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where are we going?

a long-term vision is essential for railway companies planning

their next generation of trains

we have tried to identify the principles, for a new train using

customer feedback and recent experience creating a long

distance business for an open access operation

it starts with a simple proposition

where are we going –

 

what the customer really wants?



“Why are new trains not as comfortable as the old ones?”

the old train being referred to is comprised of Mk III carriages

customer research, male 35-44, long distance commuter, 2003

where are we going –

 

what the customer really wants?



the Mk III was simply a very good train and established a

number of enduring values:

•

 

Good, comfortable seats

•

 

Decent legroom and space

•

 

Seats aligned with windows

•

 

Natural lighting

•

 

Basic amenities, which are easy to understand and use

these represent the essential elements for good, basic

benchmark standards, they also allow the train crew to deliver

a high level of customer service

where are we going –

 

what the customer really wants?



a high proportion of new trains have ignored these core values

and as a result, have created a poorer level of service –

 

it is

almost impossible to offer anything better

these are not our views they are comments based on

customer feedback

where are we going –
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where are we going –
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“Why are seats so hard and uncomfortable?”

WSMR looks to return to original values for their new product

customer research, female 45-54, long distance commuter, 2003

“Why can’t I get a decent cup of coffee and a healthy sandwich?”
customer research, male 55-64, long distance businessman, 2003
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where are we going –
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levels of customer service and the seat size and space is the main

differentiation between the two classes of travel on these old trains

it leads us to the conclusion …

values were much more customer focused than they are today

where are we going –

 

what the customer really wants?



with a thirty year life expectancy a train lasts much

longer than many other products

• how should we respond?

• what values should we pursue?

• which of these values are the most important?

customer expectation is beginning to move faster than ever before

customers should be able to use their travel time productively, the 
train should be able to change, to keep pace with their expectation

where are we going –

 

what the customer really wants?
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new trains should offer:

•

 

Good basic benchmark qualities

•

 

Comfortable seats, decent legroom and space

•

 

Seats aligned with windows

•

 

Natural lighting at all times of the day -

 

new lighting technologies

•

 

Amenities refined to suit the needs of the journey

•

 

Spaces to work, socialising and for relaxation, for individuals

 

or groups

•

 

Half-life and major overhaul should be used to ‘reposition’

 

the trains

•

 

Future proofing

•

 

Partnerships between the major suppliers and the end-users

where are we going –

 

what the customer really wants?



designers, train builders and major suppliers should work together to 
create the next generation products the marketplace will demand

future proofing should allow easy replacement, new components

should meet customer’s demands, for things we don’t yet know 
about

at the moment too many of the players are working in isolation,

collaboration based on customer needs and changing expectation 
will be an essential part of long-term success

whilst cogniscent

 

of cost, design must not be wholly driven by it

where are we going –
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the only thing we can be sure about is customer expectation

it will change, and customers will always demand more

the only way to respond is to future-proof the train as much as possible

where are we going –

 

what the customer really wants?



customer feedback on train travel does not make good reading:

• Expensive

• Dirty

•

 

Over-crowded

• Confusing (with reference to tickets and pricing, in the UK particularly)

in summary, the industry is under-achieving and failing to offer

•

 

Good comfortable travel environments

•

 

Excellent customer service

how is this possible? how has it been allowed to reach this position?

where are we going –

 

what the customer really wants?



train builders, train operators and customers have slightly different values

to respond positively, new trains should look to re-address core values, 
offering good, simple responses to their observations:

•

 

Good seat space and appropriate luggage provision

•

 

Spaces, which are easy to clean

•

 

Materials which can offer significant improvement (i.e. nano-coatings)

•

 

Robust and enduring materials, which retain their quality over time

•

 

Easily upgraded components particularly amenities such as catering

future proofing will be an essential part of meeting changing demand

where are we going –

 

what the customer really wants?



to be successful, next-generation trains will need common values

research, customer comments, observation and informed intelligence

leads us to a simple conclusion

‘values must be customer driven’

where are we going –

 

what the customer really wants?



branding

UK customers dislike clever abstract 
concepts

these brands have no connection with 
fundamental values

Wrexham, Shropshire and Marylebone 
Railway sends a clear early message

values are built on this simple proposition

where are we going –

 

what the customer really wants?



the following three slides illustrate a concept which introduces

 

approx 
60 additional seat to the train

the objective is to reduce loading density throughout the train,

 offering a higher quality travelling experience for intercity travellers
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customers are customers, not passengers

their motivations have not changed in thirty years

we do not expect them to change in the next three decades either

• Comfort

• Space

• Amenity

All of the above are essential components to deliver

•

 

Excellent customer service

where are we going –
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a customer’s journey experience is measured by very simple criteria

their demands and expectation are not unrealistic, however,

their motivations are more emotional than quantifiable

• Seat comfort

•

 

Space in which to move and adapt to the needs of the journey

•

 

An environment which is safe, secure, well informed and relaxed

the seat and the seat space are the ultimate arbiters of travel 
experience and are inherently linked

new trains must deliver this ‘connection’

where are we going –
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the pursuit of extra seats in a carriage may make commercial sense

but is likely to sacrifice a great deal more in terms of service

customers are not alike, they come in all shapes and sizes and every one 
of them is special. They are not a problem to be solved, or a commodity

to be packaged, customers are the lifeblood of your railway business

think of them as individuals and not as rows and rows of ticket sales

treat them well, listen to their demands,

put every effort into satisfying their expectation

new trains, realistic values

where are we going –

 

what the customer really wants?
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