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For Rail to be the preferred way to travel 

I have a reliable 
service 

I feel safe and 
comfortable 

I am confident in 
buying the right 

option for my travel at 
good value 

I always have the right 
information and 

resources at the right 
time 

I trust that rail 
industry and its staff 

act in my best 
interests 

I have the right information 
at the right time and receive 

information in an efficient 
way 

I have a punctual 
service 

I have a timetable that 
meets my needs 

I know what to expect on 
my journey (e.g. Stock, 

Loading, Facilities) 

I feel safe at the 
station 

I feel safe on the train 

I am comfortable at 
the station 

I am comfortable on 
the train 

I can get the right 
media which is best 

for my needs 

I feel the price I pay for my 
travel is good value and all 
customers have paid the 

appropriate price for their 
travel 

I trust that I have bought 
the right product for my 

journey 

I can access the right 
information and resources 

in the most appropriate 
format before my journey 

I can access the right 
information and resources 

in the most appropriate 
format during my journey 

I can access the right 
information and resources 

in the most appropriate 
format after my journey 

I trust railway staff to 
act in my best 

interests  

I trust the train operator 
to act in my best interests 

I trust the system 
encourages my fellow 

customers to behave in a 
socially responsible way 

I trust the rail industry to 
act in the best interests of 
the community, economy 

etc.  

I can make multi 
modal journeys 

I am guided away from 
disruption 

I want paying for travel to 
be as easy as paying for 

other goods 

Vision 

Level 1 
Outcomes 

Level 2 
Outcomes 


