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Operators and industry need to implement the recommendations outlined below in line with the

associated timescales provided. To support further improvements in this area we will:

• Write to individual operators setting out specific actions we expect them to take in our

response to our findings. For recommendation 5, we will ask operators to demonstrate to

us that their approach is fit for purpose.

• Hold an industry workshop in early 2025 to discuss our key findings and recommendations

from this report and improve collaboration on some of the cross-cutting issues identified.

• Work with the DVSA to update our MoU to reflect new PSV(AI)R requirements and data

sharing agreements.

We also encourage operators to consider how they could secure insights from passengers to

better understand their experiences when travelling by rail replacement services, to inform

further improvements. Transport Focus, on behalf of industry, will explore the feasibility of

undertaking a passenger survey to gain views from passengers on the quality of information

provided on rail replacement services.

https://www.orr.gov.uk/passenger-information-when-rail-replacement-services-are-use/next-steps
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RRececommendations and actionsommendations and actions

RRececommendation 1ommendation 1::

IndustrIndustry should cy should continue tontinue to impro improovve the quale the qualitity of infy of inforormation prmation proovided onlvided online aboutine about

engineering wengineering workorks via:s via:

• reviewing the process for generating the Weekly Engineering Circular with the aim of

enabling greater consistency in the information provided to passengers

• establishing a consistent approach to the branding and naming of works for a disruption

or blockade

• providing passengers with direct links between complementary pages on their websites

AAction rction requirequired:ed: ongoing - through SISJ, RDG’s Customer Information Group and ORR industry

workshop.

RRececommendation 2ommendation 2::

OperOperatators should prors should proovide infvide inforormation about the acmation about the accceessibissibillitity of ry of raiail rl replaceplacement vement vehicleehicles ss setet

out in their Aout in their Acccceessible Tssible Trraavvel Pel Pololicy on theiricy on their::

• assisted travel webpages

• rail replacement FAQs

• webpages for specific engineering works

AAction rction requirequired:ed: we will be writing to all operators who do not provide this information on their

general webpages.

RRececommendation 3ommendation 3::

OperOperatators should cors should continue tontinue to impro improovve the ae the avvaiailabilabillitity of only of online maps in advine maps in advancance of tre of traavvel bel by:y:

• working with the SISJ programme to support the production and dissemination of the new

visual disruption map videos

• providing maps showing the impact of engineering work both on their websites and at

stations in advance of the engineering work taking place

• linking to onward travel maps on their station webpages



AAction rction requirequired:ed: ongoing - through SISJ, RDG’s Customer Information Group and ORR industry

workshop.

RRececommendation 4:ommendation 4:

OperOperatators should ensurors should ensure pe passassengers understengers understand hoand how thew they cy can can completomplete a joure a journeney thaty that

includeincludes a rs a raiail rl replaceplacement sement serervicvice on the dae on the day of try of traavvel via:el via:

• providing announcements and visual information at stations

• working with SISJ to trial and roll out the provision of real time information for passengers

on rail replacement services

AAction rction requirequired:ed: ongoing - through SISJ, RDG’s Customer Information Group and ORR industry

workshop.

RRececommendation 5ommendation 5::

OperOperatators should rors should reevieview their apprw their approoach tach to ensuring that theo ensuring that they cy consistonsistentently:ly:

• display destinations on their rail replacement vehicles

• announce intermediate stops throughout the journey

AAction rction requirequired:ed: we will be writing to all operators to demonstrate that their current, or updated,

processes are fit for purpose.
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