
Improving railway passengers experience, 
two perspectives: Travel time well saved and well spent 





Basic Quality

Experience

Satisfiers

Dissatisfiers

Quality of a trip

Minimum Quality

Wish to have

Want to have

Need to have







Emotions
• Pleasure

• Arousal

• Dominance

Approach or

Avoidance

Behaviour

Environmental 

Stimuli

Stimulus Organism Response Model



Steer on dissatisfiers

Steer on satisfiers

Amenities

Utility

Steering on dissatisfiers ánd satisfiers



People
Staff

Customers

Process
Punctuality

Safety

Cleanliness

Crowding

Place
Colour

Sound

Smell

Design
Customer

Experience

Three steering dimensions



theoretical

framework
policy measures

measurement

(questionnaire)

Circle of enhancement quality train journey



Rotterdam Central Station
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Modernisation Dubbel Decker Train (VIRM1)
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Modernisation Dubbel Decker Train (VIRM1)



Results modernisation Dubbel Decker Train (VIRM1)



Conclusions

• Two approaches to improve level of service; focus on dissatisfiers ánd
satisfiers

• Both offer added value for passenger quality (each 50%)

• But when dissatisfiers are at an acceptable level, more attention has to be
paid to satisfiers

• It depends on the context what the most (cost)efficient measure is

• Travel time well saved and well spent
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