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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!
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SETTING THE SCENE ‘
KLM TAKES THE TRAIN — KEY INSIGHTS

IMPACT AND WAY FORWARD




KLM seeks viable alternatives to connecting

* 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
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2 different worlds # that need to connect

Can be booked 3-6 months

0 1 in advance

Can be booked up to 11 01
months in advance

Need to be at the airport > 02

02 Need to be at the platform

1 hour before departure. 15 minutes before departure

Airport is outside city centre 03

Hold luggage is
automatically transferred on 4
connecting flights.

03 Train station is inner city

Passengers need to carry
04 their own luggage

End to end booking 05

05 No integrated booking

beautifullives




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

Government:
Reducing the number of
w . short distance flights

Managing the global
KLM network with the
K’.’_—'ﬁn same standards as
an air-air transfer
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Traveler’s first three positive perceptions of the train-air

combination, when exploringthe options
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he majority of participants are business travellers, half

of the participants only have hand luggage

Comparison of two travels

Main reason for travel

7%

66%

48%

26%
19%
14% 17%
10% . co/ 9%
6% 0 3%
Business/ Leisure/ V|S|t|ng friends Other
work vacation or relatives

m Total B Brussels - Amsterdam

11

Luggage
71%
’ 68%
52%

48%

32% I
29%
Check-in Hand luggage

luggage only

Amsterdam - Brussels

+
0000
I

KL M beautifullives



Gain a full and in-depth understanding of the

expectations, experiences, triggers and barriers

[ {

1. . Explore the
perception of
train transport

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

feeder)

and triggers and
barriers for using
this

)

3. In detail:
expectationsand
experiences
across the
traveler’s journey

W

4. Define
Improvement

Areas for better
experience
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Innovative multi-source approach, pre-, during
and post journey
beautiful live

Traveller observations &
insights & innovation .
intercepts
® P
o beautgilual_livetz_s 18 In-depth online interviews

beautifullives Working session with

Howisthe @ @~ insightsainnovation
GUiEney Soine ® stakeholders

and what
obstaclesdo
passengers

come across? (A Miles WhatsApp Journey lo
o @ Research PP ) oS
®
eScore NeXT
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SETTING THE SCENE

KLM TAKES THE TRAIN — KEY INSIGHTS

IMPACT AND WAY FORWARD




In July 2022 the pllot started In a turbulent period
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125 passengers 18 online in- In-train and on
kept a WhatsApp depth individual platfor_m
log interviews observations

KL M beautifullives



WhatsApp log: M@
| Audio, video and survey in the moment (g Miles

o —~

|
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WhatsApp log:
use of voice messages

‘I had a pleasant trip both by air and rail. | believe
that in the rall 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 | really
enjoyed being on this combined service”

17
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https://storage.googleapis.com/ov-media/uf67l4zn26.ogg

We interviewed a diverse group of 18 I—?‘
passengers, traveling to/from Europe and the > 3
Americas

Jennifer, 55. travels

f : Giulia, 33, travels Marc, 67, travels to
BrusfgreTsQlthl)t\?isti? her from Newcast|e to and from Brussels

dau’ghter Brusselg, for a new to Warsaw, to attend

job a one week congress
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Closely measure the CX, as part of their
overall journey (eScore NeXT)

Main KPIs

The NPS of the Arr & Rail combined travel is consisiently lower than the NPS measured in E-
Lisers of the Amsterdam-Brusseis roule are less Wkely than those of the Brussels-Amsteqdam
Rail combaned travel and more licely o consider another solubon for their naxt tnp

. , |
. - Main KPIs status 6 FEB ‘23
o e Improvements of AIR-RAIL scores now versus the start (which included the summer peried), but still below eScore flight
. expenence on same route
1 Overall KPI
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Key Insights .

1. The short haul air-rail combination has potential, but the journey is far from seamless
B 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-) journeyinformationis seen as insufficient and too general, with the need for simple and
visual communication

o R
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Key insight 1 — Air-train combination is not a
seamless and integrated journey yet

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. |
thought | had to pick up
my train ticket at
Schiphol, but then | was

at the wrong desk”

Business traveller

“Thalys s a different
company. What would
KLM have to do with it? It
is a train, nota plane.”

Leisure traveller

21

. Flight to Amsterdam

o] Wednesday 31 August 2022 - 16:52
Brussels, Brussels Midi Railway Station, ZYR

KL0224 | Operated by — I=E
Economy Class | Booking class: M
Select your seat

Wednesday 31 August 2022 - 18:25
Amsterdam, Schiphol Airport, AMS

- 0 x Check-in baggage
-

i

1 x Hand baggage
max. 55x35x25cm | 21,5x 13,5x 10 in

1 x Accessory
max. 40 x 30x 15cm | 16 x 12 x 6 in

Total max. 12 KG

Qatus: OK / Not valid before 31/08/2022 / Not valid after 31/08/2022
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Key Insight 2 — previous experience, context and
disruptions matter

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

22

“I have taken the Thalys
before, it’s a different
company and stands alone
fromKLM.”

Business traveller

“It was the first time | travelled
to Europe by myself. Once | got
off the plane, | had no idea what

to do or where to do. | was
totally lost and by myself”

Leisure traveller
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Key insight 3: from an unpleasant Brussels Midi,
INto a confusing transfer at Schiphol

, Lide

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 luggageis an issue

* Transfer: confusing on where to go, but better than the expectations

Oy v . —y
() y “l was trying to check-in online, but it
@, ’/’ didn’t work. | then got the error
o 4 notification | had to do it at the KLM-
Air France office. | arrived way too
early at Brussels-Midi because | was
afraid | couldn’t find the office.”

“I didn’t know | had to take
my own luggage all the way 7
to Amsterdam. | don’t mind _'
though, but it would have ’
been nice to know.”

Leisure traveller

| Business traveller

\




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 | just waited at Plaza as
all the restaurants were full too.”

Leisure traveller .
0000

KLM



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

“It was the first time my mom

Pre-journey informationis seen as insufficient and too A T et e
gene ral: know what all the information
e At orientation and booking ph meant. S0 my brother and|
g Phase, passengers only sent her the most

indicate that they need more information on the important things and during
train-air transfer the journey we stayed in

touch, because she had no
e Passengers have questions around the ticket, idea what to do.”

luggage and the transfer. They need visual and “You al\;vaysrelcei\élethe o
. . . general e-mails. | don’t eisuretraveller
Slmple information. really read it anymore.

e Check-in process (including boarding cards) is seen But there was nothing
as unclear and complex specific on transferring

from plane to the Thalys.”

Business traveller

+
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There’'s a need for simple and clear

communication

Amsterdam, Amsterdam Schiphol Airport (AMS)

e Transfer time: 1Th15

13:30

15:08+

Amsterdam, Amsterdam Schiphol Airport (AMS)

Flight duration: 1Th38
Operated by Thalys International, KL0217 ™" =%
@ Please note that you will travel by train for this part of the journey. You can find more information on our page about travelling by
train.
Class Train (second class)

On board

= Wi ¥ A dedicated area where you can charge your devices.

e 2 x 2 carré seats (face-to-face) & Baggage storage areas @= (Catering on board
Q= Nursery area L Phone area: a dedicated space for you to make phone calls.
O

A selection of digital press

Brussels, Brussels Midi Train Station (ZYR)

26

Alrport Schiphot &

\miterdam —
" aggage hel @
Acrivals halt [
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To capture the
potential:

The journey is

far from
seamless

The current hick-ups cause
significant stress levels

(Pre-)journey
information is
insufficient

Need for visual and simple
information on ticket, transfer
and luggage

Better
passenger
services needed

Signage and guidance need to
improve. Brussels Midi and
Schiphol seen as confusing

..+..
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SETTING THE SCENE

KLM TAKES THE TRAIN — KEY INSIGHTS

IMPACT AND WAY FORWARD




We shared the main improvement areas with key
stakeholders

3
TUDelft

* .
Key

stakeholders
3 KLM ’ ' P-NN

Schiphol

Recommendations Brussels - Amsterdam

NS International
S — ProRail

+
0000
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During 2 workshops we identified key actions to

+
0000
I

KLV

* Half day with 20 + key
KLM Colleagues

* To identify the key actions
points for KLM

Improve the CX

3
TU Delft

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

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

+
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In the news: replacing short haul connecting
flights by trains

De viucht
naar voren

neem je

met de trein

Mensen willen best de trein pakken voor korte afstanden, maar vinden nu vaak te veel obstakels op

hun weg Met beter

voor als een aanvulling op viiegen worden, betogen vier experts van de Technische Universiteit Delft.
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KLM breidt proef uit: trein vervangt
vlucht van Amsterdam naar Brussel
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H Luchtvoortmootschappij KLM wil het mokkelijker maken om trein- en
viiegreizen russen Amsterdam en Brussel te combineren en koopt dacrom
extra ritplaatsen in voor de Thalys-treinen op dat traject,
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Key steps on a bigger air-rail journey

O

+
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KLM

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)

o
L\ g

Schiphol Plaza

+ Adapted displays at
Schiphol (both Plaza and
platforms)

¢ Actual train set-up and
KLM flight number is
mentioned

32

*

O

pt I

THALYS

Welcome to KLM
passengers from Schiphol
and Brussels

Add French spoken
messages on Schiphol
station for Thalys

o

Schiphol

¢ Adapt information
screens

¢ Air rail info on the
departures/arrivals
screen

+
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The big surprise?

It’s more about info than infra!

Integrated
Ticketing And
Booking is key but
can be confusing

Better passenger

information
throughout the

whole journey is

for passengers crucial
QLY InNTormation |71 @
) - TRy TN R o _' "r:‘,;lf

Luggage Is of
secondary
importance now,
but is vital to tackle
on the longer term

+
2000
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