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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 2 2025/2026 among n=2,571 respondents.

i

The fieldwork was conducted from 1st July to 30t
September 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 July-
September 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. This is
driven by improvements among disrupted customers.
The comparative period a year ago coincided with
ongoing strike action, when sentiment were typically
lower. Satisfaction across journey purpose converges
for the first time, with commuters and business
customers aligning with leisure customers.

Satisfaction is high across the journey stages and has
improved on a year ago. The biggest improvements are
on the journey to the station, which was formerly a
lower performing stage. This was driven by commuters
and business customers. Disrupted customers also
noted improvements, as well as onboard the train.

Satisfaction across aspects of information provided has
increased vs a year ago. Accuracy of the information is
leading metric, while the amount of information
conveys the strongest improvements. The latter is most
notable for those with a disruption. Frequency has also
improved for overall journey information, and
specifically during a delay.

Trust in the information provided continues to improve,
and personalisation of information increases once
again, even among the major disrupted who often
require more specific details for their journey.

Of those disrupted, for 4 in 5 customers the information
they are proved about a delay is handled well, and a
similar amount are satisfied with the aspects of
information during a delay - in particular, biggest
improvements on the length of the delay.

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 are very high, and
typically coincides with usage. Of those most used,
year-on-year changes in usage are minimal, though
ratings of satisfaction have improved for some. For
instance, live announcements at the station, onboard
or at the destination station have all improved YoY, as
well as TOC or Journey Planning website or app on the
way to the station.

Though less frequently used, information from staff
can be vital for customers at the station to compliment
other sources and provide further understanding.
Importantly, staff have been better at assisting
customers during times of disruption, such as
alternative routes or ticket validity on other TOCs,

Announcements remain a key source of information
on-board, alongside screens, and are generally rated
highly for clarity, timing, and usefulness. While
satisfaction tends to dip during disruption, there are
clear signs of progress. In fact, when looking across the
broader journey, perceptions among those
experiencing major disruption have improved,
particularly in how disruption is handled
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Pledges

Customers highly value the information they receive
when planning and booking travel—particularly details
about station and train facilities. Satisfaction is highest
when both are provided together, though there have
been improvements even when received in isolation.
Most customers are satisfied with information on Lift
availability and seat reservations. Similarly, updates on
changes to train times are viewed more positively than a
year ago, especially when they clearly explain how the
change will affect the journey.

While there's still room to improve accessibility, many
customers—especially younger and more frequent
travellers—feel confident about ticket validity. Even when
services appear unavailable or greyed out, these
customers are often able to find suitable alternatives.

Although down on previous quarters, just over half of are
informed about rail replacement buses in advance, and
this information is easy to find. At the station, improved
staff availability has been a key support for those facing
disruption. Onboard, announcements continue to be
effective in providing ongoing travel updates, but there is
an opportunity to enhance the experience by offering
more detailed updates during delays, particularly around
reasons for late departures or on route disruptions.

For those who experience delays, customers seek
reliable and frequent updates for future journeys. This will
be useful for longer disruptions when frequency can be
lower.
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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 and major disrupted. This is after an increase in satisfaction since February for the minor disrupted, and since April for those experiencing a major
disruption, whereas prior to these time points we saw a period of continued disruption from strike action where sentiment was generally lower for disrupted
customers.

Overall satisfaction with information provision by disruption (%)

Overall No disruption Minor disruption Major disruption Total6satisfied trend 5 5
Total satisfied Total satisfied Total satisfied Total satisfied 9 95 96 97 9 96 9 97 95 97 96 97
95
03 97 92 o 94 95 95 94

YoY (+7) (+1) (+14) (+15) 88 87 8
QoQ (+3) (+1) (+5) 83 84 7._185 86 85 85
° 3 1 S 7’ - o v

(+7)

Among the major
disrupted, satisfaction is
60 generally higher for all
this quarter, but leisure
and commuting
respondents show
strongest improvements.

Sentiment towards disruption caused by strikes was not positive in Q2 2024 -
with just 34% agreeing that the rail industry was dealing with disruptions to
services caused by industrial action (in the Q2 2024 GPT report)

S 0 B & Q S\ RSP S o Q
_ _ _ _ MR é\’b VQ %{c}A W 30\* ?\\:9%@9 ov \;o P W @ Q\’O VQ Y‘\feﬁ > 3‘\’\\\ vo@%eQ
m Very satisfied W Fairly satisfied m Neither nor , . . . , , . .
m Fairly dissatisfied = Very dissatisfied =0 =(Overall -—@=Minor disruption  ——@=Mgjor disruption  ——@==No disruption

Overall, how satisfied were you with the information provided during your journey? (excl DK) Jul-Sept 25 (2560); Jul/Aug/Sep 25 - Overall (854/855/851) Rail Delivery Group bva
Disruption type: Minor (154/139./147), Major (136/141/132), None (564/575/572) © Notorat 8t Bdrc



Return to contents

Overall satisfaction with information provision (2/4)

Satisfaction is high across all journey types and sectors and has considerably improved all around since July-September 2024.

Overall satisfaction with information provision by customer type (%) Overall satisfaction with information provision by TOC 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
93 93 94 93 93 93 93 94
YoY (+7) (+11) (+10) (+4) YoY (+7) (+7) (+9) (+5)
QoQ (+3) (+4) (+4) (+2) QoQ  (+3) (+3) (+2) (+4)

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

Overall, how satisfied were you with the information provided during your journey? (excl DK) Jul-Sept 25 (2560/425/842/1293) Jul/Aug/Sep 25 - Overall (854/855/851) Rail Delivery Group bva
. London + SE (478/481/460), Long Distance (200/194/217), Regional (172/176/172) © Notorat 8t Bdrc
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Overall satisfaction with information provision (3/4)

Satisfaction with information provision is changeable month-to-month. The last 3 months, however, have seen satisfaction from different traveller types
converge. Commuters and business customers are now more positive than previous, aligning with their leisure counterparts. Satisfaction levels have never

been as consistent across traveller types for a full quarter period as seen over the last three months.

Overall satisfaction with information provision by customer type (%)

Total satisfied trend

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

Leisure == =Qverall

Commuter

Business

Overall, how satisfied were you with the information provided during your journey? (excl DK) Jul-Sept 25 (2560/425/842/1293) Jul-Sep 25 - Overall (854/855/851) Customer type: Rail Delivery Group lB)\éQ
rc

Business (163/132/130), Commuter (286/281/275), Leisure (405/442/446) & National Rail



Return to contents

Overall satisfaction with information provision (3/3)

The majority of TOCs perform highly on information provision, which in part is driven by a greater proportion of hon-disrupted passengers this quarter, and a
reduction major disruptions. LNWR and LNER saw the most significant upward shifts in satisfaction this quarter compared to a year ago.

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

Total Satisfied Share of disruption type % Total Satisfied Share of disruption type % Share of disruption type %
: : (vs. ayear . . Total Satisfied
(vs. a year ago) M M N Y
Yy g inor ajor one ago) Minor Major None (vs. a year ago) Minor Major None
AVANTI A
WEST COAST 93 12 17 71 93 26 16 58 NORTHERN 94 16 12 72
(+10) -4) -8) (+12) 0
\ (-2) (+2) (-2) ©) (+10) (+3) -7) (+4)
94 16 14 70 93 13 3 79
c2c (+9) R } ! W 93 11 19 70 Scot >
9 (+1) (-8) 7 GYVR (+12) &) ) +6) Seorians' Rauwer (-1) (+4) (-2) (-2)
Chilternrailways o1 15 19 67 @ 100 15 14 71 southeastern (?4) 17 14 69
by arriva (-2) (-4) (+1) +3) Hegthrow ) ) ) ) 5 -4 (-1) (+6)
: ‘93 24 26 50 E@m 94 17 13 70
[0}
crmsscnuntru"*— ( ?10) (16) (23) f 1) @ Hull Trains ") ) ) ) (+9) (+1) (-10) (+8)
by arriva -5 -5 9
94 13 13 74 South Western 92 4 24 72
96 23 11 66 LNE R (+12) -7) (-10) (+16) 7 Railway (+11) (-8) (+5) (+3)
EMR (+7) (+11) (-8) -3)
. 92 13 17 71
Lond
- 94 24 14 62 I/ Nortiwestern (?5) 22 21 57 ~ ThamesLink/ (+8) -8) -3) (+11)
ELIZABE&.INE (+5) (_4) (+1) (+3) 14 (O) ('9) (+9)
\¢
IN\N” aa TRANSPENNIIﬂA 89 17 15 68
( 3 \ 97 31 21 48 94 31 17 53 EXPRESS (+2) (+2) -3) (+1)
o e (+4) (+20) (1) (-21) St +3) 1 +3) C2)
94 13 9 78
2 O 1 ETH CYMRU
GRAND CENTRAL (,gg~) 1) ff:) (i?) lu mo . Base size too low ¥E§5§!l%£ﬁ'f|=oEWAl,Es (+5) (-4) (+2) (+5)
; 93 14 10 76 V.V, West 93 14 14 72
. M 1
greateranglia (?g) (2;1) (_11%) (65 =e=varsevral— (+2) (+8) (+5) (12) ".‘0 A hands (+6) -7) (+2) (+5)
Overall, how satisfied were you with the information provided during your journey? (excl DK) Jul-Sep 25 - Overall (2571), Disruption type: Minor (441), Major (414), None (1716). 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 vs a year ago. The biggest
improvements are for information received when on the way to the station, which typically performs lower than other stages in the journey but has almost
drawn level.

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
92 90 93 93 92
YoY (+4) (+7) (+5) (+4) (+5)
QoQ (+1) (+4) (+2) (+2) (+1)

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

Overall, how satisfied were you with the information provided..? (excl DK) Jul - Sep 25 - planning and booking (2485), journey to station (2262), at the station (2477), on board the Rail Delivery Group bva
train (1775), at destination/interchange (2356) & National Rail Bdrc
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Overall satisfaction with aspects of information provided (2/4)

As with last quarter, the ratings for information provision at various journey stages are quite similar across different customer types. The journey to the station
saw the biggest uplift in satisfaction this quarter, and this is driven by improvements for Commuters and Business customers in particular.

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

Commuters YoY QoQ | Business  YoY QoQ Leisure YoY QoQ
Planning and booking 92 (+2)  (+2) 92 (+1) (0) 92 (+1) (+2)
Journey to the station “ 90 (+4)  (+4) 94 (+12) (+12) 88 (+1) (+1)
At the station 04 20 2 | o4 +6)  (+6) 92 2 (+2)
On board the train 92 (© o) | g7 ¢33 93 ¢33
At destination/ interchange 93 (+2)  (2) 92 (0) (0) 91 (0) (0)
B Total Satisfied
How satisfied were you with the following aspects of the information provided during your journey? (excl DK) Jul - Sep 25 (Overall/Commuters/Business/Leisure) - planning and Rail Delivery Group bva

booking (2301/771/391/1139), journey to station (2046/731/375/940), at the station (2311/766/388/1157), onboard the train (1662/426/226/1010), at destination/interchange

(2189/745/378/1066). © National Rail 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. Satisfaction with information provision has improved
across all journey stages for customers experiencing a disruption. This is particularly the case for the journey to the station and on board the train, which were
formerly the stages receiving the lowest ratings among these customers. Despite these improvements there is still some work to be done for providing
better information during disruption.

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

No vov aqca| Minor - voy o qoq | JMAOT vy aoq
disruption disruption disruption
Planning and bookin
. 0 o4 2 O e & s | 8 ) ©
Journey to the station | ©2 o 3| e o ey | 79 (8 06
At the station % (3 (| e w7 | s (9
On board the train 96 ¢3) (1) 89 (+8) (+Q) 81 ¢t (7)
At destination/ interchange 94 (+1) (1) 1 (+8) (+6) 8o (+8) (-1)
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 (2485/1651/433/401), journey to station (2262/1478/424/360), at the station (2477/1685/433/359), onboard the train (1775/1403/212/160), at destination/interchange _ Bdrc

(2356/1610/430/316) © National Ral
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Overall total satisfaction with information provided at each journey stage by disruption - trended (%)
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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 experiencing a disruption, satisfaction figures convey a significant
increase when comparing to figures at the beginning of 2024. For the major disrupted, information provision has been more satisfactory in the last 6 months,
particularly for on-board the train which has moved 17% pts since Q4 24/25.

destination/interchange (2356),

o1 90 93 94 92 % ﬂ
— 4:7 ® ——— /—
On board - 86 8.;9 89 e 5
. 85 — L
the train 70 81 81 81
—— vi 79
—=C== 74
68 67 /0 70
64
92 95 94
88 88 89 8 92 93 93 92
86 8 e
85 —— —eg— 5 B GEEE—
C—=— = 3 3 91 86 87. —
—— 86 At o~ e
84 ——— ® =
-— IS ——— —— 82 83 ) 8 81 80
~& | 72 73 / —— 78
69 68 / 70 , o 75
interchange - 72 72
92 o1 93 93 % 5
~— ——— Tong “> -
-~ o —— 93
o —= 87 86
w j?F 80
76 e . . . . . . . .
- 72 73 72 —o—Total satisfied =—@=Minor disruption =@=Major disruption =—@=No disruption
67
Q4 23/24 Q124/25 Q2 24/25 Q3 24/25 Q4 24/25 Q125/26 Q2 25/26 Q4 23/24 Q124/25 Q2 24/25 Q3 24/25 Q4 24/25 Q125/26 Q2 25/26
Overall, how satisfied were you with the information provided..? (excl DK) Jul-Sep 25- planning (2485), journey to station (2262), at the station (2477), onboard the train (1775), at Rail Delivery Group lB)\(/:IQ
rc

& 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. Accuracy of information is the leading metric,
while the amount of information has shown the strongest improvements vs a year ago. Frequency of updates has also improved compared to last quarter.

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
88 90 87 88 88 89 88
YoY (+5) (+5) (+6) (+6) (+7) (+6) (+6)
QoQ (+1) (+1) (+3) (+2) (0) (0) (-1)

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) Jul - Sep 25 - ease (2547), accuracy (2559), frequency (2558), Rail Delivery Group de'
timeliness (2558), amount (2558), clarity (2557), consistency (2553) & National Rail Bdrc
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Overall satisfaction with aspects of information provided (2/5)

Frequency has improved across all customers, including the non-disrupted who are more satisfied overall. Disrupted customers are less satisfied but show
significant year-on-year improvement. For minor disrupted customers, the biggest gains beyond information frequency are in ease of finding information and
the amount of information available. For major disrupted customers, while accuracy remains the strongest metric, consistency and amount of information

have improved notably.

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 (2277/1585/394/298),
accuracy (2322/1624/374/324), frequency (2234/1553/380/301), timeliness (2258/1595/366/297), amount (2263/1592/373/298), clarity (2309/1612/381/316), consistency (2284/1600/379/305).

88

87

88

88

88

B Total Satisfied

No
disruption

93

95

o1

93

93

93

93

YoY QoQ

(+2)  (+1)
(+2)  (0)
(+3)  (+1)
+2) (o)
(+4) (-1
(+2) (-1
+2) (-1

Minor
disruption

88

84

86

82

85

85

84

YoY

(+11)

(+9)

(+13)

(+9)

(+11)

(+9)

(+10)

QoQ

(+6)

(+2)

(+6)

(+2)

(+3)

(+5)

(0)
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di:::i::on Yoy
70 (+5)
79 (+12)
72 (+10)
71 (+11)
70 (+12)
77 (+12)
71 (+11)
Rail Delivery Group
© Notiona R

QoQ

(-2)

(+6)

(+7)

(+7)

(-2)

(+2)

(-5)

bvar
Bdrc



Return to contents

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. Since the beginning of 2024, the improvements in
satisfaction are notable for disrupted customers - in particular the minor, disrupted where the gap between non-disrupted customers is closing.

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

- L p———e - 93, e 8_39 84— S 00
o=l ws The amount ilﬁ B“’—'7 “‘781 79 - g5
Ease of finding ~ 71%_ lgL /N 9 =4

! . o— ——— 5 . of 70
the information 61 63 65 % 64 / /70 |nform§\t|on 5.8; > B aa
provided
2 90 3 a3 9309 ¥
- 0
84._ 32 : M —C— —— —— Q= 4 Q0 9 93
P e f ) Q; 2%
The accg;’?ﬁg [ — v c— = - m The clarity &2 [ 76 jt ﬁ__,:j gg
. . 68 66 67 é8 67 73 ofthe 2 70" L o
information inf t]
information o = 75 77
provided 62 65 65 64 67
88 88 88 gq §Q 1
The frequenc - — - = o = 827
9 y —_— e —————— * ., — 8 90 o1 92 92 8 93
ofthe 72672 Lo —7— X
. : e = 7 72 The o— — ————— 38
information 65 62 62 64 65 . 8 80 82 g ———0—
60 consistency o . 84
' of the 798 el 76 o
o @ oo o4 P 5% —e03 information . 63 o 65 67
The timeliness 80gmn gg o L —————— 88
- oft‘ghe 0§ B‘\_x/_," jg/‘ —e—Total satisfied —e—Minor disruption
= o 1 . . . . .
nrormation 5'7 - 60 66 61 64 / —e— Major disruption —e—No disruption
Q4 23/24 Q124/25 Q2 24/25 Q3 24/25 Q4 24/25 Q1 25/26 Q2 25/26 Q4 23/24 Q124/25 Q2 24/25 Q3 24/25 Q4 24/25 Q1 25/26 Q2 25/26
How satisfied were you with the following aspects of the information provided during your journey? (excl DK) Jul-Sep 25 - ease (2277), accuracy (2322), frequency (2234), timeliness Rail Delivery Group bva

(2258), amount (2263), clarity (2309), consistency (2284) & 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 and is led by non-disrupted customers,
and following an increase in ratings of trust among the minor disrupted. The major disrupted are in line with year ago but show improvements on last quarter
after a dip in ratings in April 2025.

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

Trust

Total Trust

v o\?‘(t 3) Trust (Total trust trend)
Overall

QoQ (+2)
Total Trust

94

YoY (+3)
QoQ (+2)

No disruption

Total Trust
96
YoY (+1)
QoQ (0)

Minor disruption

Total Trust
92
W |trustedita lot YoY (+4)
o QoQ (0)
B | trusted it a little
; Major disruption X X u X v I M I I ) %) %) %) %) ) %) %) %)
B Neither nor Q@ @A’% Qoﬂx 3\}\» quv @Q,'b < o*’rb @Oru @(\fu @o,m @(o Qk,’?/ @\\w \}(\n, \)&n, \)q,m @Q,w
B | didn't trust it much Total Trust oo ’ ° ° oo @ ’ ¢ N oY ’ v
_ . 84 —e—Total Trust —e— Minor disruption —e— Major disruption —e—No disruption
B | didn't trust it at all YoY (+3)
QoQ (+5)

To what extent did you trust the information that was provided to you? Q3 2025/26 Jul-Sep 25 (Overall/ No disruption/Minor/Major) - (2421/1658/411/352), Apr/May/Jun 25 Rail Delivery Group bva
(812/801/808), © Notoal R Bdrc
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Rating personalisation of the information provided

Personalisation of information has significantly improved compared to a year ago. This is apparent across all customer types. The minor disrupted are most
likely to feel the information is personalised to them, a key strength given information will need to be more tailored during such experiences. For the major

disrupted, at a monthly level results are more changeable, reflecting the varying needs among this group.

Overall rating of personalisation of information provided (%)

Personalisation

Total Personalised

79 Overall
YoY (+10)
QoQ (+2) Total Personalised
79
YoY (+10)
QoQ (+2)

Personalisation (Total personalised trend)

38

No disruption

Total Personalised
79
YoV (+11)
QoQ (+2)

Minor disruption

Total Personalised

15 86
4 YoY (+10)
QoQ (+4)
m Strongly agree A A AR A AR ad AR ad R ah R g 0 g0 P A P A P g P
S F @ @Y PR FE S Y KR
B Agree Major disruption DR v X S w9 o O DR N R S w9
m Neijther agree nor disagree , , . . . . . . . .
. Total Personalised —e—Total Personalised  =—e=Minor disruption  =—e=Magjor disruption  ==e=No disruption
m Disagree 75
m Strongly disagree YoY (+9)
QoQ (+3)
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 lB)\(/:IQ
 mmn rc

19 disruption/Minor/Major) - (2571/1652/491/428). Apr/May/Jun 25 (857/857/857)  vens et
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Overall, this quarter, customers gave a
satisfaction (with information provided)
percentage of :

|b |b lb |b lb 92% »

KRR

¢ 16 16 16

YoY

No disruption

04% (+2)

Minor disruption

91% (+8)

Major disruption

84% (+7)

Overall, how satisfied were you with the information provided about your upcoming rail journey when planning and booking your journey? (excl DK) Jul-Sep 25 (2485) Which of
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

used when planning and booking your journey? (excl DK) Jul-Sep 25 (2571)

QoQ

(+1)

(0)

(+5)

(0)

Return to contents

Planning and booking - Key satisfaction metrics

Rail customers planning and booking their journeys are very satisfied with the information provided (92%) at that stage. This has significantly increased
compared to a year ago, following improvements among disrupted customers. The top channel used remains National Rail website or app (35%), closely
followed by Train operator website or app at 34%. Both are perceived very positively.

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

Satisfaction YoY

i o3 .,

Top 3 channels

National Rail website or app
. -

Train operator website or app

34 lb 95% .,

Trainline or other 3rd party retailer website or app

- l. 94% ©

Rail Delivery Group bvar

& National Rail B d rc

QoQ

(-2)

(+3)

(+3)
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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 remain steady from Q1 25/26 into Q2 25/26, and then
significantly improves towards the end in September. Figures are ahead of what was observed last year.

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

94

0 90
9 83 89 87 89 89 °

86 85 85 86 87 86 87

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 Jul-25 Aug-25 Sep-25

—e=—Total satisfied

Overall, how satisfied were you with the information provided about your upcoming rail journey when planning and booking your journey? (excl DK) Apr/May/Jun/Jul/Aug/Sep/Oct/Nov/Dec Rail Delivery Group bva:
22 24/Jan/Feb/Mar/Apr/May/Jun /Jul/Aug/Sep 25 (827/826/820/834/828/824/814/830/822/826/822/821/833/839/830/829/833/823) P 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.

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

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

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

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

93

95

94

93

95

o1

89

o1

% Used Total satisfied % Used

Return to contents

_ 35 Passenger assistance o1 . 9

_ 34 | did not seek or see any information at this N/a

point . 11
N 23

B s
M 5
- EE
N
Mo

channels you used when planning and booking your journey? (excl DK) Jul- Sep 25 (2571) © National Rail

Rail Delivery Group bvar

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. For most, the changes are stable throughout the quarter, except for NR
website or app, which saw a decline in August that has since recovered in September, and via a member of staff which saw a significant jump in September

to 100% satisfied with the information provided at this point in the journey.

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

(Top 5)

National Rail
website or app

89 89
Train operator
website or app

93 93
92 9l o

90

93 o2 93
92 o1 8

92 95 98 03 94

o1 9

Trainline or other
3rd party retailer
website or app

< ¥ S % <
Ny g d
= > C =

s 3 53 9
< > 9 <

Sep-24

Oct-24

Nov-24

Dec-24

Jan-25

Feb-25

Mar-25

Apr-25

May-25

86

Jun-25

g1 94 95

Jul-25

Aug-25

Sep-25

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

Via a member of staff
at the station

o1

<
[N
L
Q
<

May-24
Jun-24

Jul-24
Aug-24
Sep-24

—e-Total satisfied

How satisfied were you with the information that was provided on the channels you used when planning and booking your journey? (excl DK) Jul/Aug/Sep 25 - National rail
website or app (297/265/304), Train operator website or app (294/261/283), Trainline or other 3rd party retailer website or app (173/190/215), Journey planning website or app

(144/134/138), Via a member of staff (129/128/122).

Oct-24

Nov-24

97 o6

Dec-24
Jan-25
Feb-25
Mar-25
Apr-25

Rail Delivery Group

& National Rail

May-25

Jun-25

Jul-25

bvor

Aug-25

Bdrc

Sep-25



25

Information about facilities available

Return to contents

A significantly higher proportion of customers (between 72% and 74%) are now successfully accessing information about either station or onboard facilities.
When customers receive both types of information, satisfaction levels are exceptionally high, with nearly all reporting a positive experience. Even when

information is provided in isolation, satisfaction has improved.

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

YoY (-8)
QoQ (-4)

YoY (+8)
QoQ (+4)

mYes mNoO

Found information about the facilities available on board the
train (%)

YoY (-11)
QoQ (-4)

YoY (+11)
QoQ (+4)

mYes mNoO

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

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

m Very useful mSomewhat useful m Neither nor mSomewhat not useful ®mNot at all useful

Total useful

YoY (+1)
QoQ (-1)

Satisfaction of information about the facilities available (%)

Facilities at the station
and on board -
combined

Facilities on-board the
train

Total satlsﬂed

YoY (0)

QoQ (0)
Total satlsﬂed

YoY (+4

QoQ (-1)

Facilities available at Total satlsﬂed

the station
YoY (+6)
QoQ (+1)

m Very satisfied mFairly satisfied ®mNeither mFairly dissatisfied mVery dissatisfied

Rail Delivery Group bva
. ONewwra Bdrc

facilities at the station? Jul-Sept 25 (2248/2163) How satisfied were you with the information you received about the facilities? (1627/1845)
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Information on lift functioning

A similar proportion of customers are also receiving information about the lifts at their station. Of the 3 in 4 who were able to find this information, 94% stated
that the information was an accurate reflection of their experience, similar to last quarter.

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

Total Accurate

94
QoQ (-1)

YoY N/A
QoQ (-1)

YoY N/A
QoQ (+1)
m Very innacurate W [naccurate
mYes mNO m Neutral m Accurate
m Very accurate
6 Rail Delivery Group bvar
2 Were you able to find out whether or not the lifts at the station were working? Jul-Sep 25 (1693) How accurate was the information you received about the lifts at the station (i.e. © National Rail Bdrc

did this reflect what you experienced)? Jul-Sep 25 (1294) "This was a new question introduced in May 2025
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Information on station facilities

Not all customers were able to find the information required for their journeys at this stage. The majority of these items related to station facilities (which is
improving as noted earlier) but could be improved further regarding the accessibility of facilities and platforms, access to toilets, places to wait and

connectivity to Wifi.

It would be awesome to know more about the
accessibility of each platform. Like, which ones have
step-free access, where the accessible toilets are
actually located (not just that they exist), and if there

Leisure Customer ‘ ‘ are any platform-specific mobility assistance

Yes, information about accessible toilets, luggage
storage, and nearby food options would have been
useful but was not clearly available

Commuter

Detailed platform accessibility information was

‘ ‘ missing.

( \ Disabled Customer
Yes, it would have been helpful to have clearer
information about the location of the toilets and

whether they required payment, as well as more

visible signage for lifts or step-free access, especially
for passengers with luggage or mobility needs.

Yes, information about available seating areas and
nearby restrooms would have been useful but was

\Leisure J ‘ ‘ not clearly provided.

Business

Wi-Fi or charging stations: Connectivity options for

travelers.
Commuter
Was there any information about station facilities that would have been useful, but you did not find? July-Sept 2025 (1294) "These questions Rail Delivery Group lB)\(/:Id'
rc

were introduced in May 2025 © National Rail
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Seat reservations for advance ticket booking

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

Found information about option to Satisfaction with booking a seat in Ease of finding information on seat
reserve a seat in advance (% yes) advance (%) reservation(%)
Total satisfied Total Easy
94 96
YoY N/A
QoQ (0) YoY N/a’
QoQ (0)

YoY N/A
QoQ (0)
ENo mYes
m \Very dissatisfied  mFairly dissatisfied m Very easy m Fairly easy
m Neither nor m Fairly satisfied m Neither easy or difficult mFairly difficult
m Very satisfied m Very difficult
Did you find information on any of the following before your departure? And how satisfied were you with the following..? (excl DK) - Information about the option to reserve a seat Rail Delivery Group bvar

in advance. How easy was it to find information about the option to reserve a seat on the train? Jul-Sep 25 (2131/1585/1608) "These questions were introduced in June 2025 © Netional Ral Bdrc
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Changes to train times

Aligning with improvements seen elsewhere at the planning and booking stage, customers are also significantly more likely to receive information relating to
changes to train times ahead of their journey. On average customers are receiving information 5 days in advance. The information received is perceived more
positively than in the same period a year ago, with the most significant impact on how the change in train time will impact the journey.

29

Found changes to train Average time information Satisfied with the following (%)
times (%) about the change to train
times is received before
journey (dayS) Information on how and why your train time changed
Apr-24 EE— 7.0 68 27 4 [, ;aStiSﬁed
YoV (-6) May-24  —— 5.7 YoV (+6)
Jun-24 EEE—— (2 , : : - QoQ (0)
Julzs — G S Information on your options for travel due to change in train time
Sep-24 N 0./ > ° ’ Y 9v°< 6)
O +
Oct-24 IS - 3 QoQ (+1)
Nov-24 6.5 Information on how your journey will be impacted due to the change in train time
Dec-24 IS - 1 -
Jan-25 — T 56 36 6 TOtal;ait'Sf'ed
ebe 57 YoY (+8)
Mar-25 I - D QoQ (+4)
Apr-25 E—— 7 O How far in advance you were notified about the change in train time
May-25 I 5/ Total satisfied
Jun-25 I (2 57 32 /3 89
Jul-25 e 4.6 YoV (+5)
Aug-25 IS (] QoQ (+1)
mYes ®No 598-25 — 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? Jul-Sep 25 (2118/1448/1409-1421) © Netional Ral Bdrc
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Ticket validity

Generally, customers feel that the validity of their tickets is clear - most notable among commuters. Leisure customers have shown considerable
improvements on last quarter. Clarity is observably higher among more frequent, younger customers, while infrequent train users rate clarity slightly lower.
Infrequent travel is often tied with lower scoring on metrics, as often found in other work like the General Public Tracker.

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

Overall Commuters Business Leisure
Total Clarity Total Clarity Total Clarity Total Clarity
92 95 92 90
QoQ (+2) QoQ (+3) QoQ (-1) QoQ (+4)

Clarity of the

information is

strongest among Those who typically take

those aged 26-35 more frequent train

years old (96%). Journeys are clearer on

Beyond 60 years the ticket validity (95%)

old, clarity versus the small minority

reduces - albeit it who travel less often

still high (85%). than every 6 months
(79%) - who are mainly
leisure customers.

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? July-Sept 2025 (2571); Commuters (846), Business (427), Rail Delivery Group bva

Leisure (1298 & National Rail Bdrc
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Hot topic: Greyed out train services when booking

Return to contents

This feature is used less frequently by customers, likely because it isn't relevant to everyone. Overall, 42% of customers have tried to book tickets for a train
service and found it greyed out / unavailable to book. For the majority of these customers, the information explaining why it was greyed out was easy to find.
As a result of this service not being available, most booked another service for the same day, with very few deciding not to travel at all.

Ever tried booking train ticket and
found service greyed out/
unavailable? (%)

Ease of finding information explaining
reason for greyed out service (%)

Total Ease

87

Action taken as a result of the greyed out
service (%)

Booked another service _ 62
for the same day

Took alternative travel

arrangements / another - 33

mode of transport
Decided to travel a
different day N ::
Decided not to travel . 14

Waited until nearer the
time to determine next I 7

mhNo mYes [
course of action

m Very difficult m Fairly difficult

m Neither easy nor difficult mFairly easy Other ‘ 0

m Very easy
Have you ever tried to book a train ticket and found that the train service you were looking for is greyed out/unavailable? July-Sept 2025 (775), How easy was it to find the Rail Delivery Group bva:
information that explained why this service was greyed out/unavailable to book? What did you do as a result of finding out the service was greyed out/unavailable to book? (341) _ Bdrc

& National Rail

‘New ad(dition this quarter
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Ease with finding information on where bus replacement is

m Fairly difficult =Very difficult

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 - this is not significantly different to last year but
has gone down considerably compared to the previous quarter. Positively, the majority of customers are able to find information on the bus replacement and
where it is going to be located with ease.

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

Total ease
63 9t
62 61 YovY (+2)
QoQ (+1)
" 45
Q1 2024/25
37 g 383937
Q2 2024/25
Q3 2024/25
B Q4 2024/25
B Q12025/26
m Q2 2025/26
At the planning and At the station m\eryeasy ®Fairly easy mNeither nor
booking stage
What stage were you informed about the rail replacement bus for your journey? Jul-Sep 25 (705) When planning and booking your journey, how easy was it to find information
32 about where to find the bus replacement at the station? (Excl. | did not seek) Jul-Sep 25 (414)

Rail Delivery Group bva
. ONewwra Bdrc
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Journey to the station - Key satisfaction metrics

90% are satisfied with information during the journey to the station. This is following significant improvements across all customers, with the minor disrupted
now closely aligned on satisfaction to the non-disrupted. 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 and Journey planning website or app - both seeing significant
improvements in satisfaction of their information provision.

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

lb lb l‘ l‘ lb OO/ National Rail website or app
90/
No disruption

(+7) (+4)
- P e o o
II || || II 02% Ca) 63

Train operator website or app
l‘ l‘ l‘ l‘ Minor disruption 2

o
26 l. 95% Ga)  G2)

o
® ® ® ® 91/0 (+10)  (+5) Journey planning website or app (e.g. Google,

Major disruption Citymapper, TFL) .
79% 3 20 l. Q4% 7 3
O/ (+8)  (+6)

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 bva:
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

Jul—Sep 25 (2262) & 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 continues to improve, with the trend showing a steady trajectory. Satisfaction is high amongst all channels, with social
media industry channels performing best, followed by TOC websites or apps.

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 94 _ 34

Train operator website or a
" o5 N oo

Journey planning website or app (e.g.
Google, Citymapper, TFL) 94 B -

Trainline or other 3rd party retailer website

or app 92 - 17

Notifications via Facebook
Messenger/WhatsApp/SMS from 03 - 15
National Rail or the train operator

Via official industry social media feed i.e.
The train operator's Facebook page, 97 M s
Network Rail X

P> P PP Awb‘omb‘ SN N NN Video on National Rail X (formerly Twitten) o3 il 12
?\Q %\’b* 30 3\\’ \‘9%@90 \;O Q 3®0<<® Q\”O ?Qt‘\,b\\ \)0 50 OQ%QQ with a presenter explaining disruption
—e— Total satisfied ~ «eeeeeeee Linear (Total satisfied) | did not seek or see any information at this

oot N/A [ B

Overall, how satisfied were you with the information provided about your upcoming rail journey when on your way to the station? Jul/Aug/Sep 25 (749/770/743). Which of the Rail Delivery Group bvd‘-
35 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) Jul-Sep 25 (2571) © National Rail
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Satisfaction with information channels

While the information channels show movements at a monthly level, the majority of these are not significant except for the improvements made for
messenger services from NR or the TOC which improved significantly from July to September 2025. For social media feeds from official industry channels
this has shown strong improvements seen September 2024.

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

9 94 9394 94 93 % _, 9
3 o1 g1 92 % 0 90 90 _a89g % S .
Journey planning
National Rail website or i

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

96 9 Notifications via

0 Facebook

Train operator website 89 99 88 Messenger/WhatsA
or app pp/SMS from

National Rail or the
train operator

N 89 94 88 92 g 91 90 gg 93 91 92 gg 93 01 Via official industry
Trainline or other 3rd 87 5 87 86 social media feed ie.
party retailer website or The train operator's
app Facebook page,

Network Rail Twitter
I PP A P AP P AP AP AP P AP P AP AP O S & A qjo BB qjo
W t\@\ N > \9 %Q;Q o eo4 & 3@0 Qéo @’0 W v@A N N \9 %eQ S v@\\ & N \9 %Q,Q RS %OA & \)®<\ QQ}Q V@ VQ* t@ & N \9 K
—e—Total satisfied
How satisfied were you with the information that was provided on the channels you used when on your way to the station? (excl DK) Jul/Aug/Sep 25 - National rail website or Rail Delivery Group bva:

app (279/289/282), Train operator website or app (218/222/233), Trainline or 37 party website or app (151/155/150)), Journey planning website or app (e.g. Google, Citymapper, - Bdrc
TFL) (149/159/160)), Notifications via Facebook Messenger/\WhatsApp/SMS from National Rail or the train operator (128/121/133)., Via social media feed ( © Netional Rail
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Overall, this quarter, customers gave a
satisfaction (with information provided)
percentage of;

|b |b |b lb |b 93%

MM

l‘ lb I‘ l‘ T Minor disruption
o o o o (| 93%

Major disruption

80%

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

YoY

(+12)

Return to contents

At the station - Key satisfaction metrics

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

Top 3 channels Satisfaction

At the station, 93% were satisfied with the information they are provided about their upcoming rail journey. This is a significant increase compared to a year
ago and is driven by all customers. The most used channels are screens on the platform area, followed closely by announcements at the station - the latter
showing strong improvements in satisfaction versus a year ago.

YoY

Screens on the platform area

AR I&F o

Announcements at the station

27 IQF 6%

(+1)

\V}

+7)
Screens showing trains times and platform numbers

3 - 24 l. 04%

(+4)

Rail Delivery Group

38 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) July -Sep 25 (2571) © Netional Ral

(+1)

(+2)

bva:
Bdrc

QoQ

(+2)

(+2)

(+1)
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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 incrementally increase over the quarter and are ahead of the same
period a year ago.

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

03 94
o1 92 92 92 e
89 88 g, g 89 89  gg ——
84 86 85 86 86

—-—Total satisfied

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 Jul-25 Aug-25 Sep-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/Jun25/Jul25/Augas/Sep2s

(808/809/809/817/820/821/824/804/819/823/808/814/821/821/819/831/815/822/831/815/822/803/822/832/823/826/822/764/770/777) © Natonal el Bdrc
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Information channels used and their satisfaction

Return to contents

Customers use a variety of channels at this stage in the journey, 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 (%)

Screens on the platform area

Announcements at the station

Screens showing trains times and platform
numbers

National Rail website or app

TV Screens in main departure hall / area

Train operator website or app

Via a member of staff at the station

Station signage, posters and wayfinding

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

the station? (excl DK) July -Sept 25 (2521)

Total satisfied

06

96

94

95

95

94

95

% Used

N :
N -/
N -/
H ::
B -
B s
M 5
s

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

Help points on the platform area

Trainline or other 3rd party retailer website or
app

Notifications 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

Video on National Rail X (formerly Twitter) with a
presenter explaining disruption

| did not seek or see any information at this point

Total satisfied

% Used

| EE

94
04 [ g
93 [ EE
94 M o
92 . 9
3 Mo
N/A B
Rail Delivery Group

& National Rail

bva:
Bdrc
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Satisfaction with information channels

Return to contents

The top 5 most used channels perform strongly. Satisfaction ratings are aligned with the last quarter, and for some show strong improvements on a year ago
- such as with station announcements.

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

904 g 94 7 __agz o, 93 93 _agz 02 4 o2

94 94 95 95 95 95

g0 95 9293 93 oo 90 93 89 97 94 94 g2 92 96 91 9495

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
Jul-25
Aug-25
Sep-25

National Rail website
or app

TV screens in the
main departure
hall/area

95
o1 %4 50 %

< ¥ S <
o g g 9 o
S o> © =

s 353 °%9
< = 9 <
—e—Total satisfied

How satisfied were you with the information that was provided on the channels you used when at the station? (excl DK) Jul 24/Aug25/Sep 25 - Screens on the platform area
(227/215/212), Announcements at the station (200/235/222), Screens showing train times and platform numbers (176/173/199), National Rail website or app (186/192/186), TV
screens in the main departure hall/area (159/164/165)

87

Sep-24

94

Oct-24

o1

95

g1 92

Nov-24

Rail Delivery Group

Dec-24

90

06

Jan-25

95 94 g3 95 9P 9495

Feb-25

& National Rail

, 95 95 98 96 95 45

9 o 94 93 94 09
9
85 87

Mar-25

Apr-25

May-25
Jun-25

bva:

Bdrc

Jul-25

Aug-25

Sep-25



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 95 94
YoY (+2) (0) (+5)
QoQ (0) (-1) (+2)

BVery satisfied  mFairly satisfied B Neither nor

B Fairly dissatisfied

Major disruption

Total satisfied
84

(+2)

(0)

B VVery dissatisfied

Return to contents

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 - showing strong improvements for the minor disrupted.

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
88 92 84 71
YoY (+5) (+2) (+11) (+6)
QoQ (+2) (0) (+4) (+6)

42 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) Jul- Sep 25 (2483/2473), No disruption (1690/1677), Minor (440/437), Major (353/359)

mVery satisfied W Fairly satisfied ®mNeithernor  ®Fairly dissatisfied  ®Very dissatisfied
Rail Delivery Group bva
. ONewwra Bdrc
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Interaction with staff at the station

Return to contents

49% 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, followed by information on tickets, which saw significant improvements in satisfaction ratings vs a year ago. Satisfaction ratings have
also improved for information relating to alternative routes and ticket validity on these during times of disruption.

Interacted with a staff
member at the station (%)

EmYes mNO

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? July -Sept 25

(2521/511-1295/49-655)

What information did they

ask staff for? (%)

Platform number
Time of train departure

Information on tickets

Alternative routes to get to
your destination

Ability to use your ticket on
other trains during disruption

Cause of disruption

Estimated disruption
duration

Other

M 3/
-0
I
B
|
M 27
| [EE

| 4

Satisfied with the following (%)

Platform number

77 18 31 Total satisfied
Time of train departure 95
71 24 d Total satisfied
Information on tickets 95
77 19 1 Total satisfied
Ability to use your ticket on other trains during disruption 95
71 20 3 Total satisfied
. L 91
Alternative routes to get to your destination
37 6 B Total satisfied
(0]
Cause of disruption o
4 >8 O o 3 Total satisfied
82
Estimated disruption duration
46 33 ) 5 O Total satisfied
79
Other
Total satisfied
79 17 2 96
m Very satisfied m Fairly satisfied m Neither nor
m Fairly dissatisfied m VVery dissatisfied
Rail Delivery Group

& National Rail

YoY (+1)

YoY (+5)

YoY (+4)

YoY (+18)

YoY (+12)

YoY (+8)

YoY (+11)

YoY (+2)

bvar
Bdrc
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Satisfaction with staff at the station

Although only a small minority acquire information from the staff and just 49% interact with a staff member, the majority of customers are very satisfied with
the availability of staff to help customers when at the station and has improved on a year ago. The changes are most notable among those experiencing a
minor or no disruption.

Staff available to help me (%)

Overall No disruption Minor disruption Major disruption
Total satisfied Total satisfied Total satisfied Total satisfied
88 88 92 85
YoY (+4) (+3) (+9) (+2)
QoQ (+1) (0) (+5) (+4)

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

Rail Delivery Group bvar

Focusing on the staff at the station, how satisfied were you with the following? (excl DK) July -Sep 25 (Available to help me) - Overall (2003), No disruption (1310), Minor (396), Major (297) Bdrc
& National Rail
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At the planning and At the station

booking stage

Stage informed about the rail replacement bus (%)

Q1 2024/25
Q2 2024/25
B Q3 2024/25
B Q4 2024/25
B Q12025/26
B Q2 2025/26

Return to contents

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

Customers are increasingly more likely to receive rail replacement bus information at the station instead of in advance of their journey - a trend that was
seen last a year ago but has been amplified this year. Nevertheless, customers find the information on the departure point easy to find when at the station.

Ease with finding bus
departure point (%)

Total ease
o1
YoY (+1)
QoQ (-5)

mVeryeasy M®Fairly easy ®Neither nor mFairly difficult mVery difficult

45 What stage were you informed about the rail replacement bus for your journey? Jul - Sep 25 (705) 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 (289/682)

& National Rail B d rc
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Rail Delivery Group bva
 ONetonalRal Bdrc

Return to contents



Return to contents

On board the train - Key satisfaction metrics

Overall, the satisfaction score given to information provided on the train was 93%. Alike many other stages, the increase has been observed across all
customer types. Customers rely most on screens on the train, of which nearly all are satisfied with the information they provide.

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

|b |b lb lb lb 93% o Screens on the train

o
. - " o
31
No disruption
6% -
906 3 1) Automated announcement on the train

l‘ l‘ l‘ l‘ I Minor disruption 2 6 l . 95% +3)

o
@ ® o © 89% +8) (-9
Live announcement delivered by
Major disruption member of staff on the train °
3 I@F o6%
Rail Delivery Group bva:

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
47 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) Jul-Sep 25 (1775) © Netional Ral Bdrc

QoQ

(-2)

(+1)

(+3)
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Overall satisfaction with information provided when on board the train

Satisfaction with information on board the train remains steady throughout the latest quarter but sits significantly ahead of the equivalent months a year ago.

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

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 Jul-25 Aug-25 Sep-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) Oct/Nov/Dec 23/ Jan-24/Feb-24/Mar-24 Rail Delivery Group bva:
/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/Jul 25/Aug 25/Sep 25 _— Bdrc
(626/574/580/597/646/589/582/589/630/629/636/626/641/641/575/606/642/630/597/604/560/ 562/583/630) © National Rall
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Information channels used and their satisfaction

Information channels used on board the train generally achieve a high satisfaction rating. Positively, following the introduction of the NR video on X this
performs strongly among the 7% who are utilising this.

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

Total satisfied % Used

Total satisfied % Used

Notifications via Facebook Messenger
Screens on the train 95 - 31 /WhatsApp/SMS from National Rail or the 93 W
train operator

Via official industry social media feed i.e.

Automated announcement on the train 95 - °6 The train operator's Facebook page. 94 i6
Network Rail X

Live announcement delivered by member 6 - 23 Vldeii?;;\la:;near:tz?iz (g;merz;yltttiig 97 I 5
of staff on the train 9 P P 9 P
| did not seek or see any information at this N/A - 18
National Rail website or app 94 - 17 point
Train operator website or app 90 - 13
Via a member of staff on the train 94 . 12
Journey planning website or app (e.q. 95 . 9
Google, Citymapper, TFL)
Trainline or other 3rd party retailer \x/srbasne 93 . 8
PP
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

when on board the train? (excl DK) Jul-Sep 25 (1818) & 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, and via automated or live announcements. For NR or TOC
website or app, there are movements over the quarter, though not significant changes.

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

(Top 5)

Screens on the train

95 94 94 94 gp04 LB RB 95
93 g0 98 9496, 9498 94 97 95 o1 90 AR QP95 9595 91 92 489 91 89 92 o %
National Rail website

or app

93 95 95 96 93 2 96 g2 95
86 890 9 7= g, 92 25 9789 "3 88
94 92 93 92 92 Q2 00249893 92 95 96 95 9296 96 94
Train operator website

Automated
announcement on the or a
train PP
N D D D U L D A A 0 I U0 B o T Uo I Ko R Vo B No R (o BN Ve ]
g g g g a g gaggq aoqoagqd
[ — -+ p - - —_—
9589 93 92 98 g 94 96 96 95 g1 92 96 95 gg 96 9804 S 353908308388 35389¢
< s 5 <U)OZQ—1|_|_2<E2—1 R
Live announcement
delivered by member of
staff on the train
< ¥ ¥ ¥ S S Y ¥ ¥ 0 0 0 00 w0 0w w0 w
Moq g g g g g gl qr g gl gl qh g gl gl ol
S > Cc = O O ¥ > 0 € 0O = 5 > < = 0o Qa
o © 5 3 o & © T QO g 5 3
<:z—a"<?$ozg—»£z<z—»"<?$
—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) Jul 25/Aug 25/Sep 25 - Screens on the train Rail Delivery Group lB)\(/ZIQ
o rc
& National Rail

(168/182/206), Automated announcement on the train (158/149/164), Live announcement delivered by member of staff on the train (146/123/144), National Rail website or app

(96/120/122), Train operator website or app (79/69/103)
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Satisfaction and ratings of announcements on board the train (1/3)

Given announcements are a core channel when on board the train, it is positive that at an overall level satisfaction with announcements is high and has
improved on 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 (%)

Live
They were an The frequency announcements
appropriate They were made at was at an delivered
length an appropriate time  appropriate level confidently
Total satisfied Total satisfied Total satisfied Total satisfied
YoY (+3) (+6) (+5) (+5)
QoQ (-1) (+2) (0) (+1)

B 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) Jul-Sep 25 (753/742/753/698) Thinking
about all the announcements you were given on board the train, to what extent do you agree or disagree with these statements? Jul-Sep 25 (754)

B Meither nor

Strongly agree

Strongly disagree

The frequency of
announcements is right, they
are repeated appropriately

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

YoY (+0.2) S s -
QoQ (+0.1)
YoY (+0.2)
QoQ (0)
Rall Delivery Group bva

& National Rail B d rc
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Satisfaction and ratings of announcements on board the train (2/3)

Across customer type, the non-disrupted are most satisfied with announcements, with improvements in ratings on frequency and delivery. For the minor
disrupted, the timing of delivery has significantly improved, which is key given this was formerly an under-performing metric. For the major disrupted, ratings
are moving in the right direction, but changes are not significantly different to previous.

Announcements on board the train (%)

They were an
appropriate
length

Total satisfied
96
YoY  (+2)

QoQ  (0)

m \Very satisfied

No disruption

Live
The frequenc
They wtere made was gt an 4 announcement
a .a': ti appropriate level S de!lvered
appropriate time confidently

Total satisfied Total satisfied Total satisfied

95 93 06
(+2) (+3) (+5)
(-1) (-1) (-1)

63

m Fairly satisfied m Meither nor

m Fairly dissatisfied mVery dissatisfied

They were an
appropriate
length

Total satisfied

88
(+10)

(-2)

57

m Very satisfied

Minor disruption

The frequency
They were made was at an
atan appropriate
appropriate time level

Total satisfied Total satisfied

86 80
(+18) (+5)
(+14) (-1)

m Fairly satisfied

m Fairly dissatisfied mVery dissatisfied

Live
announcements
delivered
confidently

Total satisfied

81
(-3)

(+2)

49

32

14

B MNeither nor

Thinking about the announcements that were given on board the train, to what extent were you satisfied with the following? (excl DK) Jul-Sep 25 No disruption
(618/608/618/563), Minor (76/75/76/76), Major (59/59/59/59)

Major disruption

Theywerean  Theyweremade  'he frequency
appropriate atan was _at an
length appropriate time ~ 2PPropriate level
Total satisfied Total satisfied Total satisfied
89 79 82
(+12) (+5) (+Q)
(-1 (+7) (+12)

37

m \Very satisfied m Fairly satisfied
m Fairly dissatisfied mVery dissatisfied

Rail Delivery Group

& National Rail

Live
announcements
delivered
confidently
Total satisfied
87

(+12)

(+13)

51

36

m MNeither nor

bvar
Bdrc
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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 slightly to ensure customers are kept informed with relevant information as things progress during their disruption.

Announcements on board the train (%)

Announcements are
useful, they keep me
informed at the right

No disruption

The frequency of
announcements is right,
they are repeated
appropriately

Strongly - Strongly
N Y naree
vovy o N 86
QoQ (-0.1) YoY (+0.1)
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

time appropriately

Strongly
agree

B S 6
YoY (+0.6)
QoQ (+0.4)

B S
YoY (+0.3)
QoQ (+0.4)

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? Jul-Sep No disruption (619), Minor

(76), Major (59)

Announcements are
useful, they keep me
informed at the right

Major disruption

The frequency of
announcements is right,
they are repeated

time appropriately

B C e

YoY (+0.4) VoV
QoQ (+0.8) +0.5)
QoQ
(+0.1)
Ralt Deilvery Group bva

Bdrc

& National Rail
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Type of information provided on board the train

Information about where the train will stop is the main piece of information delivered to customers, followed by the next stop. Disruption information is more
limited since it happens less frequently amongst all customers, nevertheless there is room to improve with just 31% of the major disrupted receiving
information on disrupted routes or about unexpected stops or late departures.

Information provided when on board the train (%)

66
the train will call at 12
I
Informed about the next stop 4

00

J———. o
Informed about the destination in %]1 53 B Q1 2025/2026

announcements and on screens
m Q4 2024/2025

]_5 This increases to 31% among those
_ . L ) . . B Q32024/2025
Announcements about dlsruptlons on ‘ 8 experiencing a major disruption.

other routes i Q2 2024/2025

3_4 This does not change significantly Q12024/2025

Announcements if the train stops 12 14 for the major disrupted.

unexpectedly or if departing a station late
-

None of these §

Rail Delivery Groui
When on board the train, were you provided with any of the following..? Jul-Sep 25 (1818) 7y P lB)\(/ZIQrC
& National Rail d
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At destination/interchange station - Key satisfaction metrics

At the destination/interchange station, 92% of customers are satisfied with the information received. This has significantly increased compared to last year
(+5% pts) and is driven by improvements among disrupted customers. Customers are most likely to use NR website or app, and live or automated

announcements - all of which perform very highly.

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

YoY

e 1% 16 16 16 927 .

No disruption

94% (*1)

Minor disruption

o
91% (+8)

Major disruption

80% (+8)

QoQ

(+1)

(-1)

(+6)

(-1)

Top 3 channels used and their satisfaction (%):

Top 3 channels

Satisfaction

National Rail website or app

Live announcement delivered by a
member of staff at the station

21

(\V

Automated announcement at a station

3 -20

Overall, how satisfied were you with the information provided about your rail journey when at the intermediary and/or destination station? Jul-Sep 25 (2356) 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
at the intermediary and destination station? (excl DK) Jul-Sep 25 (2356) Following your rail journey, were you provided with any of the following information..?

Jul-Sep 25 (2356)

IW 94%

¥ 94%

IQF o5%

Rail Delivery Group

& National Rail

YoY

(+1)

(+4)

(-1)

bvor

Bdrc

QoQ

(0)

(+1)

(+1)
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Overall satisfaction with information provided when at destination/interchange
station

After the dip in satisfaction in February, ratings of information provision at this stage have steadily increased to a peak of 93%. This highlights that information
remains strong and is building upon already positive scores.

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

(\/,,/v o> v,?y «,,/b& Aﬂ/b( o’rbb‘ Nt q’q’b( Qﬂ/b‘ A A'Q’V ch’b( o/,go I «q’% P \\ﬂ/‘o O/f,jo N2 qﬂjo Qﬁjo
o o @ o o
NG «@ X W %\fo W S N @ o) NS P NG «@ X W é\fa W S vo c®
—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:
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/ Jul 25/Aug 25/Sep 25 _— Bdrc

(754/761/749/752/750/772/752/748/768/764/729/760/770/766/755/764/756/747/760/756/774/777/789/779/782/785/789)

& Nationa

| Rail
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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 all of these are perceived very positively.

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

Total satisfied % Used Total satisfied % Used
. _ . Notifications via Facebook Messenger
National Rail website or app 94 - 23 /WhatsApp/SMS from National Rail or the train 92 . 12
operator
Li t deli
ive announcement de g\/feg;c;lfgxg f\hre“ggt?oer: 94 - o1 Via official industry social media feed i.e. The 90 . 11
train operator's Facebook page, Network Rail X
Automated announcement at a station 95 - 20 Trainline or other 3rd party retailer website or
app 92 . 10
Station signage, posters and wayfinding 95 - 18
| did not seek or see any information at this point N/A - 25
Train operator website or app 96 - 17
Via a member of staff at the station 94 - 15
Journey planning website or app (e.g. 94 - 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) Jul-Sep 25 (2356) © Netional Ral Bdrc
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Satisfaction with information channels

The majority of channels continue to achieve high levels of satisfaction. Compared to the same period last year, live announcements have consistently

performed well, whereas last August saw a dip in scores due to disruptions affecting customers who relied on this channel. The recent stability in satisfaction

scores at an overall level highlights how the channel has become more effective at catering to diverse information needs.

Satisfaction of information channels when at destination/interchange station - trended (%)
(Top 5)

. . 2 2 92 92 2 2
National Rail Station signage, 91 93 90 90 gg 92 . IRQ2 92 92 92 9432 90 T
website or app posters and

wayfinding

Live 06 97 94 98 4, 96
announcement 93 93 93 93 93 93 93 9595 Train operator

delivered by a 2392 90 website or app
member of staff at 8 88 6 87 7
the station

8 I I I A A I I I X QYRR LLR
Automated 94 92 92 9° 95 94 9393 g2 94 93 94 94 94 94 94 95 9/ O T T O
a station
,z/bx\\q/b‘ Qy ,bbxqq/b&Qq/bx ,Lb\q/b& O,,/b& qjo\quo k,,jo @@A’mﬁ qjo q/<0 ququjo
O
th\\fo \)o W o%@ Oéo @ 5@Q®V\\®VQV\® 3\\,» S \)%Q;
—e—Total satisfied
How satisfied were you with the information that was provided on the channels you used when at the intermediary and destination station? (excl DK) Jul 25/Aug 25/Sep 25 - National Rail Rail Delivery Group de"
website or app (195/189/208), Live announcement (158/170/176), Automated announcement at a station (171/171/181), Station signage, posters and way finding (169/153/143), Train _— Bdrc
& National Rail

operator website or app (141/162/145)

94

Aug-25

97

Sep-25



After journey

Rail Delivery Group bva
 ONetonaRal Bdrc
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point in 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

61

Total satisfied

06

97

o1

92

92

N/A

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

Information channels used and their satisfaction

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

% Used

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

Return to contents

2 in 5 customers do not seek or come across information about their trip after this has concluded - consistent with former quarters. For those who do seek
information, the most used channels are the National Rail or Train operator website or app. Customers are very satisfied with the information channels at this

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 early in 2025, information via this channel has improved and has remained relatively consistent over the last 6 months.

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

National Rail 92 90 90 92 01 92 a1 93 9023 93 9 93 P By phone or via a
. 87 87 88 Y P
website or app call centre

96 o5 96 o5 97 98

93 94 93 94
Train operator 99 89 88 5 88 - o1 & Automatic delay
website or app repay
Trainline or other

3rd party retailer
website or app

> 4 4
92 9 94 oo 94 95

n,b‘ \\fz,b‘on? A a> A \mb‘ > @Vofzfo 2 '139 733 \\fﬁ’) o 75’) 2 AP
VQ N 3\\’ 09 %@Q v eo & N3 <<® Q\'D Q Q@ \>\> 30 09 %eQ

e Aqy > 2> > &qy\\qy ,lyoqjo A9 AP A quo o o _
W Q@ ) » o@ %@Q F S Q& @ Q@ S > o@ %Q;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) Jul 25/Aug 25/Sep 25 - National Rail Rail Delivery Group bva:
website or app (250/258/262), Train operator website or app (218/243/232), Trainline or 3 party retailer website (147/161/140), By phone or via a call centre (145/144/126), - Bdrc

i & National Rail
Automatic delay repay (107/106/96).



Experience with disruptions

Rail Delivery Group ,bva
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Overall rating of information provided about the delay (1/2)

Overall, 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. With fewer
cancelled passengers this quarter, the upward trend is being driven by those who experience a delay to their journey. Cancelled passengers show some
movement, but no significant changes this quarter due to the low base size.

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

Overall Minor disruption  Major disruption i
p ] p Cancellation Total Well Trend
Total Well Total Well Total Well Total Well
80 86 74 64
YoY  (+10) (+9) (+8) (+13)
81
QoQ (+2) (+2) (+2) (0) 77
(0]
73 N8
31 {1
65/71 ==
64
47
46
43
12 33 * % * % * %
10
12 R N S N T SNTN S N S NY SR - ST NS ST RS SR NS =

v
J / SN VSN U / AP / .
Y t‘\??\ SN VQQ 3 AN DN NPT NS t\@\ SN VQQ R

10

5 12

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

Rail Delivery Group bvar

Overall, how well do you think the train company kept you informed about the delay or cancellation? (excl DK) Jul-Sep'25 (846/437/409/82) Jul 25/Aug 25/Sep 25 - Overall (287/279/280); Bd
rc

Disruption: Minor (151/139/147), Major (109/106/112), Cancellation (27/34/21) ""Refers to where the base is below 30 and too low to show. © Netional Ral
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Overall rating of information provided about the delay (2/2)

Focusing solely on cancelled and majorly disrupted customers, figures are broadly in line what was reported last quarter. Figures are driven more so by
delayed customers than cancelled, who are generally rating information more positively than a year ago. Interesting to note that a year ago was still amidst

the strike period which will have likely impacted results.

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

Total Well Trend

OO0 00 o o o o o o N NN N NN ANNNNNNOOOODOOOOOOOOSSITI I T T I I I T T T IOWLWLW LW LW LW LW LW
oo g G Qe gl gl qlg Gl qlqe Gl qEqe gl il gl il gl ol qlogboqloqloqlhoqr gl gl gl il gl gl qlql ol
O S5 DA ) 2 O Cc 0 s s >CcC = 00 >0 Cc 05 >CcC =008 >0Cc0%"5%>2Cc= 000 >0Cc0%s%>c =00
0508330882003 0825533508820808335333083830c80d8333533083805808387335350
OSL> <P ZO0OHSEZILSS T INO0Z0h <IN InO0ZzZ0 <SS InO0zZz0oc <3SN0
Overall, how well do you think the train company kept you informed about the delay or cancellation? Jul 25/Aug 25/Sep 25 - Overall (136/140/133), Rail Delivery Group lB)\éo

rc

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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Overall rating of information provided about the delay
The TOCs generally perform well on information provision during a delay. The top performing TOCs on information provision during a delay are Gatwick
Express, LNWR and Great Northern, although all have low base sizes.
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 i i
Well Minor Major None Minor Major None Minor Major None
*
aanm A . 12 17 7 88 26 16 58 @ NORTHERN | (72 10 12 72
WEST COAST -4 (-8) (+12) L (-6) 2) 2) o) -14 +3) -7 (+4)
13 8 79
*80 16 14 70 ¥ Scot **
77 ScoriaND's RatwaY - _ _
2c o> @ sWr 7 @€ 19 70 @ | @
*84 17 14 69
Chilternrailways ok 15 19 67 @ ok 15 14 71 southeastern (+1) (-4) (-1) (+6)
by arriva (-4) (+1) (+3) HeEaXEEESOW " ) "
Hull Trains @ *82 17 13 70
crosscountry g~ *71 16 23 61 @ Hull T *% 24 26 50 -7) (+1) (-10) (+8)
by arriva (-0) (-5) (-5) (+Q) **) () (*)
South Western *76 4 24 72
EMR "85 23 1 66 LNER - 13 13 74 e 7 o ¢ “3
= R (-4) (+11) (-8) -3 -7) (-10) (+16)
Lo ThamesLink/ *83 13 17 71
= v85 24 " 62 W s .88 a o - (-2) (-8) -3 (11
- (-4) (-4) (+1) 3 (+7) () -9) (+9)
= s 1 1 68
| S TRANSPENNINE’ % 7 5
GN | e A 2 48 O BERES | a0 | e | 9w
) " - 77 31 17 53
CaTwIcK Expaess (-2) (+20) (+1) (-21) .
(-14%) (-1) +3) (-2) 13 9 78
TRAFNIDIAIETH CYMRU ET 3
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66 Overall, how well do you think the train company kept you informed about the delay or cancellation? (excl DK Jul-Sep'25 - Overall (2571), Disruption type: Minor (491), Major (428), ﬁ Bdrc

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, between 75-80% are satisfied with aspects of the delay information they receive, and all measures have increased significantly since last year. The
information on length of delay has seen the most significant improvements, followed by frequency (which is typically noted as a desired improvement).

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
79 78 79 75 8o
YoY (+10) (+12) (+8) (+8) (+6)
QoQ (+2) (+5) (+4) (+1) (+1)

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) Jul-Sep'25 Rail Delivery Group bva
(Frequency/Length/Time Taken/Compensation/Consistency) - (843/847/845/830/843) © 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 compared to a year ago. Overall, this highlights that customers are
more satisfied with how the information is being delivered and overall satisfaction has steadily increased 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)
Jul-Sep 25-Frequency of updates (287/276/280), Length of delay (289/278/280), Time taken (286/280/279), Compensation (282/273/275), Consistency (285/279/279)

80 78 78 78 81
77 74 76 78 7

70 /2 ,, 687069 69 5 69 " 67

73 75
68 7° o, 65 65 68 67 67 67 /3 69 72 69

79 78 81
68 71 o 71 70 71 68 g7 69 71 69 71 72 /4 ’

QP‘ A’I/b‘ 2 q’?/b‘ > A Am“ '7/“‘(\7590059 «'zfo ,\759 Aw@ow@ o2 (;59 o2
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Information about
compensation or
delay repay

Consistency of the
information

==="Total satisfied
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Overall satisfaction with aspects of information provided during the delay (3/4)

Satisfaction across all three measures is highest amongst those who were minorly disrupted. Satisfaction with frequency of updates is generally rated lowest
among cancelled customers (caution of low base sizes), while the major disrupted are generally more satisfied with the information provided during a delay.

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

dela
Y 23
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 Jul-25 Aug-25 Sep-25
—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

Jul-Sep'25- Frequency of updates (287/276/280), Length of delay (289/278/280), Time taken (286/280/279) ""Refers to where the base is below 30 and too low to show. © Nationdl Ral Bdrc
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Overall satisfaction with aspects of information provided during the delay (4/4)

Consistency of information is better than formerly for the major disrupted, however there is still some way to go to match the likes of the minor disrupted
where nearly all respondents are satisfied.

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

Information about
compensation or
delay repay

Consistency of the
information

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 Jul-25 Aug-25 Sep-25

— 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
Jul-Sep'25-Compensation (282/273/275), Consistency (285/279/279) "Refers to where the base is below 30 and too low to show. S Netional Rail Bdrc
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Overall satisfaction with aspects of information provided during the delay (3/4)
Information for cancelled passengers has significantly improved on length of delay compared to this time last year whilst other metrics have also seen large
improvements compared to a year ago.
Overall satisfaction with aspects of information provided during the delay - trended (%)
73 75 76 76 83 —e 85
Frequency of ® o — 71 ==C
67 67 6 6 —
updates C=—= V 7 63
— 59
55 49
81 8
74 73 /3 — *0—7 ‘jf
Information about -~ — = 63 —— 75
the length of the 68 6? 6 —— : —e
50 -3 54
74 77 73 80 Z9 — 85
The time taken to
/3
inform about the 65 68 68 64 °
delay - — — 60 60
Q124/25 Q2 24/25 Q3 4219/25 Q4 24/25 Q125/26 Q2 25/26
—Major disruption  ===Minor disruption =—e=Cancelled
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 lB)\éorC

71 Jul-Sep'25 (Major/Minor/Cancelled) - Frequency of updates (324/439/80), Length of delay (325/440/82), Time taken (324/439/82) © National Rail
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Overall satisfaction with aspects of information provided during the delay (4/4)

Satisfaction with delay repay information has significantly improved for cancelled passengers compared to a year ago this may be as a result of more

cancelled passengers using Delay Repay this quarter.

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

Number of cancelled passengers using
‘Delay Repay' has increased significantly by
15% compared to this time last year

75 77 /9 79
. 71 B — 71 s ? ®
Information about - / ®/4
com i —r— 63 61
pensation or P o 68 —e
delay repay 6 él 63 51 63
4 43
42
——
81 81 82 — 87
77
C fth " LL Z6
onsistency of the - 67 68/
information 67 67 /2 —
59
66
o=
55
Q124/25 Q2 24/25 Q3 24/25 Q4 24/25 Q125/26 Q2 25/26
—Major disruption — Minor disruption2 —e—Cancelled
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
Jul-Sep'25 (Major/Minor/Cancelled) - Compensation (321/429/80), Consistency (325/434/84) © National Rail Bdrc
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Provision of information during disruption

Information about when the normal service will be resumed is the main type of information given, followed by frequent updates on what is being done to put
it right. Information provision for majorly disrupted customers is not as high.

Type of information provision during the disruption (%)

Information about when the
incident will be
resolved/normal service
resumed

Frequent updates on
what is being done to put

Frequent updates are
higher for minor

things right disrupted customers Q2 25/26
(52% vs 39%). . B Q125/26
Alternative ways to reach my B Q4 24/25
destination mQ324/25
Information about alternative Q224725
routes | could use my ticket on Q124/25
at no extra cost
15 Major disrupted or cancelled
None of these ‘1 15 custqmers are more l/l?e_zly to
?5 receive none of these pieces of
15 information vs the minor
disrupted (19% vs 11%)
. . ) . . , Rail Delivery Group bvar

During the disruption, were you provided with any of the following..? July=Sept'25 (855). ﬁ Bdrc
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Information given on reason for delay

3in 4 customers were informed about the reason for their delay. Clarity and trustworthiness of the information was rated very highly with usefulness being
rated a little lower but still being seen as useful by over 4 in 5 passengers.

i ' Usefulness of Clarity of information
Informed about reason for delay Trust the |nl°ormat|on . . , o W Orin
(% yes) provided? (%) information provided (%) provided (%)
(o)
Total Trust Total Useful Total Clear
o3 84 94
QoQ (-3) QoQ (+1) QoQ (+1) QoQ (+1)
M Yes
H No
QoQ (+3)
33 35
11
® 2 4

m | trusted it a lot m Not at all useful m Very clear

m | trusted it a little m A little useful m Clear

m Neither nor B Somewhat useful ® Neither clear nor unclear

m | didn't trust it much m Very useful m Unclear

m| didn't trust it at all B Extremely useful m Very unclear
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 Rail Delivery Group bva:
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 - Bdrc

information relating to the reason for the delay/cancellation? Jul-Sep 25 (855/642/642/642) © Netional Rail
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Delay length

Return to contents

About 3 in 4 disrupted customers were given an estimate for the length of their delay, and for most customers, the delay was 30 minutes or less, with an
average of 21 minutes - collectively this shows positive improvements across the industry in wait time during a delay. The wait time among leisure customers

was not an on-going trend, with all customer types sharing a similarly late arrival time.

Were you given an estimate for how long the delay will be
going on for? (%)

YoY (-10)

QoQ (-6) mYes mNO

YoY (+10)
QoQ (+6)

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

How late was the arrival to the destination station trend? (average
in minutes)

YoY (0)
QoQ (+1)
B L ess than 15
YoY (-1) mins
QoQ (0) 20
B 15-30 Mins 19 19
YoY (+7)
Average QoQ (-21) _ Q2 23/24 Q323724 Q4 23/24 Q1 24/25 Q2 24/25 Q3 24/25 Q4 24/25 Q1 25/26 Q2 25/26
W 31-45 mins
21
YoY (-5)
QoQ (+20) W 46 mins + =@-Overall —e—Commuters —8—Business —e—| cisure
. . ' ) , ) - i Rail Delivery Group bvar
Were you given an estimate for how long the delay will be going on for? Jul-Sep 25 (855) How late did you arrive at your destination station? Jul-Sep' 25 (709) 57 Bdrc
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Validity of ticket with alternative TOCs when disrupted

Return to contents

2 out of 5 customers who experienced major disruption saw information about travelling with alternative TOCs. The majority received this information via the
NR app or website, followed by social media. 91% of customers were satisfied with the channel used to receive this information - not too dissimilar to last

quarter.
Saw information about How the information was
ticket being valid with other received (%)
TOCs during major
disruption (%)

Via the National Rail app / website _ 51
Via social media _ 47
Via a member of staff at the station _ 43
Via train announcement _ 30
Via station announcement _ 27
QoQ (0) Via a Train Company app / website _ 26
mYes mNo ®mNotsure Via SMS message _ 26

Via the screens at the stations - 11

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
Companies? How did you receive this information? How satisfied were you with how you received this information? Jul-Sep 25 (414/180/180)

Satisfaction with how information
was received (%)

Total Satisfied
o1
QoQ (+4)

m Very dissatisfied
m Fairly dissatisfied
m Neither

m Fairly satisfied

m Very satisfied

Rail Delivery Group bvar
B Bdrc

& National Rail
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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 or the NR app or website, consistent with the channels currently used.

Clarity of information (%)

Total Clear
95
QoQ (0)

m \Very clear

m Clear

m Neither clear nor unclear
m Unclear

m Very unclear

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

Via social media _ 49
Via the National Rail app / website _ 46
Via a member of staff at the station _ 38
Via train announcement _ 31
Via SMS message _ 29

Via station announcement _ 29

Via a Train Company app / website _ 27
Via the screens at the stations _ 20

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

information? Jul-Sep 25 (180/180)

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 relevance, ease of

understanding, and the amount of information.

Information improvement desired for future disruptions or cancellations (%)

25

33 2234 3%4 2
26
2
22 321 21
‘|‘18‘

23
2
|||212|22|

|222122 22

222223 23

Frequency Reliability ~Relevance  Ease of The amount Consistency he The
ofupdates  ofthe  ofthe  understan of of accuracy of delivery
information information  dingthe information information information Style (eg
provided information provided  provided givenabout tone of
provided  about the the delay voice)
delay

If you were to be disrupted again which of the following would you have liked to be improved? Jul-Sep 25 (855)

1515 15
H 10
| 1I09 8I
Thespeed  The time The The
_Wlth Wh'Fh takento  usefulness information
information resolve the  of the about
was problem information alternative
provided transport
Rail Delivery Group
& National Rail

m Q2 25/26
mQ125/26
Q4 24/25
B Q3 24/25
m Q2 24/25
mQ124/25

888 8

None
of the
above

bvar
Bdrc



Awareness of disruption video

before, 76% said they had used it to help them find out about the disruption.

Unprompted awareness (%)

Among those who were unaware unprompted

Return to contents

46% of passengers said they were aware of the disruption videos when asked. After being prompted by the video, of those initially unaware, 20% stated they
had in fact seen these videos. Of those who initially stated they were aware of the videos, 90% said they had seen this video. After being prompted by the
video, a small proportion of respondents (10%) subsequently changed their answer and stated they had not seen this video. Of those who had seen the video

Awareness after seeing the video (%)

QoQ (+1)

80
QoQ (-3)

HmYes mNO

Among those who were aware unprompted
QoQ (-2)

QoQ (+3)

20

QoQ (+2)

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

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

mYes mNo mNotsure

79

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?

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

QoQ (+2)

QoQ (-2)

B Yes mNO

Rail Delivery Group bva:

o Bdrc
(1235) Now having seen an example, were you previously aware that these videos exist? (1336) Have you ever watched one of these videos to find out about disruption (1401)  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 to others to use the disruption video to stay informed about disruptions to
their journeys. 90% were satisfied with the information provided in the disruption video and 81% said the video was useful All figures are in line with last

quarter.

Likelihood of
Likelihood of using the e : Satisfaction with Usefulness of
) N recommending the , S , o
video (%) video (%) information (%) information (%)
. L Top 2 box
NET: Likely NET: Likely NET: Satisfied (Extremely + Very useful)
75 75 90 81
QoQ (+1) (+1) (+1) (+2)

29
7
m Very Dissatisfied m Ext L ful
W Fairly Dissatisfied - Vérrfﬁgee%/utjse Y
mExtremely Likely mLikely mNeithernor mUnlikely mExtremely Unlikely m Neither E Somewhat useful

m Fairly Sa.tlsfled 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 . . .
about service disruption? (2571) Overall, how satisfied are you with the information provided in the videos you have seen previously/just watched? (2515) And overall, how would you rate Rail Delivery Group lB)\éo

rc

the usefulness of the information provided in the videos you have seen previously/just watched? ( 2571) © Netiona! Rl

Please note: Last quarters data was only taken from the gth of December
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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 are given timely information, which is particularly crucial for disrupted customers. Real-time
updates are beneficial to customers as it allows them quick access to information to plan the next steps of their journey.

Best parts of information provision during your journey

4 “-\ e

GG~ 1-

82

Clear instructions made journey stress-free and
enjoyable.
Major disruption/East Midlands Railway/Business

-

The best part about the information provided during
my train journey was the clear and timely
announcements, which kept me informed about
upcoming stops and any delays. This helped me feel
confident and relaxed, knowing exactly when and

_/
- G-~

where to get off

\No disruption/Chiltern/Commuter /
It was the clear and regular update on the situation this

helped keep me informed about the delay duration

and alternate route
Major disruption/Grand Central/Commuter

The best part was how clear and easy the
information was to understand, which made the
process stress-free.

Minor disruption/Elizabeth line/Commuter

.

J

The best part of the information providedgring‘we

journey was the prompt communication about the
smoke and evacuation procedures, which helped
ensure passenger safety and reduce panic. Clear,
timely updates are crucial in unexpected situations
like this

Minor disruption/Greater Anglia/Business

The real-time journey updates Because it reduced
uncertainty and helped with planning
Major disruption/Heathrow Express/Commuter

What was the best part about the information provided during your journey and why? Jul-Sep 25 (2571)

The best part was the clear and timely updates
because they made the journey smoother and less
stressful.

Major disruption/Southeastern/Leisure

Clear and timely updates—for example,

announcements about the next station, expected
arrival times, delays, and connections. Why? It helps
passengers feel in control and reassured

Major disruption/SWR/Business

The information for my journey was provided by
email and it received quickly and | could access it
quickly on my phone as needed..

No disruption/Southern/Leisure

Rail Delivery Group

& National Rail

bva:
Bdrc
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Parts of information provision requiring improvement

Improvements considered by customer relate to making sure all information is as in-the-moment as possible to minimise inconvenience. Some ways of
doing so are sending alerts to phone or making sure there are staff available for assistance.

Improvements needed for information provision based on your journey

-

The information could be improved by providing clearer
signage and more staff assistance, especially during
service disruptions, to reduce confusion and help
passengers navigate more easily..

No disruption/Chiltern Railways/Business

. GG~

It could be improved by giving more frequent
updates on delays or platform changes, so
passengers can plan better and feel less uncertain

f6—

J

Can be improved by sending the info on your phone
so you can get it on time before the announcement

No disruption/Heathrow Express/Business

The information could be improved by passing
information on time to avoid inconvenience.
Major disruption/Thameslink/Leisure

No disruption/GWR/Leisure

| think the information could be improved by
including more details about future service upgrades
and disruptions, so travelers like myself can better

plan their journeys and avoid unexpected delays.
No disruption/TfW /Business

It could be improved with clearer announcements
and more timely updates, especially during delays—
so passengers aren't left guessing.

No disruption/LNWR/Business

Clearer, more reliable, and inclusive information
helps passengers feel reassured, reduces missed
connections, and makes the overall journey less
stressful. Major disruption/SWR/Business

Including more frequent updates and clearer
announcements, especially about delays or
platform changes, so passengers can adjust
their plans quickly and confidently.

Minor disruption/Elizabeth line/Leisure

Real-time updates: Providing accurate and timely
information about delays, cancellations, and
disruptions can help passengers plan their journey
better.

No disruption/Northern/Business

How could the information provided during your journey be improved and why? Jul-Sep 25 (2571)

Rail Delivery Group bva:
& National Rail B d rc
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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 came in a timely manner, which helped give them the impression that the train companies wanted to keep them informed as a priority.

How was information tailored to their needs?

) ) N The information felt tailored to my needs because it
Being clear, timely, and relevant to my specific focused on the key details | cared about, like timings

journey . ] and platform changes, without overwhelming me.
No disruption/Avanti West Coast/Business No disruption/WMR/Commuter

Providing clear announcements about my specific
route and upcoming stops, which helped me stay
informed and prepared for my destination without
confusion.

Minor disruption/Elizabeth line/Leisure

o4 - 66 -

The information was tailored by addressing my
specific questions and concerns directly and
The train info felt personal. | got live updates for my providing options that matched my situation,
route, and it was easy to find accessibility options.. making it easier for me to understand and act on.
No disruption/Transpennine Express/Leisure

The information was tailored to my needs because it
focused on the specific routes and stops relevant to
my journey, which saved me time and avoided
unnecessary details..

No disruption/Hull Trains/Leisure

Major disruption/Heathrow/Commuter

It informed me of the next station's ahead of my
journey and made me well prepared.
No disruption/C2c/Commuter

/ T

| felt it gave up to date info of my journey and came at
times in my journey when | needed it most
No disruption/Chiltern Railways/Leisure

How was the information tailored to your needs? Jul-Sep 25 (2571)

Notifications about delays or platform changes

specific to my route or tickets

Minor disruption/Great Northern/Business

Rail Delivery Group bva:
& National Rail B d rc
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Information that was not tailored to their needs

A large proportion of customers did not have anything to note at this question, but among those who did the reason for the information not being tailored
was due to the announcements being more generic, particular during times of disruption when tailoring the information is paramount.

How was information not tailored to their needs?

€6~ IR 1

My direct train had been cancelled, necessitating
changing to a slower service at Birmingham, and the

It was generic announcements and displays same on return. At no time was anything helpful Generic and not personal to me
provided to the inconvenienced passengers. Major disruption/ Gatwick Express/Leisure

/ ‘ ‘ \ Messages that do not address my specific route or

delays affecting my journey.

-

No disruption/Avanti West Coast/Business

Because it lacked personalized alerts or details about

i i i i alternative options during disruptions, making it less
No disruption/Greater Anglia/Leisure helpful for pgnnin g 9 P 9 Minor disruption/Great Northern/Leisure

Major disruption/CrossCountry/Leisure

- J

It didn't really cover connections

Major disruption/East Midlands Railway/Business

Infrequent updates about train arrival

Major disruption/LNER/Business

How was the information not tailored to your needs? Jul-Sep 25 (2571)
& National Rail

Rail Delivery Group bva:
T A Bdrc
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Overall satisfaction with information provision

Satisfaction with the information provided are closely aligned across sector, albeit Regional TOCs saw a jump in satisfaction ratings in September 2025.

Overall satisfaction with information provision by TOC sectors (%)

84 Y, \/~—" s, 85
83 82 83
80

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 Jul-25 Aug-25 Sep-25

—e—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/Jul 25/Aug 25/Sep 25 - Overall
(851/848/853/855/851/850/848/850/851/848/850/848/853/851/852/854/850/854/852/856/852/854/855/851), Rail Delivery Group de"
London + SE (480/470/513/507/487/501/507/468/479/ 453/ 462/ 476/473/493/458/467/468/492/478/481/460/ 485/486/479), [ — Bdrc
Long Distance (188/184/184/178/179/184/175/205/194/206/211/196/202/188/202/199/209/187/200/194/217/ 201/197/198), © National Rail

Regional (183/194/154/168/184/163/166/176/175/186/177/173/174/169/188/188/172/175/172/176/172/ 163/169/170)
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Demographics
Journey type (%)
Age (%)
37
20
11 11 11 ’
m B
16-25 26-35 36-45  46-55 56-59  60-64 65+

m Business

m Commute

W L eisure

Rail Delivery Group bvar
87 Which of the following age groups are you in? Jul-Sep 25 (2571) What was the main purpose of the train journey you took or planned on taking on..? Jul-Sep 25 (2571) _ Bdrc

& National Rail
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Overall satisfaction with information provision by disability

Over 1in 5 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 significant increase in satisfaction compared to last year.

Those with a disability (%)

YoY (-4)
QoQ (-1)

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
93 98 95 75
YoY (+7) (+1) (+13) (+8)
QoQ (+8) (+3) (+8) (+12)

35

mYes mMNO
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? (2,290) Rail Delivery Group bva

Overall, how satisfied were you with the information provided during your journey? Overall/No disruption/Minor/Major (448/240/113/95) © 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. Positively, compared to last year, satisfaction of information
provision has improved for the journey to the station, at the station and then on-board - the latter of which receives the highest level of satisfaction.

Planning and
booking

887%
YoY (+1) QoQ (+2)

No disruption
91%

Minor disruption

Q0%

Major disruption

77%

YoY (-4)
QoQ (0)

YoY (+4)
QoQ (+6)

YoY (+6)
QoQ (0)

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

journey when ...

Journey to the
station

877%

YoY (+7) QoQ (+4)

No disruption

o YoY (+2)
89/ QoQ (+1)
Minor disruption
o YoY (+9)
90 / QoQ (+4)
Major disruption

79% YovY (+

QoQ (+

At the station

91%
YoY (+6), QoQ (+4)

No disruption

YoY +2)

940 QoQ (-

Minor disruption

93%

Major disruption

780/ YoY (+12)

QoQ (+7)

YoY (+6)
QoQ (+9)

“Refers to where the base is below 50. “"Refers to where the base is below 30 and too low to show

On board the train At destination/

957
YoY (+11), QoQ (+6)

No disruption
o YoV (+7)
97/0 QoQ (+3)
Minor disruption

98%" Yoveay

QoQ (+16)
Major disruption

** YoY (**)
QoQ (")

... 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) (439/396/434/253/415)

interchange

877%

YoY (+4), QoQ (0
No disruption

91%

Minor disruption

YoY (+1)
QoQ (-

91% YoY (+10)

QoQ (+9)
Major disruption

o YoY (-5)
654 QoQ (-12)

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

The National Rail website or app is the most used channel when planning the journey and on the way to the station. Satisfaction with NR when planning and

booking has worsened versus last year but still remains high.

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

Top 3 channels Satisfaction

National Rail website or app

YoY (+7) b >/
. [ - ) 86%

YoY (-10)
QoQ (-7)
Train operator website or app

(o)
30 YoY (+4) l b 90 A
QoQ (+1) o2

QoQ (+3)

Trainline or other 3rd party retailer website or app

. 88%
19 Yor o) [ Yo (-2)

QoQ (-12)
QoQ (+2)

Which of the following information channels did you utilise when planning and booking your journey? (451)
Which of the following information channels did you utilise when on your way to the station? (447)

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

Top 3 channels Satisfaction

National Rail website or app

. T o e 92%

QoQ (0)
YoY (0

QoQ (- 1)
Train operator website or app

23 Yo (+1) l. 93%

QoQ (-3) YoY (+11)
QoQ (+1)

\V}

Trainline or other 3rd party retailer website or app

21 Yoy (+2) l. 89%

QoQ (-4) YOY (+4)
QoQ (-2)

w

Rail Delivery Group bva
. ONewwra Bdrc



Top channels used at each journey stage by disability

The National Rail website or app is how being used more so by disabled customers when at the station, alongside screens on the platform area and those
showing train time and platform numbers. The satisfaction with channels used at the station and on board the train is high.

Top 3 channels used at the station and their satisfaction (%): Top 3 channels used on board the train and their satisfaction
(%).
Top 3 channels Satisfaction Top 3 channels Satisfaction
National Rail website or app Screens on the train
o
. B o e s - - - L
QoQ (+2) QoQ (-2)
YoY (+12) YoY (+
QoQ (+4) QoQ (- 3)
Screens on the platform area Automated announcement on the train
o
- Il o 1 2% > M- i o5
QoQ (-3) QoQ (0)
YoY (- YoY (+10)
QoQ (+ ) Live announcement delivered by member of staff QoQ (-3)

Screens showing trains times and platform numbers

on the train
° o
3 - 21 YoY (-) l. 88% 3 17 YoY (-6) l. 89/0

QoQ (-3) Yo (-3) QoQ (-5) YoV (+
QoQ (0) QoQ (- 7)

Which of the following information channels did you utilise when at the station? (442) Rail Delivery Group bvar
Which of the following information channels did you utilise when on board the train? (257) © Netional Ral Bdrc



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 not changed
significantly from last year and remains high.

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

Top 3 channels Satisfaction
National Rail website or app
o
, B o I s
QoQ (-3)
YoY (-3)
QoQ (-6)

Live announcement delivered by a member of staff at

the station
5 - YoY (+5) lb 092%

QoQ (-1)

YoY (+9)
QoQ (+1)
Automated announcement at a station
o
3 - 20 YoY(N/A) l. 93%
QoQ(-2) YoY (-1

QoQ (+6)

Rail Delivery Group bvar
92 Which of the following information channels did you utilise when at the intermediary or destination station? (433) [ A Bdrc
& National Rail



Overall rating of information provided about the delay and key improvements

Overall, 4 in 5 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 easy to understand

information.

Overall rating with information provided about delay for those with
disabilities (%)

Overall Minor disruption Major disruption
Total Well Total Well Total Well Top 3 improvements
79 85 72
YoY (+10) (+9) (+10) Reliability of the information
QoQ (+4) (+4) (+5) YoY (+9)
2
34
Frequency of updates
YoY (+7)

Ease of understanding the information provided

YoY (+6)

3t Q0Q (+2)

W

mVery well mFairly well m Neither mFairly poorly mVery poorly

Rail Delivery Group bvar
B Bdrc

o3 If you were to be disrupted again which of the following would you have liked to be improved? (210/211)
& National Rail



Contact us

Alice Wells | Associate Director

@ alice.wells@bva-bdrc.com

Tomos Young | Research Executive

@ tomos.young@bva-bdrc.com

Return to contents
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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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