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Report background and sample

34

participants

61 virtual or
telephone
interviews

23 online
completions

Between
November
and
December
2023
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Responses by Stakeholder Groups

Business and Tourism
10 responses

Accessibility Panel
4 responses

ded

4a»

5% 12%

Education Local Government

4 responses 46 responses

5% 55%

MP Parish Council and Community
6 responses 4 responses

7% 5%

Rail User and Consumer Trade Union

4 responses 4 responses

5% 5%

Other — NHS & Government

2 responses
2%
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e Stakeholders are
most likely to use
positive words but
Expensive is still
the most
mentioned word

e Reliability and
unreliability have a
similar number of
mentions

e Friendly and
helpful staff,
communication
and good service
are key strengths

* Perception of
strike handling has
improved
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e Relationships are
more likely to have
improved

e Communication
and engagement
are key to the
improvement

e Stakeholders are
less likely to speak
highly of
Southeastern
unprompted but
the proportion
who would speak
negatively of
Southeastern is
unchanged

Overall Summary

Satisfaction &
Service Ratings

e Satisfaction (6.7)
recovers from last
year's dip

e Service ratings
have improved,
particularly on
passenger
information and
customer service

* Despite slight
improvement fares
and station
facilities continue
to be rated poorly

b,

Strikes and .
e Communication
accessibility

® There is praise for
good clear
communication
around strikes

e Southeastern is
seen to be doing
as well as can be
expected with
much beyond your
control

e Rating for
accessibility
continues its slow
improvement but
there is much
more to be done

e All aspects of
stakeholder
communication
are more highly
rated in 2023

e Further
improvement
could be made
with consistent
frequency, and
some would like
more comms

® Better
communication is
a key factor in
relationship
improvement

e

2=

e A majority of
stakeholders say e-
tickets improve the
customer
experience

e E-tickets are
viewed as good for
younger people
and the ‘tech
savvy’

e Older people,
those without
mobile phones or
not online are
seen as needing
physical tickets
and this is also
preferred for some
journey types
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Overall satisfaction

Overall satisfaction has increased. Lower scores (1-4) have
decreased since last year and there are more 8 or 9 scores

36%
34%

30%
28%

27%

Avg 6.6 Avg 6.6 Avg 7.1 Avg 7.1 Avg 7.1 Avg 6.2 Avg 6.7
23%
17%
15% 15%
13%
9% 9%
8% 8% 8%
7%
6%
5% 5%
o 4%
3% 3% 3% 3%
2%
0% . 0% 0% . 0% 0% II
| 1 | 8

Q: How would you rate your overall satisfaction with Southeastern, on a scale of 1 to 10. Where 1 is 'Not satisfied at all' and 10 is 'Completely satisfied'.

Base: 82 participants
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Overall satisfaction by stakeholder group

Accessibility Panel stakeholders scored highest

Average satisfaction
2023 2022

B combined1-6 M combined 7-8 M Combined 9- 10

Q: How would you rate your overall satisfaction with Southeastern, on a scale of 1 to 10. Where 1 is 'Not satisfied at all' and 10 is 'Completely satisfied'.
Base: 82 participants
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All stakeholders describing Southeastern

More positive words used to describe Southeastern than in 2022. Expensive is again
the most mentioned word. Unreliability is now mentioned slightly more than Reliability

Better than Norther
etter than Nor
Please don’ ttb ther Effective

Information Spinning pHL S Mlxe Perlt driven
2023 Understaffed Communlcatlve D|Sta?]et Limited 2022 Punctual Nonchalant

Altern

tive iy A Delnvermgmenable
sz C|entUncomfortabT oue ot ruen L O C Q| F5e ves rvaies

Another train compan y

Knowledgeable = Inconsistent High (S',gglecdal Convenlent Old Rolling gtoéjdior klﬂ;etablel
Re?:tgrﬁl:;unayatChy F rl e n d I y H e | pfu I Unspectacu\ar Infrequent U n pred |Cta ble Se CeSerwce

auableVIta | O n S I Ve ';hae\ylaere;_tahegﬁgu;r sork Stegr:j?gztmousUncommunlcatlve Best |nterc1ty transport
bl

Cou\ do more

Poor transport company Essential

Iatfo :
Hamstrung Positive gg Dsr'n-'se Wecessary Ove rC ro W e d Environmentally friendly Dismissive

C | ea n hallenged Uncarin: ADDI'OEC a e bl Professional Company U”haPPY H°”55t Posmve Partnership
Com rehensive| 9 Variable
: Resaonably punctual Outdated O Coirlnpllcatted
ccassionally on time
Basic upportive Late
Honesty

i Dreadful (in the past\ l Shabby Overprlced
= Comfortable Tfu”sii,'o”r?hy Improve
. Verage Challenging
Src%dy Con.tempth{oeuassonable

Unsupportive
Adequate Useful

Scruffy
Overcrowded

Partner

Quantity

Unsafe

Opaque
Disjointed l change

Good | “e
: i Erratic Shift
Polite F: Train y
Decline o
Useful Hardwurkmg ( Irrltatgg Friendly
C tivit
Failing Nonuerlrgoangtlng ongsgté\lil v
ACC€SS| ble .DE|aYEd A E” intentioned Avelage g
Essential

Minimal Kind

Tired :
Hardworkin .
Regular Not good valfe Distant I“°" rsvonsive [Fast J] Timely
Staff Wl Necessa
pwgfﬁg% SB{rjEes Y Tlme Consummg
augh m rehc: dlights Tech-aware Prompt
Convenient[mprove rowded Slow

Fetrano De‘aye communication Train Understaffed
Var bleEngag g doreeaPotEntlal No frills Hel fU |FrUStratIng

Pointless Parkway station
Eamiliar t d Cash-strapped
Com’usedExcellent Tonbridge Quite a good service

Contactable wrhil R e Ad e u at nformatlve
S|0WCollaborative Rated q

3

Partner
Disengaged Cl Unknown = Bad W|f| CFOWded
P |
Very goud serwceU ncom m u nlcatIVECtmswdered = E ffl C oor el:j‘vpbfyer
Dependent upportlve Depen able
Cash strapped Passably efficient Communication

Dependable London Bridge M d(‘m strained

Improvable Conswstencycsrrwrﬂ
Customer focused

Bunched Engaging Critically xmportant Frequent
Inconsistent ResponSIVeShoesmng Variable

Barriers
Excuse driven Kent advocate

Courteous Effective

Q: If you had to describe Southeastern to a colleague using only three words, what three words would you choose and why?
Size of word represents number of mentions. “Expensive” was mentioned 14 times, “Unreliable” 11 times, “Reliable” 10 times, “Responsive” 5 times
www.acceleratorsolutions.com
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Sentiment over time

More positive words than in 2022

2023

2022

2021 30% 14% 56%

2020 25% 16% 59%

B Negative B Neutral B Positive m Columnl m Column2 B Column3

Q: If you had to describe Southeastern to a colleague using only three words, what three words would you choose and why?
Each word is themed as having a positive, neutral (neither positive or negative or factual) or negative sentiment
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Relationship over Time

The Relationship profile has improved - the
% of positive responses is at a four year high

2023 (n=75) 2022 (n=60) 2021 (n=56) 2020 (n=72)

l Improved M Stayed the same M Deteriorated

Q: From your perspective, do you feel that the relationship has deteriorated, stayed the same or improved over the last 12 months? What is the reason for your response?
Base: 75 participants. Each verbatim is one person.
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Specific Service areas: overall

All areas show some improvement. The biggest improvement is on Passenger info and Customer
service. Fares remains the lowest rated aspect. Overall scores are below the highs of 2020.

B 2023 (n=73) N 2022 (n=60)

WA

Space available on the train 6.9

I 5.0

Fares 47
Punctuality / Reliability ee /0 2023 average score: 6.7
(2022: 6.3)
Passenger information 54 7.1 (2021: 6.8)
N ./ (2020: 7.0)
Station facilities '
55
. I
On-board environment 63 6.6
Customer service ﬂ 75 >
Safety e 7.9
3 4 5 6 7 8 9 10

Q: For each of the below service areas, please give Southeastern a score from 1 to 10 in terms of how well they are performing, using a scale of 1 'Poor'to 10 'Excellent’, Base: 66 participants.
*Note Capacity has been renamed to Sufficient Seating this year
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What works well: key themes

Customer service the most prominent strength in 2023; staff being helpful and polite key factors

IS i

Customer service (22) Pur?cttfa.\hty / Safety (11) 9" DEELE : Passquer
Reliability (20) environment (10) information (10)
e Helpful/polite staff (10) ® Punctual service (13) e Safety on train (5) e Cleanliness (5) ® Good communication
e Customer service (6) * Mostly reliable (6) e Good record (3) ¢ Good onboard (3) ] ]
® Good staff (5) e Safety at station (2) environment (2) * }cllya:ailrl];nformed while on
Also mentioned Also mentioned @ . .
_ _ . ¢ Access to information
e Helpful ticket collectors e Much better Also mentioned Also mentioned online/social media ()
« Staff make me feel safe * Comfortable
* USB chargers Also mentioned
Space available on Station facilities () * Refurbished trains * Well informed when
the train (o) service is disrupted
e Improved

* Seats/space available * Good C?) . ® Good information at
(10) * Accessibility () stations

* Maidstone refurb

Q: For each of the below service areas, please give Southeastern a score from 1 to 10 in terms of how well they are performing, using a scale of 1 'Very Poor'to 10 'Excellent’ Please tell us what has worked
particularly well in these areas. The number in brackets indicates the number of times a theme has been mentioned.
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* Good service ,,

e Competent

e High Speed service

e Operational information
® Responsive

Key strengths: stakeholder differences

A good service is a common factor across these stakeholders

* Good service 3

www.acceleratorsolutions.com

Parish Council and Rail user groups and Consumer
Community Groups groups

e Customer service &
polite/helpful staff

® Good communication
* Good for employees
® Good service

® Responsive

Local Government

e Customer service &
helpful/polite staff ,,

* Cleanliness on trains
* Reliability

* Good communication,
* High speed service 4

* Digital innovation

* Good service

* Quality of trains

* Clean stations |,

Q: What is the main thing you think Southeastern does well?

The number in brackets indicates the number of times a theme has been mentioned. One person can mention more than one theme.
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What could improve: key themes

Stations and trains are once again the main areas for improvement. Increased
criticism about fares, on-board toilet facilities, and old trains

@

Station facilities (57) Qn JEEIE Fares (31) SEasS avai.lable o : Passer!ger
environment (36) the train (13 information (1s)
e Lack of/dirty toilets (1) * Old train/needs refurb (9) « Fairer/lower fares e Lack of seating/space (s) e Fast provision of info in
e Lack of staffing (s) « Staffing/enforcing policies /compared to EU (1) e More seats in peak () service disruptions (7)
* Accessibility (5) /checking tickets (4 * Cheaper peak fares (s) * Too many short trains ,, * Better marketing (2)
¢ Varying quality at * Toilets (4) e Improved flexi ticket (3) ¢ Information about
stations (4) Waiting ¢ Cramped/ uncomfortable o Clearer structure (3) carriage capacity (2)
facilities (3) seating (4) « Combo tickets ()
e Wider stairs and/ or * Better Wi-Fi (3)
entrances * Cleanliness (3) Punctuality /
® Lack/reliability of lifts ) e Limited luggage space (2)

Reliability @)

* Cleanliness ,,

e Staffing at stations (7) e Unreliable service (5)

e Unsafe due to standing
Jovercrowding (2)

* Customer service 4
* Train services

Q: For each of the below service areas, please give Southeastern a score from 1 to 10 in terms of how well they are performing, using a scale of 1 'Very Poor'to 10 'Excellent’ Please tell us what could improve in
these areas. The number in brackets indicates the number of times a theme has been mentioned.
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Performance over the past year: key themes

Performance is generally perceived to have declined due to service reduction,
strikes and new timetable proposals but some report a good or better service

Improved Stayed the same Declined

Reliable if no Handled strikes
strikes /services well

Also mentioned: Cost is prohibitive, Unreliable Cost is

unreliable and strike disruption prohibitive

Better communication Poor frequency Strike disruption

Also mentioned: ‘Can do’
approach, friendly staff and
new station

Also mentioned: Service declining,
customer comms poor, lost some routes
and not as good as others

Q: Overall, do you feel that Southeastern’s performance has improved, declined or stayed the same since last year? What is the reason for your response
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Suggested Action Areas

Seek to maintain the full range of ticket
purchase options. Staff support on
ticketing is appreciated and necessary for
some people and some journeys

Continue work to improve
accessibility, picking up the
pace if possible

Invest in stations and deliver existing
funded programmes

Provide as much information
as possible for strike days and
run as many services as
feasible
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