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Stimulus Organism Response Model




Steering on dissatisfiers and satisfiers

Steer on satisfiers

Amenities

Utility
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Three steering dimensions
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Circle of enhancement quality train journey
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Rotterdam Central Station

New situation



Rotterdam Central Station
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Results modernisation Rotterdam Central Station
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Modernisation Dubbel Decker Train (virm)

Old situation New situation



Modernisation Dubbel Decker Train (virm)
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Results modernisation Dubbel Decker Train (virmi)
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Conclusions

o Twofapproaches to improve level of service; focus on dissatisfiers and
satistiers

e 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

|t depends on the context what the most (cost)efficient measure is

* Travel time well saved and well spent



Questions / Contact

Mark van Hagen, mark.vanhagen@ns.nl

Niels van Oort, N.vanOort@TUDeIft.nI

20138

CASPT Brisbane, 23-25 juli,



