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Background and methodology

©)

Background

The overarching objective is to measure customer
satisfaction with the provision of information by the
rail industry, particularly during times of disruption,
with the aim of assessing how the industry performs
against their customer pledges.

Information plays a vital role in all stages of the
customer journey, so the research assesses the
provision from when a customer is booking their
journey, through to arrival at their end destination
(end to end journey rather than station to station).

Fieldwork
The current report presents the findings covering
Quarter 1 2025/2026 among n=2,571 respondents.

i

The fieldwork was conducted from 15t April to 30t
June 2025,

Where possible, we report on comparisons to the
equivalent quarter a year ago (YoY) and to the
previous quarter (QoQ) to assess any change in
trends.

“To note strikes were ongoing during the comparison YoY period of April-June 2024
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° Sample
-_— The online questionnaire was completed by n=2,571 online
e j panellists. The sample was split by TOC and by disruption type,
— v with the fieldwork aiming to deliver:

* 100 respondents for each of the 26 TOCs where possible,
with up to 10 for Lumo

. We aimed for 50% of respondents who experienced no
disruption, 25% of those who experienced a disruption of
less than 15 minutes and 25% who experienced a disruption
of more than 15 minutes or a cancellation.

Weighting

The data was weighted to the average customer volumes that train companies
cover (based on the average across the last 5 rail periods). The weighting for
the GTR TOCs is based on the Autumn 2019 NRPS split to work out the
percentage weighting for each TOC.

Reporting on disruption:

In the report, we classify disruption type as follows:

* Minimum disruption = a disruption of less than 15 minutes

* Major disruption = a disruption of more than 15 minutes or cancellation

Significant differences compared to the equivalent quarter a year ago
+/-in red refers to a significant decrease compared to a year ago, while +/-in
green refers to a significant increase compared to a year ago.

Interpreting charts
Some charts in the report may add up to over 100% - either due to rounding or
the question type, e.g. multiple choice questions can add up to over 100%.
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Summary

Overall satisfaction and rating

Overall satisfaction with information provision has
improved significantly compared to a year ago. Those
experiencing a minor disruption or travelling for leisure
or commuting driving the increase. On a monthly basis,
the results are more changeable among customers and
across disruption type.

Satisfaction is high across the journey stages and has
improved on a year ago. Importantly to note, the
comparable period in April to June 2024 still had on-
going strike disruption, which may coincide with the
notable improvements. Planning and booking, at the
destination/interchange station, and on-board the train
are the highest performing journey stages for
information provision. Given the performance of on-
board the train at an overall level, there is still room for
improvement among disrupted passengers, with
particular focus among the timeliness of information.

Consistency and the amount of information is regarded
highest among customers, although all aspects of
information have improved significantly. Over 9 in 10
trust the information they are given and over 3in 4 see
it as personalised to their journey.

Of those disrupted, nearly 4 in 5 customers rate the
information they are proved about a delay as handled
well, and roughly a similar amount are satisfied with the
aspects of information during a delay. Consistency of
information continues to be the most positively rated
metric, and compensation information and the
frequency of updates has strongly improved.

Information channels used

The National Rail website/app information is a channel
used most often by customers in the initial stages of
the journey, or towards/at the end of their journey.
Once at the station and on-board, screens and
announcements are more useful to customers.

Satisfaction with the channels used is very high, and
generally coincides with usage. Of those most used,
year-on-year changes in usage are minimal, but ratings
of satisfaction have improved for National Rail.

Though less frequently used, information from staff
can be vital for customers at the station to compliment
other sources and provide further understanding. For 2
in 3, staff were able to assist, but items relating to
disruption or detailed train times can be trickier for staff
to provide in the moment, but highlights the
importance of a train schedule for this information.

Nevertheless, ratings can be variable and are often
driven by differences by disruption levels. For instance,
announcements on-board the train are perceived very
positively at an overall level, but can worsen as
disruption length rises. This is notable for the frequency
and timing of updates to majorly disrupted customers,
whom require this information to help decide the next
steps to their journey.

Generally, the needs of the disrupted are heightened
and therefore ensuring the information is best able to
support these individuals is key.
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Pledges

Customers highly value the information they receive
when planning and booking travel, particularly regarding
station and train facilities. Satisfaction is highest when
details are provided for both station and train amenities,
and a similar share of customers receives information on
changes to train times, with satisfaction peaking when
explanations for these changes are clear. Additionally,
most customers receive accurate and easy-to-
understand information on booking seats and station
accessibility, with satisfaction rates above 90%. While
there are areas for improvement to enhance accessibility,
customers generally feel confident about ticket validity,
especially among younger travellers and business
customers.

Information related to bus replacements is typically
provided in advance and is easy to find. At the station,
staff availability has improved, significantly aiding
customers experiencing disruptions. Onboard
announcements remain effective, supporting customers
with ongoing travel information. However, providing more
detailed updates to customers experiencing delays,
particularly regarding reasons for late departures or en
route disruptions, could be beneficial.

For those who experience delays, consistency in
communication is rated highly. Looking ahead, customers
seek reliable and frequent updates for future journeys,
emphasising the importance of timely and consistent
information.
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Overall satisfaction with information provision (1/4)

Overall, customers’ satisfaction with information provision (% very + fairly satisfied) has significantly improved on a year ago, following huge improvements for
the minor disrupted. This is after an increase in satisfaction since the dip seen in February, and comparably better performance in May and June, which saw
declines in 2024. Although not significant changes, the major disrupted also show signs of improvement, reaching their highest rating on a monthly level in

June 2025.

Overall satisfaction with information provision by disruption (%)

Overall No disruption Minor disruption Major disruption Total satisfied trend

Total satisfied Total satisfied Total satisfied Total satisfied 96 95 96 97 96 96 96 97 95 97 96

90 96 87 70 95 94 o, 95 95 94 95 91

YoY  (+6) (+2) (+10) (+7) 88 o 86 87 87 89 -
QoQ  +3) (0) (+6) +7) 85 A 55

& 5

This increase in satisfaction was driven
by improved perception among leisure
and commuting customers, These
customers were also more likely to be
cancelled than at other points during the
quarter.

Jan Feb Mar Apr May Jun July Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

m \ery satisfied W Fairly satisfied ~ WNeither nor =0 =Overall —e=Minor disruption —e=Major disruption == No disruption
m Fairly dissatisfied mVery dissatisfied
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Overall satisfaction with information provision (2/4)

Satisfaction is high across all journey types, and has significantly improved for most customers since April-June 2024, and significantly for commuters since
January-March 2025.

Overall satisfaction with information provision by customer type (%) Overall satisfaction with information provision by sectors (%)

Overall Business Commuter Leisure Overall London & South East  Long distance Regional

Total satisfied Total satisfied Total satisfied Total satisfied Total satisfied Total satisfied Total satisfied Total satisfied
90 89 90 o1 90 00 o1 90
YoY (+6) (+B) (+7) (+5) YoY (+6) (+6) (+6) (+4)
QoQ (+3) (-2) (+6) (+3) QoQ (+3) (+3) (+3) (+3)

B Very dissatisfied

B Very satisfied  ® Fairly satisfied ®Neither nor B Fairly dissatisfied

Overall, how satisfied were you with the information provided during your journey? (excl DK) Apr-Jun 25 (2560/435/845/1280) Apr/May/Jun 25 - Overall (852/856/852), London Rail Delivery Group lB)\éo
rc
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Overall satisfaction with information provision (3/4)

Satisfaction with information provision is changeable month-to-month. The biggest changes in ratings were among the business customers, where figures
fell in April after a strong performance in March. Nevertheless, figures recovered with business customers rating 93% satisfaction by June. For leisure and

commuting customers, satisfaction peaked in May 2025.

Overall satisfaction with information provision by customer type (%)

Total satisfied trend

88
D~
~ B85
~
85
80

Apr May Jun July Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun July Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

Leisure == =Qverall

Commuter

Business
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Overall satisfaction with information provision (3/3)

Majority of TOCs perform highly on information provision, which in part is driven by a greater proportion of non-disrupted passengers this quarter. Heathrow
Express and Chiltern are the two top performing TOCs.

Overall satisfaction with information provision by TOC (%) with YoY change

Total Satisfied Share of distuptiontype % Total Share of disruption type % - Share of disruption type %
oratsats Minor Major None Satisfied Minor Major None (.) é . .
Satisfied Minor Major None
AVANTI A
WEST COAST (?;) (];9) (15) (60? 89 23 18 59 @ NORTHERN 88 14 19 66
7 -9 \ (-1) (-7) (-8) (+15) (+2) (-1) (-5) (+5)
91 21 20 590 8 91 10 81
4 12 23 65 9
c2c (+7) (-4) (-4) (+8) GWR (+2) -5) -2 (+Q) Sscgt” (+1) (+1) (-4) (+3)
Chilternrailways 96 21 6 73 @ 100 35 14 51 southeastern (?0) 17 19 64
by arriva (+12) (1) (-6) (+5) Heathrow (+5) (+12) (-13) (+1) 11 (+5) ¢7) (-12)
. o3 27 17 56 | @HullTans 22 = 21 57 ot 12 15 74
crmsscnuntru’*— (+6) o) 2 Lo ool v (*17) (-15) (+5) (+9) (+8) (-15) -7) (+24)
by arriva 2 -5
92 1 17 72 SouthWestern 90 17 14 69
91 16 14 69 LNE R (+7) (-4) (-8) (+12) 7 Railway (+11) (+1) (-3) (+2)
EMR (+6) (-2) (-12) (+12)
. 91 18 18 64
London o1 2 1 8
zuuae‘muue o1 29 11 60 V', E(a)irlwg;estem (+0) (_g) (_1?3) (?20) ThamesLink/ (+8) (-2) (-2) (+4)
- (+3) +3) (-16) (+13)
17 87 14 21 65
TRANSPENNINE
( ;Y 88 26 21 53 92 31 17 53 EXPRESS (0) (-10) (+2) +8)
e e (-8) ¢5) +8) (-14) S (+3) (+3) ¢2) 4)
o 89 16 12 73
Bvers ol o = 32 53 lumo ~ Base size too low D muspa, 3) 2 9 5
Dy arrva _1 + +
. 92 19 10 71 V.V, West 90 15 15 69
: [0} €
greateranglia (? 2 (233) (13 '(53 —Merseyrail (+11) (+10) (-5) (-5) ".‘0 i ands (+5) (-1 (-9) (+9)
Overall, how satisfied were you with the information provided during your journey? (excl DK) Apr-Jun 25 - Overall (2571), Disruption type: Minor (491), Major (428), None (1652). Rail Delivery Group bva
"Refers to TOCs where the base is between 30-50. "Refers to TOCs where the base is below 30 and too low to show © Netiona! Rl Bdrc
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Overall satisfaction with information provision at each journey stage (1/4)

Overall, customers are satisfied with the information they receive at each journey stage and all stages have significantly increased on a year ago. The biggest
improvements are for information received when planning and booking a journey, on the way to the station, and while at the destination station or
interchange.

Overall satisfaction with information provided at each journey stage (%)

Planning and Journey to the At the station On board the train At destination/
booking station interchange
Total Satisfied Total Satisfied Total Satisfied Total Satisfied Total Satisfied
o1 86 90 o1
YoY (+6) (+6) (+5) (+5)
QoQ (+3) (+2) (+1) (+4)

6 1

mVery satisfied  mFairly satisfied ®mNeither nor  ®Fairly dissatisfied  m Very dissatisfied

Overall, how satisfied were you with the information provided..? (excl DK) Apr-Jun 25 - planning and booking (2502), journey to station (2248), at the station (2471), on board the Rail Delivery Group bva
train (1761), at destination/interchange (2345) & National Rail Bdrc
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Overall satisfaction with aspects of information provided (2/4)

This quarter, the ratings for information provision at various journey stages are quite similar across different customer types. For both Business and Leisure
customers, there has been a notable improvement in the information received during the planning and booking stage, as well as at the station, compared to
a year ago. For Commuters, the most significant improvement has been in the information provided on the train. Additionally, all customers have reported

increased satisfaction with the information available at the destination or interchange.

Overall satisfaction with aspects of information provided during the journey by customer type (%)

Planning and booking

Journey to the station

At the station

On board the train

At destination/ interchange

1

1

1

M Total Satisfied

Commuters YoY QoQ

90

86

92

92

o1

(+3)

(+7)

(+11)

+7)

(+6)

(+3)

(+7)

(+5)

(+4)

Business

o1

83

88

94

92

YoY

(+11)

(+7)

+7)

(+9)

(+11)

How satisfied were you with the following aspects of the information provided during your journey? (excl DK) Apr-Jun 25 (Overall/Commuters/Business/Leisure) - planning and

booking (2502/833/433/1236), journey to station (2248/806/406/1036), at the station (2471/820/420/1231), onboard the train (1761/452/244/1065), at destination/interchange

(2345/789/409/1147).

QoQ Leisure YoY QoQ
(+10) 91 (+5) (+2)
(+3) 87 (+7) (+3)
(+5) 90 (+4) )
(+9) 90 (+2) (-1)
(+8) 91 (+4) (+1)
Rail Delivery Group bva
 Otera Bdrc
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Overall satisfaction with aspects of information provided (3/4)

Customers who experienced no disruption are the most positive about the information they receive, showing the greatest improvements in satisfaction.
Those who experience minor disruptions tend to be more positive than those who faced longer disruptions, particularly regarding the journey to the station—
a metric that customers with major disruptions typically rate lower. While the on-board train experience is rated relatively well by those who experienced
disruptions, there is still room for improvement compared to ratings in other areas

Overall satisfaction with aspects of information provided during the journey by disruption (%)

- No oy qoa| MO yoy qoq | JMAOT vy qoa
disruption disruption disruption
Planning and bookin
¢ 0 s 5 | 8 v 2 | 8 o o
Journey to the station | 89 (o ©| 8 6 en | 73 69
ttne station | o5 (4 (2| 86 o 0 | 76 8 0
On board the train s (5 3| 8 0 t» | 74 62 w0
At destination/ interchange 95 +6)  (+3) 85 +3) (+2) 81 (+9) (+6)
W Total Satisfied
How satisfied were you with the following aspects of the information provided during your journey? (excl DK) Apr-Jun 25 (Overall /No disruption/Minor/Major) - planning and Rail Delivery Group bva:
booking (2502/1601/481/420), journey to station (2248/1392/471/385), at the station (2471/1612/486/373), onboard the train (1761/1379/220/162), at destination/interchange _ Bdrc

(2345/1542/476/327) © National Ral
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Overall satisfaction with information provision at each journey stage (4/4)

For customers with no disruption, steady ratings continue across all stages. For those with minor disruptions, a similar trend is evident compared to the last

quarter. In contrast, while customers facing major disruptions have shown some changes in their ratings, these changes are not significant, except in the
planning and booking stage.

Overall total satisfaction with information provided at each journey stage by disruption - trended (%)

93 o1 90 93 94 92 23
93 92 89 92 93 94 O — ﬂ' —__o
& %L [ S —— 91
. —— 89
Planning and On board 86 85 86 —— 89 5% e
booking the train 71 70 81 81 7 * 2
7.7\*_7 7 77 - m— 0 0 74
7 5 75 68 68 67
64
95
§7 86 85 88 88 89 89 92 92 8 93 93 92
4 R —— o
———— — - Ll G- & e —————— . o ﬂ
L 86 C— — 85 e
Jourmneyto 83 84 At L —
the stati /9 80 o > —=o destination I S
e staton \ e —_——— —— 82 82 83 1 8 81
73 — 73 —————
69 68 & 70 & , / 75 — . 75
interchange 7 72 72
93 92 o1 93 93 9
AL LS S S )
?— & 85 o V °
, 0 —— —
At the station c o~ 87 86
8 82 82 83 /
O +
75 76 - . . . . . . . .
. 72 /3 72 —o—Total satisfied =—@=Minor disruption =@=Major disruption =—@=No disruption
67
Q3 23/24 Q4 23/24 Q124/25 Q2 24/25 Q3 24/25 Q4 24/25 Q125/26 Q323724 Q4 23/24 Q124/25 Q2 24/25 Q3 24/25 Q4 24/25 Q125/26
Overall, how satisfied were you with the information provided..? (excl DK) Apr-Jun 25- planning (2502), journey to station (2248), at the station (2471), onboard the train (1761), at Rail Delivery Group bva
destination/interchange (2345), Bdrc

& National Rail
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Overall satisfaction with aspects of information provided (1/5)

Satisfaction across all aspects of information provided remains high and has increased compared to a year ago, most notably for the consistency and the
quantity of information.

Overall satisfaction with aspect of information provided during the journey (%)

Ease of finding The accuracy of The frequency of The timeliness of The amount of The clarity of the The consistency
the information the information the information the information information provided  information provided of the information
Total satisfied Total satisfied Total satisfied Total satisfied Total satisfied Total satisfied Total satisfied
87 89 84 86 88 89 89
YoY (+6) +7) (+5) (+7) (+10) (+8) (+9)
QoQ (+3) (+3) (+1) (+3) (+4) (+4) (+4)

mVery satisfied  mFairly satisfied ®mNeither nor  mFairly dissatisfied  mVery dissatisfied

How satisfied were you with the following aspects of the information provided during your journey? (excl DK) Apr-Jun 25 - ease (2545), accuracy (2556), frequency (2553), Rail Delivery Group de'
timeliness (2558), amount (2561), clarity (2555), consistency (2551) & National Rail Bdrc



Overall satisfaction with aspects of information provided (2/5)

Customers who experienced no disruptions are very positive about the information they receive. Although disruptions generally lead to lower scores, those
with minor disruptions are significantly more satisfied with the information they receive, including its ease of access, accuracy, and timeliness. For both minor
and major disruptions, the quantity, clarity, and consistency of the information have shown the most substantial improvements compared to last year.

Overall satisfaction with aspects of information provided during the journey by disruption (%)

Ease of finding the information

The accuracy of the information

The frequency of the information

The timeliness of the information (i.e. did it
arrive at the right time)

The amount of information provided

The clarity of the information provided

The consistency of the information

How satisfied were you with the following aspects of the information provided during your journey? (excl DK) Apr-Jun 25 (Overall/No disruption/Minor/Major) - ease

No

disruption Yoy QoQ
o2 (3 ©
s s 05 02
0 2 0
8 | o3 (3 (D
04 (5 3
8 04 (4
8% 04 (4 (2

B Total Satisfied

Minor
disruption

82

82

80

80

82

80

84

(2545/1630/490/425), accuracy (2556/1643/490/423), frequency (2553/1639/489/425), timeliness (2558/1642/ 490/ 426), amount (2561/1644/ 491/ 426), clarity

(2555/1639/489/427), consistency (2551/1642/488/ 421).

YoY

(+9)

(+9)

(+8)

(+11)

(+13)

(+10)

(+15)

QoQ

(+5)

(+2)

(+5)

(+5)

(+5)

(+2)

(+6)

& National Rail
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di::t?::;iron Yoy
72 (+9)
73 (+7)
65 (+5)
64 +7)
72 (+16)
75 (+10)
76 (+13)
Rail Delivery Group

QoQ

(+8)

(+6)

(+1)

(+3)

(+8)

(+8)

(+9)
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Overall satisfaction with aspects of information provided (3/5)

Satisfaction has remained quite stable across all the aspects of information provided at a total level, and among the minor or non-disrupted. For the major

disrupted, figures have improved on a quarter-to-quarter level, with reference to the ease of finding information, the amount of information, clarity and
consistency of the information provided.

Overall satisfaction with aspect of information provided during the journey by disruption - trended (%)

89 L 8g Qb % o) S 02 %L Q0 89 89 ga 2} e ]
g . - W 82 Theamount b 13— e o . e ﬁu—
Ease of finding A 7/ | —— 7'e [ ©9 S

7 L3e -
the information ¢ 9 - /2 i i of 58 5 58 ——— “'/.
61 61 63 65 3 64 information &=l . o
provided
4 ?2 90 3 9 -
2> o == o1 90 9 0 4
———— .
The accuracy 7’t 758 =7 . - 8" The clarity 8?{ 842% e S 75 % —59
information - : 78 __,/
information —— ————— _— 75
. e
provided 66 62 65 65 64 67
% 88 88 88 Qgi 93 29
80 00 7o e ———
The frequency — —— —-a— . o —85%
of the 74 2> 72 /3 e — 92 89 90 o1 Q2 92 94
inf fi - ——— — 7 —7 6 The 8 Oo— ® —9 84.* L j
information 60 65 60 62 62 64 5 consistency 5 89 80 2e y
of the : T 0 o—
inf r /2 g =5 — 7/ 76
A information
o B 3 63 63 63 - &5 67
The timeliness - SO ° Loom — e =
of the 65 69 -
information o —9 e %§ o 5 =e—Total satisfied —e—Minor disruption
56 57 57 60 61 4 =e—Major disruption =e—No disruption
Q323/24 Q423/24 Qi24/25 Q224/25 Q324/25 Q424/25 Q125/26 Q323/24 Q423/24 Qi24/25 Qz24/25 Q324/25 Q424/25 Q125/26
How satisfied were you with the following aspects of the information provided during your journey? (excl DK) Apr-Jun 25 - ease (2545), accuracy (2556), frequency (2553), timeliness Rail Delivery Group bva

(2558), amount (2561), clarity (2555), consistency (2551) & National Rail Bdrc
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Rating of trustworthiness of information provided

Overall, the majority of customers trust the information they are provided. This has improved on last year's figures, driven by higher ratings from the non-
disrupted and minor disrupted. For the major disrupted, trust is lower and April 2025 saw reduced trust after consistent scores across January to March 2025,

Overall rating of trustworthiness of information provided by disruption (%)

Trust
Total Trust
92
YoY (+4)
QoQ (+1)

26

S Q
B [trustedita lot
B | trusted it a little
B Neither nor
B | didn't trust it much
B | didnttrustitatall

To what extent did you trust the information that was provided to you? Q2 2025/26 Apr-Jun 25 (Overall/ No disruption/Minor/Major) - (2571/1652/491/428), Apr/May/Jun 25

(857/857/857),

Overall

Total Trust
92
YoY (+4)
QoQ (+1)

No disruption

Total Trust
96
YoY (+3)
QoQ (+1)

Minor disruption

Total Trust
92
YoY (+8)
QoQ (+2)

Major disruption

Total Trust
79
YoY (+4)
QoQ (-1)

Trust (Total trust trend)

NIV SN G GV GV Aﬂ)* RSN qﬂ? H N \Oﬂf’) NN \\nﬁo (\nﬁo
OO eO Q® 5’0 <<® Y‘\'b V‘Q t‘\’b 3\) §\> ?\\) %@Q o(-’ eo O@ 3’0 <<® @fb‘ ?\Q “\’b §0

—e—Total Trust —e— Minor disruption —e— Major disruption —e—No disruption

Rail Delivery Group bvar

& National Rail B d rc



Return to contents

Rating personalisation of the information provided

Just over 3 in 4 customers believe that the information they receive on their journey is personalised. Those experiencing minor disruptions give the highest
ratings in this regard. Although customers facing major disruptions typically provide lower ratings, there has been improvement over the last two quarters in
how personalised the information feels to them, and particularly when compared to figures from a year ago

Overall rating of personalisation of information provided (%)

Personalisation

Total Personalised

Personalisation (Total personalised trend)

77 Overall
YoY (+8)
QoQ (+6) Total Personalised
77
YoY (+8)
QoQ (+6)

No disruption

Total Personalised
77
YoY (+8)
QoQ (+5)

Minor disruption

Total Personalised

17 82
4 YoY (+5)
S L QoQ 3 I 2B T ~ SRS R o
m Strongly agree A A ax Ak A Ak Ak Ak b Ak ak ok b Ak 40 o g P A A
NSNS / AN / AN / AN N A 2R / /
mAgree Major disruption O ¥ @ R ‘@A S v\\’q & <© QQO ¥ @R @"’\\ <
m Neijther agree nor disagree , , . . . . . . . .
. Total Personalised —e—Total Personalised  =—e=Minor disruption  =—e=Magjor disruption  ==e=No disruption
m Disagree 72
m Strongly disagree YoV (+10)
QoQ (+10)

1 To what extent do you agree that the information you received was personalised to you and tailored to your journey? Q2 2025/26 Apr-Jun 25 (Overall/No Rail Delivery Group bva
9 disruption/Minor/Major) - (2571/1652/491/428). Apr/May/Jun 25 (857/857/857) T onmmara Bdrc
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Overall, this quarter, customers gave a
satisfaction (with information provided)
percentage of :

|b |b lb |b |6 91%

KRR

¢ 16 16 16

No disruption

947%

Minor disruption

86%

Major disruption

84%

Overall, how satisfied were you with the information provided about your upcoming rail journey when planning and booking your journey? (excl DK) Apr-Jun 25 (2502) Which of

YoY

(+6)

(+5)

(+1)

(+9)

QoQ

(+3)

(+1)

(-2)

(+Q)

Return to contents

Planning and booking - Key satisfaction metrics

Rail customers planning and booking their journeys are very satisfied with the information provided (91%) at that stage. This has significantly increased
compared to a year ago, whereby the non-disrupted passengers are more satisfied this quarter. The top channel used remains National Rail website or app
(34%), closely followed by Train operator website or app at 32%. Both are perceived very positively.

Top 3 channels used during planning and booking and their
satisfaction (%):

Top 3 channels Satisfaction YoY

National Rail website or app
I -

Train operator website or app

32 lb 927% (+2)

i o5 .

Trainline or other 3rd party retailer website or app
o
I - e o -

Rail Delivery Group bvar

21 the following information channels did you utilise when planning and booking your journey? How satisfied were you with the information that was provided on the channels you - Bdrc

used when planning and booking your journey? (excl DK) Apr-Jun 25 (2571)

& National Rail

QoQ

(+3)

(0)

(-2)
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Overall satisfaction with information provided when planning and booking

Overall, satisfaction with the information provided during the planning and booking process has remained steady month over month, showing no significant
fluctuations. However, compared to the same period last year, there has been a noticeable improvement, indicating that the provision of information has
enhanced over the past year.

Overall satisfaction with information provided when planning and booking - trended (%)

o1 1
90 89 89 89 .

87 8 8 88 87
85 g5 %0 g g5 7 86 7

Jan-24 Feb-24 Mar-24 Apr-24 May-24 Jun-24 Jul-24 Aug-24 Sep-24 Oct-24 Nov-24 Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25
=eo—Total satisfied

Overall, how satisfied were you with the information provided about your upcoming rail journey when planning and booking your journey? (excl DK) Jan/Feb/Mar Rail Delivery Group bva
/Apr/May/Jun/Jul/Aug/Sep/Oct/Nov/Dec 24/Jan/Feb/Mar/Apr/May/Jun 25 (827/828/825/827/826/820/834/828/824/814/830/822/826/822/821/833/839/830) © Netiona! Rl Bdrc
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Information channels used and their satisfaction

The information channels used for planning and booking journeys continue to receive high satisfaction across the board, especially for the channels most
frequently used by customers — NR website or app performs well amongst nearly all passengers seeking information from this channel when planning and

booking their train journeys.

National Rail website or app

Train operator website or app

Trainline or other 3rd party retailer website
or app

Journey planning website or app (e.g.
Google, Citymapper, TFL)

Via a member of staff at the station

By phone or via a call centre

Via Facebook Messenger/WhatsApp/SMS
from National Rail or the train operator

Via official industry social media feed i.e.
The train operator's Facebook page,
Network Rail X

Which of the following information channels did you utilise when planning and booking your journey? How satisfied were you with the information that was provided on the

Total satisfied

95

92

o1

90

92

92

90

89

Information channels used and satisfaction with each when planning and booking a journey (%)

% Used Total satisfied % Used

_ 34 Passenger assistance 87 . 9
- 32 | did not seek or see any information a;(t)kiwri]st N/A . .
B -

B 6

B 5

B

| W

|

Rail Delivery Group bvar

channels you used when planning and booking your journey? (excl DK) Apr-Jun 25 (2571) © Netional Ral Bdrc
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Satisfaction with information channels

Return to contents

Of the top 5 channels used, satisfaction with the information they provide is high. Despite some variance, most changes among the top channels are not
significant. Journey planning website or apps are less able to support passengers in April following the peak of March but has since recovered.

Satisfaction of information channels when planning and booking a journey - trended (%)

(Top 5)

National Rail
website or app

Train operator
website or app

Trainline or other
3rd party retailer
website or app

How satisfied were you with the information that was provided on the channels you used when planning and booking your journey? (excl DK) Apr/May/Jun 25 - National rail
website or app (323/279/304), Train operator website or app (284/278/276), Trainline or other 3rd party retailer website or app (211/234/200), Journey planning website or app

93 93
2 9l o

92 95

92
91 ®° 5989 89 ° 90 89

92 93 92g1 95 90 95 95 92 94 95 93 95 93 g1 95 o1

Jan-24

Feb-24

Mar-24

Apr-24

May-24

(131/112/141), Via a member of staff (126/122/151).

Jun-24

Jul-24

Aug-24

Sep-24

Oct-24

Nov-24

Dec-24

Jan-25

Feb-25

Mar-25

Apr-25

May-25

86

Jun-25

Journey planning
website or app (e.g.
Google, Citymapper,
TFL)

Via a member of staff
at the station

97
06 95 96

94
92

89

< < ~< < < ~< ~< < < < < < Y] L0 Lo L0 L0 Lo
R A B D A A S D N A A S
C = = > C = - > O C = = > -
§ @ 8 o S 3 9 © 9 3 8 & ® 8 & © S
w2 <5 5 I v O zo0 > uw = <3 S
—e=Total satisfied
Rail Delivery Group bvar
& National Rail B d rc
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Information about facilities available

More customers (68-70%) are receiving information about facilities in advance of the journey compared to a year ago and last quarter. Customers continue to
be more satisfied when they receive information about both station and on-board facilities, rather than when only receiving information about one or the
other.

Found information about the facilities available at the station Usefulhess of information about the facilities at the station (%)

(%)
Totalusefu
YoY (-3) _
QoQ (-4) YOY +2)
QoQ (-1)
YOY (+3) m Very useful mSomewhat useful ® Neither nor B Somewhat not useful mNot at all useful

QoQ (+4)

Satisfaction of information about the facilities available (%)

EmYes mNo
) ] o ) Facilities at the station Totalsausﬂed
Found information about the facilities available on board the and on board - _
train (%) combined YoY (+3
QoQ (0
Facilities on-board the TOtalsat'Sf'ed
train
YoY (-6) YoY (+6)
QoQ (-6) QoQ (+2)
the station
QoQ (+6) YoY (+3
QoQ (+1)
m Very satisfied mFairly satisfied ®mNeither mFairly dissatisfied mVery dissatisfied
EYes BNO
Rail Delivery Group bvar

Did you find information on any of the following before your departure? - Information about the facilities available at the station, How useful was the information about the © National Rail Bdrc

facilities at the station? Apr-Jun 25 (2248/2163) How satisfied were you with the information you received about the facilities? (1627/1845)



Return to contents

Information on lift functioning

A similar proportion of customers are also receiving information about the lifts at their station. 3 in 4 are being provided with information on the functioning of
lifts. For the majority, this information was accurate when compared against what they experienced

Found out if lifts were working or not (%) Accuracy of information on lifts (%)

Total Accurate

95

m Very innacurate W [naccurate
mYes mNO m Neutral m Accurate

m Very accurate

Rail Delivery Group bvar

26 Were you able to find out whether or not the lifts at the station were working? Apr-Jun 25 (1097) How accurate was the information you received about the lifts at the station (i.e. © National Rail Bdrc
did this reflect what you experienced)? Apr-Jun 25 (811) "This was a new question introduced in May 2025



Information on station facilities

Amongst those who received information about station facilities in advance of their journey, some of the most common requests flagged included
accessibility related facilities. These included information that would make it easier for those with a disability, or those with limited mobility for other reasons
(e.g. parents with buggies), to move around. Details relating to additional station facilities would also benefit customers, for example information on luggage
storage, parking, or the location of food and drink outlets

Yes, sometimes information about station facilities is Yes, | would have found it useful to have more
missing or hard to find, such as: Availability of detailed information about the location of toilets and
wheelchair access or elevators for those with food outlets at the stations, especially during a short
mobility challenges transfer.

Disabled Customer ‘ ‘ Leisure

Yes, detailed maps showing lift locations and step-

free access routes would have been very useful
/— \ before arrival.

It would have been useful to have clearer information Disabled Customer
about toilet availability, step-free access, and lift ‘ ‘

locations at the station. | also couldn't find any details
about the opening hours for ticket counters or
whether there was secure cycle parking. Information on accessible facilities for individuals
with disabilities ramps, elevators and services for the
elderly or those with mobility issues.

\Commuter J
‘ ‘ Business

Information on luggage storage, accessibility, and
parking was missing but would have been helpful

Commuter

Was there any information about station facilities that would have been useful, but you did not find? April-June 2025 (1097) "These questions Rail Delivery Group bvar

27 were introduced in May 2025 © Netonal R Bdrc
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Changes to train times

Just under two thirds of customers received information relating to changes to train times at the planning and booking stage. On average customers are receiving
information 6 days in advance, with a slightly longer lead time in April 2025. The information received is perceived more positively than in the same period a year

28

ago, particularly with how and why the train times have changed.

Found changes to train
times (%)

Average time information
about the change to train
times is received before
journey (days)

Jan-24
Feb-24
Mar-24

I S D
I S
|

Satisfied with the following (%)

Information on how and why your train time changed
Total satisfied

69 26 41 95

YoY (+7)

Information on your options for travel due to change in train time QoQ (+3)

Apr-24 I 7.0
May-24 I - 7 Total satisfied
Jun-24 IEEE—— (D 58 31 /7 31 y 8\(9( )
Jul-24 IS (.8 QSQ (g)
2“9'24 A— 4'86 Information on how your journey will be impacted due to the change in train time
ep-24 I 0.4 -
Oct-24 nE— r 3 56 31 9 31 TOtaléa;'Sf'ed
Nov-24 IS (5
YoY (+3)
Dec-24 I 51 ) o , - QoQ (+2)
Jan-25 nE— 5 Q How far in advance you were notified about the change in train time
Feb-25 mEm——— -7 Total satisfied
Mar-25 E— 2 60 28 8 41 28
Apr-25 I 7.0 YoY (+6)
mYes mNoO May-25 N 57 - , o , QoQ (+2)
Jun-25 — m Very satisfied m Fairly satisfied m Neither nor
m Fairly dissatisfied m VVery dissatisfied
Did you find information on any of the following before your departure? And how satisfied were you with the following..? (excl DK) - Changes to train times, How quickly was the Rail Delivery Group bva
information you received regarding the change to your train times? Apr-Jun 25 (2141/1404/1347-1366) S Netional Rail Bdrc
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Seat reservations for advance ticket booking

Return to contents

A similar proportion also found information about reserving a seat in advance (73%). The information was easy to find and was perceived very positively.

Found information about option to
reserve a seat in advance (% yes)

73%

mNo mYes

Did you find information on any of the following before your departure? And how satisfied were you with the following..? (excl DK) - The information provided about booking a

Satisfaction with booking a seat in
advance (%)

Total satisfied

94
YoY N/a"
QoQ N/a"

m \Very dissatisfied  mFairly dissatisfied
m Neither nor m Fairly satisfied
m Very satisfied

Ease of finding information on seat
reservation(%)

Total Easy
97
YoY N/a"
QoQ N/a”

m \ery easy m Fairly easy
m Neither easy or difficult mFairly difficult
m Very difficult

Rail Delivery Group

seat in advance. How easy was it to find information about the option to reserve a seat on the train?Apr-Jun 25 (723/542/547) "These questions were introduced in June 2025 © Netional Ral

bvar
Bdrc
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Ticket validity

Generally, customers feel that the validity of their tickets is clear- albeit this is weaker among leisure customers (who typically travel less frequently - as
conveyed in the Demand Tracker results), and stronger among those aged 26-35 years old.

Clarity of information on ticket validity — when, where and under what conditions (%)

Overall Commuters Business Leisure
Total Clarity Total Clarity Total Clarity Total Clarity
90 02 93 86

Clarity of the
information is
strongest among
those aged 26-35
years old. Beyond

60 years old,
clarity reduces.
There are no
significant differences
between TOC sector.
mVery unclear mUnclear ®mNeither clear norunclear mClear mVery clear
How clear was the information about the ticket's validity—such as when, where, and under what conditions it can be used? April-June 2025 (1,714); Commuters (561), Business Rail De""e"y Group de'

30 (305), Leisure (848( & National Rail Bdrc



Stage at which customers were informed about the rail
replacement bus (%)

62 61 63

38 39 57 mQ12024/25

Return to contents

Stage informed about rail replacement bus and ease in finding such information

Customers are most likely to receive information about rail replacements at the planning and booking stage. Majority of customers are able to find
information on the bus replacement and where it is going to be located with ease.

Ease with finding information on where bus replacement is
located (%)

Total ease

o1

YoY (+5)
QoQ (+2)

B Q2 2024/25
Q3 2024/25
Q4 2024/ 25
Q1 2025/26
At the planning and At the station m\Veryeasy MFairly easy ®Neither nor ®Fairly difficult mVery difficult
booking stage
What stage were you informed about the rail replacement bus for your journey? Apr-Jun 25 (711) When planning and booking your journey, how easy was it to find information Rail Delivery Group bva
31 about where to find the bus replacement at the station? (Excl. | did not seek) Apr-Jun 25 (462)

& National Rail B d rc
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Journey to the station - Key satisfaction metrics

86% are satisfied with information during the journey to the station, with those experiencing no disruption the most positive. NR website or app is the most
used channel at this stage, and customers rate the information provided by this channel very highly. This is followed by the Train operator website or app,
which has seen a significant improvement in the information provided.

Overall, this quarter, customers gave a Top 3 channels used and their satisfaction (%):
satisfaction (with information provided)

YoY QoQ
percentage of;

Top 3 channels Satisfaction YoY QoQ

|b |b |‘ |‘ |b 86% National Rail website or app

w w w w o ' - 34 l. 93% n v

89% v © Train operator website or app
o
l‘ l‘ l‘ l‘ Minor disruption 2 25 l . 93 A) ca ©)
[ J [ ) [ 4 q 86% +6)  (+4)

Trainline or other 3rd party retailer website or app
Major disruption

o 19 l. 92% @
73% ¢5) (-1

No disruption

w

Overall, how satisfied were you with the information provided about your upcoming rail journey when on your way to the station? Which of the following information channels did Rail Delivery Group de"
33 you utilise when on your way to the station? How satisfied were you with the information that was provided on the channels you used when on your way to the station? (excl DK) _— Bdrc
Apr-Jun 25 (2248) & National Rail
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Overall satisfaction with information provided and information channels used
when making the journey to the station

Information at this point in the journey has improved at a quarter level, with figures across the quarter ahead of the same period a year ago, and more steady
than last quarter. Satisfaction is high amongst all channels with National Rail or Train operator channels performing best.

Information channels used and satisfaction with each when
making the journey to the station (%)
Total satisfied % Used

Overall satisfaction with information provided when making
the journey to the station - trended (%)

National Rail website or app 93 I -

3 88
86 7 86 g, 86
8> 83 84 4 Train operator website or app 93 - 25
81
Trainline or other 3rd party retailer website
or app 92 - 19
Journey planning website or app (e.g.
urney p ing website or app (e.g 91 -19

Google, Citymapper, TFL)

Notifications via Facebook
Messenger/WhatsApp/SMS from National o1 B s

Rail or the train operator

Via official industry social media feed i.e.
The train operator's Facebook page, 93 - 14

Network Rail X

,,y A a> A fz,b‘ A > A ,,y NN ,,y fzfo 2 fz§° o2 fzf’) o2 Video on National Rail X (formerly Twitter) o1 N
{0 «@ @fé\ ?\Q %\’b* 3\} \>\\f QQ%QJQ ov QOAO C’ \p <<® V“,b ?Q t‘@\\ 30 with a presenter explaining disruption
—e— Total satisfied ' i i i
| did not seek or see any information a;(t)?}st N/A - 25
Overall, how satisfied were you with the information provided about your upcoming rail journey when on your way to the station? Apr/May/Jun 25 (741/751/756). Which of the Rail Delivery Group de"

following information channels did you utilise when on your way to the station? How satisfied were you with the information that was provided on the channels you used when on your — Bdrc
way to the station? (excl DK) Apr-Jun 25 (2571) © National Rail
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Satisfaction with information channels

Satisfaction with NR website or app and Trainline are steady throughout the quarter. For Train operator website or app, this is more changeable but generally
very positive - likely driven by the nuances per TOC. Notifications via messenger services were used more so this quarter, and generally are perceived well.

Satisfaction of information channels when making the journey to the station - trended (%)
(Top 5)

293 g1 g1 92 903 > 94 93 94 94 o3

96
o1 ) 0
0 90 9 9 Journey planning
National Rail website or i

website or app
app (e.g. Google,
Citymapper, TFL)

Notifications via

Facebook

Train operator website Messenger/WhatsA

or app pp/SMS from

National Rail or the

train operator

'7/“‘ > fz,b‘ fvb‘ \\fz,b‘ P ax A ax sz,b‘ofz,b‘ofz,@ a2 AP P fz,@ofﬁ’)
92 Q2 89 89 94 88 92 gg 91 90 gg 93 g1 92 © <<o}3 %\fo vQ Q@ 30 N QQ(O@Q RS RO <<c}3’ I8 é@* >
Trainline or other 3rd 87 3 87 86

party retailer website or
app

/l/b‘\o{bb‘ q/V %VAQIV ’l/b( rz/b‘qu/b(Qq/b‘ fbb(Afz/b‘ Oq/b‘oqfo\oqjo q/<’) &qfOAqﬁo rlfO Total satisfied
3’0 <<® @rb ?sQ @’b BQ 3\} \} %Q O eo ) 3’0 <<® %\fb ?sQ Q’b BQ

How satisfied were you with the information that was provided on the channels you used when on your way to the station? (excl DK) Apr/May/Jun 25 - National rail website or Rail Delivery Group bva:
app (286/278/316), Train operator website or app (225/221/233), Trainline or 37 party website or app (166/168/173), Journey planning website or app (e.g. Google, Citymapper, - Bdrc
TFL) (155/149/163), Notifications via Facebook Messenger/\WhatsApp/SMS from National Rail or the train operator (117/147/145) © Netional Rail



At the station
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Announcements have improved notably on a year ago.

Overall, this quarter, customers gave a
satisfaction (with information provided)
percentage of;

|b |b |b lb |b 90% .

T

1

YoY

No disruption
o
95% (+4)
l‘ l‘ l‘ Minor disruption

o o o 86% (+4)

Major disruption

76% (+8)

Overall, how satisfied were you with the information provided about your upcoming rail journey when at the station? Which of the following information channels did you utilise

Return to contents

At the station - Key satisfaction metrics

At the station, 90% were satisfied with the information they are provided about their upcoming rail journey. This is a significant increase compared to a year
ago. The most used channel are screens on the platform area, followed closely by announcements at the station - both achieving 94% satisfaction rating.

Top 3 channels used and their satisfaction (%):
QoQ

Top 3 channels Satisfaction YoY

Screens on the platform area

(+1) ‘
N I&F ox

Announcements at the station

(+2)
o
B I o
(-1)
Screens showing trains times and platform numbers
il B ¥ 3% ©
(+4)

Rail Delivery Group bva:

37 when at the station? How satisfied were you with the information that was provided on the channels you used when at the station? (excl DK) April-June 25 (2471) © Netional Ral Bdrc

QoQ

(+1)

(+3)

(-2)
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Overall satisfaction with information provided when at the station

Looking at the trended satisfaction with information provided when at the station, figures improved in May 2025, and similar levels were seen into June 2025.
Ratings are higher than were observed in April-June 2024.

Overall satisfaction with information provided when at the station - trended (%)

o1 92 92
8
87 89 86 9 88

89 88

86 86 86 86 87

84 84 85

—-—Total satisfied

Jan-24 Feb-24 Mar-24 Apr-24 May-24 Jun-24 Jul-24 Aug-24 Sep-24 Oct-24 Nov-24 Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25

Overall, how satisfied were you with the information provided about your upcoming rail journey when at the station? (excl DK) Jan 24/Feb 24/Mar 24/Apr 24 /May 24/Jun 24 /Jul 24/Aug  Rail Delivery Group bva:
24/5ep 24/ Oct 24/Nov 24/Dec 24/Jan25/Feb25/Mar25/Apr25/May25/Jun2s

(808/809/809/817/820/821/824/804/819/823/808/814/821/821/819/831/815/822/831/815/822/803/822/832/823/826/822) © Natonal el Bdrc
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Information channels used and their satisfaction

Customers use a variety of channels at this stage, from screens, announcements, to NR website or app. Each channel receives very high satisfaction ratings.

Information channels used and satisfaction with each when at the station (%)

Total satisfied % Used Total satisfied % Used
Screens on the platform area Journey planning website or app (e.g. Google, R
P e - 29 Citymapper, TFL) %4
Announcements at the station 94 B s Trainline or other 3rd party retailer website or 90 . 11
app
Screens showing trains times and platform
93 2
numbers . o Help points on the platform area 92 N -
National Rail website or app 94 B Notifications via Facebook Messenger
/WhatsApp/SMS from National Rail or the train o1 . 10
operator
TV Screens in main departure hall / area 96 B
Via official industry social media feed i.e. The 92 . 9
train operator's Facebook page, Network Rail X
Station signage, posters and wayfinding 92 - 16
Video on National Rail X (formerly Twitter) with a . 8
- ; . o1
presenter explaining disruption
Train operator website or app 94 - 16
| did not seek or see any information at this point N/A . 8
Via a member of staff at the station 94 - 15
Which of the following information channels did you utilise when at the station? How satisfied were you with the information that was provided on the channels you used when at Rail Delivery Group bva

the station? (excl DK) April-June 25 (2524) & National Rail Bdrc
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Satisfaction with information channels

Return to contents

The top 5 most used channels perform strongly. Satisfaction with all 5 channels saw very high ratings throughout the quarter. Announcements at the station

improved upon ratings in the previous quarter (January to March 2025).

Satisfaction of information channels when at the station - trended (%)

(Top 5)

Screens on the
platform area

Announcements
at the station

Screens showing trains
times and platform
numbers

Jan-24

o6

94

Feb-24

Mar-24

Apr-24

May-24

94 9

597

g1 92 92

Jun-24

Jul-24

Aug-24

Sep-24

093 93

Oct-24

Nov-24

Dec-24

96

94

Jan-25

92 929

90 93 94 o1 2 g 02

Feb-25

Mar-25

4

95

o 94 95 95
(0]
90 5 AE8 gg 29 89 90 AQO gg

93 94 92 go 95 94 93 93 oo 90 93 89 97 94 94 g2 92 96

"‘*/\'_ww

Apr-25

May-25

Jun-25

National Rail website
or app

TV screens in the
main departure
hall/area

94 93

96 95
89 91 89

<+ - ¥ 3 <
oo s v
c o 5 5 >
T O @
oL =2 < s

—e—Total satisfied

How satisfied were you with the information that was provided on the channels you used when at the station? (excl DK) April 25/May 25/June 25 - Screens on the platform area
(234/235/223), Announcements at the station (221/235/222), Screens showing train times and platform numbers (197/193/187), National Rail website or app (204/185/209), TV
screens in the main departure hall/area (166/171/168)

94 95

85

Jun-24

94 94 95

0 o1 o1 o)
9 90 87

94 93 94 92

1

g7 °
N T T A 3
D R
398585 ¢
22390 z o
Rail Delivery Group

& National Rail

9

06

Jan-25

95 94 9395

o 9

Feb-25
Mar-25

bva:

Bdrc

Apr-25

May-25

8
295959

Jun-25
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Satisfaction with experiences at the station

Customers continue to be satisfied with their experiences at the station. Timeliness of platform information remains the most highly rated, even among the
major disrupted. Being kept up to date about the status of the train has also improved this year, albeit to a lesser extent for the major disrupted where often

this information is harder to provide.

Updates on the platform and train (%)

Timeliness with which platform information was announced

Overall No disruption Minor disruption
Total satisfied Total satisfied Total satisfied
93 96 92
YoY (+3) (+2) +3)
QoQ (0) (+2) (+4)

B \Very satisfied W Fairly satisfied ®Neither nor B Fairly dissatisfied

How satisfied were you with your experience with the following when at the station? (excl DK) (Timeliness with which platform information was announced
/Kept up to date about the status of the train) Apr-Jun 25 (2482/2472), No disruption (1624/1613), Minor (482/482), Major (376/377) © Notional Rail

Major disruption

Total satisfied
84

+7)

(+5)

B VVery dissatisfied

Kept up to date about the status of the train

Overall No disruption Minor disruption Major disruption
Total satisfied Total satisfied Total satisfied Total satisfied
86 92 80 65
YoY (+5) (+3) (+6) (+3)
QoQ (+3) (+2) (+2) (+1)

m\ery satisfied  WFairly satisfied ®Neither nor B Fairly dissatisfied  mVery dissatisfied
Rail Delivery Group bva
Ottt Bdrc
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Satisfaction with staff at the station

The availability of staff to help customers when at the station has significantly improved compared to the same time last year. This improvement is reflective
across disruption type with satisfaction for all groups increasing significantly compared to last year.

Staff available to help me (%)

Overall No disruption Minor disruption Major disruption
Total satisfied Total satisfied Total satisfied Total satisfied
87 88 87 81
YoY (+8) (+6) (+12) (+10)
QoQ (+2) (+1) (+1) (+1)

mVery satisfied  mFairly satisfied ®mNeither nor  ® Fairly dissatisfied  ®Very dissatisfied

) . o . . ) . . ] . ] Rail Delivery Group bvor
Focusing on the staff at the station, how satisfied were you with the following? (excl DK) April-June 25 (Available to help me) - Overall (2203), No disruption (1387), Minor (461), Major (355) _— Bdrc
& National Rail
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Interaction with staff at the station

53% of customers interacted with a staff member whilst at the station. The most common information asked for by respondents when approaching staff were
times of train departures, information on tickets and platform numbers, of which satisfaction is very high. The information provided by staff on the reason for the
disruption is well received, however estimated duration of the disruption is rated slightly lower, and is likely linked to this information being harder for staff to
provide.

Interacted with a staff What information did they Satisfied with the following (%)
member at the station (%) ask staff for? (%)
Platform number
Time of train departure - 49 77 18 41 Total;astisfied
QoQ (+10) Time of train departure
_ . 60 2is 2 Total satisfied
Information on tickets 0
. 4 Information on tickets 94
77 20 2 Total satisfied
Platform number . 38 Ability to use your ticket on other trains during disruption 97
60 29 42 Total satisfied
88
Cause of disruption . 28 Alternative routes to get to your destination
Total satisfied
2 9 2
Ability to use your ticket on i = : = = 85
other trains during l 21 Cause of disruption o
disruption 48 39 6 4 4 Total satisfied
: : : : 87
Alternative routes to get to I Estimated disruption duration
your destination 19 40 28 ) 8 4 Total satisfied
77
- - - Other
EYes mNO Estlmadti(rjaﬁs;upt|on I 14 76 14 0 Total satisfied
91
Other (please type in) I 5 m Very satisfied m Fairly satisfied ® Neither nor
m Fairly dissatisfied m VVery dissatisfied
Did you interact with a member of staff at the station? What information did you ask for? And how satisfied were you with the information you received? April-June 25 Rail Delivery Group

(2524/58-671/80-670)

& National Rail
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Interaction with staff at the station

The majority of respondents who asked staff for information whilst at the station said that staff were able to provide all the information they required. For the third
who did not receive the information they required, this was often relating to times of journeys, on navigation / next steps of the journey, or relating to disruption
information.

Was there any information What information were staff unable to give you?
that staff were unable to
provide (%)

The accuracy of the departure
The last train times

The reason for the disruption | asked about transportation
modes such as bus services.

mYes mNO What platform to go to Time for the return journey

Is there any information you asked a staff member(s) for that they were not able to give you? What information did you ask a staff member(s) for that they were not able to give Rail Delivery Group bvar
you? April-June 25 (424) © National Rail Bdrc



Stage informed about the rail replacement bus (%)
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Stage informed about rail replacement bus and ease in finding such information

Positively, the trend shows that fewer customers are receiving rail replacement bus information at the station and instead get this information in advance of
their journey. Where information was provided about the bus replacement at this point, the majority felt this information enabled them to easily find the bus
departure point with a significant increase compared to last year and the majority also find it easy to find the live location of the bus.

Ease with finding bus

departure point (%)
Total ease
96

62 61 YoY (+8)

QoQ (+3)
mQ1 2024/25
B Q2 2024/25

39
38 m Q3 2024/25
Q4 2024/25
B Q12025/26
At the planning and At the station m\Veryeasy MFairly easy MMNeither nor ®WFairly difficult ®Very difficult
booking stage
45 What stage were you informed about the rail replacement bus for your journey? April-June 25 (711) When at the station, how easy was it to find information about the following..? Rail Delivery Group bva

(Excl. I did not seek) April-June 25 (246/679)

& National Rail B d rc
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Overall, this quarter, customers gave a
satisfaction (with information provided)
percentage of;

|b |b |b lb |b 91%

w w w w No disruption
95%

l‘ l‘ l‘ l‘ I Minor disruption
S & o o 80%

’ Major disruption

74%

YoY

(+5)

+7)

On board the train - Key satisfaction metrics

QoQ

(+4)

(+3)

(+1)

(+10)

Top 3 channels used and their satisfaction (%):

Top 3 channels

Return to contents

Overall, the satisfaction score given to information provided on the train was 91%. Satisfaction with this stage of the journey for the non-disrupted sees a
significant increase compared to a year ago. Customers rely most on screens on the train, of which nearly all are satisfied with the information they provide.

Satisfaction

Screens on the train
— E

Automated announcement on the train

27

Live announcement delivered by
member of staff on the train

24

8 Overall, how satisfied were you with the information provided about your rail journey when on board the train? Which of the following information channels did you utilize when
4 on board the train? How satisfied were you with the information that was provided on the channels you used when on board the train? (excl DK) April-June 25 (1761)

I o7

I o4

IF 3

Rail Delivery Group
& National Rail

YoY

(+1)

(+1)

bva:
Bdrc

QoQ

(+3)

(+1)

(0)
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Overall satisfaction with information provided when on board the train

Satisfaction with information on board the train improves during the quarter, with scores ahead of the same period a year ago.

Overall satisfaction with information provided when on board the train - trended (%)

Jan-24 Feb-24 Mar-24 Apr-24 May-24 Jun-24 Jul-24 Aug-24 Sep-24 Oct-24 Nov-24 Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25

—o—T0tal satisfied

Overall, how satisfied were you with the information provided about your about your rail journey when on board the train? (excl DK) July /Aug/ Sep/Oct/Nov/Dec 23/ Jan- Rail Delivery Group bva:
24/Feb-24/Mar-24 /Apr-24 /May-24 /Jun-24/ Jul 24/Aug 24/Sep 24/0ct 24/Nov 24/Dec 24/Jan 25/Feb 25/Mar 25/Apr 25/May 25/Jun 25 _ Bdrc
(622/622/629/626/574/580/597/646/589/582/589/630/629/636/626/641/641/575/606/642/630/597/604/560) © Netional Rail
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Information channels used and their satisfaction

Information channels used on board the train generally achieve a high satisfaction rating. NR website or app, and screens on the train perform highest.

Information channels used and satisfaction with each when on board the train (%)

Total satisfied % Used

Total satisfied % Used

Via official industry social media feed i.e.

Screens on the train 97 - 35 The train operator's Facebook page. 95 | -
Network Rail X
Notifications via Facebook Messenger
Automated announcement on the train 94 - 27 /WhatsApp/SMS from Natlo?falir?zléggthoer 89 I 6

Live announcement delivered by member B Vlde\?viﬁk?a’x\laile?snear:tzfléz (g?:i*r‘]erg’i;t’j/'tttiirn) 93 ;s
of staff on the train 93 P P 9 P
I did not seek or see any information at this N/A | 19
National Rail website or app 08 - 16 point
Train operator website or app 93 - 12
Via a member of staff on the train 96 . 9
Trainline or other 3rd party retailer website 95 . 9
or app
Journey planning website or app (e.q. 92 .
Google, Citymapper, TFL) 8
Which of the following information channels did you utilise when on board the train? How satisfied were you with the information that was provided on the channels you used Rail Delivery Group bvar

50 when on board the train? (excl DK) April-June 25 (1815) & National Rail Bdrc
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Satisfaction with information channels

Nearly all customers are happy with the information they receive from screens on the train, via automated announcements, and National Rail website or app.
Live announcements perform strongly, albeit show some movement in June 2025 though not significant.

Satisfaction of information channels when on board the train - trended (%)

(Top 5)
9595 94 94 94 o,94 98 96
Y95 Y93 00 96 94960, 9496 94 97 95 o1 P WP 90 90 91 92 ¥ gg 91 gg 92 o
. National Rail website or
Screens on the train
app
g8 92 8786 93 95 95 96 8§0 91 93 &7 92 96 g2
92 95 9194 92 93 92 92 92 (P495.93 92 95 96 95 92 W_W
Automated . .
Train operator website or
announcement on the
train app
N D D D A L D A D A R~ A €0 BN Ko N Ko I No R (o BN Ve ]
g g g g g g g g gogaoaqgqd
91 9295 93 92 98 94 96 96 95 g1 92 96 95 C 0 %5 5 >c = 0oy 2 0 Cc a5 5 >¢
~ < 8 § §22293°5288288¢82223
Live announcement
delivered by member of
staff on the train
N N SN AN AR S SR S AR A A AN (o B (o B (o B To B To R Vo
Mg g g g g g gl gh g g gl qh e qe g gl o
C.QEE>~C3’U)Q“O’>UC_O(‘EE>~C
T Ps< 235280288 ¢s=< 23
—o—Total satisfied
How satisfied were you with the information that was provided on the channels you used when on board the train? (excl DK) Oct'24/Nov'24/Dec'24 - Screens on the train Rail Delivery Group lB)\(/ZIQ
o rc
& National Rail

(198/211/194), Automated announcement on the train (139/146/154), Live announcement delivered by member of staff on the train (108/128/117), National Rail website or app
(86/76/96), Train operator website or app (73/58/51)
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Satisfaction and ratings of announcements on board the train (1/3)

At an overall level, satisfaction with announcements on board remains high and consistent with the same period a year ago. In particular, announcements are
seen as useful, and keep customers informed at the right time.

Announcements on board the train (%) Announcements are The frequency of
Live useful, they keep me announcements is right, they
They were an The frequency announcements informed at the right time ~ are repeated appropriately
appropriate They were made at was at an delivered Strongly agree
length an appropriate time  appropriate level confidently
Total satisfied Total satisfied Total satisfied Total satisfied
95 91 91 93
YoY (+3) (+3) (+2) (+3)
QoQ (+2) (+1) (+2) (+2) _ 8.5
YoY (+0.3)
QoQ (+0.1) YoY (+0.3)
QoQ (+0.1)
Strongly disagree
B Very satisfied m Fairly satisfied B Neither nor
m Fairly dissatisfied mVery dissatisfied
Thinking about the announcements that were given on board the train, to what extent were you satisfied with the following? (excl DK) April-June 25 (766/757/766/726) Thinking Rail Delivery Group bva

52

about all the announcements you were given on board the train, to what extent do you agree or disagree with these statements? April-June 25 (769) © Netional Ral Bdrc
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Satisfaction and ratings of announcements on board the train (2/3)

For non-disrupted customers the satisfaction with all measures remains consistently high. The length of announcement is perceived well by those
experiencing a disruption, though the timing and frequency could be improved. The desire for this information is likely to be stronger amongst the majorly
disrupted, who require information to make a decision regarding the next steps for their journey.

No disruption

m \Very satisfied
m Fairly dissatisfied mVery dissatisfied

m Fairly satisfied

Thinking about the announcements that were given on board the train, to what extent were you satisfied with the following? (excl DK) April-June 25 No disruption

Announcements on board the train (%)

Live
They were an They were made Th:,i;r:g: :: <y announcement
appropriate atan . s delivered
length appropriate time appropriate level confidently
Total satisfied Total satisfied Total satisfied Total satisfied
96 96 94
YoY  (+1) (+4) (+3)
QQ  (+2) (+3) (+2)

m MNeither nor

(621/612/623/586), Minor (80/80/79/86), Major (65/65/64/64)

Minor disruption

The frequency Live
They were an They were made was at an announcements
appropriate at an appropriate delivered
length appropriate time level confidently
Total satisfied Total satisfied Total satisfied Total satisfied
90 72 81 79
+7) (-9) (+1) (+1)
(0) (-12) (+8) (-9)

36

m Very satisfied m Fairly satisfied m Meither nor

m Fairly dissatisfied mVery dissatisfied

Major disruption

Live
Theywerean  Theyweremade  'he frequency announcements
appropriate atan was atan delivered
length appropriate time ~ 2PPropriate level confidently

Total satisfied Total satisfied Total satisfied Total satisfied

90 72 70 74

+7) (+5) (+5) (+6)

(+2) (-3) (-8) (-1

37

37

m \Very satisfied m Fairly satisfied m Meither nor

m Fairly dissatisfied mVery dissatisfied

bvor

Rail Delivery Group
T o Bdrc

& National Rail
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Satisfaction and ratings of announcements on board the train (3/3)

Announcements are meeting the majority of all customer types' expectations. For those experiencing a major disruption, usefulness and timing could be
improved to ensure customers are kept informed with relevant information as things progress during their disruption.

Announcements on board the train (%)

No disruption

Announcements are The frequency of
useful, they keep me announcements is right,
informed at the right they are repeated

time appropriately

Strongly - Strongly
U . s naree
vov o3 (I 86
QoQ (+0.1) YoY (+0.2)
QoQ (0)
S'trongly Strongly
disagree disagree

Announcements are
useful, they keep me
informed at the right

Minor disruption

The frequency of
announcements is right,
they are repeated
appropriately

Strongly
agree

YoY (0)
QoQ (-0.1)

Strongly
disagree

Thinking about all the announcements you were given on board the train, to what extent do you agree or disagree with these statements? April-June No disruption (624),

Minor (80), Major (65)

Announcements are
useful, they keep me
informed at the right
time

Major disruption

B 76

YoY (+0.3)
QoQ (-0..3)

Rail Delivery Group

& National Rail

The frequency of
announcements is right,
they are repeated
appropriately

B 5.0

bvar
Bdrc

YoY
(+0.7)
QoQ
(+0.4)
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Type of information provided on board the train

The next stops on the journey was the main piece of information delivered to customers, followed by the stations it will call at. Disruptions on other routes are
more likely to be provided to those who are experiencing a major disruption, which will help towards planning the next steps of their journey:.

Information provided when on board the train (%)

Informed about the next stop

Informed about the stations that the train
will call at

Informed about the destination in
announcements and on screens

Announcements about disruptions on
other routes

14
14

2
NI!

Announcements if the train stops

unexpectedly or if departing a station late 12

G0
©

None of these

When on board the train, were you provided with any of the following..? April-June 25 (1815)

16

17

19
8

\
O
V)

This increases to 33% among those
experiencing a major disruption.

66

66

Return to contents

B Q12025/2026
B Q4 2024/2025
B Q3 2024/2025
m Q2 2024/2025

Q1 2024/2025

Rail Delivery Group bvar
& National Rail B d rc
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At destination/interchange station - Key satisfaction metrics

At the destination/interchange station, 91% of customers are satisfied with the information received. This has significantly increased and is driven by the non-
disrupted. Customers are most likely to use NR website or app, and live or automated announcements. All receive very high ratings of between 93-94%.

Overall, this quarter, customers gave a satisfaction
(with information provided) percentage of:

wMM%ﬁhé

95%

Minor disruption

'H‘ 'H‘ 'ﬂ‘ 'ﬂ‘ ‘l o
Major disruption

81%

Information provided following the rail journey (%)

45% 30%

Top 3 channels used and their satisfaction (%):

YoY QoQ

Top 3 channels Satisfaction YoY QoQ

(+6) (+3)
National Rail website or app

(o)
46)  (+3) 1 - 22 IWF 94% Ca) )

+3)  (+2) Live announcement delivered by a
member of staff at the station

20 Ig 93%

(+9)  (+6) 2

(+3) (+1)

Automated announcement at a station

3 -20 I 0904% “)  (©)

[ [T

SEEEEeEeEses . .

poeeeememm Connecting train .......... Onward travel
(T[] ll.ll.ll.l

Overall, how satisfied were you with the information provided about your rail journey when at the intermediary and/or destination station? April-June 25 (2345) Which of the following
information channels did you utilise when at the intermediary or destination station? How satisfied were you with the information that was provided on the channels you used when

Rail Delivery Group bvar

at the intermediary and destination station? (excl DK) April-June 25 (2482) Following your rail journey, were you provided with any of the following information..? © National Rail Bdrc

April-June 25 (825)
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Overall satisfaction with information provided when at destination/interchange
station

Despite a dip in satisfaction in February, ratings of information provision at this stage remains strong and continues to improved across April-June 2025, and
ahead of the same period a year ago.

Overall satisfaction with information provided when at destination/interchange station - trended (%)

O o 1% o O O e o
e) & I NG «@ X W Q@ W S N, @ o X P NG «@ X W Q@ W
—e—Total satisfied
Overall, how satisfied were you with the information provided about your rail journey when at the intermediary and/or destination station? (excl DK) Rail Delivery Group bva:
Oct'23/Nov'23/Dec'23/Jan'24/Feb'24/Mar'24/Apr'24/May'24/Jun'24/July'24/Aug'24/Sept'24/0ct'24/Nov'24/Dec'24/Jan'25/Feb'25/Mar'25/Apr 25/May 25/Jun 25 _— Bdrc

tional Rail

(754/761/749/752/750/772/752/748/768/764/729/760/770/766/755/764/756/747/760/756/774/777/789/779) S
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Information channels used and their satisfaction

3in 4 are seeking information at this point in the journey. Customers typically use a mix of channels at this point, and these are perceived very positively.

Information channels used and satisfaction with each when at destination/interchange station (%)

Total satisfied % Used Total satisfied % Used
National Rail website or a Trainline or other 3rd party retailer website or
o o4 [ 22 o 97 M
Live announcement delivered by a member 93 - Notifications via Facebook Messenger
of staff at the station 20 /WhatsApp/SMS from National Rail or the train 89 . 12
operator
Automated announcement at a station 94 - 20 Via official industry social media feed i.e. The 89 .
train operator's Facebook page, Network Rail X 10
Station signage, posters and wayfinding 02 - 19
| did not seek or see any information at this point N/A - 26
Train operator website or app o3 - 17
Via a member of staff at the station 95 - 13
Journey planning website or app (e.g. 92 - 13

Google, Citymapper, TFL)

Which of the following information channels did you utilise when at the intermediary or destination station? How satisfied were you with the information that was provided on the Rail Delivery Group bva
channels you used when at the intermediary and destination station? (excl DK) April-June 25 (2482) © Netional Ral Bdrc
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Satisfaction with information channels

The majority of the channels achieve high levels of satisfaction. Train operator websites or apps are more variable but are better able to support customers
during May and June 2025,

Satisfaction of information channels when at destination/interchange station - trended (%)

(Top 5)
National Ra|l 5 Station Signage, 88 90 94 a1 93 90 90 89 92 86 9 92 92 92 94 9 92 90
website or app 4 92 92 92 93 929 posters and
9 wayfinding
Live 04 08 06 97 94 98 94
annguncement 94 92 93 93 92 93 93 93 93 9303 Train operator
member of staff at 6 ©7 7
the station
< ¥ Y Y Y Y SN ¥ ¥ Y S ¥ O 0 0 0 0w
Automated o1 91 0194 92 Q2 93 93 92 93 94 94 S 2 5858 % 5392833858 E a3 S
announcement at S 2 <35 T 0 zao0>w =2 <3S
a station
,7/& ,7/()‘ ,z/bs q/b‘ Qy ’7}‘ ,bv Qy ,,y Q’D(AQ’D\ ,bv qjo ,7/<o qjo qjo rgo qjo
SRCECR IS S P A R A RS
—e—Total satisfied
How gatisfied were you with thelinformation that was provided on the channels you used when at the jntermediary and destilnati(I)n station? (excl DK) Apr 25/May 25/Jun 25 - Natiorjal Rail Rail Delivery Group de"
website or app (202/188/188), Live announcement (154/178/175), Automated announcement at a station (162/151/166), Station sighage, posters and way finding (167/163/164), Train e — Bdrc
& National Rail

operator website or app (146/139/141)
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Information channels used and their satisfaction

Return to contents

2 in 5 customers do not seek or come across information about their trip after this has concluded. For those who do seek information, the most used

channels are the National Rail or Train operator website or app. Customers are generally very satisfied with the channels used at this point.

Information channels used and satisfaction with each after the journey (%)

National Rail website or app

Train operator website or app

Trainline or other 3rd party
retailer website or app

By phone or via a call centre
Automatic delay repay

| did not seek or see any
information at this point

Total satisfied

93

94

95

93

o1

N/A

% Used

I -:

Which of the following channels did you utilise information about your rail journey after you had completed the journey? How satisfied were you with the information that was

provided on the channels you used after you had completed the journey? (excl DK) April-June 25 (2571)

Rail Delivery Group bva:

& Nationa

| Rai

Bdrc
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Satisfaction with information channels

Generally, customers are satisfied with the information channels after the journey has finished. Since the significant declines observed for automatic delay
repay, information via this channel has improved and was remained relatively consistent across the last 3 months.

Satisfaction of information channels after the journey - trended (%)
(Top 5)

93 97,

93 96 g3 93 94

95
National Rail 93 92 90 9o 92 o1 92 a1 By phone orviaa 8
. 88 87 87 88
website or app call centre

Automatic delay

Train operator 89 89 9°

87

website or app repay
,,y > mVAmD‘QmV mb‘qu,b‘ A A Qm“‘(\fzfo a2 a2 \\fzf’jofzf’J
@ Q8 8 8 Y P o 0 P o S
. 95 94 g5 90 gg gg 91 66 89 89 89 89 93 92 91 98 93 95

Trainline or other
3rd party retailer

website or app

fz,V A A A P P > A A fzﬁo a2 P AP 750 750 _
(& & & Ygo\\ NS \\9 Y > O (& 9 Q@ —e—Total satisfied
How satisfied were you with the information that was provided on the channels you used after you had completed the journey? (excl DK) Apr 25/May 25/Jun 25 - National Rail Rail Delivery Group bva:
website or app (245/254/255), Train operator website or app (208/235/257), Trainline or 3@ party retailer website (152/141/180), By phone or via a call centre (135/139/148), _— Bdrc

Automatic delay repay (89/103/98). © National Rail
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Overall rating of information provided about the delay (1/2)

Overall, nearly 4 in 5 customers believed that the TOC had kept them fairly or well informed about the delay which is significantly higher than last year. This is
driven by those experiencing a delay to their journey. The experience among those cancelled worsens in April, before improving in June - albeit the changes
are not significant and low in base size.

Overall rating with information provided about delay by disruption (%)

Overall Minor disruption  Major disruption Cancellation —otal Well Trend
Total Well Total Well Total Well Total Well
78 84 72 64 86 89
YoY  (+8) (+8) (+4) (+12) 8
‘ 81 % g1 82 83 fe g
QoQ  (+7) (+6) (+4) (+10) 7 < 6 79 —
4 , oiF:
72 /70 I
31 e Ny 6 ’, S % ) %
66 N\ — SO /4 7
60 /B1g5 Q1 o8 66 65 §6
2 2
4o 50 5 51
46 47
46
43 43
33 * %

A ah N A A A,fz? A AP kﬂﬁ” &,'150 L
N R é\’b\\’ SN ?\\9 R 9 & ¥ F @R V\’b\\’ S

—e—Overall =—e=Minor disruption =—e=Major disruption -—e=Cancellation
mVery well mFairly well m Neither mFairly poorly mVery poorly

Overall, how well do you think the train company kept you informed about the delay or cancellation? (excl DK) April-June'25 (909/487/422/92) Apr 25/May 25/Jun 25 - Overall (302/271/336);  Rail Delivery Group bva
Disruption: Minor (162/157/168), Major (108/86/136), Cancellation (32/28/32) ""Refers to where the base is below 30 and too low to show. © Netional Ral Bdrc
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Overall rating of information provided about the delay (2/2)

Focusing solely on cancelled and majorly disrupted customers, April was fairly consistent with last quarter. However, in May ratings were at the highest
they've been and although this dropped slightly in June information was still rated higher than any other month since we began tracking this measure.

Satisfaction ratings are higher than they were this time last year.

Overall rating with information provided about delay including PiDD historic data -
focusing only on cancelled and major disruption (%)

Total Well Trend

OO0 OO0 OO0 o o o o o d NN NN ANNNNANNNOOOOOOOOOOOOSSTIT I I I T I I I T T O LWLW LW LW LW
FEAITIIIIFIITIITHIFFIIIIIIIIIIIIIIITCIIIIIXIIIIIIIIISI A
Q6>05QLS@Q—"6>UCQ‘—L>-C_'@Q_"—'>OCQLL>~C_’CDQ_"—’>OC_QLL>~C_’O70_"—’>OCQ‘—L>-C
0) 0 0 o 5 0 O Vo 0B85 3 50ROV oI350 LODIcoVI2TS2IT0LODISOIE T S
Hh°Zz2aoa8Ps 2200z 2=2<s" 2320z L2>3<s5s39 2P0z L>3<sa272Hp0zao5L=<s =
Overall, how well do you think the train company kept you informed about the delay or cancellation? Apr 25/May 25/Jun 25- Overall (140/114/168), Rail Delivery Group lB)\éo

rc

66 Disruption: Dotted lines refer to data where responses were not possible due to no panel data for this period of time or pause in fieldwork during the pandemic © Netional Ral
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Avanti West Coast, EMR and London Northwestern Railway have seen a significant increase in ratings of the information provided during a delay. The top
performing TOCs are Heathrow Express, the Elizabeth line, London Northwestern Railway and EMR (though bases are low so treat with caution).
Overall rating with information provided about delay by disruption (%) with YoY change
Share of disruption type % Share of disruption type % Share of disruption type %
Jotat Total Well Total Well : -
Well Minor Major None Minor Major None Minor Major None
*70 14 19 66
avanrt A 83 19 15 65 Great Northern *83 > 18 0 NORTHERN !
WEST COAST (+23) +7) (-9) ©) _V () (_73) o (?12) (+7) (-1 (-5) (+5)
*76 21 20 59 66 Scot ok Base size too low
12 2 ScoTLAND'S RAILWAY
c2c (+6) -2 4 ¢e) cWr b 2 = (63
*77 17 19 64
Chilternrailways . Base size too low @ *95 35 14 51 southeastern (+8) (+5) (+7) (-12)
by arriva Heathrow (+13) (+12) (-13) 1)
p : % Hull Trains o 12 5 74
crosscountry g~ 84 27 17 56 *x Base size too low (-2) (-15) -7) (+24)
by arriva (+13) (+6) (-2) (-5)
South Western *76 17 14 69
EM *90 16 14 69 LNER . Bace sive too | 7 Railway (+15) =) -3 (-2)
= (+23) 2) (-11) (+12) ase size too low
o ThamesLink/ *70 18 18 64
v | "90 29 1 60 WM iiimester *90 23 19 58 (+2) -2) -2) (+4)
- (+7) (+3) (-16) (+13) (+21) (-8) (-13) (+20) \¢
) *
7 68 14 21 65
G\ . - EXPRESS (-6) (-10) (2) &)
) PN o Base size too low Q- 84 31 17 53
(+14) (+3) (+2) (-2) ®
* TRAFI:!IDIAETH (IYMR_LI Kk Base Size tOO LOW
GRAND CENTRAL ok Base size too low lu mO , TRANSPORTFORWAI -
o Base size too low
% V.V, West *81 15 15 69
reateranglia 8o 23 18 59  _( Merseyrai 4,04 Midiands . .
9 9 (-6) +3) (-3) (+1) ok Base size too low A" Railway (+14) v o 9
Rail Delivery Group bvar
67 Overall, how well do you think the train company kept you informed about the delay or cancellation? (excl DK April-June'25 - Overall (2571), Disruption type: Minor (491), Major ﬁ Bdrc

(428), None (1652). "Refers to TOCs where the base is below 50. “"Refers to TOCs where the base is below 30 and too low to show.
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Overall satisfaction with aspects of information provided during the delay (1/4)

Overall, about 3 in 4 are satisfied with aspects of the delay information they receive, and all measures have increased significantly since last year. The
consistency of information continues to be the most positive metric, and compensation information and frequency of updates have improved.

Overall satisfaction with aspects of information provided during the delay (%)

Frequency of Information about the The time taken to Information about Consistency of the
updates length of the delay inform about the delay compensation or delay repay information
Total satisfied Total satisfied Total satisfied Total satisfied Total satisfied
77 73 75 74 79
YoY (+9) (+6) (+8) (+9) (+10)
QoQ (+5) (+2) (+5) (+5) (+6)

mVery satisfied W Fairly satisfied ®mNeither nor  mFairly dissatisfied  mVery dissatisfied

How satisfied were you with the following aspects of the information provided in relation to the delay or cancellation you experienced during your journey? (excl DK) April-June'25 Rail Delivery Group bva
(Frequency/Length/Time Taken/Compensation/Consistency) - (912/914/910/880/910) © Netional Ral Bdrc
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Overall satisfaction with aspects of information provided during the delay (2/4)

Trended data over time highlights the improvement in ratings for all measures this quarter, with every measure receiving it's highest rating since the
beginning of 2024. Overall, this highlights that customers are satisfied with how the information is being delivered and overall satisfaction is steadily
increasing each quarter.

Overall satisfaction with aspects of information provided during the delay - trended (%)

Frequency of
updates

Information
about the length
of the delay

The time taken
to inform about
the delay

=o==Total satisfied

How satisfied were you with the following aspects of the information provided in relation to the delay or cancellation you experienced during your journey? (excl DK)
April-June 25-Frequency of updates (303/272/337), Length of delay (306/271/337), Time taken (302/271/337), Compensation (297/264/319), Consistency (305/271/334)

80 78
77 74 g7

72 72 71

73 78

IS 73 2
68 4, 68 70 5, 65 65 68 67 67 67 69 72 69
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65 67 66 68 71 63 7170 71 68 g7 69 71 69 71 72 _a 74
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Information about
compensation or
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Consistency of the
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Overall satisfaction with aspects of information provided during the delay (3/4)

Satisfaction across all three measures is lowest amongst cancelled customers and highest amongst those who were minorly disrupted. Satisfaction with the
time taken to inform about the delay dropped significantly in May among cancelled passengers but then rose significantly in May and June.

Overall satisfaction with aspects of information provided during the delay - trended (%)

Frequency of
updates

Information about
the length of the
delay

The time taken to
inform about the
delay

—Magjor disruption = ===Minor disruption = —e=Cancelled passengers

How satisfied were you with the following aspects of the information provided in relation to the delay or cancellation you experienced during your journey? (excl DK) Rail Delivery Group bvar

/70 April-June'25- Frequency of updates (303/272/337), Length of delay (306/271/337). Time taken (302/271/337) “"Refers to where the base is below 30 and too low to show. © National Rail Bdrc
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Overall satisfaction with aspects of information provided during the delay (4/4)

Consistency of information and information around compensation is better for those with a minor disruption, while for a major disruption or cancellation there
is still room to improve.

Overall satisfaction with aspects of information provided during the delay - trended (%)

Information about
compensation or
delay repay

Consistency of the
information

Y‘\fb 3\3 30 ?\\\rq CQQQ OO eO Q@ N <<® @’b ?9 @fb §0

I % D D
NV NV SV e

— Major disruption (more than 15 mins) ===Minor disruption (less than 15 mins) =—e=Cancelled passengers

How satisfied were you with the following aspects of the information provided in relation to the delay or cancellation you experienced during your journey? (excl DK) Rail Delivery Group bvar
April-June'25-Compensation (297/264/319), Consistency (305/271/334) ""Refers to where the base is below 30 and too low to show. S Netional Rail Bdrc
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Provision of information during disruption and the reason given

Frequent updates are the main types of information provided to customers in the event of disruptions. Engineering works were the biggest disruptor during
this quarter, with issues relating to trains following behind.

I
3%7

I
49,
”
236

Type of information provision during the disruption (%) Reasons for the given disruption (%)
. Engineering works
Frequent updates on what is
being done to put things right
Trains
Alternative ways to reach mQ125/26 External factors
my destination mQ4 24/25
mQ324/25 Infrastructure
Information about when the m Q2 24/25
inci i \Xeather/season factors
incident will be resol.ved/normal Q124/25
service resumed
Other
None of these Don't know/can't remember
72 During the disruption, were you provided with any of the following..? April-June'25 (306). What was/were the reason(s) given for the disruption? April-June'25 (306)

mQ125/26
el TRV
23 28
mQ324/25
-g-iﬁé mQ224/25
Q124/24
F
%
%5
X
Rail Delivery Group bva
Ottt Bdrc
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Information given on reason for delay

Return to contents

Over 7 in 10 customers were informed about the reason for their delay amongst those who were disrupted. Clarity and trustworthiness of the information was
rated very highly with usefulness being rated a little lower but still being rated useful by over 8 in 10 passengers.

Informed about reason for delay
(% yes)

W Yes

H No

During the disruption, were you informed about the reason for the delay/cancellation? To what extent did you trust the information that was provided to you about the reason for
the delay/cancellation? How would you rate the usefulness of the information provided to you about the reason for the delay/cancellation? How would you rate the clarity of the

Trust the information
provided? (%)

Total Trust
92

36

m | trusted it a lot

B | trusted it a little

® Neither nor

B | didn't trust it much
m | didn't trust it at all

information relating to the reason for the delay/cancellation? Apr-Jun 25 (613/438/438/438)

Usefulness of

information provided (%)

Total Useful
83

12

m Not at all useful
m A little useful

B Somewhat useful
m Very useful

m Extremely useful

Clarity of information
provided (%)

Total Clear
93

35

m Very clear

m Clear

m Neither clear nor unclear
® Unclear

m Very unclear

Rail Delivery Group bvar

Bdrc

& National Rail
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Delay length

Over 7in 10 of disrupted customers were given an estimate for the length of their delay. For the majority of customers, the delay was 30 minutes or less, with
an average of 23 minutes long. There was a significant increase in the average wait times for leisure passengers this quarter.

Were you given an estimate for how long the delay will be

. 5 (o
going on for? (%) How late was the arrival to the destination station trend? (average

in minutes)

YoY (-3)

QoQ (-6) mYes mNO

YoY (+3)
QoQ (+6)

How late was the arrival to the destination station? (%)

YoY (0)
QoQ (0)

B L ess than 15
mins

W 15-30 Mins

YoY (+7)
Average QoQ (+18) Q123724 Q2 23/24 Q3 23/24 Q4 23/24 Q124/25 Q2 24/25 Q3 24/25 Q4 24/25 Q1 25/26
B 31-45 mins
23 59 31-45
YoY (-5)
QoQ (-17) W46 mins + =@-Overall —e—Commuters —8—Business —e—| cisure
) , ) ) i ) , o ) . Rail Delivery Group bva:

Were you given an estimate for how long the delay will be going on for? April-June'25 (919) How late did you arrive at your destination station? April-June’ 25 (713) _— Bdrc

& National Rail
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Validity of ticket with alternative TOCs when disrupted

Over 2 out of 5 customers who experienced major disruption saw information about travelling with alternative TOCs. The majority received this information
via social media. 87% of customers were satisfied with the channel used to receive this information.

Satisfaction with how information

Saw information about How the information was , c
ticket being valid with other received (%) was received (%)
TOCs during major Total Satisfied
disruption (%) 87

Via social media _ 46
Via a member of staff at the station _ 37
Via National Rail app/website _ 32
Via a train company app/website _ 23
Via SMS message _ 18
Via train announcement _ 18 8

3

mYes mNo mNotsure Via station announcement _ 17 m Very dissatisfied
W Fairly dissatisfied

m Neither
m Fairly satisfied
m Very satisfied

Via the screens at the stations - 8

You stated you experienced a major disruption during your journey, do you recall seeing any information about your ticket being valid with alternative Train operating Rail Delivery Group bva
Companies? How did you receive this information? How satisfied were you with how you received this information? April-June 25 (428/187/187) © Netional Ral Bdrc
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Validity of ticket with alternative TOCs when disrupted

95% of customers who were disrupted rated the information received around travelling with alternative TOC's as clear. Half of disrupted passengers said in
future that they would like to receive this information through social media.

How they would like to receive
Clarity of information (%) the information in the future (%)

Total Clear

05 Via social media _ 50
Via the National Rail app/website _ 35
Via a member of staff at the station _ 31
Via SMS message _ 27
Via station announcement _ 21
Via a Train Company app/website _ 20

Via train announcement - 13
m Very clear

m Clear Via screens at the station - 10
m Neither clear nor unclear

m Unclear
m Very unclear

6 How would you rate the clarity of the information relating to your ticket being valid with alternative Train Operating Companies? In future, how would you want to receive this Rail Delivery Group bva
7 information? Apr-Jun 25 (132/291) Bdrc

& National Rail
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Improvements desired for information on disruptions in the future

Frequent and reliable updates remain the top desired information when handling disruptions and cancellations. These are followed by consistency of
information and the amount of information provided, so that people are able to make decisions on what to do next with their journey.

Information improvement desired for future disruptions or cancellations (%)

33 %433
222223 222 22, 5121
g asgs 19619 4
“ ‘ ‘ “ ‘ ‘ “ “ “ ‘ “‘ ‘ ‘16171717

Frequency Reliability Con5|s;cency Ease of The The Relevance The The speed
o .
of updates . of the_ formation 'amountlof understanding delivery  accuracy of - of the_ usefulness \ith which
information - information the style (eg  information information ofthe  information
provided  provided  information toneof  given about provided  information was
bout th i . .
a g:lay e  provided voice) the delay provided

If you were to be disrupted again which of the following would you have liked to be improved? April-June 25 (919)

1515

910 10
||‘ Ii8|9

The time The
takento  information
resolve the about
problem  alternative
transport
Rail Delivery Group

& National Rail

mQ125/26
B Q4 24/25
mQ324/25
mQ224/25
mQ124/25
mQ423/24

8gg8 8|
None

of the
above

bvar
Bdrc
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Awareness of the video

44% of passengers said they were aware of the disruption videos when asked. After being prompted by the video, of those initially unaware, 17% stated they
had in fact seen these videos. Of those who initially stated they were aware of the videos, 88% said they had seen this video. After being prompted by the

video, a small proportion of respondents (12%) subsequently changed their answer and stated they had not seen this video. Of those who had seen the video
before over three quarters said they had used it to help them find out about the disruption.

Unprompted awareness (%) Awareness after seeing the video (%)

Among those who were unaware unprompted

Among those who were aware unprompted
QoQ (+3) QoQ (-2)

QoQ (-2)

12

QoQ (+12)

88 QoQ (+2)
QoQ (-3)

B Yes - this is the type of video | was thinking about

HmYes mNO

® No - | have not seen this type of video before

Usage of video (%) - among those who were aware after seeing video

QoQ (-3)
QoQ (-10)

mYes mNo mNotsure

QoQ (+3)

B Yes mNO

Rail Delivery Group bva:
Are you aware of videos being used to communicate disruption on train routes? (2571) You said in the previous question that you were aware of these videos, is this still the case? A

o Bdrc
(1177) Now having seen an example, were you previously aware that these videos exist? (1394) Have you ever watched one of these videos to find out about disruption (1305)  Netonst
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Ratings of the video on disruption

Over two thirds of respondents said they would be likely to use, and recommend others to use, the disruption video to stay informed about disruptions to
their journeys. 87% were satisfied with the information provided in the disruption video and 94% said the video was useful

Likelihood of
Likelihood of using the Heinood o Satisfaction with Usefulness of
) N recommending the , S , o
video (%) video (%) information (%) information (%)
NET: Likely NET: Likely NET: Satisfied NET: Useful
74 74 89 79
QoQ (+6) (+6) (+2) (-15)

m Very Dissatisfied

m Fairly Dissatisfied m Extremely useful

m Very useful

mExtremely Likely mLikely mNeithernor mUnlikely mExtremely Unlikely m Neither E Somewhat useful
m Fairly Satisfied m A little useful
m Very Satisfied m Not at all useful
How likely are you to consider using a video such as this in the future to find out about disruption? (2571) How likely are you to recommend using a video like this to inform other passengers Rail Delivery Group de'
79 about service disruption? (2571) Overall, how satisfied are you with the information provided in the videos you have seen previously/just watched? (2520) And overall, how would you rate © Netiona! Rl Bdrc

the usefulness of the information provided in the videos you have seen previously/just watched? ( 2571)
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- GG~

The best part was the clear updates during delays,
they kept me informed and reduced stress.
No disruption/Avanti West Coast/Commuter

- _/
The best part about the information provided during

the journey would likely be how clear and timely it
was—knowing things like upcoming stops, expected
arrival times, and platform changes can really ease

stress and help with planning.
Minor disruption/Greater Anglia/Business

Best parts of information provision during your journey

/

Details of fairly short delays helped me readjust to the

changed situation and plan accordingly.
Major disruption/East Midlands Railway/Commuter

Driver explained a short delay as we waited for
another train in front of us. Also onboard signage
was great.

No disruption/c2c/Leisure

GG~

J

Packing suggestions were surprisingly helpful.
Minor disruption/Heathrow Express/Leisure

The clarity of the tannoy announcements and the
display boards.

Major disruption/Great Western Railway/Leisure

81 What was the best part about the information provided during your journey and why? Oct-Dec 24 - Overall (2571),

Return to contents

Best parts of information provision during the journey

Overall, customers appreciate the straightforward and clear information provided by the channels that is up to date and accurate during their journeys, which
allows them to navigate with ease and confidence. Customers also appreciate receiving information as far in advance as possible especially around
disruption or any changes like platform numbers so they can plan ahead.

The best part was the clear and timely updates on
delays, route changes, and arrival times, which
helped me plan my journey smoothly.

No disruption/Transport for Wales/Business

Constant announcements and journey updates.
Minor disruption/London Overground/Commuter

Clear platform change notices helped most. Easy to
follow, avoided getting lost at the station.
Major disruption/Grand Central/Business

Rail Delivery Group bva:
T A Bdrc

& National Rail
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Parts of information provision requiring improvement

Customers expect more information to be available at the station and suggested having more staff available as a way to do this. Customers also want to be
notified about disruption as early as possible. This is particularly important for planned disruptions, where longer lead time would be appreciated. The
general consensus among customers is the more information the better.

Improvements needed for information provision based on your journey

. f6—

They could have sent us a message before we got there.
Major disruption/South Western Railway/Business

- J

. GG~

It was very hard to understand the information over
the tannoy system.

Minor disruption/Transpennine
Express/Commuter

-

Making information available offline would be helpful

for travellers with limited internet connectivity
No disruption/ScotRail/Business

Because of the nature of the disruption | would have
liked to know why it effected the station | wanted to
get off at, they kept missing it off.

Major disruption/Thameslink/Leisure

More railway staff are needed to help people on there
journeys
Major disruption/LNER/Commuter

The information point person at the station was,
frankly, rude to people. Vaguely stabbing in the air of
the direction of the bus replacement service, isn't
good customer service. Neither is being exasperated
because no-one knows where you mean.

Minor disruption/Great Northern/Leisure

More communication with customers.
Minor disruption/Merseyrail/Business

Clearer and more accessible communication
This will ensure that all passengers including
people with disabilities can easily access
information

No disruption/Southeastern/Leisure

How could the information provided during your journey be improved and why? Oct-Dec 24 - Overall (2571),

Providing announcements or digital information in
multiple languages would enhance accessibility for
international travellers

No disruption/West Midlands Railway/Commuter

Rail Delivery Group bva:
T A Bdrc

& National Rail
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Information tailored to their needs

Return to contents

Of those who felt the information they were given was tailored to their needs, it was because it gave them exact details that were relevant to their journey.
This included arrival time, platform numbers and updated timings if there were any delays.

How was information tailored to their needs?

Ability to know if | will arrive on time so | can
message the person that | am meeting if | will be
early or will be late.

No disruption/Avanti West Coast/Commuter

It was in large print as | have poor eyesight.
Minor disruption/TransPennine Express/Business

Timetables matched my travel schedule.
Major disruption/Great Northern/Commuter

How was the information tailored to your needs? Oct-Dec 24 - Overall (2571),

It told me the platform | needed to be on and it told
me if my designated train would be on time.

No disruption/Greater Anglia/Leisure

The information was tailored to my needs by being
clear, easy to understand, and relevant to my specific
journey and destination.

Minor disruption/Gatwick Express/Leisure

. 1R

The information was fairly tailored to my needs
through timely digital updates via the app and clear
platform displays, which helped me stay informed
throughout the journey. It made it easier to navigate
the trip without needing to ask staff for assistance.
Major disruption/Great Western Railway/Leisure

It updated us when there was a slight delay.
No disruption/East Midlands Railway/Business

/ T

| knew exactly where to get the bus.
Minor disruption/CrossCountry/Commuter

.

Personalized notifications.

Major disruption/Grand Central/Business

Rail Delivery Group bva:
T A Bdrc

& National Rail
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Information that was not tailored to their needs

Where customers felt it was not tailored was due not mentioning their personal arrival station and struggling to hear the tannoy announcements clearly.
Some customers also felt that information was provided quickly enough especially whilst on the train.

How was information not tailored to their needs?

’ €6~ T 1

The information wasn't fully tailored to my needs
because it lacked personalisation—there were no

The announcements on the train wasn't as loud as specific alerts about delays affecting my exact route, Too much information.
needed. and on-board announcements didn't always match Major disruption/ Northern/Commuter
Major disruption/South Western Railway/Business the real-time updates in the app.

Major disruption/Great Western

.

\Railway/ Commuter

The information could have been more tailored to my
It didn't say what time we'd be expected at my needs if there were more specific updates about

destination alternative routes or options in case of significant It didn't help that the talking was too fast

Minor disruption/Southeastern/Commuter Qelays, whlchl vyould haye helped me make more Minor disruption/Chiltern Railways/Business
informed decisions during my journey.

Minor disruption/South Western Railway/Leisure

_/
. 13 66~ b6

The information wasn't fully tailored to my needs
because the announcements and digital screens
Not mentioning my destination. Didn't give time of final arrival or arrival at interim didn't always update in real-time when there were
No disruption/Merseyrail/Business stations. disruptions or delays. | rely on quick, accurate
No disruption/c2c/Leisure updates, especially when I'm running late
\ / No disruption/London Overground/Commuter
Rail Delivery Group bva:
84 How was the information not tailored to your needs? Oct-Dec 24 - Overall (2571), _

& National Rail B d rc
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Overall satisfaction with information provision

Satisfaction with the information provided are closely aligned across the sectors, at between 90-91%, with both London & South East and Long Distance
showing significant improvements compared to a year ago.

Overall satisfaction with information provision by sectors (%)

@) &) %) @ O @ o %) o
@) X 3 o «@ N ?Q %{b 3\‘» S ?\\‘r 122 e X 3 o <<® N ?\Q é\{b 5\}
—o—Overall —e—| ondon & South East —e—| ong distance —e—Regional

Overall, how satisfied were you with the information provided during your journey? (excl DK)
Oct/Nov/Dec 23/Jan/Feb/Mar 24/Apr-Jun 24/July'24/Aug'24/Sept'24/0ct'24/Nov'24/Dec'24/Jan'25/Feb'25/Mar'25/Apr 25/May 25/ Jun 25 - Overall
(851/848/853/855/851/850/848/850/851/848/850/848/853/851/852/854/850/854/852/856/852), London + SE Rail Delivery Group bva
(480/470/513/507/487/501/507/468/ 479/ 453/ 462/ 476/ 473/ 493/ 458/ 467/468/492/478/481/460), Long Distance [ — Bdrc
(188/184/184/178/179/184/175/205/194/206/211/196/202/188/202/199/209/187/200/194/217), Regional © National Rail
(

183/194/154/168/184/163/166/176/175/186/177/173/174/160/188/188/172/175/172/176/172)



Demographics
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Journey type (%)

e

16-25 26-35 36-45 46-55 56-59  60-64 65+
B Business
m Commute
B Leisure
. Rail Delivery Group bva
86 Which of the following age groups are you in? April-June 25 (2571) What was the main purpose of the train journey you took or planned on taking on..? April-June 25 (2571) ﬁ Bdrc
National Rail
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Overall satisfaction with information provision by disability

Over 2 in 10 customers travelling had a disability. Ratings of information provision among those with a disability are high and is correlated by extent of
disruption. Those who were minorly disrupted saw a big increase in satisfaction compared to last year.

Those with a disability (%)

YoY (-4)
QoQ (-2)

Among those disabled, overall satisfaction with information provision by
disruption (%)

Overall No disruption Minor disruption ~ Major disruption
Total satisfied Total satisfied Total satisfied Total satisfied
85 95 87 64
YoY (+1) (-1) (+7) (-2)
QoQ (0) (-1) (+5) (-2)

53
YoY (+5)
QoQ (+2)
32
mYes mMNO
5
m Very satisfied m Fairly satisfied m MNeither nor
m Fairly dissatisfied mVery dissatisfied
Do you have a physical, sensory, heurological or mental impairment (including those age-related) which limit your daily activities? (501) Rail Delivery Group bva

Overall, how satisfied were you with the information provided during your journey? Overall/No disruption/Minor/Major (498/234/143/121) © Netional Ral Bdrc
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Overall satisfaction with information provision across journey stages by disability

Satisfaction ratings are generally quite high for each journey stage among disabled customers. The journey to the station receives the lowest ratings, a trend
that is consistent at an overall level. The major disrupted are less positive about their experience, as shown with journey to the station and on board the train.
Compared to last year disabled customers satisfaction with information has increased across all stages of the journey.

Planning and  Journey to the At the station On board the train At destination/
booking station interchange
7% 83% 87% 89% 877
8 6 O 3 O 7 O 9 O 7 O
YoY (+1) QoQ (+1) YoVY (+3) QoQ (- YoY (+2). QoQ (+1) YoY (+3), QoQ (+4) YoY (+3), QoQ (+1)
No disruption No d|srupt|on No disruption No disruption No disruption
91% oo o 88% 300 96% o0 94% o6y 95% teaia

Minor disruption

84%

Major disruption

o YoY (+2)
77/ QoQ (+5)

We'd now like you to think about the information your received when ...

journey when ...

YoY (-1)
QoQ (-2

Minor disruption

860/ YoY (+6)

QoQ (+6)

Major disruption

o YoY (0)
68% .

Minor disruption

84%

Major disruption

71%

YoY (+2)
QoQ (+1)

YoY (+3)
QoQ (-5)

Minor disruption
YoV (+1)

82%
QoQ (+17)

Major disruption

o YoY (+3)
70 / QoQ (+1)

your journey. Overall, how satisfied were you with the information provided about your upcoming rail
Overall (Planning and booking/Journey to the station/At the station/On board the train/At destination/interchange) (487/453/480/267/463)

Minor disruption
YoY (0)

82%
QoQ (+4)

Major disruption

o YoY (+5)
77%’ QoQ (-2)

Rail Delivery Group bva
. ONewwra Bdrc



89

w \V} -
W
=

Top channels used at each journey stage by disability

Trainline or another 3 party retailer website or app is the most used channel when planning the journey and the National Rail website or app is most used on
the way to the station, satisfaction with Trainline or another 3@ party app has decreased at the planning and booking stage whilst satisfaction with the
National Rail website or app has increased at the journey to the station stage compared to last year.

Top 3 channels used during planning and booking and their
satisfaction (%):

Top 3 channels Satisfaction

Trainline or other 3rd party retailer

website or app
YoY (+8) b 86%

QoQ (+7)
YoY (-
QoQ (- 3)

Train operator website or app

87%
29 YoY (+1) l b YOZ(—;)
QoQ (+3)

QoQ (+3)

National Rail website or app

93%
g YOY(3 l. D

QoQ (-4)
QoQ (-1)

Which of the following information channels did you utilise when planning and booking your journey? (501)
Which of the following information channels did you utilise when on your way to the station? (494)

Top 3 channels used during the journey to the station and
their satisfaction (%):

Top 3 channels

Satisfaction

National Rail website or app

+ [

35 YoY (+6)

QoQ (+2

Train operator website or app

\V}

Trainline or other 3rd party retailer website or app

w

26

25

YoY (+7)
QoQ (+6)

YoY (+8)
QoQ (+6)

)

l. 93%

YoY (+1)
QoQ (-1)

I o=

YoY (+3)
QoQ (0)

e o

YoY (+4)
QoQ (+5)

Rail Delivery Group bva
. ONewwra Bdrc
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Top channels used at each journey stage by disability

Screens or announcements are most used at the station and on board the train. The satisfaction with channels used at this stage are relatively high with the

top channels increasing compared to last year.

Top 3 channels used at the station and their satisfaction (%):

Top 3 channels Satisfaction

Screens on the platform area

o

1 -26 Yo (-2) l‘ 91%
QoQ (-1)

YoY (+5)

QoQ (+2)

Screens showing trains times and platform numbers

24 YoY(2) ‘ 88%

QoQ (-2)

(\V}

YoY (-
OoO(5)
National Rail website or app
o
N T i o3
QoQ (+4) YoY (+3)
QoQ (+2)

Which of the following information channels did you utilise when at the station? (486)
Which of the following information channels did you utilise when on board the train? (278)

Top 3 channels used on board the train and their satisfaction
(%):

Top 3 channels Satisfaction

Screens on the train

. . o & oo
QoQ (+3)

YoY (+3)

QoQ (+6)

Automated announcement on the train

25 YoY (+3) l. 88%

QoQ (-1)
YoY (-5)
QoQ (-3)

\V}

Live announcement delivered by member of staff

on the train
o
22 Yoy (+2) l‘ 96%

QoQ (+4) YOoY (+4)
QoQ (+7)

W

Rail Delivery Group bva:

& National Rail B d rc



Top channels used at each journey stage by disability

When at the destination or interchange station, the National Rail website or app is most used. Satisfaction with the top 3 channels has increased with disabled
customers compared to last year.

Top 3 channels used at the destination/ interchange and their
satisfaction (%):

Top 3 channels Satisfaction

National Rail website or app

. - & o
QoQ (+8)
YoY (+
QoQ (+ 6)

Automated announcement at a station

22 YoY (+3) lb 91%

QoQ (+1)
YoY (+2)
QoQ (+2)

\V}

Live announcement delivered by a member of staff at

the station
o
o I &7

QoQ (+5) YoV (+5)
QoQ (-2)
. o . ) B . ] o ) Rail Delivery Group bvor
o1 Which of the following information channels did you utilise when at the intermediary or destination station? (481) 97 Bdrc
National Rail
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Overall rating of information provided about the delay and key improvements

Overall, 3 in 4 disabled customers perceive the information provided during a delay ‘well'. In line with the views of other customers, when there is a longer

disruption the rating drops somewhat. Reliable information is most important for disabled customers, followed by frequent updates and then ease of

understanding.

Overall rating with information provided about delay for those with

disabilities (%)

YoY
QoQ

Overall Minor disruption Major disruption
Total Well Total Well Total Well

75 81 67

(+5) (+5) (+3)

(+5) +7) (0)

32

mVery well mFairly well m Neither mFairly poorly mVery poorly

If you were to be disrupted again which of the following would you have liked to be improved? 264/(266)

Top 3 improvements

Reliability of the information

YoY (+4)
Frequency of updates
QoQ (-10)

Ease of understanding the information provided

QoQ (+1)

Rail Delivery Group
& National Rail

bvar
Bdrc



Contact us

Alice Wells | Associate Director

@ alice.wells@bva-bdrc.com

Tomos Young | Research Executive

@ tomos.young@bva-bdrc.com
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Quality standards and other details Barc

BVA BDRC is certified to 1SO 20252:2012 and 27001:2013, the recognised international quality standards for

market research and information security, thus the project has been carried out in accordance with these San, [ & @
standards. %20252 2t @ 3 -Q ° ‘
9 M & (uKkas || UKAS
Ceﬂ% 036 0@1 m 0005

* We are working towards I1SO 20252:2019 and expect to be fully certified to that by February 2023
* Adherence to the standard is independently audited once per year

WORLD g,
¥ S,

cYBER PN -~ GDPR
. . . . . ESSENTIALS 9 FE <2< compLIaNT
* This project has also been carried out in conformity to the MRS Code of Conduct, GDPR, the UK’s Data ESOMAR
Protection Act, and all other relevant industry codes, legal and ethical requirements
-/ GL BAL
*  Where subcontractors are used by BVA BDRC, they are assessed to ensure any outsourced parts of the . MARKET. RESEARECH
research are conducted in adherence with these same standards. $ #‘o‘
‘:MRS Evidence .
‘lﬂ._\. Matters™ Fair
Full methodological details relevant to the project are available upon request. Company Partner Data-

Images within this report have been sourced via Getty Images through subscription / Flaticon / logos from
Wikipedia and Wikimedia.

BVA BDRC does not warrant that any respondent supplied imagery contained in this report is free of
royalties. We recommend therefore that these images are not used outside this report and in particular are
not posted online for public access. Should they be so posted, BVA BDRC will not accept any liability for
breach of copyright.

Return to contents
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