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Dear Marcus

Thank you for your letter of 17t July 2019, in response to our letter of 27 June 2019.

We welcome your involvement in discussions with the industry regarding the lack of available disruption
data more than 12 weeks in advance. We have similarly continued discussions with RDG on this matter,
who have communicated to us that they have established a project team to develop an advanced
engineering works data feed that they would like Trainline to be involved in scoping and testing. As we
stated in our previous letter, we strongly believe this industry led approach is the best way to resolve
the issue for all retailers and we will focus on this as the optimal solution. We are very happy to work
with the ORR and RDG in this regard to support RDG’s timely implementation of this data feed.

We have responded to your specific follow-up questions below.

1.

We note the helpful messaging highlighting the possibility of engineering works
included in Appendix 2 (of Trainline’s previous response). You may wish to include
similar text in the blue messaging box in Appendix 1 (of Trainline previous response).

The blue messaging box regarding unconfirmed timetables shown in our previous Appendix 2
(or similar variations of it) will always be displayed to customers where it's necessary to
communicate unconfirmed timetable data and the possibility of engineering works.

For clarity, we have summarised below the disruption messaging that we have proposed will
be displayed both within 12 weeks and outside 12 weeks and provided mock-ups for each
scenario in the Appendix to this letter.

Within 12 weeks (confirmed timetable data) — Mock-up A:

- No blue messaging box is necessary as timetables are confirmed within this period.

- Ifthere are planned engineering works, the triangle with exclamation mark will be displayed
along with the NRE bulletin disruption alert messaging.

Outside 12 weeks (unconfirmed timetable data) — Mock-up B:

- A blue messaging box communicating the unconfirmed timetable and the possibility of
engineering works will be displayed.

- If there are planned engineering works, we will follow the same approach as above and
display a triangle with exclamation mark as well as disruption alert messaging, once this
data becomes available from the industry (as part of the advanced engineering works data
feed currently being developed by RDG).

We welcome your rollout of automated notifications for affected customers who have
already purchased tickets to inform them of subsequent timetable changes. Please can
you provide a timetable for completion of this.



We expect this feature to be implemented in full (for all journey types) by the end of Q4 2019,
with some simpler elements of the feature being rolled out earlier (by the end of Q3 2019).

We hope the information above answers your questions, but please let us know if there is anything
more we can help with.

Yours sincerely

L

Neil Murrin
General Counsel and Director, Regulatory Affairs



Appendix 1

Mock-up A: Disruption messaging within the 12 week window:

Triangles with exclamation marks

Select outbound

No blue messaging box is necessary
as timetables are confirmed within the
12 week window.
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Disruption Alert Messaging

A\ Disruption alert

Between 20 July & 4 August, Network Rail will be
upgrading track and equipment. This will take place

NRE Disruption alert messaging.

near Acton Grange, between Crewe and Warrington
Bank Quay on the busy West Coast main line. Many

trains will be diverted, but your journey may be

impacted while the work takes place as trains will

be extremely busy and journeys may be significant]

extended. Please plan ahead of your journey.

Is this help

09:05 Warrington Bank Quay
I Rail replacement bus
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Change at Crewe



Mock-up B: Disruption messaqing outside of the 12 week window:

Blue messaging box and triangles with exclamation marks

Your search: Leeds to London Kings Cross - Single journey - 1adult - Add a railcard

@ ByTrain*£56.25+2h 16 y Coach + £5.00 » 4h 35m

Cheaper Advance fares usually go on sale 12 weeks before travel
O Be the first to know when Advance fares for your journey are available - sign up to a Ticket Alert Email today.

Remember train times may be revised until about 12 weeks before travel (because of engineering works) -

check back here closer to your time of travel for any changes.

Cheapest Single

=X out + Add a return

Wed 13 Nov 2019
Leeds to London Kings Cross

A Earlier
Standard 1st class
11:45 -~ 14:01
2h 16m, 0 chagges
4:31 £56.25 £171.00
2h 16m, 0 changes
12:45 - 15:01 £56.25 £171.00
Disruption alert mesm
'S / ™

Lee
isruption Alert

There are no trains to or from
London Kings Cross due to
planned engineering work. Other
routes into London are expected
to be extremely busy. You are
advised NOT TO TRAVEL.

More Info

Because of the engineering work
closing the line into London Kings
Cross,. East Midlands Trains
services to/from London St
Pancras will be extremely busy
over the August Bank Holiday
weekend and therefore are not a
viable alternative route to avoid
the engineering works on the

%St Coast Main Line. /

Blue messaging box
communicating
unconfirmed timetable
and  possibility  of
engineering works.

If there are planned
engineering works, we will
display the triangle with
exclamation mark.

When this is clicked on, the
NRE bulletin disruption alert
messaging will be displayed
(shown below).

NRE Disruption alert
messaging.






