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~ DRAFT

Document Background, Context and Purpose

 BackgroundanaContext |

= In December 2011, work was completed by CGA and Metrolinx to identify leading practices of global air rail links (ARLs):
—  CGA defined the leading practices for 9 ARLs
—  Metrolinx defined the leading practices for 17 ARLs

= Deloitte conducted additional primary and secondary customer experience research in order to fill gaps; this research highlights the existing
practices of global ARLs as well as near-term plans for change to existing services (by end of 2012)

= Analysis was also conducted to outline the key differentiating factors of leading ARLs against other competing methods of transportation

 Document Purpose

= This document leverages existing and new research and consolidates findings into three distinct sections that encapsulate global best
practices:

1. Comparison of Air Rail Links vs. Other Modes of Transportation: Presents a high-level comparison of ARLs to other modes of
transportation as well as a comparison of leading ARLs to other commuter and metro train services to the airport

2. Global Best Practices: Compiles and supplements existing research with primary / secondary research and highlights two best
practices across each touchpoint in the customer lifecycle

3. Air Rail Link Landscape Comparisons: Compiles and supplements existing research with primary / secondary research, and
presents a detailed comparison of leading air rail links across a variety of options at each touchpoint within the customer lifecycle

_2. METROLINX
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Air Rail Links vs. Other Modes of Transportation

High-level Overview
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Air Rail Links provide a host of advantages to other modes of transportation

ARLs have gamed consrderabte tract:on and populanty amongst travellers in recent years due to therr abrhty to offer eco- .
_ friendly, convement and fast transport from airports to downtown city locations "

ARLs offer fast, convenient, eco-friendly services for travellers looking for a reliable method of transport from an airport
to a city centre — they may also provide an enhanced customer experience through a wide array of amenities and
services

= As such, leading cities are increasingly establishing their own ARLS, to better serve the needs of their residents /
visitors by providing a direct and reliable method of transportation between their city centre and airport

= [n anticipation of the 2015 Pan Am games, Metrolinx plans to have a fully operational ARL that connects visitors from
Toronto Pearson Airport to Union Station, with stops at Bloor and Weston GO stations

= The Metrolinx ARL will place Toronto alongside global leaders in best in class ARLs by offering a differentiated,
memorable experience

Often provide direct travel from a city centre to the airport, unlike
public transit which may make multiple and frequent stops
- Not subject to the traffic jams, which could potentially slow down a
‘;i';”gfc‘;;*’;‘,';ﬂ;t‘ PriHERSY ¥ 18 dRXRILBAR FBERH e times
é@%é@%&%@rﬁ?l%\’@aﬁ’é@'ﬂ*@érﬁ%ﬁéﬁttﬁﬂa E2RY135 RHBNB L

| Enha‘riced** v @\%de ar y@am@m&es are available (e.g., Wi-Fi, television screens
~ Customer

experience  diSplay weather and news, FIDS, onboard washrooms)

v Tend to adopt a ‘customer first’ attitude, while other modes of &

s ramay Tesmong com oos anavss {TANSPOIt tend to provide ari-agnostic customer experience (e.g., o
MX_UPE0000752.0005
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There are a variety of transportation options between Toronto Pearson and
Downtown, each option offering a unique value proposition

~ DRAFT

Airport Limo

. Tai
Shuttle Bus

_Tceco
Subway and Go
B

e

Airport Express

~ Subway and
‘Express?Bus -

Door-to-door service
Comfortable / spacious seating
Privacy

Assistance with baggage

Door-to-door service
Privacy
Assistance with baggage

Affordable alternative to taxi
Comfortable seating

Wi-Fi, laptop plug-ins
Onboard bathroom

Affordable alternative to taxi / shuttle bus

Frequent subway departure
Customers can use existing passes

Most affordable method to get to / from airport

Frequent train and bus departure
Customers can use existing passes

~30-60 minute trip
On demand

~30-60 minute trip
On demand

~40-60 minute trip
30 minute frequency

~25-60 minute trip
~60 minute bus frequency
~4 minute subway frequency

~75-90 minute trip
~10 minute bus frequency
~4 minute subway frequency

~$60.00 + tip

~$53.00 + tip

$23.95

$8.00

$3.00

A customer’s selection often depends on a multitude of factors including price, level of comfort, and trip duration. The
development of Toronto’s ARL must take into account these alternative transportation options.

*One way, Adult, From Union Station to Pearson Airport

25
Wy
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Leading Air Rail Links offer a heightened customer experience compared to other
types of rail transport that provide service to the alrport

¢ ,: ‘tlated from*other trams that .

s to 175 airports around the v
~ provide services to th

Other trains that provide services between city
centres and airports tend to be slower, with more
frequent stops, and less of a focus on the end-to-
end customer experience

Leading ARLSs are characterized by fast,
convenient, comfortable service, often providing
valued amenities and services beyond the typical
commuter or metro rail experience

rast  lendto be high speed trains . ... Usually cheaper than
-~ thatmove atafasterspeed = differentiated ARLs
comvenient  INERCHRRE CBHARIGIERIMGRIO  _  Oftereassocistebdiind part

-~ andfrom airport terminals to """ nf@eitds petistbpssit
f Comfortable . F@l@ﬂ@ﬁ@&'ﬂé’v@%‘ﬁ?comfort . @M@@@N@@S rgﬂgf@;@g
- @%t%l?és (e.g., more oM gty train lines, or

; “m‘eﬁ'i jes gb@@w@ &ﬁﬁ@ﬁ@l’bt@s Lack of m)r@mgm
. seatiagle (9., Wi-Fi, e t'ﬂ% KDORHS Bibas

-best practlces

= Metrolinx is seem \e agiﬁ %(:5%, ustomer expenence, thlS docu ent rewews th fs eading
ARLSs to help inf % ent gfn g’m cl gtomer experience n)( r% ci fe om

INg PEOP
On Oard WaShroom ) KLIA Ekspres Train — Kuala Lumpt§tatlon to St%;@ Hong Kong

Heathrow Express — London

 Heutbion

" Best Rail Operator - 2011 Business Winner of Best Customer Service- Global ﬁ%ﬁgﬁﬁ Finalist in Best AirRail Link &
Travel Awards REERAaAL LN AirRail Award ey Winner of partnership of the year - Global
AirRail Award

Gautrain — Johannesburg
2010 winner of best New Service

initiative - Global AirRail Award Arlanda Express — Stockholm ¢ Narita Express — Tokyo
Winner Train design of the year 2011- N Ex Best Japanese Train of the Year 2010
a Global AirRail Award
Rhénexpress — Lyon
Finalist in New Service of the f\
Year 2011- Global AirRail Award Ay
Sources: International Air Rail Organization, Metrolinx, CGA, Deloitte Analysis - 6 - Notes: 'Some airports have rail links from more than one city or region via different service providers METROL'N :
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Key Facts of Comparator ARLs (1 of 2)

- ri"p Time: 15 mins — 27 mins ’(d‘épend'in'g‘ on = Pfiva'tely-oWnedw '
terminal) = Owned by Heathrow Express Operating Authority (wholly
= Frequency: Every 15 mins owned subsidiary of BAA)
= Number of Stops: 2*
= Hours of Operation: 5:10am - 11:42pm
= Trip Time: 15 mins (9 mins to Marlboro) = Public Private Partnership
= Frequency: Every 12 mins (peak); 20-30 mins = Owned by Guateng Provincial Government & Bombela
(off-peak) = Gautrain Management Agency (Provincial government
= Number of Stops: 3* agency reporting to the Guateng MEC for Roads and
= Hours of Operation: 5:30am - 8:30pm Transport)
= Trip Time: 29 mins = Public Private Partnership
Rhénexpress = Frequency: Every 15 mins (peak); 30 mins (off- = Conseil general of the Rhone & Rhbnexpress (6 companies
peak) including, VINCI, Veolia, Vossloh, Cegelec, Caisse des
= Number of Stops: 4* depots)
= Hours of Operation: 5am - 12am
= Trip Time: 24 mins = Public and Private Ownership
Airport Express = Frequency: Every 10 mins = Owned by Hong Kong Special Administrative Region
= Number of Stops: 5* Government (77%), private investors traded on Hong Kong
- H . . - . [v)
ﬁf&?ﬁéﬁﬁ Hours of Operation: 5:50am - 1:15am Stock Exchange (23%)
T o
= Trip Time: 28 mins = BUild-Operate-Transfer '
KLIA Ekspres = Frequency: Every 15 mins (peak); 20 mins (off- = Operated by Express Rail Link Sdn. Bhd. — owned by YTL
peak) Corporate Berhad (50%), Lembaga Tabung Haji Bhd
- = Number of Stops: 2* (40%), Trisilco Equity (10%)
(( = Hours of Operation: 4:33am - 1:.03am = 30-year concession to Express Rail Link Sdn Bhd
*Number of stops includes point of embarkment and airport terminal {n{},‘
-7- METROLINX
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Key Facts of Comparator ARLs (2 of 2)

Tfip Timé: 2 m'in ) = Public Private "Partnersvhip'
Arlanda Express = Frequency: Every 9 mins (peak); 15/ 30 = A-Train AB, ‘Finance, Build, and Operate’ company (5

mins (off-peak / late evening) companies: NCC, Siab, Vattenfall, Mowlem and ALSTON)
= Number of Stops: 2* = Planned/constructed & owns/operates Arlanda, railway
= Hours of Operation: 4:35am - 12:35am facilities transferred to Swedish government in lieu of 45 year

exclusive concession

= Trip Time: 53-59 mins = Privately-owned (privatized in 1987)
Narita Express = Frequency: 12 mins (peak); 30 or 60 mins = Owned and operated by JR East
(off-peak)

Number of Stops: 5-12* (depending on

N*EX schedule)

Hours of Operation: 5:14am - 9:14pm

*Number of stops includes point of embarkment and airport terminal W
-8- METROLINX
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Based on current working assumptions, the Toronto ARL’s value proposition will be
superior compared to leading global ARLs and commuter trains

Differentiator | Toronto ARL' |Leading Global ARLs?|

Advanced Ticket Purchase

Onbo:ard‘ Ticket Purchase .

thout bag‘-gage drop)

n 'TQWn‘ Airline Check-In (with;baggage:dropi)“ -

Wi-Fi on the Train

dedj aﬁd' Beverage on ihiej Train

 FIDSonthe Train

Entertainment on the Train (e.d TVs, magazihes, etc.‘)f :
i ,

1 — Toronto ARL ratings are based on current working assumptions that are not finalized “Legend for Differentiators of -
2 — Leading Global ARLs analyzed include Heathrow Express, Gautrain, Rhénexpress, Airport Express, Narita - ’Leading Global ARLs

Express, Arlanda Express, and KLIA Express 3 s
. £

3 — Commuter Trains ratings are based on typical commuter services
- — A
Y B Noorminority o ARLs B METROLIN
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Less than half of the 20 largest Uu.S. alrports have rail services from city centres all of wh;ch are metro or commuter trams
with limited or no amenities onboard for their passengers® ’ -

NJ Transit + AirTrain
Newark
Airport: Newark (EWR)
Fare: $11.00
Trip Time:15 min. (NJ);

NY MTA + AirTrain JFK
Airport: New York (JFK)
' Fare: $13.00
Trip Time: 50 min.

# of Stops: 25

I Type: Commuter
# of Transfers: 1
Amenities: None

¢ # of Stops. 1 (NJ); 3 (NY)

| Type: Commuter + AirTrain
# of Transfers: 1
Amenities: None

——®

"':'Beaﬁle Sound Transit

Minneapolis Metro Transit

p Time: 37 min. ,
Airport: Minneapolis (MSP)

of Stops: 11

pe: Light Rail

of Transfers: 0
menities: Free Wi-Fi

Massachusetts Bay
Transportation Auth.
Airport: Boston (BOS)
Fare: $2.00

Trip Time: 45 min.

# of Stops: 7

Type: Metro (+bus)

# of Transfers: 3
Amenities: Naone

Amenities: None

Bay Area Rapid Transit
Airport: San Francisco (SFO)
Fare: $8.10

Trip Time: 30 min.

# of Stops: 4

Type: Metro

# of Transfers: 0

Amenities: Free Wi-Fi

hicago Transit Auth.
Airport: Chicago (ORD)
are: $2.50

rip Time: 45 min.

of Stops: 15

Type: Metro

# of Transfers: 0
Amenities: None

~ Washington MATA

rip Time: 27 min.
of Stops: 11
ype: Metro

of Transfers: 1
menities: None

Metropolitan Atlanta
Rapid Transport Auth.
Airport: Atlanta (ATL)
are: $2.50

Trip Time: 20 min.

# of Stops: 7

ype: Metro

% of Transfers: 0
Amenities: None

_ Miami Tri-Rail + Metrorail
Airport: Miami (MIA)
| Fare:$7.35

Trip Time: 40 min. /.
# of Stops: 11
Type: Commuter & Metro

# of Transfers: 2
® Amenities: Free Wi-Fi

Southeastern Pennsylvania
ransport Authority

i irport: Philadeiphia (PHL)
Fare: $7.00

rip Time: 25 min.

% of Stops: 2

Type: Metro

# of Transfers: 0

Amenities: None

* Red text represents significant deviations from leading ARLSs; trip times that were more than a 15 minute deviation from the estimated trip time via taxi were also denoted in red W

METROLINX

Sources: USA Today, Respective Public Transit and Commuter Rail Websites -10 -
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Air Rail Link Best Practices Summary — Methodology

Overview

= The Air Rail Link Best Practlces Summary hlghhghts examples of how Ieadmg ARLs are dlfferentlatmg themselves |n the area of
customer experience
- For this summary, we selected what 1n our opmlon are the top two best practlces for each stage deﬁned in the Customer
Touchpomt Map We based thIS selectlon ona quahtative hlgh level assessment of what was umque mterestmg and lnnovatlve

Air Rail Links Selected for Analysis

e . ¢/ Heathrow Express — London
&’( KLIA Ekspres Train — Kuala Lumpur

EXPRESS RAIL LINK
........

Gautrain — Johannesburg B

s : Arlanda Express — Stockholm
i Rhonexpress — Lyon

U] Airport Express — Hong Kong

B

Examplen of #t s litwayede (1 6f 3

{ises the : Goes iofme‘ Procesds and Purx:hasesa Checks indfor =2 Waits fot the Boaidst i thes fhe ’Lraih Customer:

website;: 5 desired station: navigates: from ficket using.one:: fightatihe ARL: “haininihe ARL deboards: the ‘o Terminal Tat: -experience
brochures and =~ byoneofmany = the armvalpoint ofthe many . slation.and: . lounge, and frainandg s aToropto s factors:that
other pre- available 'means: -atthestalionto. 'available options drops off Gin odenjoysoiin o Hoads/unioads Pearsen; while teach across the
departure of fransport the ARL Lounge/. inadvance,in: - “baggage . amenilies, retail | - baggage : HISing Sevices “entire lifecvclo
information fo 2 : o Terminal 1 dhedpunge; oronm o R options, and ontofoff of ‘such:as WirFi 5
plan frip ‘ board: =iy 3 services . appropriate: and enjoying on
: e s . : | Lavailable © o slorage area ‘board food and

5 i & beverage

*Work completed by Deloitte in December 2011; for the current analysis, the customer
lifecycle was consolidated into nine key touchpoints -12 -
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Examples of best practlces at each touchpomt in the customer Ilfecycle (1 of 3)

DRAFT

Gettmg to & Leavmg the Station

Gettmg to the Lounge f Termmat

Up-to-the-minute information on schedules, key wait
times, service disruptions, and other station activities
through smartphone apps, SMS and twitter enable
travelers to plan their trip from wherever they are

Example ARLs:

il

I MR R

" Airport Express

GAUTRAIN

Henthrow

Shuttle and Limo Pick Up Services

Free shuttle buses from major hotels, railway inter-
changes, and other central locations steer travelers
to the link. Guests that book paid VIP services get
transported to the station in a limo and also receive
porter assistance to the last mile (i.e., from station
curb-side to airport check-in)

Example ARLs:

K % B R
N Alrpanixpress
@M Wm« VAR "zmx

GAUTRAIN ™

Clear and Integrated Wayfinding

Mﬁ"&i’ﬁ%%’i

Iritown Check In

Clear, muiti-lingual, signage with universal
pictograms, integrated with the station design and
consistent with airport design, create a seamless
experience from station to terminal

Example ARLs:

130
o E Alrpart Express
5

e

Social media is leveraged not only to provide quick,
easy to access ARL information, but to also facilitate
transparent two-way communication (e.g., customer
feedback) so that both the customer and ARL service
provider stay informed

Integrated Taxi Pckages

Flat fee taxi and train fare packages or a discounted
train fare (e.g. 50% off) when using a taxi as a
feeder offers an affordable alternative to door-to-
door taxi service

Friendly‘ Qnsite rA/ssistance

Uniformed personnel that are ready at the platform
and throughout the station provide directions,
information and friendly assistance to make the
guest experience faster, easier, and more enjoyable

Example ARLs:
Example ARLs: Example ARLs:
o s Esse < S
GAUTRAIN ExpREss RAL LN @R EBMTR EAPRIESS AL LINK RAPRERS AL LI @mrr
Other Notable Practices: Other Notable Practices: Other Notable Practices:

= Environmental impact information = Free connections to and from Fkhial] = Special needs guests can be
on website NEX the public commuter line @ accqmpanlgd by another guest to .. BN
provide assistance at no extra charge GRS <M/
Sources: Customer Service Call Centres, ARL Websites, Metrolinx, CGA, Deloitte Analysis -13 -

METROLINX
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Check-in & Baggage Drop ‘

Waiting for the Train ’

A simple tap of a pre-paid smart card at the transit
gate automatically deducts payment and reduces the
hassle of tickets, local currency and credit card
processing

Example ARLs:
GAUTRAIN ™ gl o

SXPRESS FAIL LINK
ko i

Py

In City Flight Check-In

ARLs are alleviating traveller stress by partnering
with airlines to provide flight check-in at the train
station, prior to arriving at the airport

Example ARLs:

PRI

by Airport Express

EHMTR

EAPHESS AAR LINK
o g
s

Presenting proof of rail ticket payment allows
passengers to get a discount (e.g., 10%) at
participating retailers in the train station

Example ARLs:

EXPREGS AN LINK
e

Paperless Mobile Ticketing

Customers have an opportunity to purchase
discounted fare and receive tickets to their
smartphone with a readable 2D barcode for a quick,
paperless transaction

Example ARLs:

ARLSs are partnering with airlines to offer baggage
check-in at the train station. Some airlines are
offering baggage delivery services to / from a
specified address for a nominal fee (~$20), which

eliminates baggage handling altogether

Example ARLs:

S

e

Other Notable Practices:
= Free same-day return ticket
= Children ride free on designated

= B

Other Notable Practices:

= Free baggage trolleys

NEX

Real-time FIDS in the Rail Station

Flight Information Display Systems in the station and
on the train provide reassurance that the journey will
be straightforward and that passengers will get to
their flight on time

Example ARLs:

s
Airport Express

Other Notable Practices:

= Tourism brochures at the station Alrporthk
= Real-time train information

dates e (provided by most ARLs) {5‘5}
Sources: Customer Service Call Centres, ARL Websites, Metrolinx, CGA, Deloitte Analysis -14 - METROL'NX

Iy
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Examples of best practices at each touchpoint in the customer lifecycle (3 of 3)

}m%

Boarding / Deboarding the train

Porter Service

Uniformed staff providing free or paid VIP porter
service to / from ARL platforms and the airport
terminal’s check-in area eliminates hassle

Example ARLs:

EXPRESS BAL LMK
pticirdimysuy

st

| e

Advanced Technology / Media Onboard

On Board the Train

Free Wi-Fi, TV monitors, onboard FIDS in real
time, and electrical outlets are all examples of how
ARLs are leveraging technology for passenger
convenience

Example ARLs:

Helttrow

EXPHESS HAIL LINK
e
. rhonexpress r rEx

End-to-End Experienc

Transit flyers on layover can buy an ARL ticket to
travel to the city for a “hop on and hop off’ bus tour
of the city and then be transported back to the
airport for their onward flight, targeting a customer
segment that would otherwise not leave the airport

Example ARLs:

EXPHESS BAL LINK
ot g o

Conveniently Located Airport Platforms

ARLSs routing inbound and outbound trains to the
appropriate arrival and departure levels, and making
stops at each terminal within the airport, minimize a
passenger’s vertical movement and transfer time
between rail link and flight

Exampie ARLs:

Complimentary Snacks

ke

Most ARLs do not provide food and beverage Pui
onboard the train, but a surprise patrol that turns up
now and then with complimentary buns and coffee is

a guaranteed crowd pleaser

Example ARLs:

et

Guaranteed Service Reliability

uality guarantees instill confidence in service reliability
(e.g., nextride free for delays >2 min., 50% refund
for delays >10 min.). Reimbursement of missed
flights due to delayed or cancelled train service
demonstrates an ultimate commitment to service

reliability.
Example ARLs:

_ hEneypreas

Other Notable Practices:
= Recorded welcome messages
delivered by Celebrities

Other Notable Practices:
= Quiet Cars
= Free magazines and newspapers

L Hestbron

Other Notable Practices:

= Alternative transport for those
who miss the last train

= Discounts to tourist attractions

Sources: Customer Service Call Centres, ARL Websites, Metrolinx, CGA, Deloitte Analysis

-15-
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Air Rail Link Landscape Analysis — Methodology

, - Overview v »

= The Air Rall Llnk Landscape Analysrs summarizes the degree to Wthh a select group of seven air rall llnks offer convenlent

 affordable, and efficient services to its customers ~ ~ :

= The analysrs enables a more detalled and granular view, by provrdlng specn‘rc and often quantlﬁed detalls for each service

= lnformatlon was collected through air rail link websrtes thlrd party websrtes customer forums and dlscussmns wrth customer
‘ serwce representatlves (i. e., prlmary research) :

» - ‘ Air Rail Links Selected for Analysis - - »

Hesthvo ) Heathrow Express — London

(( KLIA Ekspres Train — Kuala Lumpur

EXPRESS RAIL LINK

s iAukepiog com

Gautrain — Johannesburg

Rhoénexpress — Lyon

B s _ Airport Express — Hong Kong

Arlanda Express — Stockholm

NEX Narita Express — Tokyo

AR irsra'rviEnl 1
oo | | ] ¥ pamomd | v | oo | B oo | ) gioc | Ayes/no
by | ospped Lomsegmel L 1= i : | question was
asked around
most options
under the
customer
touchpoints, in
order to asses
the current
practices of the
leading ARLs

@
rma

-17 -
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The landscape analysis reveals that current leading ARLs provide services that can
be placed in three categories: Tablestakes, Optional, and Not Common Practice

Most ARLs (i.e., 6-7) are providing these A mix of ARLSs (i.e., 3-5) are providing these Few to no ARLSs (i.e., 0-2) offer these

services to their customers, thereby implying services, implying that they may potentially services, which potentially implies that these
that such offerings are tablestakes that present an opportunity for differentiation in services are operationally difficult to
customers have become accustomed to customer experience implement, have little added value from a
expecting from ARL services customer experience perspective, or are

newly established “cutting edge” services

All ARLs provide a wide  Some ARLs offer Most ARLs do not allow
variety of trip planning  designated drop off / customers to pass
information for their parking spaces at through security and
customers, through stations customs clearance prior
multiple media sources  \phile many ARLs offer to their arrival at the

All ARL city centre advanced ticketing airport

stations are directly options, most do not Most ARLs do not
accessible by public provide onboard ticketing  assign seats on the train
transit (i.e., buses and/or services, and (i.e., first come first serve)
subway) and are easy to approxamately half Most ARLs do not prowde

|almx ARL ch RSt mclue 5 art o?ﬂm isting
proper SigHage an ICKE ilﬁi ractices food and beverage on
wayfinding) Some ARLs provide the train. In fact, manywmmx
All ARI s nrovide onsite enhanced seatina trains nrohibit food and-

MX_ UPE0000752 0019



Air Rail Link Landscape Analysis Summary of Findings (1 of 2)

Customer Touchpoints and Options Heat Maps

B

Information & Planning Getting to the Station

Gefting to the |
ounge / Terminal Ticket Purchase

Ticket Purchase . Airline Check-In and Baggage Drop 5 Waiting for the Train

* All the ARLs that were assessed do not currently have a designaBin5;e or waiting area for their customers. As such, the customer experience is dictated by the amenities and services available to the general public in the city
central station and airport. n. nmn

Legend -19-
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Air Rail Link Landscape Analysis Summary of Findings (2 of 2)

Customer Touchpoints and Options Heat Maps

£
&
o
=
©
=
X
B
'3
o
2
<
o

Boarding / Deboarding the Train

Waiting for the Train

©

Onboard the Train

@
o
&
@
-
@
2
3
w
°
&
u
S
hod
©
e
I

a3 Eﬁe or waiti

-20-

n._0n

ng area for their customers. As such, the customer experience is dictated by the amenities and services available to the general public in the city

MIN\LDS

*All the ARLs that were assessed do not currently have a design

central station and airport.

Legend
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Air Rail Link Landscape Analysis — Information and Planning

Informatmn & Piannmg

Air Rail Link Trip Planmng lnformatlon ARL Informat:on __Information Sources
' Is trip planning information Is specific ARL related information Are there multiple sources where
available to customers online? available to customers online? customers can access ARL
(e.g., ticket prices, schedules)  (e.g., benefits of ARL over other information? (e.g., website,
’ transport) information centre)

‘ Gautr n ‘e ‘ ‘ : - S ‘ ‘ i ‘ 3 ‘ - : ::  . ‘ : i - ’ 5‘.0 ,pu:s.tgmie.rcaré‘
(Johannesburg)‘ o ... ¢ ¢ ¢ cdcenlie -

“Allpr Express ‘ o L - : ‘ . Website, customer call centr
 (Hong KOn‘g‘)‘ .. vy .. - vy g/ customer service booths at stations

Facebook
Twitter, E- o
1. newsletter Mmo..mx

MX_ UPE0000752 0022

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres
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Air Rail Link Landscape Analysis
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Examples of Information Available on Air Rail Link Websites

Eamrn st ST | i Sty

The fastest way between Heathrow Alrport and Ceutral London

Hamme 1 Tiokets B Deals,

& Fravad e EAds doby

s Cuorrent mervies information. 41t services sre samenily nanning naemEily.

ey Jim Faocts & Figures
Facts & Fi i
acte, e « The fastest way detaesn Central Londen and Hestheow Abrport. ! nformatlon on
B
« Central Londoms i Station to Cardrat i 183 i fares and ARL
Just 15 minutes seery 15 minutes, with Termine! 5 tesing e further 4 minutes, t-
imetables
» The fres tracsfer service to Temingl 4. depariing every 15 rinutes, wen be N
samenent in & mintes fom Hisatheo Gl Information for
. 15 Z @i 4
150 Heabwow Evpress servisss ron evary day tourists on
« 18,000 pessenges deiy. . .
interesting

Canried over B4 miltion people sinte teundt in Juns TE9E.

.

places to visit
and how to get

« Single tidiets in Express cless cost £16.50 online, Retums fidets cost £32.00
seuing passengers £4

« Fist trein company o taunch e-ticketing 35 that tustamers den buy tiskets
ontine, Thay tnen ressive & barcode either vie smell of dire fo @ mobite there
phone fhat can fhen be scanned on the irsin
o BE% ralisbility
v 7% repsat trevel reting
%
BB recommEnd us o collesguss end fiends Th
» 929% ovarsll safisfaction in ihe latest indepandent atioral Passenger Survey E
2090, which makss Heathrow Expracs one of the top 3 scorars o
o Trains nave saved encugh ensigy it the past decsde o have boliss 400 e
miitfion ketites. ki
el
+ Heathrow Exprass has seved 204 million kg of carbon smissions since laumch
s 8 5 ; esrson emisions o s
ALY i -
Bafations i EE R AR & (e
= Linksto
' : R i . : T bt x | S : romotions and
N'EX provides direct access p
Betwenn Navits Alkpart and majoy Wiban stations, 277 2 2 % G I e ; i ¢ offers, mc(udmg
Tk, Shisssnata. SAH A, SIS, NGBS WO PRI ] o o . di ted
- : " . ; . . . . G iscounte

online ticketing
and discounted
taxi feeders

B o Sorschin

= Links to detailed
information on
amenities and
services

i froms Msrita Airport to Tokyn

e e Yok sy
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Air Rail Link Landscape AnaIySIS Getting to the Station

Gemng to th&gtatlon o — }

Air Rail Link . Drop Off ’ Parkmg ’ Pubhc Transit Pick Up Service
Is there a designated drop Is parking available for  Are the stations directly Are pick up services
off area at the end point customers at the stations?  accessible by public available for customers
stations? transit? (e.g., shuttle, taxi, limo)?

W ahnesburg)

~_ Airport Express
~ (Hong Kong)

bus & paid
VIP limo
service .

_o4. METROL!NX

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres
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: Adrport
. A Terminal2
= |{nteractive map ol Oshisge i Sta.
allows customers — oy (Terminal 23

to leam more
about individual
stations and train : : ; s
schedules 3 : CUBR MU SLL G A B R,
= Includes a trip : 5 / ;
planner to help

customers plan

Marita
Pirport Sta.
{Terminal 1}

their trips b 2 : g ;
X p y. (R ; . Hareia Alnport
selecting their i ST : A g A o
boarding and ’ :
debpardmg Skyliner I Marits Express i Lines
stations
Marita BICY ACCESS Line AR Ling 000 s e meesw v ey Line
o Wained Main Line Toloyo Worarail

Sy RO TR Dosecat:

= Interactive map allows
customers to learn
more about individual
stations

-25- METROLINX
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Air Rail Link Landscape AnaIyS|s Getting to the Lounge / Terminal

"E‘“’

Gettmg to the Loungel Te_[m‘ma! . .

Air Rail Link Wayfmdmg
Is adequate signage (i.e., amount and clarity) available for customers to find their desired destinations (e.q.,
lounge, terminal, platform)?

(Johannesburg)

_ Airport Express
_ (Hong Kong)

'Ara aExpres ‘
(Stockhelm)

-26- METROLINX

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres
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i flgrabergsviadukten gl

= Signage on the ground
at ARL platform

| (REIZRT
NEX Narita Express

Stockholm Tokyo %

_27- METROLINX
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Air Rail Link Landscape AnaIyS|s Ticket Purchase (1 of 2)

Ticket Purchase e

Air Rail Link Advanced Tlcket Purchase On Slte Tlcket Purchase Onboard Ticket Purchase
Do customers have the optionto Do cuystomers have the optionto Do customers have the option to
purchase their ticket online in purchase tickets in the airport / purchase tickets onboard?
advance of their trip? train station?

- Gautrain ‘
~(Johannesburg) -

(Hong Kong)

_ Arlanda Express
e ‘(Stockholm) .

_28- METROL!NX

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres

MX_ UPE0000752 0029



Air Rail Link Landscape AnaIyS|s Ticket Purchase (2 of 2)

_ DRAFT

Air Rail Link Tlcket Optlons (Form : Rates* , . Terms .
’ , - ’ Factor)  What are the adult ticket Does the ticket have an
_Is there an electronic  rates? Whatdiscount 2= expiry date?
ticketing option available?  ates are available? .

‘Gautrain .- . ‘ .
(Johannesburg) L x Contactless ‘Gold Qa(d” : On}eWay‘:‘$14;OQj‘$16.50" =

Alrport Express . Purchase online and prck upgnte Wa§2§101060 $13 00
 (Hong Kong) - x: atstation - QI seo R .

,randa xpress‘

(Stockholm) - _,$3’.754‘0d -

*All rates are rounded approximations expressed in CAD

-29-

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres

. Payment Options |
Are diverse payment
options available to

_customers (cash, debit,

. credit, efc.)?

o
W

METROL!NX

MX_ UPE0000752 0030



Ticket Purchase

Examples

e

= Paperiess mobile
ticketing

-30- METROLINX
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Air Rail Link Landscape Analysis — Airline Check-In and Baggage Drop

Air Rail Link Airline Check-In Baggage Security and Customs
Can customers check-in to their Can customers check-in their __Can customers pass through
flight at the station prior to arriving baggage at the station prior to  security and customs at the station
at the airport? arriving at the airport? prior to arriving at the airport?

~ Gautrain
 (Johannesburg)

AirportExpress  saiconmirmecaey g

- (Hgng Kong)

- Pacific Airways, Hong Kong Aitlines,
- Qantas Airways, efc e

: Arland Express . :‘Norvv‘eéi‘ér}}AE:r‘liﬁe‘s,;Fihna‘ir, Héga:
: : (Stockholm) S i o K t‘?n‘” = Shaand e

Lo
W
Z31- METROLINX
Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres i
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= Flight and baggage
check-in at train
station

Stockholm METROLINX

b g
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Air Rail Link Landscape Analysis — Boarding / Deboarding the Train (1 of 2)

) - Boarding/De?oarding the Tra‘in )
Air Rail Link } Getting to the ~ Waitingonthe  Getting on / off the
» » System Platform Platform Train
Is there a proof of Is the platform easily Is train arrival information Is a welcome / goodbye
payment system in place accessible? (e.g., provided while waiting on message announced on
onboard? (e.g., conductor  escalator, ramp) __ the platform? _ the train?
i check)

rt Express
ke

attendant
checks
|
tickets _33- METROLINX
Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres oo i

~m b n
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Air Rail Link Bagg Seating
Is onboard luggage storage available for customers? Is seating assigned?

(e.g., overhead space, luggage racks)

_ ArandaExpress

-34 -

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres
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Air Rail Link Landscape Analysis — Onboard the Train (1 of 2)

Air Ralil Link Train Comfort* Tram Amemtles Retall and Services Food and Beverage
Do train seats provide Is Wi-Fi available onboard Can customers make Is food and beverage
superior comfort? the train? purchases onboard the offered onboard the train?
» train?

‘ Gautrain .
"(Johannesburg)? -

_ Arlanda Expres ‘ -

Lo
* Superior comfort was assessed by comparing seating on existing modes of public transportation (e.g., subway to the airport) to seating comfort on the ARL. '\.,w}/

_36- METROL!NX

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres
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Onboard the Train

Travel Information  Tourism Information Entertainment Media for Information
Are FIDS available Is tourism information Is entertainment available and Entertainment
onboard the train? available onboard the onboard the train? (e.g., Is there a PA or other

v train? (e.qg., brochures) seat-back televisions, announcement system

magazines) _onboard the train?

‘ _ Gautrain -
~ (Johannesburg)

~ ort Express
. (HongKong)

nda Express
" Gtocinom)

-37-

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres
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rpoaes Only

Johannesburg
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Air Rail Link Landscape AnaIyS|s End-to-End Experlence (1 of 2)

WJ
End to- End Expenence

Air Rail Link Customer Serv:ce Customer Servuce ’ Customer Service Languages
- = Staff ~_ Channels Policies Is information available in
_Is there adedicated  Are there multiple Are customer service call multiple languages?
__customer service staff for customer service _centres availableto ' ‘ .
_ thetrain? , channels? customers 24/7?

fax, mail time)
4

_39. METROL!NX

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres
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Air Rail Link Landscape AnaIySIS End-to-End Experlence (2 of 2)

‘WJ

End ta End Expenence

~ Air Rail Link ~ loyalty . , Partnershups and . Security
, Is there a loyalty / rewards program Sponsorships Are there security mechanisms In
__available to customers? Are there advertisements in the Place on the train / in the stations?

station or onboard the train?  (e.9., security guards, surveillance
. . cameras)

station retail regularly
outlets patrolled by
police

2417 CCTVMmoumx

MX_ UPE0000752 0041
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Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres




Sie snarcy She

Information on
ARL websites
are made
available in
multiple
languages

Exp

e
L
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Appendix:
Air Rail Link Customer Demand Analysis
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Transportation Market Assessment Key Findings — Current State

. Traveller Profile . ~ Travel Behaviour
= Average traveller age is 40 years Average of 3 times / year
= Average age of a Pearson employee is 43
years

Dem ogra hl S ,\ » Male to Female Ratio is 46/57 for GTHA
. gr p residents, 59/41 for visitors', and 73/27 for
~ Pearson employees

= 53% of GTHA residents are married

= 23% of GTHA residents have kids

69% of GTHA residents check in 1 bag, 75% of
them carry on 1 piece of luggage

Visitors generally check fewer bags

For GTHA residents, business travellers travel
within Canada and to / from the US, while 75%
of non-business travellers travel to international

= Survey was designed to match GTAA ! _ ]
locations (including US)

segments, where the business travellers
segment was selected to be ~30% of the total
sample size 0f 4,150

— More likely to be male
— More likely to be married and have children
— More likely to have higher incomes

— Have flown out of Pearson an average of 5-
6 times per year (2 times for a non-
business travelier)

For GTHA residents, 59% of business travellers
and 24% of non-business travellers travel on
their own

For visitors, 73% of business travellers and
47% of non-business travellers travel on their
own

_ GTHAResidents

= Travel to / and from their home = Non-business travellers tend to have = 68% drive themselves to / from the airport —

» Tend to get to and from the airport via limo someone pick them up / drop them off at the majority of the remaining employees
/ taxi / someone else driving the airport use the TTC (20%)
= Spend slightly more than $40 on average = Business travellers are most likely to take a = 94% use the same method of

for a one way trip to / from the airport taxi (29%) and / or limo service (24%) transportation to get to and from the airport
= Most dislike traffic jams

Source: Northstar Consulting Market Assessment Study, n=4,150. Survey conducted in August 2011. fm\
'Visitors are all non-Ontario residents N
_43 - METROLINX
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Transportation Market Assessment Key Findings — Future State

.~ KeyFindings ~ Implications
» Awareness is very high, with 65% of GTHA residents and 85% of Pearson = Metrolinx needs to keep up the positive
employees aware of the ARL project : momentum that has been built around the

high awareness and appeal of the ARL as
a service that will benefit the individual, the
city, and the airport

= 65% of GTHA travellers and 62% of visitors would probably / definitely take the
ARL

~ Perception

Most interested GTHA residents are younger and/or live in the downtown area

= Seen as modern, comfortable, able to improve the image of Pearson and Toronto

Exclusion per Committee Direction

= Most popular amenities were: onboard washrooms, free Wi-Fi, large luggage : = The most important amenities have the
racks, onboard flight information display screens, and loyalty programs ; potential to increase ARL ridership, and it
will be important to communicate their

= Amenities have potential to increase ridership significantly (i.e., not just “nice to availability to travellers

have”

= Self service ticketing is more important than staff facilities

=  Only 28% of GTHA residents (particularly business travellers), and 32% of = Speed and convenience are important
visitors would prefer their current method of transportation to the ARL ‘ attributes to communicate and promote, to
encourage riders to switch from their

= 39% of Pearson employees prefer their current method of transportation to the current methods

ARL

There is a ready appetite for a Toronto ARL service that provides the desired amenities at a price point that is

accessible to the majority of potential riders an
W
-44 - METROLINX

Source: Northstar Consulting Market Assessment Study, n=4,150. Survey conducted in August 2011.
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