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passenger assistance improvement o
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How are we doing today?

Y,

Percentage of customers who received no assistance In summary, we are

20% . "y

0 ORR survey reported NTL were at 18% (2024) seeing pOSItIVE
1% - improvements which are
1% really promising, but we
14% won't stop there...
12%
10% 1140% We are absolutely

8% committed to
6% continuously improving
4% beyond the lifespan of the

programme. We want
customers to have the

Pe P7 Pe confidence to travel with
— Customers did not receive any of the assistance that they had booked according to mystery shop us and Wlll SUStaln our

focus on this.
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Over to you...

Read through the customer account N\
that you have been given in pairs and gens
get in the customers shoes.

Hint: Imagine that this was taking place at
your local station, and that you are the
customer
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And again...

do the same, but imagine you are the
colleague
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Crazy 8s

Create 8 ideas in this space. They can be as wacky as you like and do
not need to be realistic...just go for it!
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Write your E

ideas on the

Final task: Discussion postt otes!

R

Discuss in your pairs — are there any solutions that could work for everyone?

Go do your thing ﬂ@ ]2_ ]5 miﬂS @



@ NORTHERN

LLELULSIVES,

Go do your thing



@ NORTHERN
Appendices

Go do your thing



“My local station is unstaffed. | have anxiety and knowing that there
are no station staff is stressful — | feel pressured to get to the
conductor in a timely manner to get the support | need. As my
disability is non-visible, when the train pulls in, the conductor can't
see | need help and doesn't notice me. | feel | have no choice but to
get on unassisted as | can't get over to them in time.”

do your thing



“My train pulls into the station and | carry out my door procedure
soon as it is safe to do so. | check my watch to see what time it is
and know | need to dispatch the train in 45 seconds. The signal is
green, and so | watch the last customer board the train and check it's
safe to dispatch. The platform is empty, and so | complete the door
procedure and prepare to leave the station. We set off on time and
continue our journey”

do your thing



“| boarded at a busy large station with the assistance of my
grandson. The station | am travelling to is @ small, unstaffed station,
and the train is really busy. | hope that the conductor passes
through so that | can remind them that | need help off with my
luggage. | have booked, so hopefully they will be expecting me.”
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Colleague B

Raj (Station Assistant) &§ Tom (Conductor)

20 minutes later
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