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How do you communlcate Wlth passengers about future

railway engineering works when there are no passengers...?

Keith Bailey, Senior Insight Advisor
4 May 2022
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What is Transport Focus?

Transport Focus is the independent transport user
watchdog. We represent the interests of:

« all users of England’s motorways and major ‘A’ roads (the Strategic
Road Network)

 rail passengers in Great Britain
* bus, coach and tram users across England outside London “:‘,-!,.
2:1 aﬁ

. : . [ | ‘e
We use our insight to influence decision-makersandtomakea = MRS :
difference for all transport users <, Evidence

(:g.{ + Matters®
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What do you remember from early 20207?

It seems so long ago, but we were just starting to understand what
‘Covid-19" was to mean for the country

« 16 March - PM says “now is the time for everyone to stop non-essential contact and travel”
« 19 March - PM says the UK can “turn tide of coronavirus” in 12 weeks

« 23 March - PM announces the first lockdown in the UK, ordering people to “stay at home”
e 25 March - Coronavirus Act 2020 gets Royal Assent

e 26 March - Lockdown measures legally come into force

Source:

DISTANCE
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https://www.instituteforgovernment.org.uk/sites/default/files/timeline-lockdown-web.pdf

What do | remember from early 20207?

| was setting up a qual/quant research programme for Network Rail and
the train companies to inform the planning for a three-month partial
closure of London King’s Cross station (half of the platforms at a time)

« Reduced capacity at King's Cross meant various options were under consideration to keep passengers
moving including

— Fewer trains

— Slower journeys (to call at more stations)

— Shorter trains (because the longer platforms were out of use)
- Options for passengers King's Cross

— Using different lines/stations

— Travelling at different times

— Working from home (before the country knew what this meant!)

London

« Research was needed to identify what would be ‘least bad’ in passengers’ eyes
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https://www.transportfocus.org.uk/publication/communicating-with-passengers-about-engineering-works-during-the-pandemic-research-among-passengers-on-the-west-coast-main-line-and-at-bristol/
https://www.transportfocus.org.uk/publication/engineering-works-at-kings-cross-passenger-reactions-to-planned-disruption/

What else do | remember from early 20207?

Covid-19 suddenly turned our well-laid plans on their head...

« 17 February - Future Thinking (now Savanta) commissioned to run the study - first
groups scheduled for 16 March

« 12 March - Future Thinking report interviewers turning down the work...
« 16 March - one focus group (n=4) achieved in London

« 23 March - replacement online community convened; quant intercept interviews
replaced by panel survey

 Inthe event, lockdown and WfH continued into the partial closure and travel was
substantially reduced meaning that disruption was a lot less than anticipated

« And would the results have still held post-Covid...?

STAY AT
HOME = NHS

PROTECT ' save

o =

transportfocus M\



What else was planned to happen in 20207?

Several other major engineering projects scheduled for the Summer —
notably at Bristol East Junction and on the West Coast Mainline (WCML)
from London Euston

« Transport Focus has developed a ‘model’ approach to measuring/tracking
passenger awareness of planned disruptions including benchmarking against
similar projects

« Usually three or more waves of awareness tracking, typically six, three and one
month ahead of the work

- Traditionally, an intercept approach handing out self-completion questionnaires
— delivers a representative mix of genuine passengers

 Bristol fieldwork scheduled to begin 9 February, WCML/Euston 16 March
« Online approach adopted (acknowledging likely impact on benchmarks)
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Comms activity

BRIST L -

RAIL REGENERATION

Check your journey

Track upgrades
10 July - 3 September

This summer we’re replacing a major
junction near Bristol Temple Meads.

nationalrail.co.uk or GWR.com/Bristol
#BristolRailRegen

NetworkRail South Western WEST OF
7 Railway O _

@ .Q crosscount ru’~ %m::‘ GWR ‘ Great Western Railway ’v/’l -ENGL‘A’ND
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Comms activity

NETWOREAL OO O

$pring bank bo.ﬁ.y.euu
wpdate

Four trains an hour are operating as part of

NetworkRail
—~—/

LOOK

BEFORE YOU
BOOK THIS

SPRING/SUMMER

Trains may be on a different schedule and buses
may replace trains. Major upgrades are planned
between London Euston and Scotland
to improve passenger journeys.

networkrail.co.uk/weml

Track and
GWR station

upgrades

Travelling via

Bristol Temple
Meads this
summer?

There'll be no direct services
between Bristol Temple Meads
and Cheltenham or Gloucester
between 10 July and 3 September

Please change at Bristol Parkway
for replacement trains and buses

Before you go, check the latest
information at GWR.com/Bristol

GWR  BRISIGL  etwons

_—
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What wasn’t happening in 20207

People weren't travelling by train

Usage of rail services during the Covid pandemic
Source: BVA BDRC “Clearsight on recovery” survey [https://hcontent.bva-bdrc.com/clearsight]

% of UK adults claiming usage of a train during the applicable month.

« Even online,
challenging to find
‘current’ travellers

Lockdvwn 1.0 ' ; Lockd crasn 2.0 ; Liszk ciriary 3.0
[] 1 1

« Had to accept past
users of the routes
with an intention to
travel in next six
months
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What was the effect on awareness (Bristol)?

Spontaneous awareness — based on all respondents

Wave 1

Wave 2

Wave 3
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claim to be
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What was the effect on awareness (Euston)?

Awareness - based on all respondents
Wave 2

Benchmark comparsons (Wave )"

Darby = 47%
London Waterloo = 81%
Bath Spa = 67%

King's Cross — TT%
Brighten - 50%

38%"

of passengers claim to be
aware of the WCML works

]
]
Benchmark comgansons (Wave 1)

Darby - 29%
Landan Walerloo — £1%
Bath Spa - 42%

King's Cross — 13%
Brightan — 40%

"Phicaie ird details of thece shudies and diferances in raibadalagy inihbe inroduction section [slide 3)

015, Befora 1odery, werd you awane of 1hasa infresinecios works on iha Wast Cogsi Main Lina?

Basa: All asgondents WIW3Z 537520}
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29%

* Decision taken
after Wave 2 not to
continue with a
third wave

YONDER

[l toheate samifcant difarence va Wave T
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Unsurprisingly, the devil’s In the detail

Those aware of the works claimed
to know a fair deal...

Passengers saying they

knew ‘a great deal’ or

Wave Wave Wave

‘a fair amount’ 1 2 3
Derby 31%  47% @ 55%
London Waterloo 17% @ 36% @ 38%
Bath Spa | 34%  49%  n/a
London King's Cross 25%  30% n/a
Brighton Main Line 34% 18% @ 47%
WCML/London Euston 52% 53% n/a
Bristol East 65% 49% 37%

Although at one point, those in Bristol were more likely to be aware of works to the roof (32% at
Wave 2) than that trains would be diverted or replaced by buses (26%) — improved at Wave 3

Commuters and recent users more aware

12
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How they found out about the Euston works?

How passengers found out about the WCML works - based on all aware

Pastams/nolicesstickers af staton
Announcemants maca at staton
Leafeds al giaticn

In & news amide (pressTViEdio)
Wileen reseanching |ourmsy
Anncancemants mada an train
TG wabsie

Matianal Rail Enguifies websila
Social meda of TOC
Pastammolicesstickers on train
Through frandnalstrascolleagua
im gn acver pressTyYimdn)
Laafets on tram

Sacal media of MR

When baving & licket
EmalShStaxt message from TOC
Researching an atmcion®

TG app

Infarmation scmeans at station
Oihsar websie

Othear sacial madia

Wave 2
29%
—
24%
23%
m &
18%
18%
16%
14%
14%
13% |
13%
12%
11%
%
2%
8%
&%
&%
%

0

T ek pdfeaie ©odi inchidad in Wies 2
030, In whizh of thi folkyeang wergs did you nd ool aboin 1ha iasbuchine warks on the Wast Coesi Man Lina?
Basa: All rasgondants ewara of 1ha WCKL prajct W12 [156165)

Wave 1
22%
178
13%
21%
12%
15%
10%
178
12%
1%
21%
13%

11%
1%
T
MA,
T
8%
1%
1%

13

Wave 2 Wave 1

MNET: At station 55% T 42%
NET: Online/App 42% 40%
NET: On frain 34%, 28%,

1) indicate sgnifcant difersnce vs Wave 1

O
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How they found out about the Bristol works?

How passengers found out about the works - based on all aware

Im & news aricle (pressTradio)
Pastammoticearstickers af statian
Announeaments made al station
Through friendrelativecalleague
Hationa Ral Enquines wabsite
Lealals &t siation
Anpnauncaments made on tram
‘When raseamhing [oumey
Infommiation scraens af shatan
TG wabsie

Email'Shd Siteat messaga from TOC
Spcial madia of MR

In gn advert pressTYimdn)
Lealats on train
Inbainy e honie-an show

TOC epp

When Buying & bioket

Wave 3

19%
18%
16%
15%
1%
13%%
11%
10%

%

%
T%
7%

&%

6%
5%

5%

Posiammolicessiickers on train - 4%
Sockal media of TOC 2%
Researching an atracion 2%

Code not mciodesd in Wme 1

Q2. In which of the following wanyres did you Sind ol asoul 1he warks in Broestol®

Bame: Al aware o warks W1V [BTA06123)
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Wave 2 Wave 1
15% 12%
25% %
0% 25%
24% 18%
17% 13%
19% 24%
14% 21%
13% 17T%
B% T
12% 12%
B, 5%
12% 14%
S %
15%, 17%
o, T
o, 8%
E% 1T%
&%, 1%
B4 11%
MA™

14
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L essons to be learnt

« ‘At station’ and ‘on train’ communications activity is highly effective for those using the
railway regularly — but during the pandemic they were not...

« Online and social media are important parts of the mix, particularly in the immediate
run-up to the works when passengers are actively researching a potential journey

— Imperative that disruption is flagged when tickets go on sale

- But again, people were not travelling and hence were not engaging with the railway
online or through social media; digital communications were not effective

— also meant that social media did not work for survey recruitment!

« Disruption message should be the most prominent; passengers like to know why their
journey may be disrupted, but only after they understand what’s happening and how
their journey will be affected

- There can never be too much information; the railway needs to use all the channels
available to get the disruption message out there

« Passengers have proved to themselves and their employers that WfH is viable for any
future disruption

o
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Were they satisfied with the information?

Yes, if they were aware of the works...

Wave1 Wave2 Wave 3

Derby 14% 30% 43%
London Waterloo 16% 35% 42%
Bath Spa 19% 35% 62%
London King's Cross 23% 48% n/a
Brighton Main Line | 16% | 21% | 43%
WCML/London Euston 48% 52% n/a
Bristol East 39% 39% 38%

"l have not seen any information on
His disruption and bearing in mind it is
signiﬁm-l—, | Hnulal have 'l'hnuﬂh'!‘ Hat

NeAwork Rail would have used wery
avenue to got Hhe message out Hiere,"

Bristol East passenger (wave1, in March)

NG

"| was not aware of Hie works stated
in Hhis surves. But as | haven'$
fravelled by 4vain for a while, | haven'+
been looking at frain information."

WOCML/London Euston passenger (wave 2, in May)

\_\

« Satisfaction in Bristol surprisingly static; did not increase over time as elsewhere

 Euston far better

16
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So, just how do you communicate about engineering
works when there are no passengers...?

»

* I'm not sure | have an answer!
— Press coverage can be effective, but impossible to control the message...

— ‘At station’, online and ‘on train’ channels remarkably effective for those who do
travel

— Reaching infrequent, out-of-area leisure passengers has always been a challenge
« Covid (hopefully) a one-off challenge

* Does it actually matter?
— Key thing is that potential passengers are made aware when researching a journey
— Disruption information must be clearly available when bookings open

O
transportfocus /\
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So, what have we learnt about online qual?

It's clearly in the tool-box to stay

* Most participants are comfortable with the technology — probably not so beforehand
« Allows more dispersed geographical coverage — but recruiters may stay local...

« More opportunities to observe — blessing or curse?
« Groups or communities — project dependent

* Number of participants/group duration — down to the moderator
« Stimulus —is it legible on a smartphone...?

« Laptops/tablets preferable to phones...

« ‘Assistant’ helpful to manage participants’ issues/stimulus

o
transportfocus 78\
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Want more detail?

All our research is published on our website:

Link to the Bristol/Euston report:

Communicating with Link to the King’s Cross report:
passengers about
engineering works

during the pandemic:

Research among passengers on the

bast Main Line and at Biristol

Or, buy me a beer afterwards...

(o]

wwooes . KeIth Balley, Senior Insight Advisor

o
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https://www.transportfocus.org.uk/publications/
https://www.transportfocus.org.uk/publication/communicating-with-passengers-about-engineering-works-during-the-pandemic-research-among-passengers-on-the-west-coast-main-line-and-at-bristol/
https://www.transportfocus.org.uk/publication/engineering-works-at-kings-cross-passenger-reactions-to-planned-disruption/

