A service design vision for
air-rail journeys

Stimulating travellers to make a more sustainable choice by
integrating international trains and flights.
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The experience of the air-rail journey

Phase Orientate Booking Preparation
= Get inspired « Search again and make - Pack luggage
= Search destinations, a choice = Check tickets and
Activities modes of transport + Book the flight important documents
- Compare options cn - Wait = Check travel times

booking platforms
*» Overthink and discuss
options

D

Gains

+ Search for options to

reach airport
-+ Book train

= Organize transport to
the station

“Iam either going to be on a
holiday or going to visit friends,
or [am going to do something
different or exciting. '

o

Experience

4

Pains

“1 want quick an overview
of what are the options,

what times and what costs.
Now that's just a mess.”

“You don't want to book it separately, it's “u

so much hassle. That is for planning way
casier. [ just want things to be easy and
straight forward”

the station and in the train.”

“The problem is the suitcases. You
have 3 suitcases, So much hassle on

Departure Boarding Travel by train Transfer Boarding Travel by plane Arriving
- Travel to the station - Board the train - Find place for luggage « Arrive at train station = Waiting + Find the seat = Arnval at airport
« Find the train « find a seat + Leave train « Ticket control « Satety instructions *+ Deboarding
+ Wait at the platform * Ticket control * Crientate to airport * Board plane « Travel time * Immigration
- travel time + Check-in bags = Luggage clam

= Ticket control = Customs

* Security » Leave airport

« Fassport control = last mile

Crientate to gate
Waiting time

AV 4

“Is getting up super early. Making

sure you get on your first mode of
transportation. The bus or the train or
something. If you screwed up there, you

“At the start I feel stressed. Like what if
I don't be on time or the train will be
delayed. How am I going to get on time
at the airport!

d anyway.

Project approach
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something”

“ Then it’s ahvays, omg,

I have to find a place to

sit with your big luggage.
You don't want to be super
rude to people. So you just
sit there in the hallway or

Ly
“The problem is that “On the plane [ feel relieved from travel
you are constantly busy, stress, I have done my part, now the plane
that is just very intensive can start what it has to do and I can relax. "

travelling.

N

“Arriving at an airport is like being
at the least interesting place of that

“Itis in big airports, It is really crowded. And the time between the
checks and everything and your tlight. You think you are on time but
the many controls and people. The time decrease decrease decrease,
50 | get stressed. | am not a stressed person mostly. My only concern
is the timing”

destination, so it's always about to
find yourself a way to get to the city
centre”




Main pains within the air-rail journey

Research



Main pains within the air-rail journey

(almost) Impossible to
choose for air-rail

Research



Main pains within the air-rail journey

(almost) Impossible to Little insight in the trip
choose for air-rail steps and progress

Research



Main pains within the air-rail journey

(almost) Impossible to Little insight in the trip Incoherent
choose for air-rail steps and progress services and unclear

responsibilities

Research



(almost) Impossible to
choose for air-rail

Main pains within the air-rail journey

Little insight in the trip
steps and progress
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Incoherent
services and unclear

responsibilities

Transfer is a hassle and
little insight in steps and
progress



Main pains within the air-rail journey
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(almost) Impossible to Little insight in the trip Incoherent Transfer is a hassle and Little support and
choose for air-rail steps and progress services and unclear little insight in steps and assurance in case of

responsibilities progress disruptions
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Identify user needs

Strive for

) Get inspired
independence

N N

Autonomy
Inspiration
Flexibility
Freedom
Spontaneity
Overview Control
Efficiency
Internal
peace
~ Clearness Comfort :
Survive the ¢«—— . —— Experience the
journey diwind journey
Guidance
Informed

Safety

. |
Support Prepared Certainty

l

Trusting the system

Research
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Problem definition

International trains and flights are not well integrated, this
makes the system hard to access, results in an incoherent
service and creates an uncertain travel experience.
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Design goal

Design a unified air-rail service, that stimulates travellers to
choose for air-rail journeys, creating an experience that makes
travellers feel assured.
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Unify Stimulate Assure
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Service design vision for
air-rail journeys in 2030




Aclivities

Service design vision



Travelling by

Steps H 1
Orientating train

Booking Preparing Departing Disruption

Aclivities
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Empowered
staff & helpline

=l 0@

Tripscanner

4
Receive one trip overview Track & Trace

ticket &
status

Service

touchpoints Alternative

route

Insight in Choose Choose
benefits & transfer timeluggage
steps service

Pro-active
rebooking

Continuous
service, food and
entertainment

Travelling by

Transferring plane

4 s

Notify Continuous
Track&Trace service, food and
entertainment

=
AirRail
Fastlane

Acces to
lounges

Transfer
video

Luggage pick up
or delivery

Service design vision



Steps Orientating
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Service E @g@

louchpoinls  ripscanner  Insightin - Choose  Choose

benefits & transfer timeluggage

steps service
Overview Control
Needs Informed Efficiency
Prepared Flexibility

Receive one
ticket

Efficiency

Certainty

Preparing

Travelling by

Departing el

Disruption
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trip overview Track & Trace  Continuous Pro-active Empowered  Alternative Transfer
& service, food and  rebooking  staff & helpline route video
status entertainment
Informed Comfort Support Guidance
Certainty Unwind Certainty Prepared
Guidance Safety Control Clearness

Transferring

Travelling by
plane

&

a e 4

AirRail Acces to Notify

Continuous Luggage pick up
Fastlane lounges Track&Trace service, food and or delivery
entertainment
Efficiency Informed Efficiency
Comfort Unwind Control
Unwind Certainty Safety

Service design vision



(almast) impcsible fo choose for Letie msight in tnp. steps and
ar-ral progress
Tripscanner Insight in Trip Empowered  Helpline
benefits & overview & staff
steps slatus

Fair choice

Conlinuous
euidance
Stimulate Assure

Unify
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Transfer tme Video &  Fastlane Lounges Empowered Helpline Emergency Pro-active
choice insight steps staff alternatives management

No imegrated management and
suppert

Luggage Ticket AirRail Food &
integration  integration  branding entertainment

Coherent services Confident transfer Disruption care
Unify Stimulate Unify

Service design vision
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The AirRail Alliance unifies the air-rail service, stimulates
travellers to choose for air-rail journeys and creates an air-rail
experience that makes travellers feel assured.
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Unify Stimulate Assure
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AirRail Alliance creates an air-rail journey that
can with multi-leg flights.
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Stimulate travellers to choose for

Service design vision



Maar...

Hoe gaan we dit realiseren?



Vragen?



Welke van de 5 speerpunten vind jij het belangrijkst en waarom?



Welke van de 5 speerpunten vind jij het belangrijkst en waarom?
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Tripscanner  Insight in Trip Empowered  Helpline Luggage Ticket AirRail Food & Transfer tme Video &  Fastlane Lounges Empowered Helpline Emergency  Pro-active
benefits & overview & staff integration  integration  branding entertainment choice insight steps staff alternatives  management
steps slatus

Fair choice Continuous Coherent services Confident transfer
puidance | |
Stimulate Assure Assure Assure Assure

Unify Unify Stimulate Unify



Wat zie jij als grootste barriere om air-rail te implementeren?

Hoe zou jij deze barriere oplossen?



Welke stakeholders zouden air-rail moeten realiseren en wat zijn
hun rollen?
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Rail
Airport Airlines Train operators Government Travellers Society infrastructure Stations




Bedankt!



