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OUTCOME MEASURES

Compare user and non-user opinions in four key areas

TRUST oo
All things considered ond on balance, how much do you trust the Rall Industry in

the UK on a scole of 1-10?

Non-user averags

J.Jl"lill

1 PJ 3 4 5 b 7 8 4 10

PERCEPTION e e

On balance, what is your perception of the Rail Industry in the UK?

Non-user

SATISFACTION »
Overall, how sabsfied were you with this porticular journey on o

A X ~
scoje of 1 to 107

S b 7 8 9 10

SERVICE COMPARISON = »

How does a journey you've had compare with other services?

It was much better
It was about the same
It was much worse

Not applicable

Travel date {users) or survey date (no
15/11/2018
TOC »

All TOCS

Sector

(AN}

Time of trave

(Al
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It is easy to get to the platform
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Heartbeat by journey stage table Heartbeat gaps

HEARTBEAT GAPS: USERS
Mpst important interactions

Rank Interaction : Step
| enjoyed the journey Travelling on the train

My train arrives on time Arriving

| feel satisfied the journey was money well spent  Appraising

The train departs on time Travelling on the train

| can sit or stand comfortably Travelling on the train
feel at ease and not stressed Waiting at the station

The train is clean Travelling on the train

| feel safe leaving the train Arriving

| feel safe on the train Travelling on the train

| can spend time doing what | want Travelling on the train

Largest gaps by journey stage

Waiting at the station

Appralsing

Travelling on the train

Arnving

Exploting ophions

Buying at the stabon

Buying ahead

Arriving & parking
0.2

Difference

Largest negative gaps between importance and delivery

Interacton Step
| feel satisfied the journey was money well spe.. Appraising _
| enjoyed the journey Travelling on the tra.,

The station feels like a nice environment Waiting at the station

The train is clean Travelling on the tra,,

My train arrives on time Arriving
| feel at ease and not stressed Waiting at the station
| can sit or stand comfortably Travelling on the tra,,
There is a comfortable place to wait Waiting at the station
The train departs on time Travelling on the tra.,
| arm not disturbed by other passangers Travelling on the tra..
-6.0 4.0 -2.0

Weighted difference

Largest positive gaps between importance and delivery

Interaction : Step

| can see how much It will cost Buying ahead | |
It is easy to buy 2 Season ticket Buying ahead ]
It is easy to buy a ticket in advance Buying ahead |
There is somewhere to leave my bike Arriving & parking _
| can easily find where to buy of collect a ticket  Buying at the station —
| can find train times Exploring options EE————
It is easy to buy a Rallcard Buying ahead —————————}]
It is easy to get dropped off Arriving & parking ———
The ticket machine is easy to use Buying at the station
| can find the best way to the station Arriving & parking

0102030405060.708

Difference

TOC parameter

Al TOCS

Sector

(All)

Period
(All)

Week
(All)

Weekday Weekend

(Al

Travel Time

(All)

Origin Station

(All)

Destination Station

(All)

Employment Status

(All)
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Users: promise overview  Users: time-based comparison = Users: promise scores by cust Users: customer profile compa Non-users: promise overview Non s: promise scores by ..

COMPARING PROMISE SCORES: USERS

fespondents rated to what degree each statement was Tufilied durning thelr st trasn journey on a scale

10 where 1 was Stroagly disagres’ whilst 10 was

Sector

Click on a promise to see the driver statements: {All)

Always On Clear Value Feeling Loved In Control Travel My Way Paciod
(All)

Weak

(A1)

Weekday/Weekend

(Al)

Time of travel

(Al

Origin station

{All)

Always On Destination station

(Al

Average Scores by Driver Statement Employmant status

(A1)

Age

50 LA

e ol S avelength

TUNING IN TO CUSTOMERS




Vision

Level 1
Outcomes

Level 2
Outcomes
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