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Removing Barriers to Travel
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Good afternoon everyone! Thankyou for inviting me to present today, I really appreciate the opportunity 
Introductions 
I want to talk to you about how our thinking in the rail industry has been changing
We went from YOY growth in our passenger numbers pre-covid, worrying about whether we had enough space on our trains and tracks to accommodate the future, to thinking about how we can attract passengers back to rail. Particularly, getting them out of their cars and on to the railway!
To do this, we need to better understand the needs and wants of our customers…what barriers are in place that puts people off travelling by rail….

So let’s start with a question…
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What does an ideal transport network look like to you?
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What does an ideal transport network look like to you?

Easy as possible 
Reliable 
Caters to me 
Cheap and easy to use 
Low Carbon 

What would your kids want? What do you need on the weekend versus travelling for work???
…all of this will depend on individual needs for a particular journey, as well as the barriers that exist to completing the journey 
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I shall use myself as a case study:

These are my two beautiful kids – Sophie & Emily 
This is my dog Dexter, and his toy duck….who is unfortunately no longer with us…the duck that is, not the dog – Dexter’s fine
And this is an accurate representation of the luggage we have to take on holiday with us
We get a great rail discount but my wife (who I have not included in the photos because she’d hate me) does not want to use the train to go on our next holiday because she is not confident we can use the railway to travel easily and comfortably. The kids will be a nightmare, these isn’t enough space for our luggage, and how do we keep an eye on everything, and how do we get to our final destination? 

BUT I also use the train almost every day as a commuter, and if im heading south, i will always get the train, because with those hats on, the train makes sense to me. 

My transport needs are personal to me, im sure it is personal to you, and it is personal to each and every person in Scotland and beyond. 

It is worth considering though that my personal needs and wants pale in comparison to the 32% of adults in Scotland that are thought to be disabled…
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32%, around 1/3….
Again, understanding their personal, and removing physical barriers, mental barriers to travel are key to supporting as many people as possible to choose a sustainable mode of travel. 

By not being fully accessible, transport providers in the UK lose 




£42,000,000 per year
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That’s £115,000 a day! 
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Barriers

More Passengers

More revenue for the industry

More for Scotland
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The theory ….

So what are these barriers to your personal rail journey?


In this case, less really is more 
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The Physical Barriers

...and probably some non-physical ones...
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So how are we tackling this in Scotland’s Railway? Firstly, let’s look at the Physical barriers…

We have developed 4 pillars to try and describe and dig down into a passenger’s journey so that we can understand the barriers that different people face. Simply put we want to
Make it easy as possible to get to the station from where you live 
make sure you can get around the station easily and confidently 
be able to get to your platform
And get on the train and find your space on the train 

We are building up an understanding across the network of where we are performing well, and where we are not. We are looking to work with partners, such as many of you in this room to understand how we can do better as well as feeding in opportunities to existing projects. This is a massive change in our thinking, we have published our first ever Accessibility strategy for Scotland’s Railway entitled Railway for Everyone this year. 
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Understanding our ‘Personal’
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Second, it’s about using data to better understand the ‘personal’.


Passenger Personas Overview

OIS DD

Commuter (22 — 59)

Business Traveller (31 — 69)

Young Leisure Traveller (17 — 30)

Leisure Couple (21 —49)

Senior Citizen (65+)
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Young Commuter (16 — 21)

Older Leisure Traveller (50 — 64)

)
| ' Leisure Traveller (31 —49)

m
@ Family with Young Children (25 — 54)

R

Click to see
relevant slide
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Travel Factors & Pain Points — Barriers to choosing train?

QO Connections with Other Modes i Information & Wayfinding
’f;\\ Wi-Fi 'i”i' Toilets at Station & on Trains
;‘[ Station Cleanliness }{ Train State & Maintenance
‘i Seat Comfort Q Delay Handling & Reliability

1. Assessed using 2021 NRPS data
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For these different personas, what do they consider to be important? 

Connections with other modes - Infrastructure such as car parking space, that allow for smooth transfer between modes of transportation
Information and wayfinding - Information around train timetables, information signs around the station, and overall wayfinding
Wifi - Passenger feedback on Wi-Fi connection quality
Toilets - State of toilets both at the station and on trains
Station cleanliness - Passenger feedback on the cleanliness of UK stations
Train state and maintenance - Perceived state and maintenance status based on passenger feedback
Seat Comfort - Train seat comfort
Delay handling and reliability - Perceived handling of delays by TOCs

How important is speed and journey time for example?
If you are going somewhere for a day out, or to meet a friend, it might not be as important as it would be if you were travelling for a meeting. For example, im not too bothered commuting into Glasgow but if im travelling long distance to London, shaving a bit of the journey time is much more appreciated. 

How important is price?
Younger generations see price as more important as income is generally lower. It is also important if you consider that U22 and over 60s get to use the buses for free in Scotland


Reliability is always going to be important, 
and a turn up and go service is the preference to the commuter market…. 



So that’s how we can describe our passengers, but what data and evidence can we put behind it?
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We have been utilising new data sources to try and understand our customers and their personal in a bit more detail

We are looking to understand people’s travel patterns and motivations for travelling in a way we never have before. If we understand how, when, and why people travel, we can identify where we fall short and help develop services to meet this passenger demand.

In this instance, we have been using Mobile Network data to track movement trends – where are people trying to get to and what role is the railway playing in that market? Is there an obvious travel market that we are missing? What about timings – are trains running when people want to use them?

So that’s the how and when…
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For the why, we have been using credit card data, along with the passenger profiles to understand the reason that people are travelling. For example, in Glasgow we see a big eating out and drinking / entertainment culture, so should we be looking at our evening and weekend timetables to better meet demand? Should we rethink how we disrupt our railway to maintain or upgrade it so that we minimise the annoyance to our customers?  

By understanding the trends, along with the reasons why people travel, we can make informed decisions that really do put customers at the heart of our work. But nothing works better than just asking our passengers and those that don’t travel with us, what they need. 


Who uses Inverness station?

82% travel for leisure

38% have accessibility needs

45% travel to Inverness rarely
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What do passengers think about the station?

Top 5 Satisfying Station Aspects (Ranked 1-3)

34% Cleanliness of the station

34% Ease of navigation inside the station

27% Ease of purchasing tickets

25% Availability & accuracy of train schedule information

23% Availability & cleanliness of toilets

Top 5 Dissatisfying Station Aspects (Ranked 1-3)

14% The station was too cold / no heating
13% Having to pay for toilets at the station
11% Lack of or poor variety of shops
11% Poor / dim lighting

10% Lack of or uncomfortable seating areas
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How can we improve the station?

Change the toilet Jll Improve services

payment system for tourists

and marshalling (luggage storage,
system information desk)

Add signage to
public transport
connections

Refresh decor
and add artwork

Fill station shop
units and add
seating
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If you consider the past couple of slides as the Bird’s Eye View of our passengers, this is much more about getting in their face and understanding the barriers that they see. �
We are developing Station Visions at Inverness and Perth Station, and this is a small cut of some of the work we have been doing with PA Consulting intercepting passengers and using online communities to get to the heart of what needs done. 

So what are the key points here….
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Improve services

82% travel for leisure :
for tourists

(luggage storage,
information desk)

45% travel to Inverness rarely
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it is much more tourism / leisure focussed than any of us thought it would be meaning that wayfinding, easy onward connections and information is key here. 
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Top 5 Dissatisfying Station Aspects (Ranked 1-3)
14%
13%
11%
11%
10%

The station was too cold / no heating
Having to pay for toilets at the station
Lack of or poor variety of shops
Poor / dim lighting

Lack of or uncomfortable seating areas
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Fill station shop

umits and add
seating
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at the same time what did our customers want? Somewhere to buy something to eat, somewhere to wait in comfort, and for the station to feel a bit less doore. 

There is nothing here that is particularly expensive to implement and will make a difference to our passengers – removing some of those barriers. 
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What one thing could we give the public that would
encourage them to use the railway more often?

/

* Confidence N



Presenter
Presentation Notes
So I think this all comes down to this – what 1 thing could we give the public that would encourage them to use sustainable transport, and ideally the railway?

To feel confident that they can use our services, that they are going to be treated with respect, and they are going to be comfortable and secure in doing so. A lot of this comes with the provision of the right information at the right time, but there are also changes to our transport system that we can make to improve the ease of access. 

so I ask you, what is your personal? And how do we work together as Transport Providers to deliver it?
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Richard.malloy@networkrail.co.uk

ScotlandsRailwayForAll@networkrail.co.uk
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The Scotland
Town Planning
Team

TownPlanningScotland@networkrail.co.uk
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A small team with a big brief. Describe how the team works and is organised.
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9. Network Rail Infrastructure Limited or any other railway undertakers likely to be affected
where—

(a) some part of the development is to be situated within 10 metres of a railway line
forming part of the national railway network; or

(b) the development is likely to result in a material increase in the volume or a material
change in the character of traffic using a level crossing over a railway.
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There are other areas where we could be working together to deliver better transport connections  and to meet Local Plan and developer aspirations for new development
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Local Plans —
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-irst Approach
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Both Local Plan and Statutory consultee role slide
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Proposed new station in East Renfrewshire – south Barrhead area.
Funded by the Council using City Deal money who are the client in this case
Being designed and built by Network Rail and consents delivered by the NWR town planning team.
There may be other examples of railway infrastructure that could be delivered in partnership  - we are happy to talk to you about these opportunities.
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