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Background and methodology

@

=

Background

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

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

Fieldwork
The current report presents the findings covering
Quarter 1 2026/2027 among n=2,571 respondents.

The fieldwork was conducted from 15t April to 30t
June 2026. To note strikes were ongoing during the
comparison YoY period in 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.

26-009286-01 RDG Info Year 1 2026-27\Data\Quarterly\Apr-Jun 2026\Client use only
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° Sample
— The online questionnaire was completed by n=2,571 online
- :,/, panellists. The sample was split by TOC and by disruption
— type, with the fieldwork aiming to deliver:
* 100 respondents for each of the 26 TOCs where
possible, with up to 10 for Lumo (achieved for 15 TOCs)
*  Weaimed 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.
(Actual: 71%/13%/16%)
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

Rail Delivery Group @
& National Rail



Summary

Overall satisfaction remains strong, but has dipped |
versus the same time last year

Overall satisfaction with information provision remains high (88%).
Although there is some decline in scores across journey stages versus
the same time last year. Satisfaction with key information attributes
has also declined year-on-year, particularly consistency of information
(84%, -5pts).

Major disruption and cancellations remain the key x
driver of dissatisfaction

Customers experiencing major disruption or cancellations continue to
report substantially lower satisfaction than those experiencing no or
minor disruption. Overall satisfaction falls from 94% among those
experiencing no disruption to 61% among those experiencing major
disruption. While recent declines in communication measures are
concentrated among those experiencing severe disruption.
Satisfaction is particularly poor for information about delay length,
compensation, consistency of updates and timeliness of
communication, highlighting these as critical areas for improvement.

26-009286-01 RDG Info Year 1 2026-27\Data\Quarterly\Apr-Jun 2026\Client use only
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Increase in customers experiencing major
disruption driving satisfaction declines

The declines in customer satisfaction that are evident are likely being
caused by an increase in the proportion of customers surveyed that
experienced major disruption during their journey, as opposed to
minor disruption, compared to a year ago (+9%). The longer the
disruption the more information customers are likely to want, and the
rail industry doesn't always deliver this desired level of information,

Existing channels perform strongly, but
communication quality remains the challenge

Apps, websites, screens and announcements continue to
achieve some of the highest satisfaction scores in this
research. However, customers remain less satisfied with the
frequency, reliability and usefulness of information provided
during disruption, suggesting the greatest opportunity lies in
improving the quality, consistency and actionability of
communications delivered through these channels.
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Overall satisfaction with information provision (1/4)

Overall satisfaction with information provision (% very + fairly satisfied) has stayed consistent with last quarter and to a year ago. The most notable change is
the significant decrease in satisfaction for those who were majorly disrupted compared to last year down gppts. The satisfaction of majorly disrupted
passengers has recovered compared to the low we saw in March of this year but has not reached the levels of this time last year. It's worth noting however
that this time last year we saw unusually high satisfaction scores compared to the general trend since tracking began.

Overall satisfaction with information provision by disruption (%)

Major disruption
Total satisfied

Minor disruption
Total satisfied

Overall
Total satisfied

No disruption
Total satisfied

88 94 85 61
YoY (-2) (-2) (-2) (-9
QoQ (0) (+1) (+2) (-2)

17
29

m Fairly satisfied m Neither nor

m Very satisfied
m Fairly dissatisfied = Very dissatisfied

Total satisfied trend

6 8
o5 o4 96 90 o 97 g5 97 96 9] 7979 9B g4 ., 94 gy 9 5
o1 =

66

X
QM

=9 =(Overall == Minor disruption

Overall, how satisfied were you with the information provided during your journey? (excl DK) Apr-Jun 26 (2551); Apr/May/Jun 26 - Overall (781/921/849)
Disruption type: Minor (94/118/114), Major (112/178/126), None (575/625/609). Significantly higher in green. Significantly lower in red.

Return to contents

P

Drop driven by
commuters (77%)

60 61 61

For the majorly disrupted the groups with lowest
satisfaction are those who travelled with regional TOC's
(55%) and commuters (58%).
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Overall satisfaction with information provision (2/4)

Satisfaction remains high across all journey types and sectors (85-90%), however we have seen a significant drop in satisfaction for commuters compared to
ayear ago. Last quarter saw a drop in satisfaction for Business customers (86%) but this has recovered again this quarter. Across all TOC sectors satisfaction
remains very high (87-90%) but we have seen a significant decrease in satisfaction among London and South East TOC's in comparison to last year which is
mainly being driven by commuters travelling with these TOC's (84%).

Overall satisfaction with information provision by journey 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
88 89 85 89 88 87 88 90
YoY (-2) (0) (-5) (-1) YoY (-2) (-3) (-3 (0)

(+3) (+1) QoQ (0) (-1)

(-2)
40
44

7
6

(-1) (+3)
50 49
38 41
5, /
6] A

QoQ (0)
46
42
6
4 >

50
39
g

Overall, how satisfied were you with the information provided during your journey? (excl DK) Apr-Jun 26 - Overall/Business/Commuter/Leisure (2,551/226/773/1,552) Ra‘_‘ Delivery Group a

mVery satisfied W Fairly satisfied ®Neither nor  ®Fairly dissatisfied ®Very dissatisfied

London + SE /Long Distance/Regional (1,415/571/563) Significantly higher in green. Significantly lower in red. on -
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Overall satisfaction with information provision (3/4)

The drop in satisfaction for Business customers that we saw last quarter seems to have recovered this quarter hitting 93% in June however always approach
business with caution due to the lower base size of this group, making scores more changeable. Satisfaction amongst commuters drops in May this quarter
which is likely related to the heatwave we saw in this month and commuters still needing to use the trains despite the challenging conditions. Leisure held

steady around 89%.

‘It's not something National Rail can improve. |

Overall satisfaction with information provision by customer type (%) think the extreme weather change
(temperature) was the cause not National Rail"

Total satisfied trend

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

Leisure == eQverall

Commuter

Business

(246/289/238), Leisure (461/558/533)
& National Rail

Overall, how satisfied were you with the information provided during your journey? (excl DK) Apr-Jun 26 - Overall (781/921/849) Customer type: Business (74/74/78), Commuter Rail Delivery Group
UK Heatwaves dates: 22/05/26-31/05/26, 19/06/26-28/06/26. Significantly higher in green. Significantly lower in red.
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Overall satisfaction with information provision (3/3)

Most TOCs score highly on information provision. GWR saw a significant increase in satisfaction compared to a year ago, whilst Chiltern and London
Northwestern saw the biggest declines.

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. a vear ago) Minor Maior None (vs. a year . . Total Satisfied
v ° Y ago) Minor Major None (vs. a year ago) Minor Major None
AVANTI Q
WEST COAST (?;) (j:g) (%1) ?O? 92 18 18 63 0 NORTHERN 85 11 20 69
5 L (+3) -5) ) (+5) (-3 -3) © +3)
86 14 17 69 ; 96 5 5 Q0
c2c (-5) o ) . 93 11 14 75 # Scot
5 7 (-3) (+12) GWR (+0) ©) o) (4100 scarianss Rensar (+5) (-5) (-3) (+Q)
. . 86 12 10 78 ® - : 87 12 12 75
Chilternrailways 2 Base size too low southeastern
i (-10) (-9) (+4) (+5) Heathrow (-2) -4) -7) (+12)
Express
. ” Base size too low 1
- 89 16 17 67 & HullTrains m 9 1 14 75
crusscountruj"- (-2) o e s (+2) ©) (-2) (+1)
ok (-12) © (+12)
87 13 18 69
85 13 18 69
- " + - South West
90 11 18 70 LNE R -5) t2) ¢ -3 ARaiway (-5) (-4) +3) (1)
EMR (-1) (-5) (©) (+1)
81 21 26 53 . 83 13 20 67
£ 87 18 15 67 v‘lﬁ%ﬁ%:w:estern (-10) (-3) (+7) (-5) ThamesLink/ (-8) -6) (+3) +3)
- (-4) (-12) (+4) G7)
[ X4
S—— 87 13 22 66 TRANSPENNNET 90 13 25 62
( ) L\ - Base size too low (-5) (-18) (+5) (+13) EXPRESS +3) v (ra) -3
—@= - - " Base size too low 56 16 15 68
cinio Tl Base size too low lumo (D) amouemcniny, (-3) (1) (+4) (-4)
93 11 1
_ 89 9 11 80 Merseyrail (+2) ) (3 (73 vy, West o1 12 12 76
_| _Merseyrail
greateranglia (-1) (-14) -7) (+21) 'A’ e (+1) (-4) -3) ¢7)
Overall, how satisfied were you with the information provided during your journey? (excl DK) Apr-Jun 26 - Overall (2551), Disruption type: Minor (326), Major (416), None (1809). Rail Delivery Group

“Refers to TOCs where the base is between 30-50. ""Refers to TOCs where the base is below 30 and too low to show. Significantly higher in green. Significantly lower in red. © Nationd Rl
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Overall satisfaction with information provision at each journey stage (1/4)

Satisfaction with information is broadly consistent across journey stages (80-87%), all stages are relatively stable bar ‘Planning and Booking', quarter-on-
quarter. Compared to this time last year satisfaction has significantly decreased across all stages of the journey with the biggest shifts seen pre-travel at the
‘Planning and Booking' and ‘Journey to the Station' stages however this is partly due to the rise we saw in scores last year and therefore this drop represents

a return to the baseline rather than a dramatic decrease in the longer-term trend.
Overall satisfaction with information provided at each journey stage (%)

Planning and Journey to the At the station On board the train
booking station
Total Satisfied Total Satisfied Total Satisfied Total Satisfied
85 80 87 86
YoY (-6) (-3)

QoQ (-5) (-2)

8
4 2

8
41

mVery satisfied W Fairly satisfied ®Neither nor  ®Fairly dissatisfied ®Very dissatisfied

Overall, how satisfied were you with the information provided..? (excl DK) Apr-Jun 26 - planning and booking (2572), journey to station (2056), at the station (2482), on board the
train (2184), at destination/interchange (2240). Significantly higher in green. Significantly lower in red.

At destination/
interchange

Total Satisfied
87

(-4)

(-1)

Rail Delivery Group

& National Rail



12

Return to contents

Overall satisfaction with aspects of information provided (2/4)

For both commuters and leisure customers satisfaction across all stages of the journey is significantly lower than it was last year, with the biggest shift at the
planning and booking stage for commuters and the journey to the station for leisure customers. This quarter Business customers rated satisfaction with
information at the station significantly higher than last year reaching as high as 93%.

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 81 -9) (-6) 90 (-1) (0) 86 (-5) (-4)
Journey to the station “ 82 (-4)  (0) 84 (+1) (-3) 79 (-8) (-2)
At the station 86 -6) (2| o3 t5) ) 87 3 (3
On board the train [T I 85 70 (2| 88 (-6) -2) 87 3 (-2
At destination/ interchange 87 -4) (o) 87 (-5) -1 86 (-5) (-2)
B Total Satisfied
How satisfied were you with the following aspects of the information provided during your journey? (excl DK) Apr-Jun 26 (Overall/Commuters/Business/Leisure) - planning and Rail Delivery Group

booking (2572/775/228/1569), journey to station (2056/690/191/1175), at the station (2482/753/220/1509), onboard the train (2184/615/181/1388), at destination/interchange
(2240/702/208/1330). Significantly higher in green. Significantly lower in red. it



Return to contents

Overall satisfaction with aspects of information provided (3/4)

Majorly disrupted customers see the biggest decline in satisfaction across all stages of the journey, particularly at the station, with an 11% decrease
compared to last year. For the non-disrupted we see significant decreases in satisfaction across all stages of the journey with the biggest shifts at the
planning and booking and destination/interchange stages. Those that experienced minor disruption are also significantly less satisfied with information
provision on the journey to the station when comparing to the same quarter last year.

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

CNo vy qoa| Minor yoy g | JMAOT vy oa
disruption disruption disruption
Planning and booking 88 (6 (4| 8 (5 (8 7 (13
Journey to the station | 85 4 (2| 79 ) G 63 10 (-2
At the station 2 (3 ©f 8 (2 (2 65 (1 (9
On board the train “ 90 -5 (-2) 80 ©) (-2) 66 -8) (-4
At destination/ interchange 89 (6 (2| 86 (DD 72 o) 2

M Total Satisfied

How satisfied were you with the following aspects of the information provided during your journey? (excl DK) Apr-Jun 26 (Overall /No disruption/Minor/Major) - planning and
booking (2572/1823/328/421), journey to station (2056/1414/282/360), at the station (2482/1779/321/382), onboard the train (2184/1650/272/262), at destination/interchange

(2240/1638/293/309). Significantly higher in green. Significantly lower in red. 0 ot

Rail Delivery Group
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Overall satisfaction with information provision at each journey stage (4/4)

On the whole, across all disruption types satisfaction continues the downward trend seen last quarter. This is particularly prominent for those who were
majorly disrupted with the biggest drop at the station stage however we have seen a slight upturn in satisfaction from this group at the

destination/interchange stage.

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

94 92 9 94 92 90
. % 89
89 91
Plannlngsnd Otrrm1 b?ard -— % -
booking e train . 79 - 81 - 80
75 75 77 70 71
71 64 66
95
93 92 94 9% 92
8 89
J 8
Q2
Journey_ to g ~ . .At o o
the station o —— 79 8o 80 destination 8‘ s o 83
70 72 73 / %3 80
64 s, Interchange 75 o -
9 3 9 92 92
At the station

—e—Total satisfied —@=Minor disruption —e=Major disruption =—e=No disruption

Q3 24/25 Q4 24/25 Q125/26 Q2 25/26 Q3 25/26 Q4 25/26 Q126/27 Q3 24/25 Q4 24/25 Q125/26 Q2 25/26 Q3 25/26 Q4 25/26 Q126/27
Overall, how satisfied were you with the information provided..? (excl DK) Apr-Jun 26- planning (2216), journey to station (1679), at the station (2195), onboard the train (1918), at Rail Delivery Group
& National Rail

destination/interchange (1970),
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Overall satisfaction with aspects of information provided (1/5)

All aspects of information remain highly rated (80-87%) with similar results to last quarter. However, compared to last year, satisfaction with all aspects of
information is rated significantly lower with the biggest drops in the ease of finding, amount and consistency of information.

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

Ease of fiﬂdi.ﬂg 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
82 87 80 82 83 86 84
YoY (-5) (-4) (-3) (-5)
QoQ (-1) (-1) (+1) (+1)

mVery satisfied W Fairly satisfied ®Neither nor  ®Fairly dissatisfied ®Very dissatisfied

How satisfied were you with the following aspects of the information provided during your journey? (excl DK) Apr-Jun 26 - ease (2531), accuracy (2551), frequency (2544), Rail Delivery Group
timeliness (2557), amount (2554), clarity (2552), consistency (2545) Significantly higher in green. Significantly lower in red. ' © Nationd Rl
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(+2)

(-2)

(+3)

(-6)

(-1

(+5)

(+8)

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

Major

Return to contents

QoQ

(-4)

(-3)

(-3)

(-4)

(+1)

(-1

(-2)

Non-disrupted passengers rate every aspect highly (86-93%), however all results for this group are significantly down on last year. For disrupted passengers,
particularly the majorly disrupted, scores have fallen steeply across the board — most sharply on the consistency of information (-14% for Major). For the
disrupted, timeliness is the weakest aspect of information provided. When disrupted, passengers aren't getting updates fast enough or often enough. And
when majorly disrupted, it appears that finding the right information can be difficult. Quarter on quarter scores have begun to stabilise and there have even
been some improvements for the minorly disrupted on the clarity and consistency of information compared to the previous quarter.
Overall satisfaction with aspects of information provided during the journey by disruption (%)
No Minor
disruption Yoy QoQ disruption Yoy
Ease of finding the information 88 4 () 79 -3
93 (-2 (0) 80 (-2)
The accuracy of the information
The frequency of the information “ 86 Ca 0 76 4
The timeliness of the information (i.e. did it 90 -3)  (+1) 69 (-11)
arrive at the right time)
The amount of information provided 90 (4) D 74 (-8)
The clarity of the information provided [ 92 (2 (O 83 3
The consistency of the information 90 -4) (0 81 -3)
M Total Satisfied
How satisfied were you with the following aspects of the information provided during your journey? (excl DK) Apr-Jun 26 (Overall/No disruption/Minor/Major) - ease
16 (2094/1591/254/249), accuracy (2236/1695/261/280), frequency (2057/1568/247/242), timeliness (2117/1651/234/232), amount (2151/1645/249/257), clarity (2208/1667/273/268),

consistency (2156/1637/260/259). Significantly higher in green. Significantly lower in red.

disruption Yoy
59 (-13)
67 (-6)
58 (-7)
55 -9
61 (-11)
63 (-12)
62 (-14)

Rail Delivery Group

€ Nationl Rail
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Overall satisfaction with aspects of information provided (3/5)

For those who faced no disruption and those who were only minorly disrupted, satisfaction with the aspects of information this quarter is in line with what we
have seen in previous quarters. More concerningly the satisfaction with these aspects for the majorly disrupted continues its downward trend with around
only 3in 5 being satisfied compared to around 4 in 5 last year.

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

O —09 ol 88 9% 2% L= o 90
° 88 The amount 8
Ease of finding §

79 of

\ . ) 75 . ,
the information gg 64 7 70 63 information 7 72 70 74
59 : 62 64 60 61
provided
93 23 Q% ;
8 —— 9 % oo - % o
Thoacourasy el s L Thocary _‘%
6 8’__9#__69/-897
. oftt'he 2 67 73 / 70 67 ofthe e >—— 83
information information 7 99 77 76
provided 65 64 67 64 63
8 _9Q. 9Q 87 86
92 92 94 93 94 90 90
of the —— ——
i i 76 / 72 72 The e ——————0
information 62 64 65 61 . 8
58 consistency
of the 76 81
information £ 6 71 70 /
o 9% G——bs w 65 / 64 62
The timeliness So—————— ———
- Oftt'he —e—Total satisfied —e—Minor disruption
1 : . . . :
Inrormation 66 61 64 7 69 - e —e— Major disruption —e—No disruption
Q324/25 Q424/25 Q125/26 Q225/26 Q325/26 Q425/26 Q126/27 Q324/25 Q424/25 Q125/26 Q225/26 Q325/26 Q425/26 Q126/27
How satisfied were you with the following aspects of the information provided during your journey? (excl DK) Jan-Mar 26 - ease (2531), accuracy (2551), frequency (2544), timeliness Rail Delivery Group

(2557), amount (2554), clarity (2552), consistency (2545) Significantly higher in green. Significantly lower in red.
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Rating of trustworthiness of information provided

Trust in information remains relatively stable this quarter with no significant changes seen overall or across the disruption types. However, those that
experienced major disruption this quarter have rated trust lower than we've seen to date in both April and June so we'll continue to monitor this trend

through the next quarter.

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

Trust
Total Trust
o1
YoY (-1)
QoQ (-1)

25

o)
B |trustedita lot

B ! trusted it a little

B Neither nor

B | didn't trust it much
B | didnttrustitatall

To what extent did you trust the information that was provided to you? Q1 2026/27 Apr-Jun 26 (Overall/ No disruption/Minor/Major) - (2572/1823/328/421), Apr/May/Jun 26

Overall

Total Trust
o1
YoY (-1)
QoQ (-1)

No disruption

Total Trust
95
YoY (0)
QoQ (-1)

Minor disruption

Total Trust
90
YoY (-1)
QoQ (0)

Major disruption

Total Trust
76
YoY (-3)
QoQ (-4)

(789/926/857), Significantly higher in green. Significantly lower in red.

Trust (Total trust trend)

S S RS SRS S ST ST T - N - N " Nt T N R R S O

v Vv v v v
& R % LN . AN & R ¥ ¥
N N R S RS - S T P I R NI
—o—Total Trust —e— Minor disruption =o—Major disruption —e—No disruption

Rail Delivery Group
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Rating personalisation of the information provided

Personalisation is the lowest scoring aspect of information provision (67% overall) and has fallen sharply this quarter across every type of disruption group
compared to last year. Customers experiencing major disruption saw the steepest decline (-15 YoY) however this seems to be recovering after a record low in
March (52%). In the last 2 quarters, passengers have felt that information is less tailored to their journey than previously - a gap that we've seen matters most
to those experiencing major disruption. These scores appear to be stabilising, but we will continue to monitor them.

Overall rating of personalisation of information provided (%)
Personalisation

Total Personalised

Personalisation (Total personalised trend)

67 Overall
YoY (-10)
QoQ (+1) Total Personalised
67
YoY (-10)
26 QoQ (+1)

No disruption

Total Personalised
69
YoY (-8)
QoQ (0)

Minor disruption

22
Total Personalised
71
8 YoV (-11)
S L Qo (4 o ) 52 2 2 2 o e e 5 5 5 © © o © © o
m Stron agree % 2 2 JeX i v ] SV v Y v v T v v v v v
BV D A SOV LA IR SN LY SOV A SO T SN
gree Major disruption N < > Y X S W e o QO ¥ 4 N v X S
m Neither agree nor disagree , , ) ) : . . . . )
: Total Personalised —e—Total Personalised —e—Minor disruption —o— Major disruption —e—No disruption
m Disagree 57
m Strongly disagree YoV (-15)
QoQ (0)

To what extent do you agree that the information you received was personalised to you and tailored to your journey? Q1 2026/27 Apr-Jun 26 (Overall/No Rail Delivery Group
disruption/Minor/Major) - (2572/1823/328/421). Apr/May/Jun 26 (789/926/857) Significantly higher in green. Significantly lower in red. © Nationd Rl
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Planning and booking - Key satisfaction metrics

Planning and booking satisfaction shifts to 85%, dipping for all passenger types in the last quarter and comparing to last year. Despite this, the
channels used by customers receive high levels of satisfaction (above 90%), with Trainline and other 39 party retailers observing an increase YoY.

Overall, this quarter, customers gave a Top 3 channels used during planning and booking and their
satisfaction (with information provided) vy o0 satisfaction (%) (Can select multiple answers):
percentage of : ° ©

Top 3 channels Satisfaction YoY  QoQ

o ke k6 85O, - i o . .

@ o [ @ &
No disruption
88% ® () Train operator website or app

" l‘ l‘ l‘ Minor disruption 28 l. 92% o ©

(7 o [ o 81% -5)  (-5)

‘ Major disruption Trainline or other 3rd party retailer website or app l 94(y
t o

25
71% (13 (-6) 3 -

\V}

(+3) (+1)

Overall, how satisfied were you with the information provided about your upcoming rail journey when planning and booking your journey? (excl DK) Apr-Jun 26 (2572) Which of Rail Delivery Group
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) Apr-Jun 26 (2572) Significantly higher in green. Significantly lower in red. © Notord Rt
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Overall satisfaction with information provided when planning and booking

Satisfaction with the information provided when planning and booking a train journey dropped in the last 3 months and is lower than a year ago (-6%). There
was a shift in satisfaction among commuters across the period, driving the sentiment down, while in May we saw a decline among Leisure customers too.
During this period, saw a level of disruption affecting a number of TOCs in the South which correlates with the declines observed.

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

Commuters saw the biggest drop in satisfaction
during the whole quarter overall. Collectively
Commuters and Leisure customers saw a dip in May,
which then recovered in June but not to levels
previous. This dip in May was apparent for any
customers travelling on London + SE or regional
TOCs.

When diving in closer, May saw disruption due to a
radio fault’. Among the affected TOCs, a significant
dip is seen in May vs the unaffected TOCs.

Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25 Jan-26 Feb-26 Mar-26 Apr-26 May-26 Jun-26

—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) Jan/Feb/Mar/Apr/May/Jun /Jul/Aug/Sep/Oct/Nov/Dec 25/Jan 26/Feb/Mar 26/Apr 26/May 26/Jun 26
(814/830/822/826/822/821/833/839/830/829/833/823/822/837/825/830/822/832/789/926/857) Significantly higher in green. Significantly lower in red. Rail Deuvery Group
*A radio fault led to major disruption among the following operators: CrossCountry, Gatwick Express, Great Western Railway, London Overground, Southern, South Western Railway (SWR) and Thameslink.

https:.//www.theguardian.com/uk-news/2026/may/07/trains-southern-england-disrupted-fault-radio-system © Notord Rt
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Information channels used and their satisfaction

Return to contents

The three most-used digital channels — National Rail, train operator sites, and third-party retailers — account for the highest usage and all 3 score highly.

Information channels used and satisfaction with each when planning and booking a journey (%) (Can select multiple answers):

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

Passenger assistance

Total satisfied

94

92

94

89

90

o1

86

92

% Used
Via Facebook Messenger/WhatsApp/SMS
- 31 from National Rail or the train operator
| did not seek or see any information at this
- 28 point

B os
B 5
B
is
is
4

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
channels you used when planning and booking your journey? (excl DK) Apr-Jun 26 (2572) Significantly higher in green. Significantly lower in red.

Total satisfied

% Used

80 I4

N/a - 12

Rail Delivery Group

& National Rail



(Top 5)

National Rail
website or app

Train operator
website or app

Trainline or other
3rd party retailer
website or app

How satisfied were you with the information that was provided on the channels you used when planning and booking your journey? (excl DK) Apr/May/Jun 26 - National rail
24 website or app (235/260/273), Train operator website or app (243/247/248), Trainline or other 3rd party retailer website or app (217/253/232), Journey planning website or app

> 95 98

9
89 o1 92 90 89

95 93 g1 95 o1
9 986

Jan-25

Feb-25

Mar-25

Apr-25

May-25

Jun-25

93 94

94 94

95 o3

95

g1 94 95 94 94 4, 93 94 94 94 94 94

Jul-25

Aug-25

Sep-25

Oct-25

Nov-25

Dec-25

Jan-26

Feb-26

Mar-26

Apr-26

May-26

Jun-26

(100/105/117), Via a member of staff (83/127/101). Significantly higher in green. Significantly lower in red.

Satisfaction with information channels

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

Via a member of staff
at the station

TOC website or app is the 2nd top
information tool used in Apr-Jun 26
by disrupted customers and saw a
drop in sentiment in May, before
recovering again in June.
Commuters rated less highly from
May for information from a
member of staff, and this decline
continued into June. Leisure
customers using journey planning
tools saw a similar dip in May but
recovered in June. Affected TOCs in
May were also most likely to rate
lower for TOC website or app and
Jjourney planning tools.

Return to contents

The National Rail website or app improved significantly over the last 3 months and is broadly in line with a year ago. Areas where customers saw a decline in

satisfaction over the period were for Train Operator website or app, journey planning tools, and via a member of staff - all dipped in May, with the latter two
not recovering in June.

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

w@w@m@w@w@'ﬁow@@@”5’3%(’3@‘0*50@fﬁ”b@ﬂg’@73’

NS
gb Qe @’0 W t‘@\\ 3 3\5 VQ%QQ OO %O o~ be <<<z, t‘@ ?\Q %@\\ 50

=g=Total satisfied

Rail Delivery Group

& National Rail



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

YoY (+11)
QoQ (0)

YoY (-11)
QoQ (0)

HYes BNO

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

YoY (+13)
QoQ (+3)
YoY (-13)
QoQ (-3)

EYes mNoO

25 pid 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 facilities at
the station? Apr-Jun 26 (2572/1192) How satisfied were you with the information you received about the facilities? (337/257/885) Significantly higher in green. Significantly lower in red.

Information about facilities available

Significantly fewer passengers found information about facilities available at the station and on-board the train. Usefulness ratings for station facilities
information also dropped sharply on a year ago (-9% to 83%). Satisfaction with the information about facilities is high, particularly when provided for
information for both station and on-board the train, even despite slight declines on a year ago.

Return to contents

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

_ TOtal useﬂn

YoY ( -0)
QoQ (-1)

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

Satisfaction of information about the facilities available (%)

Facilities at the station

Total satlsfled
combined YoY

QoQ ( 3)

Facilities on-board the Total satlsﬂed
YoY

OoO O)

the station

YoY

QoQ (- 3)

m Very satisfied mFairly satisfied ®mNeither mFairly dissatisfied mVery dissatisfied

Rail Delivery Group
& National Rail
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Information on lift functioning

Among those wanting to check if the lifts were working, fewer were able to do so this quarter. Nevertheless, the ratings are very positive, with limited
movement YoY. Aligning with the declines seen among information provision of facilities more generally, this highlights a growing gap in reach rather than

quality.

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

Total Accurate
94
YoY (-1)
QoQ (-2)

YoY (-11)
QoQ (+2)
0 6 A
m Very innacurate B [naccurate
mYes ENoO m Neutral m Accurate
m Very accurate
6 Rail Delivery Group
2 Were you able to find out whether or not the lifts at the station were working? Apr-Jun 26 (1192) How accurate was the information you received about the lifts at the station (i.e. © National Rail

did this reflect what you experienced)? Apr-Jun 26 (766) "This was a new question introduced in May 2025. Significantly higher in green. Significantly lower in red.
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Information on station facilities

Currently, a large proportion of customers did not require any further information. For those that suggested information areas that would have been useful
but could not find, these related to toilets, lifts / accessibility, food and drink facilities and platform /wayfinding information. For some there was also

mention of the availability of certain facilities, such as an ATM or ticket office.

accessible | would have found it useful to have more specific
ect h t . . . . .
nSHn. iy Lotts on the station map before 1 arve.
L C earer relevant
details aval a e f I shops different / \

N P Iy‘th T2 well lifts fecitty Commuter
gfoundt0|let

cate NP0 N train sure ” need i de I didn't find clear information about step free access
\o(éa;,y%g n e I‘-ea eaﬁy ‘well ‘y | ucke(s and lift availability at my interchange station

S ',C A ITt . 3

WO ‘ a [lcable
'{ﬁukdr;m J “teel times - oPen u gl!cgged Slg?ﬂps broken Business

facilitiesthink

- cleaL ever .\stu,hlngf'&:l;sm = )
| everySt ation” toilets = “

availa bllity Open!ng public

mm partlcular platforms  looking
Allhough vending around explained . . . e
Real time updates on lift availability and clearer
signage details for station facilities like toilets etc.

| wanted to know if the ticket office would be staffed Lei

eisure
during late-evening hours for assistance, but the
hours weren't clear.

Commuter

. ) ) s ) ) Rail Delivery Group
Was there any information about station facilities that would have been useful, but you did not find? Jan-Mar 2026 (2571) T —
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Return to contents

Seat reservations for advance ticket booking

Fewer customers were able to find information about reserving a seat in advance compared to last year, although the amount who could find this
information is still in the majority. Nearly all customers receiving this information found it easy to find with minimal movements YoY and QoQ.

Found information about option to Ease of finding information on seat
reserve a seat in advance (% yes) reservation(%)
Total Easy
93
YoY (+13) YoY (-1
QoQ (-1)

QoQ (-2)

YoY (-13)
QoQ (+1)
mYes mNo
37
1 6 o
m Very easy m Fairly easy
m Neither easy or difficult m Fairly difficult
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

in advance. How easy was it to find information about the option to reserve a seat on the train? Apr-Jun 26 (1197) "These questions were introduced in June 2025. Significantly
higher in green. Significantly lower in red. © National Rail
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Changes to train times

The majority of customers are able to find information on changes to train times however it is down on last year by -6pp. On average customers are receiving
information 4 days in advance this quarter, a day faster than is observed in other quarters. Compared to a year ago, satisfaction with all metrics about information
on changes to train times is significantly lower, driven by a decline in the ratings among disrupted passengers (who are rating roughly 10% lower than a year ago).

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 journey time changed

Total satisfied

Jun-25 NN ©2 42 44 9 3 86
Jul-25 N 4.6 YoY (-g)
i i in train ti QoQ (+2)
Aug-25 I 1 Information on your options for travel due to change in train time ©
Sep-25 A 2. Total satisfied
P 4.7 41 40 13 32 82
Oct-25 N -5 YoY (-7)
QoQ (+2)
Nov-25 N 4.9 How far in advance you were notified about the change in train time
Dec-25 N -1 Total satisfied
40 39 14 ) (& 79
Jan-26 N 4.5 YoV (-9)

QoQ (+3)

Feb-26 M 3.
39 Information on how your journey will be impacted due to the change in train time

Mar-26 I 6./

QoQ (-1) 0 Total satisfied
11
Apr-26 N 3.8 = 4 ° 83
v s o
mYes mNo m Very satisfied m Fairly satisfied
Jun-26 [ 4.0 m Neither nor m Fairly dissatisfied
m Very 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

29 information you received regarding the change to your train times? Apr-Jun 26 (1139) Significantly higher in green. Significantly lower in red. © National Rai
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Ticket validity

Return to contents

Ticket validity information is generally clear (87% overall), with similar levels apparent across journey purpose. When explored among age, ticket validity is

clearest among younger customers.

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

Overall Commuters Business
Total Clarity Total Clarity Total Clarity
87 88 89
YoY (-3) YoY (-4) YoY (-4)
QoQ (0) QoQ (+2) QoQ (+1)

m\Very unclear mUnclear ®Neither clear nor unclear mClear

m Very clear

Leisure

Total Clarity
85
YoV (-1)
QoQ (-2)

How clear was the information about the ticket's validity—such as when, where, and under what conditions it can be used? Apr-Jun 26 (2572); Commuters (775), Business (228), Ral_l Delivery Group

Leisure (1569) Significantly higher in green. Significantly lower in red.

& National Rail
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Hot topic: Greyed out train services when booking

3in 10 customers (30%) have encountered a greyed-out service when booking.

Return to contents

Of those who did, the information explaining why was hard to find. Most passengers seek an alternative service for the same day, or travel on another day,
highlighting that people often know what action to take while the accessibility of the information could be improved or be better understood.

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

QoQ (-3)

mNo mYes

Have you ever tried to book a train ticket and found that the train service you were looking for is greyed out/unavailable? Apr-Jun 26 (2221), How easy was it to find the 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? (639) Significantly

higher in green. Significantly lower in red.

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

Total Ease
69
QoQ (+3)

m Very difficult m Fairly difficult
m Neither easy nor difficult ®mFairly easy

m Very easy

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

Booked another service
for the same day - 39

Decided to travel a
different day - 23

Took alternative travel
arrangements / another - 22
mode of transport

Decided not to travel l 9

\Waited until nearer the
time to determine next I 6
course of action

Other ‘ 1

Rail Delivery Group
& National Rail
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Return to contents

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

The point at which passengers learn about rail replacement buses has shifted again this quarter, with fewer receiving this information before getting to the
departure station. Positively though, the ease of finding this information has improved, moving to 90% (up 10% on last quarter).

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

62 61 O3

59

—e—At the
planning and
booking stage

=o—At the station

41
3

b(’éo b‘\’ijo b‘\”lfoq)’?gj Q)\’lg) (0\'83 (0\’1/@ b\’i\

(L LS Y e A L e (2

What stage were you informed about the rail replacement bus for your journey? Apr-Jun 26 (230) When planning and booking your journey, how easy was it to find information
about where to find the bus replacement at the station? (Excl. | did not seek) Apr-Jun 26 (84) Significantly higher in green. Significantly lower in red. © National Rai

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

Total ease

90

YoY (-1)
QoQ (+10)

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

Rail Delivery Group
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Journey to the station - Key satisfaction metrics

This quarter journey to the station is the weakest performing stage of the journey with significant decreases seen across all journey types compared to last
year, with the biggest coming from the majorly disrupted (-10%). Across the top 3 channels used at this stage satisfaction is very high and relatively stable
compared to last quarter and this time last year.

Overall, this quarter, customers gave a Top 3 channels used and their satisfaction (%) (Can select multiple answers):
satisfaction (with information provided
on the way to the station) percentage
of; Top 3 channels Satisfaction YoY  QoQ

lb l‘ I‘ l‘ l‘ 8 o O/ o National Rail website or app
1 - 26 l. 02% v 2

@ w w w w .
o Train operator website or a
85% ) (2 P PP

[o)
20 l. 907% 3 3

Trainline or other 3rd party retailer website or app

3 -19 l. 91% v ©

YoY QoQ

l‘ l‘ l‘ l‘ Minor disruption 2

® © 79%

Major disruption

63% (100 (-2)

7) (+2)

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
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)
Apr-Jun 26 (2056) Significantly higher in green. Significantly lower in red. © National Rail
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Overall satisfaction with information provided and information channels used

when making the journey to the station

Satisfaction with information on the journey to the station has declined steadily since the August 2025 peak (91%), achieving just 78% in May this year. Across
different information channels, satisfaction is highest for the National Rail website or app and journey planning websites or apps. Notably, 34% of passengers
did not seek or see any information at this stage, suggesting a substantial group who may be missing updates entirely which leads to lower satisfaction.

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

< T T WO WWWLWLWLWLWLWLWLWLWO O O O O O
N g g g g g g g N aagNA
H > 0O C 0O = 5 > C =5 0o fh > 0 Cc 0 =5 =5 > C
Q2O 0808 2335333 0KL0O0OVs08 9T S
O ZzA WL > <s A L VOzZzaoa-H>uL>=<s S

—e—Total satisfied

Information channels used and satisfaction with each when

making the journey to the station (%)
Total satisfied % Used

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)

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

Via official industry social media feed i.e.
The train operato'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

Overall, how satisfied were you with the information provided about your upcoming rail journey when on your way to the station? Apr/May/Jun 26 (606/758/692). Which of the
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

way to the station? (excl DK) Apr-Jun 26 25 (2,555) Significantly higher in green. Significantly lower in red.
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92

85

83
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Return to contents

Satisfaction with information channels

Satisfaction with information is reasonably consistent across channels ranging from high 80s to low 90s each month. However, it's worth noting that this
quarter we saw a drop in satisfaction for official industry social media (-7% compared to last quarter). There was also a drop in satisfaction with notifications
via various different apps during May (79%) however this recovered quickly and was back up to 90% in June.

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

94 939404039 o, P 9303 g2 % o
90 90 90_a 89 g7 89 o Journey planning
National Rail website website or app

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

92 94 94 96 Notifications via

90 g Facebook

Train operator website 9 88 Messenger/WhatsA
or app pp/SMS from

National Rail or the
train operator

Trainline or other 3rd 87 88 9" 90 89 86 PR A oy 88 o 8991 P V?alOfﬁC(;a.‘l ipdlijstry
social media feed i.e.
party retailer website The train operator's

or app Facebook page,
Network Rail X

A A A AP AP g0 AP AP AP AP AP 0 AP AP P PP O PP
X Ne] Y o ot

ORI SN S S BN I N SR SRR I S ORI 00/@’5\/%@/@??\”0«@
S R R G SRR R > N O SR O CHIR 2 SR CHE

P N \\ﬂj’) o o PP P P

N

F S F
—e—Total satisfied

; J v v S /
O SN ?\9 oS eo* 0‘30 & (& @é W& V@* <

How satisfied were you with the information that was provided on the channels you used when on your way to the station? (excl DK) Apr/May/Jun 26 - National rail website or app

(180/210/224), Train operator website or app (160/183/178), Trainline or 3@ party website or app (150/193/168), Journey planning website or app (e.g. Google, Citymapper, TFL) (93/110/129), Rail Delivery Group
Notifications via Facebook Messenger/WhatsApp/SMS from National Rail or the train operator (41/61/75), Via official industry social media feed (41/54/50). Significantly higher in green. © Nationd Rl
Significantly lower in red.
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At the station - Key satisfaction metrics

Satisfaction with information at the station has significantly declined compared to a year ago. This drop is driven by customers experiencing major disruption.

Return to contents

In this group satisfaction dropped 11% from this time last year. Satisfaction with announcements at the station has significantly declined compared to a year

ago however it is up 2% on last quarter.

Satisfaction with information about
forthcoming journey when at the

% 87%

station:

¢ 16 16 16

T

¢ & 16 16

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

No disruption
O,
92%
Minor disruption

84%

Major disruption

65%

YoY

(-3

(-3

(-2)

(-11)

QoQ

(-2)

(0)

(-2)

(-9)

Top 3 channels Satisfaction

Screens on the platform area
. -

Announcements at the station

30 I o0%

l. 92%

Screens showing trains times and platform numbers

25 I@F 3%

Rail Delivery Group

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) Apr-Jun 26 (2482) Significantly higher

in green. Significantly lower in red.

& Netional Rail

YoY

(-1)

(-1)

Top 3 channels used and their satisfaction (%) (Can select multiple answers):

QoQ

(+3)

(+2)

(-1)
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Overall satisfaction with information provided when at the station

Satisfaction with information at the station has stayed fairly consistent over time however we have seen a gradual decline since Sep 25 peak (94%) with May
and June dropping to the lowest scores observed since February 2025. We will need to monitor this in the coming quarter to determine if this is a seasonal

effect or related to the recent heatwaves in the UK.

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

—e—Total satisfied

VN A S 2 0;50 P \\,’on &F P Q;zf° N BN . Q,fﬁ’ Oﬂ,@ L P \\,f§3 0;23’
@ o 2 O @ ®) ©
) \l O@ 3’0 <<® %\ ?\Q @’D 50 N ?\\} %Q) O % QQJ 3’0 <<® Yk ?\Q ‘\\’O 3\}
Overall, how satisfied were you with the information provided about your upcoming rail journey when at the station? (excl DK) Oct 24/Nov 24/Dec
24/Jan25/Feb25/Mar25/Apr25/May25/Jun25/Jul2s5/Aug2s5/Sep25/0ct25/Nov25/Dec25/ Jan26/Feb26/Mar26/Apr26/May26/Jun26 Rail DE"VEI'Y Group
(823/808/814/821/821/819/831/815/822/831/815/822/803/822/832/823/826/822/764/770/777/762/761/764/819/824/822/763/882/837) Significantly higher in green. Significantly © etont Rt

lower in red
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Information channels used and their satisfaction

Return to contents

Passengers use a wide mix of channels at the station, with satisfaction high across all (83-94%). TV screens in the main departure hall, the National Rail
Enquiries website or app and 3 party retailer websites or apps (including Trainline) are the strongest performers (all 94%), while the most-used channels —
platform screens (35%) and announcements at the station (30%) — are at 92% and 90%.

Information channels used and satisfaction with each when at the station (%) (Can select multiple answers):

Screens on the platform area

Announcements at the station

Screens showing trains times and platform
numbers

TV Screens in main departure hall / area

Station signage, posters and wayfinding

National Rail website or app

Train operator website or app

Via a member of staff at the station

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) Apr-Jun 26 (2482) Significantly higher in green. Significantly lower in red.

Total satisfied

92

90

93

94

89

94

90

88

% Used

N -
N :o
N -
o
B s
H

M
R

Trainline or other 3rd party retailer website or
app

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

Help points on the platform area

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

B

94
89 . 8
83 . 7
84 I 5
84 I 4
90 l 3
na o o
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& Netional Rail



Return to contents

Satisfaction with information channels

Satisfaction with the most used channels is consistent across the last few years and this continues this quarter. In April satisfaction with station signage,
posters and wayfinding did drop below 90% (87%) for the first time since October 2024 however this then recovered in May and June.

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

(Top 5)
96 98 96 6
90 93 9396 92 92 94 92 95 95 96 97 96 94 95 gg o0 9393 92 92 g7 91 92 9° go 92 95 95 7~ 99 95 93 94 9 94590 91 g3 94 94
Screens on the TV screensin the
platform area main departure
hall/area
87 94 90 91 94 90 94 90 95 94 96 95 95 91 96 93 87 91 91
0 89 90 0 88 89 86 90 899090
Announcements Station signage, posters
at the station and wayfinding

90389 2B Y LU P LGP Y TIFFIFIIIIITIITRRR|SG G
B2 0 C 0 5 5 >Cc 5 o 3 > O o
2888228335828 88288¢85
. . -
Screens showing trains 2
times and platform
numbers
Y T OO0 W W0 LWLWLW W LWO OO O O O
AR A U U B B T O
BT 2 O Cc 0 5 5 >SS 35 0oy 29 cCc a5 5 >C
o T Q = o T o ?
o § 8 8¢ s < § 25 <?: $ o § 8 g Qs < rzc 3 —e—Total satisfied
How satisfied were you with the information that was provided on the channels you used when at the station? (excl DK) Apr 26/May 26/Jun 26 - Screens on the platform area Rail Delivery Group

(298/310/283), Announcements at the station (234/267/247), Screens showing train times and platform numbers (216/230/221), TV screens in the main departure hall/area
(154/181/165), Station signage, posters and wayfinding (135/130/117) Significantly higher in green. Significantly lower in red. © Nasionl Rail
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Satisfaction with experiences at the station

Satisfaction with information on the status of the train remains very similar to last quarter and last year with positive shifts seen for the minorly disrupted. On
the other hand, satisfaction with the timeliness of platform information has significantly decreased compared to last year across all disruption types with the
biggest drop coming from those who experienced a major disruption.

Updates on the platform and train (%)

Timeliness with which platform information was announced Kept up to date about the status of the train
Overall No disruption Minor disruption Major disruption Overall No disruption Minor disruption Major disruption
Total satisfied Total satisfied Total satisfied Total satisfied Total satisfied Total satisfied Total satisfied Total satisfied
87 92 84 67 86 91 83 65
YoY (-6) (-4) (-8) (-16) YoY (0) (-1) (+3) (0)
QoQ (-1) (0) (+4) -7 QoQ (0) (-1) (+4) (-1)

11

06> 7 2 55

mVery satisfied W Fairly satisfied ®Neithernor W Fairly dissatisfied  ®Very dissatisfied mVery satisfied W Fairly satisfied ®Neithernor W Fairly dissatisfied  ®Very dissatisfied

- ' ) ' ' ) - ) ) ) ) Rail Delivery Group
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) Apr-Jun 26 (2490/2481), No disruption (1782/1775), Minor (323/324), Major (385/382) Significantly higher in green. Significantly lower in red. © National Rail
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Interaction with staff at the station

Return to contents

Compared to last year there has been a significant decline in the amount of customers who interact with staff members at the station (-23%). For routine queries
relating to platforms, tickets and departure times, satisfaction remains very high (90-96%). But for disruption-related questions, it drops significantly compared to
last year with queries around alternative routes, ability to use ticket on other trains, cause of disruption and disruption duration all seeing significant drops (-22%
to -32%). Staff continue to deliver well on core information but are struggling to provide the detail passengers need when things go wrong.

Interacted with a staff
member at the station (%)

YoY (-23)
QoQ (-1)

YoY (+23)
QoQ (+1)

HYes mNo

Looking into open end questions
around improving information
staff visibility and availability are
constantly mentioned as an area
for improvement.

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? Apr-Jun 26

What information did they
ask staff for? (%)

Time of train departure - 38
Platform number - 36

Information on tickets - 28

Cause of disruption . 11

Alternative routes to get to I 6
your destination

Estimated disruption I
duration 5

Ability to use your ticket on I
other trains during disruption 5

Other . 8

(2540/775/37-295) Significantly higher in green. Significantly lower in red.

Satisfied with the following (%)

Platform number

“More staff at stations where you change to ask for platform
numbers. | had to change at Clapham Junction with 17
platforms so it's quicker to ask staff than check the boards
but it took me a while to locate anyone.”

Total satisfied

- 2 o YoY (0)
Information on tickets 95 QOQ (0)
7 22 ) Total satisfied 0L {0
Time of train departure 96 Yov (-1)
63 27 BE Total satisfied Q0Q (+2)
Alternative routes to get to your destination 90 YoY (-4)
43 20 14 14 10 Total satisfied QoQ (+2)
63 ,
Ability to use your ticket on other trains during disruption éoé(( 22))
37 2> 25 13 3 Total satisfied O™ (=5
Cause of disruption 59 ég\é((-iO))
25 30 8 26 11 Total satisfied 5
Estimated disruption duration 55 YoY (-32)
22 30 6 15 27 Total satisfied QoQ (-11)
Other 52 YoY (-26)
84 11 4 Total satisfied QoQ (-6)
94 YoY (+3)
m Very satisfied m Fairly satisfied QoQ (+13)
m Neither nor W Fairly dissatisfied
m Very dissatisfied
Rail Delivery Group
& National Rail
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Satisfaction with staff at the station

Satisfaction with staff availability has dropped across every group this quarter, with the sharpest falls among majorly disrupted passengers. Comparing to last
year, satisfaction has dropped significantly across all groups and again the majorly disrupted see the biggest drop (-19%). Overall satisfaction is now 77%,
down 10 points year-on-year. The pattern mirrors the fall in staff ratings on the previous slide and suggests that staff availability and ability to help customers
has dropped significantly in comparison to last year.

Staff available to help me (%)

Overall No disruption Minor disruption Major disruption
Total satisfied Total satisfied Total satisfied Total satisfied
77 81 75 62
YoY (-10) -7 (-12) (-19)
QoQ (-3 (-2) (-2) (-6)

38

37

16
7 2

m\Very satisfied W Fairly satisfied ®Neither nor  ® Fairly dissatisfied  mVery dissatisfied

Focusing on the staff at the station, how satisfied were you with the following? (excl DK) Apr-Jun 26 (Available to help me) - Overall (2008), No disruption (1397), Minor (276), Major (335) Rail DeIIvery Group
Significantly higher in green. Significantly lower in red. ' © Nationd Rl
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Stage informed about rail replacement bus and ease in finding such information

Ease of finding the bus departure point has increased slightly this quarter compared to last but is still significantly down on a year ago (-9%). However, at 87%
most passengers still rate this information as fairly or very easy to find.

Ease with finding bus
departure point (%)

Total ease
87
YoY (-9)
QoQ (+1)

mVeryeasy MFairly easy mNeither nor ®mFairly difficult mVery difficult

What stage were you informed about the rail replacement bus for your journey? Apr-Jun 26 (230) When at the station, how easy was it to find information about the following..? Rail Delivery Group
45 (Excl. I did not seek) Apr-Jun 26 (222) Significantly higher in green. Significantly lower in red. © Nationd Rl
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Overall, this quarter, customers gave a
satisfaction (with information provided)
percentage of:

€ 16 & & & o

l. l. l. l. l. 86/0 (
Teeen
l‘ l‘ |‘ l‘ | Minor disruption

@

(] 80% 0)

e O
w ’ Major disruption
66% -8)

YoY
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On board the train - Key satisfaction metrics

On-board satisfaction remains relatively high at 86% this quarter. However, this is a significant decrease compared to last year (-5%) and is mainly driven by a
decrease in satisfaction for non-disrupted customers. The three most used channels — screens, automated announcements and live staff announcements —
have very high satisfaction scores, although satisfaction with live announcements by staff has decreased significantly when comparing to a year ago.

Top 3 channels used and satisfaction (%) (Can select multiple answers):

QoQ
Top 3 channels Satisfaction YoY QoQ
(-2) Screens on the train
1 l. 93% Y
=1
(-2) Automated announcement on the train
o
l 2% 2 ©
S E & o
(-2)

Live announcement delivered by

member of staff on the train
3 l . 89% 4 (3

26

™
&

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 Rail Delivery Group
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) Apr-Jun 26 (2184) Significantly

higher in green. Significantly lower in red

& Netional Rail
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Overall satisfaction with information provided when on board the train

On-board satisfaction has been consistently low this quarter which we haven't seen since Mar/Apr 25, reaching its lowest point in years during May (85%).
Scores remain below the mid-2025 peak (94%) and appear to be on a downward trend so worth keeping an eye on this over the coming months.

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

> o A o P «,fﬁ’ k,fﬁo L A A A A A A AP P © k,fz,b kﬂ@
F O P NN I RIS %{o* SN \?\)q & F O P N S AR

—e—Total satisfied

© o
“\@* S

Overall, how satisfied were you with the information provided about your about your rail journey when on board the train? (excl DK) Oct 24/Nov 24/Dec 24/ Jan 25/Feb 25/Mar

Rail Delivery Group
25/Apr 25/May 25/Jun 25/Jul 25/Aug 25/Sep 25/0ct 25/Nov 25/Dec 25/Jan 26/Feb 26/Mar 26/Apr 26/May 26/Jun 26 (641/641/575/606/642/630/597/604/560/
562/583/630/650/639/648/627/627/655/589/687/642) Significantly higher in green. Significantly lower in red. © National Rot
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Information channels used and their satisfaction

In general, satisfaction with the information channels at this stage is high. Scores are slightly lower for Video on National Rail X (formerly Twitter) and via official
industry social media. This might be an area to monitor and improve, however it is worth noting that few customers use these channels to receive information
on board the train, so the impact might not be significant overall.

Information channels used and satisfaction with each when on board the train (%) (Can select multiple answers):

Total satisfied % Used

Total satisfied % Used

Notifications via Facebook Messenger

Screens on the train 93 - 35 /WhatsApp/SMS from National Rail or the 87 | 3
train operator

Via official industry social media feed i.e.

Automated announcement on the train The train operator's Facebook page, 72 |3
92 - 27 Network Rail X

Video on National Rail X (formerly Twitter) 77 |
Live announcement delivered by member 89 - 26 with a presenter explaining disruption 3
of staff on the train
| did not seek or see any information at this N/A - 20
point
National Rail website or app 92 . 1
Via a member of staff on the train 88 . 8
Train operator website or app 89 . 8
Trainline or other 3rd party retailer website 89 . 7
or app
Journey planning website or app (e.g. 84 I 6
Google, Citymapper, TFL)
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

when on board the train? (excl DK) Apr-Jun 26 (2276) Significantly higher in green. Significantly lower in red. © Nationd Rl
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Satisfaction with information channels on-board the train

Return to contents

Satisfaction with the two top information channels stayed fairly consistent this quarter with previous. There has been a slight dip in satisfaction with live
announcements by staff so this is something to monitor in the next report. In May satisfaction with staff members on the train dropped to 83%, however this

recovered quickly in June and is back to being consistent with previous years.

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

(Top 5)
9494 o, 94989696 95 94 95
94 96 94 % 95 91 9690 96 95 95 95 96 96 96 95 go 96 95 92 93 89 9z 9z o1 92 91 9o 88 A 87 oy 89
Screens on the train National Rail website
or app
96 89 94 97 95 97 95 97 93 93 96 96 94 o1 o1 Q2
90 94 X 93 92 95 9B 95 92 95 96 94 95 93 96 oo %4 92 92 94 92 < 83 84 483
Automated ,
Via a member of staff on
announcement on the .
. the train
train
D U R 2 I 9 I Yo N Vo R Vo R Vo B Vo B Vo [ Vo I Vo R Vo RuN Vo (o N (o BN (0 IEN (0 IIN (o]
DA B U B T
98 "C)‘>UC_O}65>~CSO')Q"O’>UC_QL’—>~
94969695919296958896 94949594929494898789 0288PsE32830288p2878
Live announcement
delivered by member of
staff on the train
D D M 2 Y0 I Vo T Wo T Vo R Vo R Vo T Vo R Vo R o I Vo B Vo BN (0 I (0 I (0 IR (0 IR (0 N (o]
DR L B I S S L
B 29SO 55235 2a8B 29 Cca5 5 >cC —e—Total satisfied
62888522 3528§0288222¢83
How satisfied were you with the information that was provided on the channels you used when on board the train? (excl DK) Apr 26/May 26/Jun 26 - Screens on the train Rail Delivery Group
& Netional Rail

(240/258/232), Automated announcement on the train (185/187/210), Live announcement delivered by member of staff on the train (177/201/175), National Rail website or app
(61/67/81), Via a member of staff on the train (48/61/74) Significantly higher in green. Significantly lower in red.

o1

Jun-26
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Satisfaction and ratings of announcements on board the train (1/3)

Satisfaction with on board announcements has dropped this quarter compared to last quarter and last year. There has been a significant decrease in
satisfaction with the length, frequency and confidence of announcements compared to this time last year.

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
88 89 84 89
YoY -7) (-2) -7) (-4)
QoQ (-3) (-1 (-5) (-3)

53

35

m Neither nor

m Very satisfied m Fairly satisfied
m Fairly dissatisfied mVery dissatisfied

Thinking about the announcements that were given on board the train, to what extent were you satisfied with the following? (excl DK) Apr-Jun 26 (1061/1037/1058/964) Thinking
about all the announcements you were given on board the train, to what extent do you agree or disagree with these statements? Apr-Jun 26 (1067) Significantly higher in green.

Significantly lower in red.

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

N s 5

YoY (-0.2) N S
QoQ (-0.1) YoY (-0.4)
QoQ (-0.1)

Rail Delivery Group
- & National Rail



announcements.

Announcements on board the train (%)

No disruption

Live
They were an They were made The frequency annourll‘clzement
appropriate atan was_at aT L s delivered
length appropriate time appropriate leve confidently
Total satisfied Total satisfied Total satisfied Total satisfied
92 93 88
YoY  (-4) (-3) (-6)
QoQ  (-3) (-1) (-4)

55

33
2 5

m Very satisfied m Fairly satisfied
m Fairly dissatisfied mVery dissatisfied

m Neither nor

52 Thinking about the announcements that were given on board the train, to what extent were you satisfied with the following? (excl DK) Apr-Jun 26 No disruption

Minor disruption

The frequency Live
They were an They were made was at an announcements
appropriate atan appropriate delivered
length appropriate time level confidently
Total satisfied Total satisfied Total satisfied Total satisfied
79 82 73 87
(-11) (+10) (-8) (+8)
-7) (+4) (-3) (0)

41 43

38 30

14

m Very satisfied m Fairly satisfied
m Fairly dissatisfied mVery dissatisfied

(830/811/827/735), Minor (107/104/106/103), Major (124/122/125/126) Significantly higher in green. Significantly lower in red.

m Neither nor

Return to contents

Satisfaction and ratings of announcements on board the train (2/3)

Non-disrupted passengers remain highly satisfied with announcements (88-93%) however this is significantly less than last year across all metrics.
Comparing to this time last year we also see significant decreases for both the minorly (-11%) and majorly (-16%) disrupted for satisfaction with the length of

Major disruption

They werean  They weremade e frequency
appropriate atan was_at an
length appropriate time appropriate level
Total satisfied Total satisfied Total satisfied
74 66 61
(-16) (-6) (-9)
(+4) (-12) (-14)

31 35

31

13
15

m Very satisfied m Fairly satisfied
m Fairly dissatisfied mVery dissatisfied

Rail Delivery Group

& National Rail

Live
announcements
delivered
confidently

Total satisfied

73
(-1)

(-2)

m Neither nor
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Satisfaction and ratings of announcements on board the train (3/3)

Satisfaction with the frequency of announcements drops across all disruption types this quarter compared to last year, however it's worth noting that
satisfaction with the usefulness of announcements for disrupted customers remains stable.

Announcements on board the train (%)

Strongly
agree

Strongly
disagree

Announcements are
useful, they keep me
informed at the right

No disruption

The frequency of
announcements is right,
they are repeated

time appropriately

B C 7

YoY (-0.2)
QoQ (-0.1)

Strongly
agree

K
YoY (-0.3)
QoQ (-0.1)

Strongly
disagree

Minor disruption

Announcements are The frequency of
useful, they keep me announcements is right,
informed at the right they are repeated
time appropriately
Strongly
agree
B 2
YoY (0.0) 7.5
Jovioo
YoY (-0.4)
QoQ (-0.2)
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? Japr-Jun 26 No disruption (833),
Minor (108), Major (126) Significantly higher in green. Significantly lower in red.

Announcements are
useful, they keep me
informed at the right

Major disruption

The frequency of
announcements is right,
they are repeated

time appropriately

YoY (0.0) 7.3
QoQ (-0.1) VoY
(-0.7)
QoQ
(+0.2)
Rail Delivery Group @
& National Rail
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Type of information provided on board the train

Information about the next stop (68%) and stations the train will call at (70%) remain the main types of information passengers receive on board, with both
figures steady across recent quarters. Disruption-specific announcements are far less common — only 19% hear about disruptions on other routes and 14%
about unexpected stops or late departures. Even among major-disruption passengers, just 25% and 21% respectively receive announcements about other
disruptions or if the train suddenly stops, leaving a notable gap in communication precisely when customers need it most.

Information provided when on board the train (%)

Q2 2024/2025 = Q32024/2025 m Q4 2024/2025 mQ12025/2026 mQ22025/2026 mQ32025/2026 mQ4 2025/2026 mQ12026/2027

46363 52

656
53 2 20545354
517" 5o

This increases to 25%

among those experiencing o
a major disruption. This increases to 21%

among those experiencing
a major disruption.

18 .19018181819
16°16 1 14 - 14 13 1314 14
86977777
Informed about the Informed about the Informed about the  Announcements about Announcements if the None of these
next stop stations that the train destination in disruptions on other train stops
will call at announcements and on routes unexpectedly or if
screens departing a station late

& Netional Rail

D
When on board the train, were you provided with any of the following..? Apr-Jun 26 (2276) Significantly higher in green. Significantly lower in red. Rall Detlvily Gréap @
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At destination/interchange station - Key satisfaction metrics

At the destination/interchange station, 87% of customers are satisfied with the information received which is significantly lower than this time last year.
Customers are most likely to use station signage, posters and wayfinding, automated announcements at the station and live announcements by a staff

member, all of which have high satisfaction ratings.

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

% 16 16 16 16 877

® & 0 0 O | uin
Teeen -
e

Minor disruption

& 86%
@

’ Major disruption

72%

YoY

(+1)

Top 3 channels used and their satisfaction (%) (Can select multiple answers):

QoQ
Top 3 channels Satisfaction YoY QoQ

Station signage, posters and wayfinding

(+2) ‘ o
. E e 2% |,

Automated announcement at a station
(-2)
o
. - il oo

(-2 Live announcement delivered by a member of

staff at the station
3 - 16 l b 90% 3 3

(-4) (-2)

(+2)

Overall, how satisfied were you with the information provided about your rail journey when at the intermediary and/or destination station? Apr-Jun 26 (2240) Which of the following Rail Deli G
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 very Group

at the intermediary and destination station? (excl DK) Apr-Jun 26 (2485) Following your rail journey, were you provided with any of the following information..?

Apr-Jun 26 (2572) Significantly higher in green. Significantly lower in red.

& National Rail
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Overall satisfaction with information provided when at destination/interchange

station

Satisfaction with this stage of the journey remains fairly consistent this quarter with the previous, there is a slight dip in May and June however, so worth

seeing if this downward trend continues next quarter.

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

Return to contents

K /f?jo r7/<9 f?/Q:) /fz/b f?/% /f?jo I'é’) /fz/b /q/b
C 3 & =) P > 3 K
o < Q N & ) v

—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)

Oct'24/Nov'24/Dec'24/Jan'25/Feb'25/Mar'25/Apr 25/May 25/Jun 25/ Jul 25/Aug 25/Sep 25/0ct25/Nov25/Dec25/Jan26/Feb26/Mar26/Apr26/May26/Jun26
(764/756/747/760/756/774/777/789/779/782/785/789/770/772/789/753/759/749/609/695/666) Significantly higher in green. Significantly lower in red.

4 7/ \ 7/

Afﬁ’
t‘\”b
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Information channels used and their satisfaction

Customers typically use a mix of channels at this point, and the most used are station signage, posters and wayfinding (17%), automated announcements at
the station and live announcements delivered by members of staff (both 16%), all of which are rated very positively. Around 2 in 5 customers do not seek any
information at this stage of the journey.

Information channels used and satisfaction with each when at destination/interchange station (%) (Can select multiple answers):

Total satisfied % Used Total satisfied % Used

Station signage, posters and wayfinding 92 - 17 JCc')tumey pLan?li:ﬂL%J website or app (e.g. Google, 01 l 8
itymapper,

- Notifications via Facebook Messenger
Automated t at a stat ! - .
vromated announcement at a station 90 - 16 /WhatsApp/SMS from National Rail or the train 87 I 5
operator
Live announcement delivered by a member o - 6
of staff at the station 9 1 Via official industry social media feed i.e. The 84 I
train operator's Facebook page, Network Rail X 4
National Rail website or app 94 . 12
| did not seek or see any information at this point N/A - 37
Train operator website or app 90 . 11
Trainline or other 3rd party retailer website 89 . 10
or app
Via a member of staff at the station 87 Bs
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

channels you used when at the intermediary and destination station? (excl DK) Apr-Jun 26 (2485) Significantly higher in green. Significantly lower in red. © National Rai
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Satisfaction with information channels

Return to contents

The top 5 channels continue to achieve high levels of satisfaction mostly 9o% and above. With upticks across all channels but automated announcements in

June.

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

(Top 5)

Station signage,
posters and

02 92 9 R o2 R o2 U PR G o o2

wayfinding
Automated 94 g3 94 94 94 94 94 99 94 96 96 6
announcement at 90 90 91 90 gg
a station
Live
announcement 93 93 93 93 93 93 95 95 94 96 98 5 o, 95 95

87 89 87

delivered by a
member of staff at
the station
'ﬁ’)'ﬁw@w%m”m@m")m@%@w@m@m@ﬂ?@@ @q,@ © P

\’0 <<® é\'b ?\Q @@A‘ \)\) \\) \)q %QQ O éO Q/O {b(\ <<® @7’ Q Y‘\'g\ 3\)(\

How satisfied were you with the information that was provided on the channels you used when at the intermediary and destination station? (excl DK) Apr 26/May 26/Jun 26 - Station
signage, posters and way finding (134/137/136), Automated announcement at a station (111/139/128), Live announcement (97/131/125), National Rail website or app (63/79/107), Train

operator website or app (67/95/91) Significantly higher in green. Significantly lower in red.

90 92 93 93 93 93 92 91 93 91 93
National Rail website 87 84
or app
98 o6 97 97
94 94 94 95
i 1 1 91 92
Train operator 87 9 . 90 89 9 89 g

website or app

R NI /,go R

M2t
NS @'5\ N < VQ%Q,Q & %O o & (& o VQJ‘@'ZS N

—e—Total satisfied

Rail Delivery Group
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Information channels used and their satisfaction

31in 5 customers do not search for information after their trip has ended. Those who do seek information commonly use the National Rail or Train Operator
websites or apps, where they report high levels of satisfaction.

Information channels used and satisfaction with each after the journey (%) (Can select multiple answers):

Total satisfied % Used
National Rail website or app 89 -
Train operator website or app " M-
Trainline or other 3rd party
retailer website or app 89 W
By phone or via a call centre 89 I
Automatic delay repay 82 B
| did not seek or see any N/A
information at this point I -
Rail Delivery Group
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 © st et
provided on the channels you used after you had completed the journey? (excl DK) Apr-Jun 26 (2572) Significantly higher in green. Significantly lower in red.
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Satisfaction with information channels

Return to contents

Apart from the National Rail website or app, satisfaction has increased this quarter compared to last across the top 5 information channels at this stage. It's
worth noting that satisfaction with delay repay did dip in May in line with increased disruption during this month.

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

(Top 5)

National Rail
website or app

Train operator
website or app

Trainline or other
3rd party retailer
website or app

How satisfied were you with the information that was provided on the channels you used after you had completed the journey? (excl DK) Apr 26/May 26/Jun 26 - National Rail
website or app (54/93/88), Train operator website or app (48/68/88), Trainline or 39 party retailer website (39/62/61), By phone or via a call centre (20/33/38), Automatic delay

93 96 g3 93 94 93 95

93 92 o1

fzf° 40 A2 AP AP AP AP AP AP AP AP AP P AP

P© o po o
HZ
‘\a
P 9 Y WP ®°s’b<<®é@v‘?@s°°

repay (28/29/33). Significantly higher in green. Significantly lower in red.

By phone or via a
call centre

92 92 94

94 95 95 g2

88 90 89 89

Automatic delay
repay

B g0 0 P P o 0B P
\’O <<® %\’b ?\Q VKO 30 \>\> \} CO® O éo ) o <<® ‘“’0 V\Q V‘\’b \)\)

—#=Total satisfied

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

7 in 10 customers feel that the TOC had kept them fairly or well informed about the delay, which is down on last year and last quarter. The shift YoY and QoQ
is driven by those experiencing a major disruption. Among the majorly disrupted, a year ago saw higher ratings for all commuters and leisure customers, who

see a negative shift this year and against last quarter.

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

Overall Minor disruption  Major disruption i
P ’ P Cancellation Total Well Informed Trend
Total Well Informed Total Well Informed Total Well Informed Total Well Informed
70 82 64 51
YoY  (-8) (-2) (-13)
QoQ  (-4) (+2) (-4)

Q224/25 Q324/25 Q424/25 Q125/26 Q225/26 Q325/26 Q425/26 Q126/27

—@—Overall =—e=Minor disruption =—e=Major disruption =—e=Cancellation

mVery well mFairly well m Neither mFairly poorly mVery poorly

Overall, how well do you think the train company kept you informed about the delay or cancellation? (excl DK) Apr-Jun 26 Overall (206/290/241); Disruption: Minor (95/116/112), Major Rail Delivery Group
(90/130/99), Cancellation (21/44/30) ""Refers to where the base is below 30 and too low to show. Significantly higher in green. Significantly lower in red. ) © Nationd Rl
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Overall rating of information provided about the delay (2/2)

Removing the minor disrupted, among cancelled and major disrupted customers, the rating of information provided during a delay has continued to decline
since hitting the peak back in November 2025. Figures saw an uptick in May but were broadly lower during this quarter compared to previous quarters.

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

Total Well Informed Trend 80
79

65 65

N N NN NN O OO O OO O MO 0O o0 00 J$YY ¥ O O Y Y OY TS OY Y YO0 OO0 0N WL 0N N N wn O o o o o o
G g g g g g g g g g gl g g gl qgo g g gog gl gl g g g g g g g gl g oo
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2 308200808 255533508220 9¢s80I8 273532350 L 258 0T8 2T 533 0L OIS O8 ST S
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Overall, how well do you think the train company kept you informed about the delay or cancellation? Apr 26/May 26/Jun 26 - Overall (206/290/241), Significantly higher in green. Rail Delivery Group
Significantly lower in red. © Nationd Rl
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Overall rating of information provided about the delay

The rating of information provided during a delay across TOCs is mixed. GWR performed strongly during the period, and showed positive movements (albeit
base sizes are low).
Overall rating with information provided about delay by disruption (%) with YoY change
Share of disruption type % Share of disruption type % Share of disruption type %
Total Total Well Total Well : ,
Well Minor Major None Minor Major None Minor Major None
66* 1 21 66 59* 11 20 69
AVANTI A 4 o 18 18 63 NORTHERN 1
3 N reat Northern - 3) (-3) (0) (+3)
WEST COAST (-3) (-6) (+5) (0) L g (-5) (0) (+5) ’ ’
5 5 90
14 17 69 . ¥ ScotRail ok
c2c - ; 84 1 14 75 s 5) 3 (9)
7 3 (r12) GWR (+15) © -9) (+10)
67* 12 12 75
Chilternrailways ok 12 10 78 @ *E Base size too low southeastern (-8) (-4) -7) (+11)
by arriva (-9) (+4) (+5) Heathrow
) ) wﬂ 58* 1 14 75
k%
crusscountru'j'- 77" 16 17 67 @ Hull Trains Base size too low (-16) © -1 (+1)
by arriva (+8) (-121) (0) (+11)
South Western 64* 13 18 69
LNER 71* 13 18 69 7 Railway
-16 - + +
EMR 79" 1 18 70 N (+9) (+2) (1) -3 -16) 4 3 v
(-10) (-5) (0) (+1)
T/ Lo 72 1 6 53 ThamesLink/ ?i’; 13 20 67
- (-6) +3) +3)
@! * % 18 15 67 ,’I E‘gﬁwﬂemm (+1) (-3) (+7) (-5)
(-12) (+4) 7)
~4 81* 6
b | r TRANSPENNII:? 13 25 2
( )\ - Base si L 8o* 13 22 66 EXPRESS (+4) -0 (+4) -3)
el ase size too low (+6) 18 (5) (13
@ mvmamony | 74 16 15 68
GRAND CENTRAL ok Base size too low lumo ok Base size too low ) - (+9) 1) (+4) -4)
VY Rt 12 12 76
i *% 9 11 80 *% 11 15 74 '0’ Midlands * %
greateranglia o - oy - _Merseyrail () (#2) (+3) A'A" Railway (-4) -3 “+7)
Rail Delivery Group
66 Overall, how well do you think the train company kept you informed about the delay or cancellation? (excl DK Apr-Jun 26 - Overall (2572), Disruption type: Minor (326), Major (416),

None (1809) ‘Refers to TOCs where the base is below 50. “"Refers to TOCs where the base is below 30 and too low to show. Significantly higher in green. Significantly lower in red. Ol e
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Overall satisfaction with aspects of information provided during the delay (1/4)

Satisfaction with information provided during delays has significantly decreased on a year ago but is broadly in line with last quarter. Information about the

compensation or delay repay saw the biggest declines overall.

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

Frequency of Information about the The time taken to Information about
updates length of the delay inform about the delay compensation or delay repay
Total satisfied Total satisfied Total satisfied Total satisfied
67 68 66 60
YoY (-10) (-5) (-9) (-14)
QoQ (0) (+2) (-1) (+2)

25

mVery satisfied W Fairly satisfied ®Neither nor  ®Fairly dissatisfied ®Very 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) Apr-Jun 26
(Frequency/Length/Time Taken/Compensation/Consistency) - (735/741/741/677/738) Significantly higher in green. Significantly lower in red.

Consistency of the
information

Total satisfied
70
(-9)

(+1)

31
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Overall satisfaction with aspects of information provided during the delay (2/4)

Across the aspects of information provided, metrics are broadly stable with last quarter, while in some cases such as consistency of information and

compensation, there is a slight upward shift in recovery.

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

80 78 78 78 81 -, 78 79

74
0
Frequency of 67 69 67 ¢, 7 65 65
updates
Information 78 80 80 80 .,
aboutthe length 73 gg 72 gg /3 > /3 70 65 o 08 68 68
of the delay 63
The time taken 79 5, 78 8 77 76 79 45

to inform about 71 gg 71 72 69 68 ¢, 68 63 68
the delay

fﬁ’ 20 A P A 'b<° JP P AP A0 A AP O O O A A P

W& 2 S O L & A I
& F @ &t Ny O P W (@ QP R
——Totalsatisfied > < vy 7 07 S W@ QR

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)
Apr-Jun 26-Frequency of updates (205/290/240), Length of delay (207/293/241), Time taken (205/294/242), Compensation (185/265/227), Consistency (205/292/241) Significantly higher in

green. Significantly lower in red.

Information about 69
compensation or 62
delay repay

84
Consist e 7 80 80 78 4, o 80 78 79 79 5
onsistency of the - - 7 60 6o
information 64
O P g0 o g P 0 P o P o PP P o o P
—e—Total satisfied (\”1/ M ’1/ ’Z/ M '1/ ’1/ A L A % ’1/ /’1, ’z, fz, q,

N <<® ?‘\’b ?\Q é\’?ﬁ 3\) §\> \}q %Q/Q O(}eo & \’b <<® Y‘\'D VQ ‘KOA‘ 5\)

Generally, the declines seen in the last two quarters are
more likely seen among commuters and leisure customers,
and the major disrupted or cancelled.
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Overall satisfaction with aspects of information provided during the delay (3/4)

The deterioration in communication metrics seen over recent quarters appears to be largely attributable to customers experiencing major disruption and
cancellations. Satisfaction remains relatively resilient for minor disruptions, but scores for cancelled journeys continue to lag significantly across all measures,
Confirming that communication during severe disruption remains important for overall performance and ratings.

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

73 75 76 76 8 — o 3 25 76
+
P

Frequency of

updates 63 66
49
81 78
74 73 73 73 76
Information about — — 63 75 —ll
© o= =C— ¢
the length of the 65 65 66 . — 63
delay 59 61 65
50 54 2 57
74 7/ 73 _3Q L “’i ~ 75
The time taken to ~— — o= 64 73 75 _14\’_&1
inform about the 65 _._68 o8 / S 66\ = —e 56
delay o~ — 60 60 ®
48 53 6 50 51 51
Q1 24/25 Q2 24/25 Q3 514/25 Q4 24/25 Q1 25/26 Q2 25/26 Q3 25/26 Q4 25/26 Q126/27

—e—Major disruption  —e=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
Apr-Jun 26 (Major/Minor/Cancelled) - Frequency of updates (319/323/93), Length of delay (322/325/94), Time taken (321/325/95). Significantly higher in green. Significantly lower in red. © National Rai
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Overall satisfaction with aspects of information provided during the delay (4/4)

This pattern continues for compensation information and consistency of information. Customers experiencing minor disruption remain the most satisfied,
while cancelled passengers score considerably lower. The gap is particularly pronounced for consistency of information, where satisfaction amongst
cancelled customers is almost 30 points lower than for minor disruption customers in the latest quarter. Together, these findings suggest that
communications during severe disruption and cancellations remain the key for overall communication satisfaction.

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

79 79
75 77 e — 77
71 . 71 . 70
c 6 71 74 ¢ 64
Information about 68 —C—
compensation or 64 63 51 63 61 55
delay repay
48 —d— = 51 V)
81 81 82 80
77
Consistency of the
information
59
55 51 55 52
Q1 24/25 Q2 24/25 Q3 24/25 Q4 24/25 Q125/26 Q2 25/26 Q3 25/26 Q4 25/26 Q126/27
—e—Major disruption —e—Minor disruption —e—Cancelled

70 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
Apr-Jun 26 (Major/Minor/Cancelled) - Compensation (301/287/89), Consistency (320/324/94). Significantly higher in green. Significantly lower in red. © National Rai
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Provision of information during disruption

Information about when normal service will be resumed and frequent updates on what is being done to put things right are the main types of information
given during disruption, however fewer customers are given any of this information than in previous quarters.

Type of information provision during the disruption (%)

BQ324/25 WQ424/25 mQ125/26 mWQ225/26 mWMQ325/26 mWMQ425/26 mQ126/27

34 35

Information about when the Frequent updates on what is Alternative ways to reach my Information about alternative None of these
incident will be being done to put things right destination routes | could use my ticket
resolved/normal service on at no extra cost
resumed

) ) ) ) ) ) o ) ) o ) Rail Delivery Group
During the disruption, were you provided with any of the following..? Apr-Jun 26 (749). Significantly higher in green. Significantly lower in red.

& National Rail
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Information given on reason for delay
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Over half of disrupted customers were informed of the reason for the delay however this is down from the previous year. Those who are given a reason trust
the information, and it is broadly clear (albeit not as clear as a year ago) There has been a large drop in those finding the information useful, with 10% stating it
is not at all useful or a little useful. Those saying the information was only somewhat useful has increased 5% compared to this time last year.

Informed about reason for delay
(% yes)

YoY (+12)
QoQ (-3)

40 mYes

m No

YoY (-12)
QoQ (+3)

Trust the information
provided? (%)
Total Trust
89

YOY (-3)
QoQ (+2)

37

6

m | trusted it a lot

m | trusted it a little

®m Neither nor

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

Usefulness of
information provided (%)

Total Useful
72

YOY (-11)
QoQ (+1)

m Extremely useful
m Very useful

B Somewhat useful
m A little useful

m Not at all useful

During the disruption, were you informed about the reason for the delay/cancellation? To what extent did you trust the information that was provided to you about the reason for
the delay/cancellation? How would you rate the usefulness of the information provided to you about the reason for the delay/cancellation? How would you rate the clarity of the
information relating to the reason for the delay/cancellation? Apr-Jun 26 (749/450/450/450) Significantly higher in green. Significantly lower in red.

Clarity of information
provided (%)

Total Clear
88

YOY (-5)
QoQ (+2)

m Very clear

m Clear

H Neither clear nor unclear
® Unclear

m Very unclear

Rail Delivery Group
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Delay length
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Only around 6 in 10 passengers who were disrupted were given an estimate for how long the disruption would last. This is down on this time last year. Most
experienced delays of 30 minutes or less, with 24 minutes being the average delay time. The length of time is up on last quarter and a year ago, particularly

for commuters which may be the cause of the lower scores that we see at an overall level

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

YoY (+10)

QoQ (0) mYes mNo

YoY (-10)
QoQ (0)

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

YoY (+3)
YoY (0) QoQ (+5)

QoQ (+2) E Less than 15

mins

W 15-30 Mins

85 YoVY (-9)

Average QoQ (-3) .
W 31-45 mins

YoY (+5)

QoQ (-2) W46 mins +

Were you given an estimate for how long the delay will be going on for? Apr-Jun 26 (749) How late did you arrive at your destination station? Apr-Jun 26 (632) Significantly higher

in green. Significantly lower in red.

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

32

Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1
23/24 23/24 24/25 24/25 24/25 24/25 25/26 25/26 25/26 25/26 26/27

=@-Overall —o—Commuters —e—Business —8—| cisure

Rail Delivery Group
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Validity of ticket with alternative TOCs when disrupted

Return to contents

Less than 2 in 10 customers experiencing delays saw information about travelling with alternative TOC's - this is a significant shift on a year ago (-25%). Via a
member of staff is the main means for receiving this information, or via announcements. As with other metrics, despite less availability to this information,
satisfaction remains strong for those that received information.

Saw information about
ticket being valid with other
TOCs during major
disruption (%)

YOY (+3)

QoQ (-1) YOY (-25)

QoQ (-1)

14 18

68

YOY (+22)
QoQ (+2)

EYes mNo mNotsure

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? Apr-Jun 26 (421/73/73) Significantly higher in green.

Significantly lower in red.

How the information was

received (%)

Via a member of staff at the station
Via train announcement

Via station announcement

Via SMS message

Via the National Rail app / website
Via the screens at the stations

Via a Train Company app / website
Via social media

Other

I 6
I
I 1
I o
I oo
B 5
I 1

M 5

M 4

Satisfaction with how information
was received (%)

Total Satisfied
85

YOY (-2)
QoQ (+6)

m Very satisfied

m Fairly satisfied

m Neither

W Fairly dissatisfied

m Very dissatisfied

Rail Delivery Group
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Validity of ticket with alternative TOCs when disrupted

Clarity was rated very positively at 88%. While information from a member of staff was the top way of receiving this, via an announcement on the train or at
the station is where they would like to receive this information most.

How they would like to receive

Clarity of information (%) the information in the future (%)
Total Clear
88
YQY (-7) Via train announcement _ 42
QoQ (-1)

Via station announcement ||| | | | |GG 36
Via a Train Company app / website _ 28
Via a member of staff at the station ||| | Gz 23
Via the National Rail app / website _ 26
Via SMS message _ 23
Via the screens at the stations _ 21

m Very clear via social media [ 11
m Clear

m Neither clear nor unclear other | 1

m Unclear

m Very unclear

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
information? Apr-Jun 26 (73/73) Significantly higher in green. Significantly lower in red. © National Rai
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Improvements desired for information on disruptions in the future

The communication improvements passengers value most are the same areas that drive lower satisfaction during disruption and cancellations, highlighting
the continued importance of providing timely, accurate and dependable information when journeys are most impacted.

BQ424/25 BQ125/26 BQ225/26

Information improvement desired for future disruptions or cancellations (%)
EQ325/26 BMQ425/26 = Q126/27

O 20
19
18" 1819
1
13
12
11
88 | |
II7 |I

Relevance of he The delivery

34 3435

|||3%2 ||

2
asz 2424

2221 2221

Frequency of Reliability of = Thetime  The accuracy The amount of The speed Ease of Consistency None of the
updates the takento  of information information  with which understanding of information above usefulness of the mforma’uon style (eg tone
information  resolve the  given about provided information the provided the information about of voice)
problem the delay about the  was provided information information provided alternative
delay provided transport
Rail Delivery Group

If you were to be disrupted again which of the following would you have liked to be improved? Apr-Jun 26 (749) Significantly higher in green. Significantly lower in red
& National Rail



Unprompted awareness (%)

YOY (+3)
QoQ (+2)

YOY (-19)
QoQ (+1)

YQY (+16)
QoQ (-2)

HYes mNo mNotsure

Awareness of disruption video

Among those who were unaware unprompted

Return to contents

Unprompted awareness of the disruption video has declined on a year ago. After being prompted by the video, of those initially unaware, 16% stated they
had in fact seen these videos. Of those who had seen the video before, 63% said they had used it to help them find out about the disruption.

Awareness after seeing the video (%)

Among those who were aware unprompted

YOY (-1) YOY (-1)
QoQ (+2) QoQ (-3)

YOY (+1)
YOY (+1) QoQ (+3)

QoQ (-2)
m Yes - this is the type of video | was thinking about

HYes BNO

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

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

YQY (+15)
QoQ (-1)

YQOY (-15)
QoQ (+1)

mYes mNo
77 Are you aware of videos being used to communicate disruption on train routes? (2572) You said in the previous question that you were aware of these videos, is this still the case? Rail Delivery Group
(665) Now having seen an example, were you previously aware that these videos exist? (1907) Have you ever watched one of these videos to find out about disruption (888) © Netional Rail

Significantly higher in green. Significantly lower in red.
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Ratings of the video on disruption

Ratings on the disruption video are down this quarter compared to a year ago. Two thirds of customers said they were likely to use the video themselves and
recommend it to others. Positively, customers were highly satisfied with the information and over three quarters found the information useful.

. ) Likelihood of . . .

Likelihood of using the : Satisfaction with Usefulness of
ideo (%) recommending the information (%) information (%)
video (% video (%) information (% information (%

Top 2 box

NET: Likely NET: Likely NET: Satisfied (Extremely + Very useful)
68 67 87 75
YOY (-8) YOY (-7) YOY (-2) YOY (-4)
QoQ (+2) QoQ (+1) QoQ (+2) QoQ (-1)

37

10

m \Very Dissatisfied

m Fairly Dissatisfied m Extremely useful
. . . . . m Neither m Very useful
mExtremely Likely mLikely mNeithernor mUnlikely mExtremely Unlikely m Fairly Satisfied B Somewhat useful
m Very Satisfied m A little useful

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? (2572) How likely are you to recommend using a video like this to inform other passengers  Rait Delivery Group
about service disruption? (2572) Overall, how satisfied are you with the information provided in the videos you have seen previously/just watched? (2518) And overall, how would you rate -
the usefulness of the information provided in the videos you have seen previously/just watched? (2572) Significantly higher in green. Significantly lower in red. © Netiona Reil
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Best parts of information provision during the journey

Most customers praise the information given during their train journeys when it's frequently delivered, super clear and also accurate. They like the in real time
updates letting you know exactly when you will reach your destination and there was also some praise for the automated delay repay.

Best parts of information provision during your journey

When we were delayed the reason was given -
keeping me informed about the short train trip | was
taking and allowed me to telephone person who was
meeting me.

Minor disruption/South Western Railway/Leisure

- 6~

Information was clearly displayed which explained
that services would be reduced over Easter ,resulting
in rail replacement buses. On the day of travel staff
were on hand to ensure that passengers knew where

There were clearly visible and identifiable digital signs
throughout both stations that showed when the train
would arrive, what formation the carriages were in and
the exact stops it would be calling at during the

journey.

No disruption/ GWR/Leisure

| really appreciated how clear and frequent the audio
announcements were, as they kept me informed
about upcoming stops without me having to

No disruption/Elizabeth Line/Leisure

to catch the relevant bus.
No disruption/Thames Link/Leisure

Automated Delay Repay with real time to track my

train. Easy seeing boarding text and very helpful staff

with clear information.
Minor disruption/Avanti West Coast/Commuter

constantly check my phone

Information was provided regularly and well ahead to
arriving station by guard. It was pleasure to listen guard
as his voice was very distinctive, clear and pleasant.
Minor disruption/Cross Country/Leisure

What was the best part about the information provided during your journey and why? Apr-June 26 (2571)

The best part was the clear and timely updates, ad
they made it easy to stay informed and feel confident

about the journey

No disruption/LNER/Leisure
Real-time delay updates via the app. | really value
transparency and control over my schedules and
knowing exactly when to expect arrival let me
manage my meetings and inform my colleagues

without stress..

No disruption/c2c/Business

The best part was the real-time accuracy of the arrival
and departure updates. The digital displays and app
notifications matched perfectly, which took the stress
out of tracking connections and platform changes
Minor disruption/West Midlands Railway/Commuter

Rail Delivery Group

& Netional Rail
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Parts of information provision requiring improvement

Customers had many suggestions for how information provision could be improved. One of the main suggestions is to give as much detail about why a delay
is happening as possible, ensuring that it's accurate. Other popular suggestions were to have more staff manning the station and platform numbers being

announced sooner (particularly at Paddington).

Improvements needed for information provision based on your journey

- 13

Information during delays could be improved by providing
real-time, honest updates about the specific causes and
estimated resolution times, rather than generic automated
announcements. This matters because passengers need
accurate information to quickly plan alternative routes or
notify people they are meeting.

Minor Disruption West/Midlands Railway/Commuter

More staff at stations where you change to ask which
platform you require. | had to change at Clapham
Junction and there are 17 platforms there so it is
quicker to ask staff then look at all the info boards
but there were few staff around and it took me a

while to locate anyone.

No disruption/Southern/Leisure

More people available at the platform to talk to as the
board just said delayed’ with no times.

Major Disruption/Northern/Leisure

| suppose the important thing about receiving
information is how early you get it the earlier the
better and this is the most important factor in
improving the service.

Major Disruption/Cross Country/Leisure

- 1-

It would generally be more helpful when departing
from certain major stations, like London Paddington,
for the train departure platform to be announced
much further in advance of boarding the train.

No disruption/GWR/Leisure

- _/
- f6-

More real time disruption alerts, and clearer
announcements during platform changes so
passengers can react faster and avoid confusion.
No Disruption/Southeastern/Leisure

to exactly the same i.e. sending automatic alerts directly
to phone.

By providing real-time updates for less stress \xnth
simple words explaining delays, keep app and stuff info
Minor Disruption/Avanti West Coast/Commuter

- J

How could the information provided during your journey be improved and why? Apr-Jun 26 (2571)

No disruption/London Overground/Business

Text message as had booked ticket online so would
have been good to be prewarned

The information could be improved by giving specmc
reasons for delays and clearer alternatives at the
moment of disruption. During my train journey across
London, the screens just said delayed with no details
Minor disruption/ Northern/Leisure \

Rail Delivery Group
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Information tailored to their needs

When discussing how information was tailored to customers apps came up frequently as all the information is specifically tailored to your journey as
opposed to generic announcements or screens that are aimed at all customers. Help with accessibility requirements and onboard digital displays were also

praised.

How was information tailored to their needs?

Information about lift availability, as my wife has
walking problems.
No disruption/Thameslink/Leisure

| received consistent updates and notifications from
the Trainline app that were directly applicable to the
journey | was taking and my individual seat number.

No disruption/GWR/Leisure

The information was tailored to my needs because it
provides updates specific to my train service,
including the expected delays time

Major Disruption/Southeastern/Commuter

How was the information tailored to your needs? Apr-Jun 26 (2571)

Because it offered two alternative forms of transport
depending on where you needed to go
No disruption/Southern/Commuter

The staff at the train station was helpful. He helped
me catch another train through different routes to get
to my destination.

Minor Disruption/GWR/Commuter

The onboard digital displays provided details that
was perfectly tailored to my journey by listing the
exact arrival for the specific stops on my route.

The journey planner accurately showed the quickest
route for my specific travel time. | also appreciated
that the live updates and platform numbers were
refreshed in real-time, which helped me avoid any

No disruption/LNER/Commuter

The information was tailored to my needs because it
focused on the parts of the journey that were most
relevant to me, like updates about delays and
platform changes.

Minor Disruption/Southern/Leisure

confusion at the station.
Minor Disruption/West Midlands
Railway/Commuter

The app send specific notification regarding my exac
train and platform updates.

No Disruption/LNER /Business

- ) .

- J )

Rail Delivery Group
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Information that was not tailored to their needs

For the few who did suggest improvements to make information more personalised to each individual the main improvements suggested were around
delays and providing this information in a timely manner. Another popular suggestion was tailoring information based on ongoing connecting trains.

How was information not tailored to their needs?

It was difficult to find and only too late for action. As
my journey was planned would have liked a Text

message
Major Disruption/ Northern/ Leisure

| still receive updates about accessibility issues at
stations that come in the same format to be
indistinguishable from major updates to my journey,

like a delay or cancellation, which means | have to
check them to see whether the information is relevant

to my journey.
No Disruption/GWR/ Leisure

Ignored your connecting train, updates arrived too
late to change plan, staff not there to help, misses

specific route, board show different info than app.
Minor Disruption/Avanti West Coast/Commuter

How was the information not tailored to your needs? Apr-Jun 26 (2571)

arrive, especially with children
Major Disruption/Northern/Leisure

Better to have had the information before we boarded,
so quite stressful not knowing when the train would

The cancellation of my return train was only sent via
email and not by text.
Major disruption/ Avanti West Coast/ Leisure

Much of the information shared was only focused on
where the train was going. The guard could have
provided more information on onward train travel, ie:
what platform our next train left from.

No Disruption/ScotRail/Business

1
|

Return to contents

Very little information in the initial stages as to what
my options were e.g. guaranteed seat on the next
train.

No Disruption/ LNER/ Leisure

It was hard to plan my day as | didn't know if | could
get home on this route or needed to be in a different

part of London to get another line home.
No Disruption/Great Anglia/Leisure

The information wasn't fully tailored because it didn't

account for my specific connection needs.. for

example, if my train was delayed, | had to quickly

figure out alternative routes myself rather than being

given proactive suggestions.
Major Disruption/ Southern/ Leisure

Rail Delivery Group
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Overall satisfaction with information provision

Overall satisfaction with information provision by TOC sectors (%)

2 o AP g o P DB BN BB - B ) <IN ) IS C I
< \ R X/ Q < ~
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v
Oo eo Q® 5’0 <<®\O %\rb& ?\Qk é\’b\\ 3\}(\
—o—Overall —e—_ondon & South East —o—| ong distance —o—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 25/0ct 25/ Nov 25/Dec 25/ Jan 26/Feb 26/Mar 26/ Apr
26/ May 26/ Jun 26

- Overall (851/848/853/855/851/850/848/850/851/848/850/848/853/851/852/854/850/854/852/856/852/854/855/851/851/856/853/857/853/842/781/921/849), Rail Delivery Group
London + SE (480/470/513/507/487/501/507/468/ 479/ 453/ 462/ 476/ 473/ 493/ 458/ 467/468/492/478/481/460/ 485/486/479/463/460/ 456/ 456/ 448/ 455/ 432/ 474/509),

Long Distance (188/184/184/178/179/184/175/205/194/206/211/196/202/188/202/199/209/187/200/194/217/ 201/197/198/202/201/210/218/222/194/165/224/182), © Netiona Reil
Regional (183/194/154/168/184/163/166/176/175/186/177/173/174/169/188/188/172/175/172/176/172/ 163/169/170/185/190/185/183/183/192/183/223/157).
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Demographics

In the latest quarter, there are fewer 26-35 year olds answering the survey o
compared to a year ago, a greater proportion of audiences aged 46+ Compared to Journey type (%)

2 years ago, the figures are more broadly the same except for a smaller portion of
16-25, while an increased portion of 65.

Age (%) YoY (2yrs
ago) (+7)

22 YoY (+9)

20 QoQ (+2)

17 ]

15
10
I 7 i ’

16-25  26-35 36-45 46-55 56-59 60-64 65+

H Business
YoY m Commute
(2yrs (-8) (-1) (0) (0) (0) (+2) (+8)
ago) m Leisure
YoY (+1) (-14) (+2) (+3) (+2) (+3) (+4)
QoQ (0) (-6) (+2) (-1) (0) (+1) (+3)

Which of the following age groups are you in? April-June 26 (2572) What was the main purpose of the train journey you took or planned on taking on..? Apr-Jun 26 (2572)
Significantly higher in green. Significantly lower in red.

Return to contents

YoY (2yrs
ago) (-3)
YoY (-7)
QoQ (0)
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YoY (2yrs
ago) (-4)
YoY (-2)
QoQ (-2)
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Overall satisfaction with information provision by disability

Compared to a year ago those who said they have a disability has significantly decreased (-5%). Among disabled passengers satisfaction with information
among the non-disrupted and at an overall level has stayed consistent with a year ago however disabled passengers who faced disruption are less satisfied

than they were last year (-7%).
Among those disabled, overall satisfaction with information provision by

. . - °
Those with a disability (%) disruption (%)
Overall No disruption Minor disruption ~ Major disruption
Total satisfied Total satisfied Total satisfied Total satisfied
85 95 8o 57
YoY (0) (0) (-7) (-7)
QoQ (-1) (+2) (0) (-6)

YoY (+6)
QoQ (+1)
mYes mNo
m Very satisfied m Fairly satisfied m Neither nor
m Fairly dissatisfied = Very dissatisfied
Do you have a physical, sensory, neurological or mental impairment (including those age-related) which limit your daily activities? (2,353) Rail Delivery Group
Overall, how satisfied were you with the information provided during your journey? Overall/No disruption/Minor/Major (402/256/59/87) Significantly higher in green.
Significantly lower in red. © National Rail
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Overall satisfaction with information provision across journey stages by disability

As usual satisfaction for disabled customers remains lower than overall levels. Compared to last year satisfaction has significantly decreased at an overall

level for journey to the station and for those who faced no disruption at the destination/interchange stage of the journey.

Planning and
booking

85%
YoY (-1) QoQ (-3)

No disruption
o
01%
Minor disruption
o, YoY(-5)
82% aoa (3
Major disruption

67%

YoY (-4)
QoQ (-1)

YoY (+3)
QoQ (-4)

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

Jjourney when ..

Journey to the
station

76%

YoV (-7) QoQ (0
No disruption

o YoY (-7)

81 / QoQ (+1)
Minor disruption

84? * YoY (-2)

QoQ (+7)

Major disruption

580/ YoY (-10)

QoQ (+4)

At the station

847%

YoY (-3), QoQ (-3)
No disruption

o/ YoV (-4)

924 QoQ (+2)
Minor disruption

83%

Major disruption

590/ YoY (-12)

QoQ (-18)

YoY (-1)
QoQ (-2)

On board the train

847%

YoY (-5), QoQ (-5)
No disruption

900 YoY (-

QoQ (- 3)

Minor disruption
83% Yore
QoQ (+7)

Major disruption

54%

YoY (-16)
QoQ (-24)

.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) (406/317/392/343/342)

"Refers to where the base is below 50. *"Refers to where the base is below 30 and too low to show. Significantly higher in green. Significantly lower in red.

At destination/
interchange

847

YoY (-3), QoQ (-4)
No disruption

880/ YoY (-7)

QoQ (-5)
Minor disruption
YovY (-1)

81%
QoQ (-3)

Major disruption

69%

YoY (-8)
QoQ (-3)

Rail Delivery Group

& National Rail



88

\V}

Top channels used at each journey stage by disability

Amongst disabled customers satisfaction with channels at the planning and booking stage has increased compared to this time last year. However, at the
journey to the station stage satisfaction with the train operator website or app has dropped to 84%.

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

Top 3 channels Satisfaction

National Rail website or app

YoY (-1) . 9
: - 20 1@ 93%

YoY (0)
QoQ (+7)

Trainline or other 3rd party retailer website or app o
89%
-6 YoY (-5) l
QoQ (-1) YovY (+3)

QoQ (-1)

Train operator website or app 900/
l . o

YoY (-4)
3 - % 20Q ) Yo (+3)

QoQ (-4)

Which of the following information channels did you utilise when planning and booking your journey? (406)

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

Top 3 channels Satisfaction

Trainline or other 3rd party retailer website or app
, - oo Ie oo
QoQ (-1)
YoY (-1)

QoQ (-1)
National Rail website or app

21 YoY (-14) l . 92%

QoQ (-1)

(\V)

YoY (0)
QoQ (+6)
Train operator website or app
o
s Bl oo 1@ s
QoQ (+1) YoY (-8)
QoQ (+1)

Rail Delivery Group
Which of the following information channels did you utilise when on your way to the station? (401) Significantly higher in green. Significantly lower in red. © National Rai



Top channels used at each journey stage by disability

At the station significantly more disabled customers are using the screens on the platform area for information. At this stage all 3 of the top channels have
increased satisfaction compared to a year ago and there has also been a 19% increase in satisfaction with announcements at the station compared to last
quarter. On board the train satisfaction with information channels remains high though satisfaction with staff live announcements has dropped 7% compared
to last year.

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
Screens on the platform area Screens on the train
(o)
o (19 & o B 1 944
ERGAE I o4% © Yorl 5
oY (-
YoY (+ QoQ (- )
QoQ (+ )

Automated announcement on the train

53 YoY () l. 92%

QoQ (+12) YoV (+3)
QoQ (+4)

Announcements at the station

31 YoY (+10) l. 92% 2

QoQ (+1)
YoY (+1)
QoQ (+19)

\V)

Live announcement delivered by member of staff

Screens showing trains times and platform numbers on the train o
o
S e ¢ pEEE- i 8o

QoQ (+5) VoY (+ QoQ (0) YoVY (-7)

QoQ (+ )

W

QoQ (+3)

8 Which of the following information channels did you utilise when at the station? (396) Rail Delivery Group
9 Which of the following information channels did you utilise when on board the train? (357) Significantly higher in green. Significantly lower in red. © Nationd Rl



90

Top channels used at each journey stage by disability

For station signage, posters and wayfinding and automated announcements at the station satisfaction has increased compared to a year ago. However, for

live announcements by staff satisfaction has dropped to 847%.

Top 3 channels used at the destination/ interchange and their

satisfaction (%):

Top 3 channels Satisfaction

QoQ (+1)

Station signage, posters and wayfinding
N T i o>
)

YoY (+6
QoQ (+2)

Automated announcement at a station
o
. Pl oo I o+%

QoQ (+2)

Live announcement delivered by a member of staff at

the station
N L

QoQ (-4)

Which of the following information channels did you utilise when at the intermediary or destination station? (383) Significantly higher in green. Significantly lower in red.

YoY (+3)
QoQ (+9)

84%

YoY (-3)
QoQ (-6)

Rail Delivery Group

& National Rail
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Overall rating of information provided about the delay and key improvements

For disabled customers satisfaction with information on delays has decreased significantly compared to last year, this is mainly caused by those who were
majorly disrupted (-19%). To improve the experience for disabled customers the focus should be on frequency, reliability and amount of information
delivered.

Overall rating with information provided about delay for those with

disabilities (%)
Overall Minor disruption Major disruption
Total Well Total Well Total Well
63 83 48
YoY (-12) (+2) (-19)
QoQ (-4) (+15) (-17)

32

mVery well mFairly well m Neither m Fairly poorly mVery pootrly

If you were to be disrupted again which of the following would you have liked to be improved? (146/147) Significantly higher in green. Significantly lower in red.

Top 3 improvements

Frequency of updates

YoY (+10)
Reliability of the information
36 YoY (+1)
QoQ (+9)

The amount of information provided
about the delay

YoY (+10)

32 QoQ (+8)

Rail Delivery Group
& National Rail
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lpsos Standards & Accreditations

Ipsos's standards & accreditations provide our clients with the peace of mind that they can always depend on us to deliver reliable, sustainable findings. Moreover, our focus on quality
and continuous improvement means we have embedded a 'right first time' approach throughout our organisation.
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UKAS
MANAGEMENT

IS0 20252 - is the international specific standard for market, opinion and
social research, including insights and data analytics. Ipsos in the UK was the
first company in the world to gain this accreditation.

MRS Company Partnership - By being an MRS Company Partner, Ipsos UK
endorse and support the core MRS brand values of professionalism, research
excellence and business effectiveness, and commit to comply with the MRS
Code of Conduct throughout the organisation & we were the first company to
sign our organisation up to the requirements & self-regulation of the MRS
Code; more than 350 companies have followed our lead.

IS0 9001 - International general company standard with a focus on continual
improvement through quality management systems. In 1994 we became one
of the early adopters of the ISO 9001 business standard.

IS0 27001 - International standard for information security designed to
ensure the selection of adequate and proportionate security controls. Ipsos
UK was the first research company in the UK to be awarded this in August
2008.

The UK General Data Protection Regulation (UK GDPR) & the UK Data Protection
Act 2018 (DPA) - Ipsos UK is required to comply with the UK General Data
Protection Regulation and the UK Data Protection Act; it covers the processing of
personal data and the protection of privacy.

HMG Cyber Essentials - A government backed and key deliverable of the UK's
National Cyber Security Programme. Ipsos UK was assessment validated for
certificationin 2016. Cyber Essentials defines a set of controls which, when
properly implemented, provide organisations with basic protection from the most
prevalent forms of threat coming from the internet.

Fair twelve core principles. The principles support and complement other standards

B Fair Data - Ipsos UK is signed up as a ‘Fair Data’ Company by agreeing to adhere to
Datar

such as IS0Os, and the requirements of Data Protection legislation.

This work was carried out in accordance with the requirements of the international quality
standard for market research, IS0 20252 and with the Ipsos UK Terms and Conditions.



