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BEOORDEEL DEZE LEZING 
VIA DE MIE’23-APP!

Geef direct na deze lezing jouw beoordeling:

Zoek de lezing op in het Programma en 

klik op de button STEMMEN bij de lezing. 

Geef hier jouw cijfer. Het eindcijfer voor de lezing 

wordt bekend gemaakt op de schermen.

Let op: Zet je mobiel op stil!

Veel plezier!



Project Team 

Introducing...

Hans Zijlstra

Director Customer & Market Insight

Maurice Palmen

Managing Partner

3



100% visual (zelf invoegen) voor business belief of quote



V1 Project objectives zonder foto

SETTING THE SCENE
 

KLM TAKES THE TRAIN – KEY INSIGHTS

IMPACT AND WAY FORWARD



Tekst en foto rechts 

KLM seeks viable alternatives to connecting 
flights under 700 kms

• KLM wants to improve the 
international air-rail link, to 
to replace flights by trains

• July 2022: start of a pilot 
for an integrated train-
plane journey to and from 
Brussels



Tekst 100%Tekst 100%
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Can be booked up to 11 
months in advance

Need to be at the airport > 
1 hour before departure.

Airport is outside city centre

Hold luggage is 
automatically transferred on 

connecting flights.
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04

Can be booked 3-6 months 
in advance

Need to be at the platform 
15 minutes before departure

Train station is inner city

Passengers need to carry 
their own luggage

01

02

03

04

2 different worlds      that need to connect

beautifullives

No integrated booking05End to end booking 05



Tekst 100%Tekst 100%

Seamless, 

efficient, 

affordable and 

comfortable 

passenger 

experience

Managing the global 

KLM network with the 

same standards as 

an air-air transfer

Government: 

Reducing the number of 

short distance flights

Ambition to develop an air-rail journey that meets  
everyone’s needs



Tekst en foto rechts 

Traveler’s first three positive perceptions of the train-air 

combination, when exploring the options 
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Sustainable

Experienced 
European travellers 
who know the short 

distance between 
Brussels and 

Amsterdam are 
enthusiastic/feel 

less guilt about the 
train alternative for 

sustainability 
reasons.

Comfortable

Experienced 
travellers see the 

train as a 
comfortable and 

relaxed option, with 
spacious seating and 

less stress

Efficient

Despite longer travel 
and transfer time, 

travellers think upfront 
that the train-air 
combination is 
relatively time 

efficient, as one can 
work in the train/during 

transfer

beautifullives



Tekst 100%Tekst 100%
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The majority of participants are business travellers, half 

of the participants only have hand luggage
Comparison of two travels

Main reason for travel Luggage

66%

19%

10%
5%

48%

26%

17%

9%

77%

14%

6%
3%

Business/
work

Leisure/
vacation

Visiting friends
or relatives

Other

52%
48%

32%

68%
71%

29%

Check-in
luggage

Hand luggage
only

Total Brussels - Amsterdam Amsterdam - Brussels



V2 Project objectives met foto

Objectives of this project

Gain a full and in-depth understanding of the 
expectations, experiences, triggers and barriers

1. . Explore the 
perception of 

train transport 
and triggers and 
barriers for using 

this

2. Overall 
experience of the 
train connection 
(compared to air 

feeder)

4. Define 
Improvement 

Areas for better 
experience

3. In detail: 
expectations and 

experiences 
across the 

traveler’s journey



Tekst 100%Tekst 100%

Innovative multi-source approach, pre-, during 
and post journey

How is the 
journey going 

and what 
obstacles do 
passengers 

come across? 

Working session with 
stakeholders

360°
18  In-depth online interviews

Traveller observations & 
intercepts

WhatsApp Journey log

eScore NeXT



V1 Project objectives zonder foto

SETTING THE SCENE
 

KLM TAKES THE TRAIN – KEY INSIGHTS

IMPACT AND WAY FORWARD



V1 Project objectives zonder foto

In July 2022 the pilot started in a turbulent period

125 passengers 

kept a WhatsApp 

log

18 online in-

depth individual 

interviews

In-train and on 

platform 

observations



WhatsApp log: 
Audio, video and survey in the moment

beautifullives



Tekst 100%Tekst 100%
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“I had a pleasant trip both by air and rail. I believe 

that in the rail part there is a lot of room to improve. 

Especially when we talk about information regarding 

how the luggage will be handled, if you are handling 

it or someone from the company and stuff like that, 

[where is the] gate and everything.

But overall, it's a really pleasant trip and I really 

enjoyed being on this combined service”.

WhatsApp log: 
use of voice messages

https://storage.googleapis.com/ov-media/uf67l4zn26.ogg


V2 Project objectives met foto

We interviewed a diverse group of 18 
passengers, traveling to/from Europe and the 

Americas

Jennifer, 55. travels 

from Quito to 

Brussels, to visit her 

daughter

Giulia, 33, travels 

from Newcastle to 

Brussels, for a new 

job

Marc, 67, travels to 

and from Brussels 

to Warsaw, to attend 

a one week congress



Tekst 100%Tekst 100%

Closely measure the CX, as part of their 
overall journey (eScore NeXT)
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Tekst 100%Tekst 100%
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1. The short haul air-rail combination has potential, but the journey is far from seamless

2. For (overseas) unexperienced train travellers, the combined air-rail journey is difficult

3. From Brussels to Amsterdam: a guided start at Midi, but the transfer at Schiphol is unclear 
(assistance and support)

4. From Amsterdam to Brussels: the air-rail transfer for many tired passengers at a busy 
Schiphol/Schiphol Plaza is confusing

5. (Pre-) journey information is seen as insufficient and too general, with the need for simple and 
visual communication

Key insights

beautifullives



Tekst en foto rechts 

Key insight 1 – Air-train combination is not a 
seamless and integrated journey yet 

21

KLM and Thalys seen as separate carriers
• Hick ups cause significant passengers stress
• The integrated ticket (one boarding ticket for both 

train and rail) leads to confusion

‘It was confusing. I 
thought I had to pick up 

my train ticket at 
Schiphol, but then I was 

at the wrong desk’’

Business traveller 

‘’Thalys is a different 
company. What would 

KLM have to do with it? It 
is a train, not a plane.’’

Leisure traveller



Tekst en foto rechts 

Key insight 2 – previous experience, context and 
disruptions matter

22

There is a key difference between train 
experienced (previous trips or outbound trip) 
versus train unexperienced travellers:  

experienced travellers need practical and clear 
step by step information, vs
while unexperienced travellers need support 
and guidance throughout the total journey

Experiencing disruptions, at any point in the 
journey, has a big impact on the overall 
experience and satisfaction

“I have taken the Thalys 
before, it’s a different 

company and stands alone 
from KLM.”

Business traveller

“It was the first time I travelled 
to Europe by myself. Once I got 

off the plane, I had no idea what 
to do or where to do. I was 
totally lost and by myself”

Leisure traveller



Tekst 100%Tekst 100%

Key insight 3: from an unpleasant Brussels Midi, 
into a confusing transfer at Schiphol

23

From Brussels to Amsterdam: 
▪ Train station: Station is unpleasant, check-in desk and Thalys platform are hard to find
• Train ride: comfortable and relaxed, but luggage is an issue
• Transfer: confusing on where to go, but better than the expectations

“I didn’t know I had to take 
my own luggage all the way 
to Amsterdam. I don’t mind 
though, but it would have 

been nice to know.”

Leisure traveller

“I was trying to check-in online, but it 
didn’t work. I then got the error 

notification I had to do it at the KLM-
Air France office. I arrived way too 

early at Brussels-Midi because I was 
afraid I couldn’t find the office.”

Business traveller

beautifullives



Tekst 100%Tekst 100%

Key insight 4: from Amsterdam to Brussels: tired 
and confused during transfer and train ride

24

Already tired after the first leg, the air-rail transfer for many passengers at a busy 
Schiphol/Schiphol Plaza is confusing (luggage handling, signage, waiting)

• Arrival at Schiphol: lots of confusion on how the transfer works, in a hectic environment, 
without waiting time.

• Taking the train: frustrations on lack of flexibility, train sometimes busy and dirty
• Arrival at Brussels-Midi: not so pleasant and a lack of information on onward travel options

‘’The train station was cold and 
there were quite a few shady 

people, so I just waited at Plaza as 
all the restaurants were full too.’’ 

Leisure traveller

“I had four hours between my flight 
and train, so I had to wait at 

Schiphol. I was looking for a lounge, 
but couldn't find it. Also, there was 

no place to safely store my luggage”

Business (Premium) traveller

beautifullives



Tekst 100%Tekst 100%

Key insight 5: (Pre-) journey information is seen 
as insufficient and too general

25

Pre-journey information is seen as insufficient and too 
general:

• At orientation and booking phase, passengers 
indicate that they need more information on the 
train-air transfer.

• Passengers have questions around  the ticket, 
luggage and the transfer. They need visual and 
simple information.

• Check-in process (including boarding cards) is seen 
as unclear and complex

“It was the first time my mom 
travelled by herself. She didn’t 
know what all the information 

meant. So my brother and I 
only sent her the most 

important things and during 
the journey we stayed in 

touch, because she had no 
idea what to do.”

Leisure traveller
‘’You always receive the 
general e-mails. I don’t 
really read it anymore. 
But there was nothing 
specific on transferring 

from plane to the Thalys.’’

Business traveller



Tekst 50%-50%Tekst 50%-50%
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There’s a need for simple and clear 
communication 



Tekst 100%Tekst 100%

(Pre-)journey 
information is 

insufficient
Need for visual and simple 

information on ticket, transfer 

and luggage

The journey is 
far from 
seamless

The current hick-ups cause 

significant stress levels

Better 
passenger 

services needed
Signage and guidance need to 

improve. Brussels Midi and 

Schiphol seen as confusing

beautifullives

To capture the
potential:
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Tekst 100%Tekst 100%

Key 

stakeholders

We shared the main improvement areas with key 
stakeholders



Tekst 100%Tekst 100%

During 2 workshops we identified key actions to 
improve the CX

30

• Half day  with 20 + key 
KLM Colleagues

• To identify the key actions 
points for KLM

• Full day with 20+ key stakeholders 
from Ministerie I en W,  Schiphol, 
NS International, Thalys, NMBS

• To define collective improvement 
points, now and in the future



Tekst en foto rechts 

In the news: replacing short haul connecting 
flights by trains



Tekst 100%Tekst 100%

Key steps on a bigger air-rail journey
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Already 5-7 daily trains
De-scaling/stop flights on 
the basis of results
Boarding pass will be 
simplified
Mention of ‘air-rail’  on 
the ticket, for security 
fast track at Schiphol
Dedicated pre-journey 
information mails, 
including guidance 
throughout the process 
(videos)

Schiphol Plaza
Adapted displays at 
Schiphol (both Plaza and 
platforms)
Actual  train set-up and 
KLM flight number is 
mentioned

Welcome to KLM 
passengers from Schiphol 
and Brussels
Add French spoken 
messages on Schiphol 
station for Thalys

Adapt information 
screens
Air rail info on the 
departures/arrivals 
screen



Integrated 

Ticketing And 

Booking is key but 

can be confusing 

for passengers

Better passenger 

information 

throughout the 

whole journey is 

crucial

Luggage Is of 

secondary 

importance now, 

but is vital to tackle 

on the longer term

The big surprise?
It’s more about info than infra!

beautifullives
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