A service design vision for air-rail journeys

Stimulating travellers to make a more sustainable choice by integrating international trains and flights.

CONTINUOUS
GUIPANCE

CONFIPENT
TRANSFER

COHERENT
SERVICES

"DISRUPTION CARE N

Desired air-rail customer journey

- | prepare for the journey, | find all
my travel info at one place.

Phase Orientating Departing Travelling by train Transferring Travelling by plane

- | arrive at the final destination.

« | reclaim my luggage at the drop
off (or receive it at my hotel).

« | am ready to enjoy my trip.

« | am notified that my luggage is
also on the plane.
« | continue my movie.

« | prepared myself already in the « 1 go to the lounge and drink a
train with the video. | follow the air-  coffee before my flight.

myself via the app. rail signs to the fastlane. * | receive a reminder that it's time
+ | can call the helpdesk or ask « | enter the terminal via the to go and | navigate to the gate.
someone in the train. fastlane. « | board the plane.

« | feel guided through the proces.

| am automatically rebook ed on

« | receive real time travel info « | feel like my journey has started
the next flight or I can arrange it

about the journey, steps and with the air-rail services in the train.
timing. « | receive food and can use the
« | get a notification when have to  AirRail entertainment platform.

+ lam confident to choose for a
multimodal trip by insight in the
steps, timing, service and support.
« | book the journey from door to

« | easily compare options based

on door to door travel time, costs

and environmental impact due

to an overview of the available
Activities options.

door, including luggage service leave.
and one ticket.

« | adjust the transfer time to my
preferences.

_IMMlGRATION

« Drop luggage at the train station.
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touchpoints
Tripscanner Insight in be- Choose Choose Receive one ticket trip overview & Track & Trace  Continuous service, food Pro-active Empowered Alternative Transfer AirRail Acces to Notify Continuous service, food Luggage pick up
nefits & steps transfer time  Luggage status and entertainment rebooking staff & helpline route video Fastlane lounges Track&Trace and entertainment or delivery
service
Overview Control Efficiency Informed Comfort Support Guidance Efficiency Informed Efficiency
Needs Informed Efficiency Certainty Certainty Unwind Certainty Prepared Comfort Unwind Control
Prepared Flexibility Guidance Safety Control Clearness Unwind Certainty Safety

Design vision components

Pains
4} (almost) imposibble to choose for air-rail No insight in trip, steps and progress
Little integration and incoherent services Hassle and no insight in steps and progress No integrated management and support
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Tripscanner Insight in benefits & Trip overview & Empowered Helpline Notifications
steps status staff Luggage integration Ticket AirRail Food & Transfer time Video & Fastlane Lounges Empowered Helpline Emergency Pro-active
integration branding entertainment choice insight steps staff alternatives management
Fair choice : : :
Coherent services Confident transfer Disruption care
Enable travellers to make a fairer choice for a travel option. Guide travellers through the entire journey. ) . . ) . . . .
Integration of the services of the train and plane. A confident and comfortable transfer process. Multi-modal disruption care in case of delays.
@ Gains Overview Informed Prepared Guidance Certainty Safety )
Comfort Unwind Certainty Comfort Prepared Flexibility Support Certainty Safety
Control Autonomy
Stimulate Assure
p Goal Assure Assure Assure
Uni . . .
fy Unify Stimulate Unify
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