needed to find alternatives
and mitigate negativity of
experience

At home/before journey starts,
information is ideally timely, accurate
(in setting expectations around
alternatives) and easy to understand

On thejourney, information needsto
specifically assist in solution-finding
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Appendix: response to specific scenarios
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For ‘higher stakes’ leisure activities, many likely to travel one way or another and need
strong deterrents not to use the train

ﬁthink I'd be angry and upset, thenit’s
either going or not, so trying to find out if
other people are going, maybe there’s a
caroracoach. It doesn’t leave you much
time though if you're just leaving home.
I'd be very upset if | couldn’t get the
journey. [Mixed Trio, Deferrable & Non-
deferrable, North England/Scotland]

N
THOUGHTS / FEELINGS

Disappointment
Anger (forsome)
Canlgetacoach/taxi/
drive?

Whatisthe mostreliable
way togetthere?

Scenario

Twoyears ago you bought tickets toseeyour favourite
bandlive.On the day of the concert,as you are about to
leave home for the trainstation,youseea ‘Do Not
Travel has beenissued by the traincompany you are
travelling with.

ACTIONS

 Dependingondegreeof
commitmenttoevent:

* Findalternativetravel/

 Riskitandget train

« Trytosellconcerttickets

Do not travel?Like, is there trains \
running or not? Because | would first of
alllook into that. Iwould see why they
aren't running and make my decision

then. Realisticallyl'dgetarefundand

find another way, Icouldn’t be bothered
with the faff. [Leisure Quad, Non-
deferrable, Wales] /

INFORMATIONNEEDS

4 N

Tomake a decisionnottotravel these

customersneed:

» Causeofdisruption (todrivehome
importance/diffuse anger)

* Assurancetrainisnotthebest
option

* Linkstoinfoonalternativetravel

o %

To deter travel, customers need to be convinced that the train service cannotbe relied upon and encouraged to seek other options.
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Response to family iliness depends upon the severity of the illness

ljust be interestedto see what the \

It depends how sick theyare. If thisis like, J eres oa oS 2 i
nd of life, then r nn t rself . . . . informationis. e information’s like

fh edrg. Soei:hetelr gfﬁc ye fguldadfcetaﬁuwﬁ : Youare abOl:It toleave honje tovisita S|c_k family mem ber whenyouseea alternative routes for people to get home
r'd do in this situation. [Commuter Quad, bannerwith‘Do Nofc Tra\{el on the website for the traincompany you are or information of how long it will be
Deferrable & Non-deferrable, Southern meanttobe travelling with. cancelled, it just depends. [Leisure Trio,
England] Deferrable, Scotland]

Whenyou clickintothe banner,you see ‘information for customers who need

toreturnhome’. J

THOUGHTS / FEELINGS ACTIONS INFORMATIONNEEDS

4 N

Tomake a decisionnottotravel these
customers need:

Dependsonhowsickthe
relativeis -range of

emotions fromanger . Seenas essential travel-clearest . Rea;onfordi_s_ruption(givesmore
J((l:r)]ecautshe unalﬁltetoget case where most would still try and cllar|tyand mltlggtesaljnoyance)
ere)throughto travel if not other options * Timeframe for disruption

grief/panic (mightnotsee
them again)

* Linkstoalternative methods
appreciated

o %

In the worst-case scenario, this feels like an essential journey, and in practice feels like a difficult scenario for a Do Not Travel message short of ‘no service’ to

deter.
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One of the more stressful situations

That’s another panic situation, you’'ve got
totravelnomatter whatif you can’t get
alternative arrangements. Eitherway it's a
nightmare toset up. [Commuter Quad,
Deferrable, Northern England]

THOUGHTS / FEELINGS

Panicked (because of
needs of children),angry,
uncertain whattodonext

You are gettingready toleave workand go tothe trainstationwhenyou geta
notification advising customers not to travel. Your children need to be picked
up from schooland you have no alternatives interms of childcare

ACTIONS

Seenasessential travelfor most
Look intoany possible alternatives
If trainsarerunning, tryand travel

an alternative. You need them to be

You just need to know that they have got

responsible and say, ‘this has happened,
but we have analternative, we’'ll get you

there, don’t panic’. [Mixed Trio,
Deferrable & Non-deferrable, North
England/Scotland]

INFORMATIONNEEDS

4 N

Tomake adecisionnottotravel

these customersneed:
* Natureandlengthofdisruption

of transport

\_

. ANY alternativeroutesor means

%

This doesn’tfeellike a journeythat can be deferred formost - evenif they can’tmake it by train
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Clear signal to some commuters not to travel, but not all

I would contact work right away because\

/T he first thing | would feel would be
frustrated. Ilwant the service torunas I probably would have the option to work
smoothly as possible and this would be . - . . from home. Andif | could do that, I'djust
quite stressful. I'd be thinking of Youare at the station waltlngforyourtralr)t_o gettoworkwhenthereisan go back home. If | did still have to go into
alternatives immediately, be straight on announcementonthetannoyandonthedigital screensthat dueto work, then I'd probably try and get as
the phone to work with the situation and unexpectedissues with overhead lines, multiple routes have beenimpacted muchinformation as I could. [Commuter
my plan. [Commuter Quad, Non- and a do not travel message has been issued Trio, Non-deferrable, North England]

Qeferrable, Southern England]

THOUGHTS / FEELINGS ACTIONS INFORMATIONNEEDS

/To make a decision nottotravel these \

customers need:

Depends onflexibility of «  Iftheycan WFHthen defer - Detailoncause of disruption - to
work but: «  Others (e.g.nursing)willtryand inform employerand mitigate
*  Annoyedabout travel anyway,and may not be annoyance
changetoplans responsible for final decision (e.g. - Disruptionmaps/detail on whatlines
*  Thosewhocannot would have toring line manager and are affected,sothat they canseeif
WFHmorelikely to ask them what totryand do) there areany alternatives

+ Refunds muchlesstopofmind
(especially where work pays for

k travel) butimportanttosome /

Most recognise that there s little the train company could have done to prevent this, however, more needs to be done to help those who don’tfeel that they

be stressed/angry

can defer their journey.

81



Stressful situation, which would deter most from travelling

ﬁd probably be hitting a bit of panic mode. I'd be looking at National Express

| don't have friends in London, so I'd have coaches or something, I'd find out as
toget home. I'd stay at the station, see much information but if train was still
what alternatives they have on offer. I'd . . . going, | would just take a chance and get
look it up on my phone and or ask a guard Youreach the stationto get the trainhome after aday outin London when on that train. Because unless they were
if thereisone. 'magirl, I'd be alone. | you see ‘do not travel’on the station screens. going to put you up or give you an
would be worried.. [Leisure Quad, Non- alternative, there’d be nothing else |
Qeferrable, Wales] could do [Commuter Trio, Non-
deferrable, North England] /

THOUGHTS / FEELINGS ACTIONS INFORMATIONNEEDS

] /Tomakeadecision nottotravel \
* Dependsn;tr;.ey ha‘lf_e don(budget these customersneed:
accommodationin London(budge . i i i
Depends on how faraway or family/friends), where they neged . XI mg:}r;atrreeszfsﬂﬁgf[%l]ogo
fromhome, butsense of to bethenextday majority want to speak to station
panic,unsure whatto «  Senseformostthatif travelis not stafffor clarity and reassurance
do/where togo/howto possible thenthey won't be on options
move forward travelling-butifthey havee.g. «  Whetherandhow ticket
childrenandsometrains are running restrictions have been/willbe
thensome willtrytogetonthem eased
& Howto getarefund /

Most would try and defer their trip — however, if a service is running then those with e.g., children to look after will be trying to travel
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Other leisure trips are more deferrable for most

I'd rearrange with my friend, Ican’t be
dealing with getting stranded. Or I'd meet
them somewhere else. It could wait. Not
essential. [Commuter Quad, Deferrable,

Scotland] You are at the station waiting for a train to go to visit a friend when you

see ‘do not travel’ on the main station screens.

THOUGHTS / FEELINGS

Annoyedbutnotoverly
Feels non-essential to
vast majority

ACTIONS

* Rearrangeforanothertime

Probably cancel, or get inthe car, maybe
we could lift share and get to where we
need to go together. Depends how far
awayitis too. [Male Depth, 65, Leisure,
Non-deferrable, Hearing Impairment, C1,
North England]

INFORMATIONNEEDS

4 N

Tomake a decisionnottotravel these

customersneed:

Timeframe fordisruption(can
theyjust wait until later?)

Willtheybeabletogetarefund
ontheirticketifalready bought?

o %

In this scenario, simplybeing told there’s a DNT notice was enough to make many respondents claim they would change their plans - a trip they expectto be

able to make easily at any other time
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Feeling of helplessness - needs become about ‘what can we do when we’re on the move
again’

Gyou literally are stuck onthe trainin I'd want updates over the tannoy to say \

between stations, you can't really do when they expectittobe cleared. You're
anything. Soitjustitiswhatitis. Andif stuck soyou can’'tdoalot, you can’t get
’“[,T' Onkmy WayéQtWOF’g’ lz;e” UUSI(l;’e,ttb Youare onthetrain whenitsuddenly stops. On board announcements inform off, SOYOU'Vetg?f toigV\;ifh.itaT';’dm?ke
haesgeggg;ige;tgfotam;’g%optheea you that a tree has fallen on the trackahead and the train will need to wait for Z;{:&iet’;cg'zhserreoi’gemzlgaégbthesrgs”O
trainline’s fault. [Leisure Quad, Non- the track tobe cleared. Commuter, Deferrable, Visual

Qeferra ble, South England] Impairment, C1, North England] /

THOUGHTS / FEELINGS ACTIONS INFORMATIONNEEDS

/To make a decision nottotravel \

these customersneed:
Whataretheiroptionsfromthe
+  Contact work/family/friendsthat next station
Annoyed, butresignedas they will be late « Impacton any connecting
nothing that can be done +  Talkto trainstaff (crucial because services (and ticket validity if
might needto conserve phone they miss them)
battery/datafor other purposes + Incaseof terminationatan
earlier station,what
arrangementsare being putin

K place foronwardtravel /

No one expects the train company to preventthis, so passengers need to be kept updated on progress, and informed of what options they might have from

stations further down the line (when they’re reached)
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Urgent hospital appointment

/You made the decision to travel, lhave to
accept the consequences of my
decisions. So, inthat respect, yeah, I'm
getting off at the next station. It's my
own fault. Iwas warned. And then I'd look
atalternatives.l'd get myself out of the
situation. [Leisure Quad, Non-deferrable,

QVaIes]
THOUGHTS /FEELINGS

Panic, guilt (because
travelis essential but

know they were told not
to doit), uncertainabout
whatto do next,anxious

Despite beingadvised notto travel due to severe storms, you have caughta
train,as you have an essential hospitalappointment. The storms become
worse andthe train guard announces that the trainwill need toterminateata
stationalongtheroute.

ACTIONS

Contact hospital that they will be late
Talkto train staff (crucial because
mightneedtoconserve phone
battery/dataforother purposes

| wouldreally hope thatif they're
announcing that they're announcing
some, some sort of assistance is
available at the station beyond that.
[Occasional Business Trio, Non-
deferrable, North England]

INFORMATIONNEEDS

/To make a decision nottotravel \

these customersneed:

«  Whataretheiroptionsfromthe
nextstation

* Impactonanyconnecting
services (and ticket validity if
they missthem)

* Incaseof terminationatan
earlier station,what
arrangements are being putin

\ place foronwardtravel ;

No one expects the train company to prevent this, so passengers need to be kept updated on progress, and informed of what options they might have from

stations further down the line (when they’re reached) . Key desire here for support for onward travel from the on-board and station staff.
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