
T H E  M A G A Z I N E  F O R  E U R O P E A N  R A I L  D E C I S I O N  M A K E R S

www.eurailmag.com

 
TICKING THE RIGHT BOXES 

SECURITY OF RAILWAYS AGAINST 
ELECTROMAGNETIC ATTACKS

 
TRAVELLING THE INFORMATION CHAIN

KEEPING CABLE IN THE RIGHT HANDS,  
THE RIGHT PLACE

INTEGRATED CONTROL & ERTMS IN ITALY



EURAILmag B usiness & Technology / / /  ISSUE 28

EURAILmag is published 
by BLUE LINE & Bro
78, av. de la République
75011 - Paris - France
RCS Paris B 449 620 657

Tel:  +33 1 40 21 08 68
Fax:  +33 1 40 21 09 61
Web: www.eurailmag.com
Email: contact@eurailmag.com

To contact the following depart-
ments, please dial +33 1 40 21 
plus the extension number:

Publication:  05 77
Editorial:  48 46
Advertising:  48 42
Design:  48 43
Promotions:  48 48
Production:  48 42

Subscription: 1 year/2 issues
Europe €52 / Worldwide €64 

Please send full contact details 
and payment to:
EURAILmag subscriptions 
78, avenue de la République 
75011 – Paris - France
subscription@eurailmag.com

Subscriber names and contact 
details are used internally and 
by organisations contractually 
linked to BLUE LINE & Bro.

Original design: Frédéric Pérat

EURAILmag
& technical opinions and views 
to be expressed.
Authors remain responsible for 
articles published.
The editor reserves the right to 
refuse any content containing 
statements or views contrary to 
the interests of the publication.
Printed in Bulgaria, 
by Tezida Ltd

Cover photo ©Fololia

T H E  M A G A Z I N E  F O R  E U R O P E A N  R A I L  D E C I S I O N  M A K E R S

Change & exchange

between major constructors and their suppliers are evolving – with the latter taking on the 
additional role of sub-system integrators. Furthermore, the importance of proximity between 
the two has never been greater. As Guy Leblon, from Stratiforme Industries, points out in this 
issue of EURAILmag: “We need to follow our clients in the changing rail market, both at home 
and at international level.”

At the same time, growing needs for high-capacity, high-performance rolling stock is putting 

to a minimum. In response, constructors have now taken on servicing – needs, costs, and 
management – at the drawing board stage. As well as ensuring all the technical equipment is 
easy and swift to access, predictive systems are promising both time and money savings for 
operators through ongoing monitoring of the status of each train in service.

Yet another goal is achieving an acceptable balance between capacity and comfort. Passengers 

value for their money – space, clean coaches, air conditioning, and Wi-Fi (preferably for free), 
as part of reliable and regular services. It comes as little surprise that the railways – now both a 
domestic and international activity – are looking increasingly to the airline industry – which has 
always crossed borders – for inspiration.

For rail to keep pace with the demands of this 21st century requires ongoing research, 
development, and innovation across all its segments. Only by improving on materials, design, 

of the transport modes. And hopefully come out on top

E D I T O
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FOR MANY DECADES, RESEARCH AND DEVELOPMENT IN THE RAILWAY SECTOR FOCUSED ON TECHNICAL, OP
ERATIONAL, OR FINANCIAL IMPROVEMENTS. FEW, IF ANY, ACTORS PAID MUCH ATTENTION TO THE END USER. 
FOR EXAMPLE, THE INDUSTRY ALWAYS THOUGHT ABOUT THE RAIL OPERATOR AS ITS IMMEDIATE CUSTOM
ER, AND OFTEN STILL DOES. BUT SCARCELY ANYONE CONSIDERED THE PUBLIC WHO USE THE SERVICES, THE 
REAL CUSTOMERS FOR WHOM TRAVEL BY TRAIN IS DESTINED.

In recent years the situation has altered, 

with passengers now increasingly the 

focus of attention. In response to this 

changing dynamic, industry meetings ad-

dressing the needs and expectations of rail 

passengers, and taking their experiences 

into consideration, now feature on the rail 

-

tomer Experience in Rail conference was 

hosted by Marketforce in Covent Garden, 

central London.

Fifteen excellent speakers from all over 

Europe presented their approaches to 

satisfying rail users. And the opening ques-

set the tone. All the panellists agreed that 

they have customers and that the needs of 

the latter must be central to any decisions 

made. Taken individually, operators, of 

give just one example: whereas Hamburg-

 provides only a small 

number of add-on services (i.e. no Wi-Fi), fo-

cusing instead on low prices, the new private 

Austrian operator WESTBahn emphasises 

SATISFACTION GUARANTEED?

In a session dedicated to delivering a better 

customer experience in general, speakers 

from First Group and the South West 

, both from 

the U.K., together with WESTBahn, all gave 

their views on how to deliver satisfaction. 

Central to the discussion was refocusing 

on enhancing service quality, with the hint 

that operators must be more creative and 

innovative with services. Also emphasised 

was the need for an end-to-end journey ex-

along the whole mobility chain: user-friend-

ly ticketing, improved information systems, 

complementary services on the station and 

in trains, and much more besides.

THE TRAVEL EXPERIENCE

Representatives from Transport for 

London (TfL), , the telecom provider 

CUSTOMER EXPERIENCE IN RAIL 
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O2, and U.K. operator Greater Anglia all put 

forward examples of best practice in cus-

tomer experience. The recurring message 

they conveyed is the importance of learning 

from the experiences of other customer-ori-

ented companies. In other words, by looking 

outside their box, rail actors can discover 

for example, insights from a telecommuni-

cation provider on its attempts to satisfy 

customers are pertinent to the rail commu-

nity. At the same time, telecommunication 

is an essential part of rail passenger satis-

faction! The outcome of this session was 

that excellent service across the board is 

a must. Furthermore, this quality must be 

challenged permanently, and feedback from 

customers not only requested, but taken 

seriously, too. Best practice case studies 

presented during the day prove that these 

growing passenger volumes.

INTEGRATED & SEAMLESS

During their slot, speakers from 

Railways (NS), the Go-Ahead Group from 

the U.K., and the Italian operator Trenitalia 

talked about the integrated and seamless 

journey. Highlights included focuses on in-

clusion, the door-to-door mobility chain, 

and how to make travel for all as easy and 

stress-free as possible. For instance, NS has 

implemented a nation-wide smartcard sys-

tem for use on trains, public transportation, 

and for hiring bicycles or cars, too. The card 

is also valid for car parking. The aim of this 

initiative is to provide seamless and very 

comfortable door-to-door travel. Similar 

systems from the U.K. were also presented.

COMMUNICATING & PROVIDING 
INFORMATION

-

cused on communication with customers 

and how to manage information in the 

best possible way. Here the importance of 

developing strong customer loyalty was 

underscored. Nowadays social media like 

Twitter or Facebook have become crucial 

tools, and on this topic a representative 

from London Midland gave an overview of 

the company’s experiences. Social media 

plays an essential role in actively inform-

ing passengers as quickly as possible – but 

it is also a must if operators want to react 

to requests or complaints, since waiting pas-

sengers will often use Twitter to voice their 

frustration. The big challenge is (and must 

be) to respond to these messages immedi-

ately and honestly. If operators know a line 

will be interrupted for one hour or more, 

it makes far better customer management 

sense to inform passengers at once, so they 

can use their redundant time in a meaning-

ful way. The feeling of ‘wasting’ time is often 

what annoys travellers the most!

All in all, it must be emphasised that taking 

their needs and expectations into account 

is the only way that rail passengers can be 

customers/revenue. This conference rep-

forward in focusing on the end user of the 

railways

Bernhard Rüger 

research assistant 

Vienna University 

of Technology
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Social media plays an essen-
tial role in actively informing 
passengers as quickly as pos-
sible – but it is also a must if 
operators want to react to 
requests or complaints
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