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What is important to rail passengers?



Transport Focus is the independent 

transport user watchdog. We represent 

the interests of:

• rail passengers in Great Britain

• users of England’s motorways and 

major ‘A’ roads (the Strategic Road 

Network)

• bus, coach and tram users across 

England outside London

We aim to make a difference for all 

transport users.

We are evidence based

About Transport Focus
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The new normal

• As we return to a new version of our 
previous lives

• Think about what is important to rail 
passengers now

• More factors influencing people’s 
transport choices now – hybrid 
working, cost, Covid concerns

• Attract and retain lapsed and non-
users

• It no longer suffices to think in terms 
of simply commuter, business and 
leisure traveller
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Improving the railway 
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National Rail Passenger Survey - key driver 

analysis



Passenger perceptions of safety in relation to Covid



Transport Focus Segmentation Groups



Percentage of segments as comfortable ‘now’ travelling 

by train as they were before the pandemic



What drives passenger satisfaction now?



Sustainable travel

• Aim – to establish a base of 

knowledge about people’s 

attitude to sustainability in 

2021

• Online focus groups and 

online community 

• Exploring attitudes, 

behaviours and future 

intentions
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Sustainability
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Conclusion
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• Punctuality and reliability is a consistent driver of satisfaction and top 

priority for improvement among rail passengers

• A punctual and reliable service will serve to attract new passengers 

and retain all

• Covid remains a concern for certain segments of rail passengers and 

reassurance regarding crowding information and cleaning will continue 

to be important

• Sustainability is not currently a key determinant of transport choices, 

which is down to cost and convenience

• Faster journeys and frequency of service play a part in the 

convenience decision

• Trains sufficiently frequent at the times I wish to travel is the 4th of the 

rail passenger priorities for improvement



• Rail passengers' priorities for 

improvement 

• National Rail Passenger Survey -

spring 2020

• Perceptions of safety on public 

transport - key drivers analysis 

• Rail Weekly User Survey - What 

drives rail passenger satisfaction? 

• Covid-19 travel segmentation 5 - 28 

November analysis

• The journey towards sustainable 

travel

Thank you
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Contact

Catherine Folca 

Stakeholder manager

Transport Focus (London Office)

Mob: 07718 570009

catherine.folca@transportfocus.org.uk

Transport Focus Research

https://www.transportfocus.org.uk/publication/rail-passengers-priorities-for-improvement-2/
https://d3cez36w5wymxj.cloudfront.net/wp-content/uploads/2020/07/16180916/Main-Report-Spring-2020.pdf
https://www.transportfocus.org.uk/publication/perceptions-of-safety-on-public-transport-key-drivers-analysis/
https://www.transportfocus.org.uk/publication/what-drives-rail-passenger-satisfaction/
https://www.transportfocus.org.uk/publication/covid-19-travel-segmentation-5-28-november-analysis/
https://www.transportfocus.org.uk/publication/the-journey-towards-sustainable-travel/
mailto:catherine.folca@transportfocus.org.uk

