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DRAFT 

Document Background, Context and Purpose 

I 
• 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 

Background and Conte 

Document Purpos I 
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 iifecycle 

A 
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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 
UlSJll! 

MP • 
JS. 

An Air Rail Link in Toronto 

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 

In 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 

Advantages of Air Rail Links Over Other Modes of Transportation 

Faster 

More reliable 
and convenient 

Enhanced 
Customer 

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 
PrfeNESSMg'icSfiSfol&m SS&Me times 

roor; 

Source: Railway-Technolog.com, Deloitte Analysis 

Wide arr&y of amenities are available (e.g., Wi-Fi, television screens 
display weather and news, FIDS, onboard washrooms) 

s Tend to adopt a 'customer first' attitude, while other modes of 
transport tend to provide arlagnostic customer experience (e.g., 

A 
WSETWOLINX 
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There are a variety of transportation options between Toronto Pearson and 
Downtown, each option offering a unique value proposition 

DRAFT 

Travel Method Value Proposition Trip Duration I Frequency Price* 

••1BI 
Airport Limo 

Taxi 

Shuttle Bus 
1 .• Airport Express 

TTC + GO 
Subway and Go 

Bus 

TTC 
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 piug-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. 

Jfix 
'One way, Adult, From Union Station to Pearson Airport X/" 

_ R _ 
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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 airport 

tiated from other trains th 

Leading Air Rail Links Other Commuter and Metro Trains 

Ll 
/ 

Fast 

Convenient 

Comfortable 

Amenities 

Leading ARLs are characterized by fast, 
convenient, comfortable service, often providing 
valued amenities and services beyond the typical 

commuter or metro rail experience 

Tend to be high speed trains 
that move at a faster speed 
fMr^SS1 
and from airport terminals to 

(e.g., more 

iSitla!# (e.g., Wi-Fi, 
television sere 

Affordable 

Slower 

Less 
Comfortable 

Lack of 
Amenities 

0:.:n;j.arc-lcr ARLs Included in this Analys i> 

Metrolinx is seekir^o^fevislp 
ARLs to help infd"r^FiMurrent^Shh4rMWiye^t'in cl 

onboard washroom 
Heathrow Express - London 
Best Rail Operator - 2011 Business 

TS) 

ustomer experience; this docu 
Stomer experience 

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 

Usually cheaper than 
differentiated ARLs 
Oflweatisdicielteobsl/inid part 
ofca-eih^ ipeildl isttnasis it 

ffig 
train lines, or 

of 
ent reviews the best practices qf seven leading 

GAUTRAIN 

Travel Awards 

Gautrain - Johannesburg 
2010 winner of best New Service 
initiative - Global AirRail Award 

Rhonexpress - Lyon 
Finalist in New Service of the 
Year 2011- Global AirRail Award 

EXPRESS RAIL LINK 

KLIA Ekspres Train - Kuala Lump 
Winner of Best Customer Service- Global 
AirRail Award 

Arlanda Express - Stockholm 
Winner Train design of the year 2011-
Global AirRail Award 

ment reviews tne oest practices qr seven ieac transporting people from 
station to station 

mmmm 
Airport Express 

€3MTR 

NT EX 

Hong Kong 
Finalist in Best AirRail Link & 
Winner of partnership of the year - Global 
AirRail Award 

Narita Express - Tokyo 
Best Japanese Train of the Year 2010 

Sources; International Air Rail Organization, Metrolinx, CGA, Deloitte Analysis Notes; 1Some airports have rail links from more than one city or region via different service providers 

A 
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f-'or Discussion Pia'pHus Omv 

Key Facts of Comparator ARLs (1 of 2) 

Heathrow Express • Trip Time: 15 mins - 27 mins (depending on 
terminal) 

• Frequency: Every 15 mins 
• Number of Stops: 2* 
• Hours of Operation: 5:10am- 11:42pm 

Gautrain 

GAUTRAIN 

Trip Time: 15 mins (9 mins to Marlboro) 
Frequency: Every 12 mins (peak); 20-30 mins 
(off-peak) 
Number of Stops: 3* 
Hours of Operation: 5:30am - 8:30pm 

• Privately-owned 
• Owned by Heathrow Express Operating Authority (wholly 

owned subsidiary of BAA) 

Public Private Partnership 
Owned by Guateng Provincial Government & Bombela 
Gautrain Management Agency (Provincial government 
agency reporting to the Guateng MEC for Roads and 
Transport) 

• Trip Time: 29 mins 
Rhonexpress • Frequency: Every 15 mins (peak); 30 mins (off-

peak) 

I A Number of Stops: 4* 
:• Hours of Operation: 5am - 12am 

Airport Express 

(SgfSilttt* 
Airport Express 

KLIA Ekspres 

< 

Trip Time: 24 mins 
Frequency: Every 10 mins 
Number of Stops: 5* 
Hours of Operation: 5:50am- 1:15am 

Trip Time: 28 mins 
Frequency: Every 15 mins (peak); 20 mins (off-
peak) 
Number of Stops: 2* 
Hours of Operation: 4:33am - 1:03am 

Public Private Partnership 
Conseil general of the Rhone & Rhonexpress (6 companies 
including, VINCI, Veolia, Vossloh, Cegelec, Caisse des 
depots) 

Public and Private Ownership 
Owned by Hong Kong Special Administrative Region 
Government (77%), private investors traded on Hong Kong 
Stock Exchange (23%) 

Build-Operate-T ransfer 
Operated by Express Rail Link Sdn. Bhd. - owned by YTL 
Corporate Berhad (50%), Lembaga Tabung Haji Bhd 
(40%), Trisilco Equity (10%) 
30-year concession to Express Rail Link Sdn Bhd 

'Number of stops includes point of embarkment and airport terminal A 
Mutual mK 
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f-'or Discussion Pia'pHus Omv 

Key Facts of Comparator ARLs (2 of 2) 

Arlanda Express 

Narita Express 

NEX 

Trip Time: 20 mins 
Frequency: Every 9 mins (peak); 15/30 
mins (off-peak / iate evening) 
Number of Stops: 2* 
Hours of Operation: 4:35am - 12:35am 

Trip Time: 53-59 mins 
Frequency: 12 mins (peak); 30 or 60 mins 
(off-peak) 
Number of Stops: 5-12* (depending on 
schedule) 
Hours of Operation: 5:14am - 9:14pm 

• Public Private Partnership 
• A-Train AB, 'Finance, Build, and Operate' company (5 

companies: NCC, Siab, Vattenfall, Mowlem and ALSTON) 
• Planned/constructed & owns/operates Arlanda, railway 

facilities transferred to Swedish government in lieu of 45 year 
exclusive concession 

• Privately-owned (privatized in 1987) 
• Owned and operated by JR East 

'Number of stops includes point of embarkment and airport terminal A 
Mutual mK 
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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 

i 
Pricing Advanced Ticket Purchase 

and 
Ticketi Onboard Ticket Purchase 

ng 
Loyalty Program 

ConvenPickup Service 
ience 

Parking at Stations 

In-Town Airline Check-In (without baggage drop) 

In-Town Airline Check-In (with baggage drop) 

ComforLounge at the Station 
t 

Luggage Storage on the Train 

Comfortable Seating on the Train 

Washrooms on the Train 

AmenitiWi-Fi on the Train 
es 

Food and Beverage on the Train 

FIDS on the Train 

Entertainment on the Train (e.g., TVs, magazines, etc. 

I Toronto ARL1 Leadina Global ARLs2 Commuter Trains3 

TBD 

TBD 

1 - Toronto ARL ratings are based on current working assumptions that are not finalized 
2 - Leading Global ARLs analyzed include Heathrow Express, Gautrain, Rhonexpress, Airport Express, Narita 
Express, Arlanda Express, and KLIA Express 
3 - Commuter Trains ratings are based on typical commuter services 

Legend for Differentiators of 
Leading Global ARLs 

All or Majority of ARLs 

Some ARLs 

No or Minority of ARLs 
A 

W^fkOl IMX 

MX UPE0000752.0010 



DRAFT 

The Metrolinx Air Rail Link will be the leading airport rail service in North America 
Less than half of the 20 largest U.S. airports have rail services from city centres, all of which are metro or commuter trains 

with limited or no amenities onboard for their passenge 

Metrolinx ARL 

a •: Seattle Sound Transit 
. rport: Seattle (SEA) 

are: $2.75 
rip Time: 37 min. 
of Stops: 11 
ype: Light Rail 
of Transfers: 0 
menities: Free Wi-Fi 

NY MTA + AirTrain JFK 
Airport: New York (JFK) 
Fare: $13.00 
Trip Time: 50 min. 
# of Stops: 25 
Type: Commuter 
# of Transfers: 1 
Amenities: None 

z 
Minneapolis Metro Transit 
Airport: Minneapolis (MSP) 
Fare: $2.25 
Trip Time: 28 min. 
# of Stops: 5 
Type: Light Raii 
# of Transfers: 0 
Amenities: None 

b 
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. 
Virport: Chicago (ORD) 
:are: $2.50 
Trip Time: 45 min. 
t of Stops: 15 
Type: Metro 
t of Transfers: 0 
\menities: None 

Southeastern Pennsylvania 
Transport Authority 

c Virport: Philadelphia (PHL) 
* * "are: $7.00 

rip Time: 25 min. 
of Stops: 2 
ype: Metro 
of Transfers: 0 
menities: 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 

NJ Transit + AirTrain 
Newark 
Airport: Newark (EWR) 

i Fare: $11.00 
Trip Time:15 min. (NJ); 
30 min. (NY) 

:# of Stops: 1 (NJ); 3 (NY) 
! Type: Commuter + AirTrain 
# of Transfers: 1 
Amenities: None 

Massachusetts Bay 
Transportation Auth. 
Airport: Boston (BOS) 
=are: $2.00 
"rip Time: 45 min. 
3 of Stops: 7 
Type: Metro (+bus) 
# of Transfers: 3 
Amenities: None 

i/Vashington MATA 
Airport: D.C (DCA) 
rare: $1.85 
Trip Time: 27 min. 

\ £ of Stops: 11 
Type; Metro 

Ip of Transfers: 1 
nities: None 

Metropolitan Atlanta 
Rapid Transport Auth. 
Airport: Atlanta (ATL) 
"are: $2.50 
Frip Time: 20 min. 

of Stops: 7 
ype: Metro 
of Transfers: 0 
menities: None 

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

Sources: USA Today, Respective Public Transit and Commuter Rail Websites -10- W^fkOimK 
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Air Rail Link Best Practices Summary 
Methodology and Analysis 
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f-'or Discussion Pia'pHus Omv 

Air Rail Link Best Practices Summary - Methodology 

Overview 1 
The Air Rail Link Best Practices Summary highlights examples of how leading ARLs are differentiating themselves in the area of 
customer experience 
For this summary, we selected what, in our opinion, are the top two best practices for each stage defined in the Customer 
Touchpoint Map.1 We based this selection on a qualitative high level assessment of what was unique, interesting and innovative 

Air Rail Links Selected for Analysis 

Heathrow Express - London 

G*UTRA|N^ Gautrain - Johannesburg 

Rhonexpress - Lyon 

1 
Airport Express - Hong Kong 

< 
EXPRESS RAIL LINK 

KLIA Ekspres Train - Kuala Lumpur 

Arlanda Express - Stockholm 

NrEX Narita Express - Tokyo 

Best Practices Summarized Across Each Customer Touchpoi 1 

r--

1 " L 
Uses the 
website, 
brochures, and 
other pre-
departure 
information to 
plan trip 

Goes to the 
desired station 
by one of many 
available means 
of transport 

Proceeds and 
navigates :from 
the arrival point 
at the station to 
the ARL Lounge/ 

: 

Purchases a 
ticket using one 
of the many 
available options 
in advance, in 
the lounge, or on 

Checks in for 
flight at the ARL 
station and 
drops off 
baggage 

Waits for the 
train in the ARL 
lounge, and 
enjoys 
amenities, retail 
options, and 
services : 
€3 «Q ifoMit? 

: 

Boards/ 
deboards the 
train and 
loads/unloads 

o 

onto/off of 
appropriate 
storage area 

Rides the train 
to Terminal 1 at 
Toronto 
Pearson, while 
using services 
such as Wi-Fi 
and enjoying on 
board food and 
beverage 

Customer 

factors that 
reach across the 
entire iifecycle 

1Work completed by Deloitte in December 2011; for the current analysis, the customer 
Iifecycle was consolidated into nine key touchpoints 12 

A 
W^fkOimK 
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f-'or Discussion Pia'pHus Omv 

Examples of best practices at each touchpoint in the customer lifecycle (1 of 3) 

T 
Real-Time Information on the Go 

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; 

Customer Interaction Via Social Media 

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 

Example ARLs: 

• ( m mmmm 
Ai!p.>rtE»pr«s 

EJCPPffiSHS HAfL um 

Other Notable Practices: 
• Environmental impact information 

on website N'EX 

Shuttle and Limo Pick Up Services 

*i * 

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: 

Integrated Taxi Packages 

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 

Example ARLs: 
esmmss 
br­

other Notable Practices: 
• Free connections to and from 

the public commuter line 

Clear and Integrated Wayfinding 
em 

Clear, multi-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: 

Friendly Onsite Assistance 

b M 
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: 

Other Notable Practices: 
• Special needs guests can be 

accompanied by another guest to 
provide assistance at no extra charge 

Sources: Customer Service Call Centres, ARL Websites, Metrolinx, CGA, Deloitte Analysis 13 12VOLINX 

MX UPE0000752.0014 



DRAFT 
For Discussion Purposes Omv 

Examples of best practices at each touchpoint in the customer lifecycle (2 of 3) 

1 

Contactless Smart Card Payment 

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: 

In City Flight Check-In 

Him 
HQi 

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: 

m mmmm 
©MTR 

L 

Discounts at Station Retailers 

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

Example ARLs: 

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: 

Baggage Check-In and Delivery 

ARLs 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: 

» < NEX 
©MTR »»%ggMimUNK 

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: 

Other Notable Practices: Other Notable Practices: Other Notable Practices: . . , 
• Free same-day return ticket • Free baggage trolleys _ w#l * Tourism brochures at the station Airport LI HK 
• Children ride free on designated ©Mm • Real-time train information 

dates " ' (provided by most ARLs) 
Sources: Customer Service Call Centres, ARL Websites, Metrolinx, CGA, Deloitte Analysis -14- ME f 2VOLINX 
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f-'or Discussion Pia'pHus Omv 

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

ft 
Porter Service 

m 
Advanced Technology I Media Onboard 

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: 
< 

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; 

N'EX 

Sightseeing Package 

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; 

Conveniently Located Airport Platforms 

x """ 
•n* , M-A- t 

ARLs 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 

r#r:: a 
Example ARLs; 

C2S5S2 f 

Complimentary Snacks Guaranteed Service Reliability 
m 

'5 
Most ARLs do not provide food and beverage 
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; 

Punctuality guarantees instill confidence in service reliability 
(e.g., next ride 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; 

Other Notable Practices; 
• Recorded welcome messages 

delivered by Celebrities 

Other Notable Practices; 
• Quiet Cars 
• Free magazines and newspapers •r 

Sources: Customer Service Call Centres, ARL Websites, Metrolinx, CGA, Deloitte Analysis 15 

Other Notable Practices; 
• Alternative transport for those 

who miss the last train 
• Discounts to tourist attractions 

ess,« 
4 4X VTS 
METROLINX 
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Air Rail Link Landscape Analysis 
Methodology 
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Air Rail Link Landscape Analysis - Methodology 

Overview 

The Air Rail Link Landscape Analysis summarizes the degree to which a select group of seven air rail links offer convenient, 
affordable, and efficient services to its customers 
The analysis enables a more detailed and granular view, by providing specific, and often quantified, details for each service 
Information was collected through air rail link websites, third-party websites, customer forums, and discussions with customer 
service representatives (i.e., primary research) 

Air Rail Links Selected for Analysis 

| Heathrow Express - London 

GAUTRAIN Gautrain - Johannesburg 

Rhonexpress - Lyon 

< 
EXPRESS RAIL LINK 

Arlaiui 

msgsss N' 

KLIA Ekspres Train - Kuala Lumpur 

Arlanda Express - Stockholm 

Narita Express - Tokyo 
Airport Express - Hong Kong 

•iMMiir-i 

J 

I 

I 
Ail Rail Link Landscape Analysis Siimmaiy M Fin.MILS (1 of 2) 

A yes / no 
question was 
asked around 
most options 
under the 
customer 
touchpoints, in 
order to asses 
the current 
practices of the 
leading ARLs 

A 

UPE0000752.0018 
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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 
services to their customers, thereby implying 

that such offerings are tablestakes that 
customers have become accustomed to 

expecting from ARL services 

n Practic • 
A mix of ARLs (i.e., 3-5) are providing these 
services, implying that they may potentially 
present an opportunity for differentiation in 

customer experience 

Few to no ARLs (i.e., 0-2) offer these 
services, which potentially implies that these 

services are operationally difficult to 
implement, have little added value from a 
customer experience perspective, or are 
newly established "cutting edge" services 

All ARLs provide a wide 
variety of trip planning 
information for their 
customers, through 
multiple media sources 
All ARL city centre 
stations are directly 
accessible by public 
transit (i.e., buses and/or 
subway), and are easy to 
nov/inotck +hrrvi inh (\ o.... 

Some ARLs offer 
designated drop off / 
parking spaces at 
stations 
While many ARLs offer 
advanced ticketing 
options, most do not 
provide onboard ticketing 
services, and 
approximately half 

v i ̂  ui i W (. 

The services that the Metro proper signage ana 
I 

letrolinx ARL ch ises tp include as part of its customer 
f^flPAwVactices 

Most ARLs do not allow 
customers to pass 
through security and 
customs clearance prior 
to their arrival at the 
airport 
Most ARLs do not 
assign seats on the train 
(i.e., first come first serve) 
Most ARLs do not provide 

food and beverage on 
wayfinding) Some ARLs provide 
All ARI s nrnvide onsite enhanced seatina 

/»*v. the train. In fact, many, 
trains nrnhihit fond and 

MX UPE0000752.0019 
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f-'or Discussion Purposes Omv 

Air Rail Link Landscape Analysis Summary of Findings (1 of 2) 
ustomer Touchpoints and Options Heat Maps 

Information & Planning Getting to the Station 
3etting"tt 
imge I Tc et Purchase 
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* All the ARLs that were assessed do not currently have a designat«Upfrtae 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. r\ rx AW > \J~Z- : 
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Air Rail Link Landscape Analysis Summary of Findings (2 of 2) 
Customer Touchpoints and Options Heat Maps J 

Waiting for the Train 
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Boarding I Deboarding the Train 
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Air Rail Link Landscape Analysis - Information and Planning 

Heathrow Express 
(London) 

Gautrain 
(Johannesburg) 

Rhonexpress 
(Lyon) 

Airport Express 
(Hong Kong) 

Narita Express 
(Tokyo) 

Arlanda Express 
(Stockholm) 

KLIA Ekspres 
(Kuala Lumpur) 

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

Website, mobile site, customer cai 
cai! centre 
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Website, customer cail centre, 
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East service centres at stations 

Website, 
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Facebook, 
Twitter, E-
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Air Rail Link Landscape Analysis 
Detailed Analysis 
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Examples of Information Available on Air Rail Link Websites 
O M I U MT* OS 

Facts & Figures 

- Heatnrcvr i 

inro# Cent-aS Terminals 1 & 3 

£16 50 online. 

97% repeal tr»v 

information on 
fares and ARL 
timetables 
Information for 
tourists on 
interesting 
piaces to visit 
and how to get 
there 

2010. whicn < 

enough energy 

N EX provides direct access 

* X ) WM 

a 

Links to 
promotions and 
offers, including 
discounted 
online ticketing 
and discounted 
taxi feeders 

Links to detailed 
information on 
amenities and 
services 
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Air Rail Link Landscape Analysis - Getting to the Station • 
Heathrow Express 

(London) 

Gautrain 
(Johannesburg) 

Rhonexpress 
(Lyon) 

Airport Express 
(Hong Kong) 

Narita Express 
(Tokyo) 

Arlanda Express 
(Stockholm) 

KLIA Ekspres 
(Kuala Lumpur) 

-24 
Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres 

Paid 
shuttle 
1501? 
shuttle 
bus 
Free 
shuttle 
bus & 

^ connector 
train 
Free 
Shuttle 
bus & paid 
VIP limo 
service 
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Examples of Maps of ARL Stations Linked to City Public Transit 

Interactive map 
allows customers 
to leam more 
about individual 
stations and train 
schedules 
Includes a trip 
planner to help 
customers plan 
their trips by 
selecting their 
boarding and 
deboarding 
stations 

:J * 

Br/; 

Nippori 

Uertfflj 

AMftafcaraV"'* Aaaku 

Tokyo Airport St 
(Terminal 

Skyliner 

Narita SKY ACCESS Line 

Keise> Mam Line 

Narita Express 

Tokyo Monorail 

Toei-Aeakusa Line 

Keikyu Un® 

ss - Hong Kong Narita Express - Tokyo i 

interactive map allows 
customers to learn 
more about individual 
stations 

Gautrain - Johannesbur 
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Air Rail Link Landscape Analysis - Getting to the Lounge / Terminal 

Heathrow Express 
(London) 

Gautrain 
(Johannesburg) 

Rhonexpress 
(Lyon) 

Airport Express 
(Hong Kong) 

Narita Express 
(Tokyo) 

Arlanda Express 
(Stockholm) 

KLIA Ekspres 
(Kuala Lumpur) 

A 
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Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres 
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Gcttina to the Louncic Tormin;il 

Examples of Wayfinding Across the Leading Air Rail Links 

U 

SBBM ••BBSi 
Airport Express Line - Hong 
KOTT*888 

J m m mam • -J*—^ 1 

1 lg*Ill» •liMiiBHB 

mm* •§• 
iilil ||| • 

||fl 
•• IHH 

Gautrain -
signage on tne c 
at ARL piatform 

?£ 
m 

~<l$B3XOZ7L>Z 
MBt Narita Express '. 

Arlanda Express -
Stockholm 

Heathrow Express - London Narita Express -

27 
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Air Rail Link Landscape Analysis - Ticket Purchase (1 of 2) 

Heathrow Express 
(London) 

Gautrain 
(Johannesburg) 

Rhonexpress 
(Lyon) 

Airport Express 
(Hong Kong) 

Narita Express 
(Tokyo) 

Arlanda Express 
(Stockholm) 

KLIA Ekspres 
(Kuala Lumpur) 

A 
.28- MViumm?. 

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres 
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Air Rail Link Landscape Analysis - Ticket Purchase (2 of 2) 

Rat 
'hat are the adult ticki 
rates? What discount 

Payment Options 
Are diverse payment 
options available to 

Heathrow Express 
(London) 

Gautrain 
(Johannesburg) 

Rhonexpress 
(Lyon) 

Airport Express 
(Hong Kong) 

Narita Express 
(Tokyo) 

Arlanda Express 
(Stockholm) 

KLIA Ekspres 
(Kuala Lumpur) 

Smartphone mobile ticketing One Way: S28.50 - $30.00 
(2D Code) Return: $54.00 
E-tickets sent via email Carnet(11 trips + 1 free): $313.00 

itless "Gold Ca One Wav: $14.00 - $16.5( 

E-tickets sent via email One Way: $17.00 - $18.00 
Can present credit card or e-Return: $30.50 
ticket with barcode 6 trips: $87.00 

Purchase online and pick uf: 
at station 

Reserve online and oic 
at station 

One Way: $11.60- $13.00 
Return: $23.00 
Group of 2- 4: $20.50 - $32.00 

One Wav: $38.00 

E-tickets sent via email One Way: $42.00 
Can present credit card as a 10 tickets: $390.50 
proof of purchase 12 month unlimited pass: $3,754.00 

E-ticketw 
via email 

One Way: $11.50 
Return: $23.00 
Easv Card (10 trio 6.00 

3 days 
from 
purchase 
4§te 
minutes 
Sftdayfte 

<1® 
<si?y 
ed 

Credit 
cards. 
&5B# 

i@old 

SSSfft 
cards. 
Ssirt* 
cards, 
cash 

* All rates are rounded approximations expressed in CAD 

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres 
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Examples of Ticket Points of Sale Across Leading Air Rail Links 

mm mMtm 
Wm •— —* 

•si 

Mji 
WowrF 

iiJ 
Paperies: 
ticketing 

VP 

•111 
l^Bifiii 

* ""T'l flh, Jfpm 

wmmmmmmmmmtzain 
RBHM 

iB«WmWff^;i;wgg=a 

s=r . ~-
S Hi 

I JflvWiiri 

* Arlanda Express -

aiiiw 

Airport Express - Hong Ko 

•HI •• 
sa?: Mn&m* -awa^HB • •••••kMi 

I5=CT 

KLIA Ekspres - Kuala Lump; 
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Air Rail Link Landscape Analysis - Airline Check-In and Baggage Drop 

Heathrow Express .. „ . ^ ~ Air Canada. Air France, KLM. 
(London) American Airlines. Continental 

" Airlines. United Airlines, etc. 

Gautrain 
(Johannesburg) 

Rhonexpress 
(Lyon) 

Airport Express Air canaaa. Ai 
(Hong Kong) = Ah..;..- h . K -. A. 

Qantas Airways, etc. 

Narita Express 
(Tokyo) 

Arlanda Express 
(Stockholm) K..-; 

Hoq; 

KLIA Ekspres 
(Kuala Lumpur) RE> Ah ;!•>•. 

MAS. Cathav Pacific Airwavs. 

ler servic 

A 
_ 31 _ Mutual IMX 

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

MX UPE0000752.0032 



Examples of Airline Check-In Across the Leading Air Rail Links 

Night and baggage 
check-in at train |§|||| 
station 1 

. L 

Airport Express - Hong 

i 

Heathrow Express - London Arlanda Express -
„„ Stockholm A 

Mutual IMX 
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Air Rail Link Landscape Analysis - Boarding / Deboarding the Train (1 of 2) 

Heathrow Express 
(London) 

Gautrain 
(Johannesburg) 

Rhonexpress 
(Lyon) 

Airport Express 
(Hong Kong) 

Narita Express 
(Tokyo) 

Arlanda Express 
(Stockholm) 

KLIA Ekspres 
(Kuala Lumpur) 

Attendant 
checks 
tfdce&ile 
MHt 
Mpsffle check; 

wr~ss 

BpSrdin 
ehete 
MMlle 
m MM ana 
attendant 
checks 
tickets 

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist^Customer Service Call Centres 
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Air Rail Link Landscape Analysis - Boarding / Deboarding the Train (2 of 2) 

Heathrow Express 
(London) 

Gautrain 
(Johannesburg) 

Rhonexpress 
(Lyon) 

Airport Express 
(Hong Kong) 

Narita Express 
(Tokyo) 

Arlanda Express 
(Stockholm) 

KLIA Ekspres 
(Kuala Lumpur) 

A 
.34. MViumm?. 

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres 
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Examples of Luggage Racks Onboard the Leading Air Rail Links 

Combination 

Heathrow Express Narita Express -
Twmm 

f— 

•El 

* 

r 

*.* ••v ••I 
I 

KLIA Ekspres -

•••••Mil 
Arlanda Express -

Airport Express -
JHong Kong 

Gautrain -
Johannesburg A 

Mutual IMX 
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f-'or Discussion Ks'r>Kes Omv 

Air Rail Link Landscape Analysis - Onboard the Train (1 of 2) 

Train Ameniti 
Fi available 

the train 

Retail and Service 
Can customers mak 
urchases onboard the 

Food and Beverage 
Is food and beverage 

offered onboard the train? 

Heathrow Express 
(London) 

Gautrain 
(Johannesburg) 

Rhonexpress 
(Lyon) 

Airport Express 
(Hong Kong) 

Narita Express 
(Tokyo) 

Arlanda Express 
(Stockholm) 

KLIA Ekspres 
(Kuala Lumpur) 

Hot coffee 
for 

complime 
ntary buns 
/ coffee 

* 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. 
_ 30 _ MVtUOlIMX 

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 (2 of 2) 

DRAFT 

Heathrow Express 
(London) 

Gautrain 
(Johannesburg) 

Rhonexpress 
(Lyon) 

Airport Express 
(Hong Kong) 

Narita Express 
(Tokyo) 

Arlanda Express 
(Stockholm) 

KLIA Ekspres 
(Kuala Lumpur) 

Onboard 
TV with 
news, 
weather, 
entertain 
§I§MB? 
TVs 

Xpress 
Magazin 
gnooard 
TV 

A 
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Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres 
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Examples of Train Seating Onboard the Leading Air Rail Links 

z • 

Arlanda Express - Stockholm 

Narita Express 

Gautrain -
Johannesburg 

Rhonexpress - Lyon 
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Air Rail Link Landscape Analysis - End-to-End Experience (1 of 2) 

m 

Heathrow Express 
(London) 

Gautrain 
(Johannesburg) 

Rhonexpress 
(Lyon) 

Airport Express 
(Hong Kong) 

Narita Express 
(Tokyo) 

Arlanda Express 
(Stockholm) 

KLIA Ekspres 
(Kuala Lumpur) 

Call 
centre, 
m ii, 

re, 

re 
il, 
re 

centre 
Sflfeil, 

8rft9(P,th 

fax, mail 

7:00 am -
7:00 pm 
P&Pm" 

\pm 
7pm -

For 2012 

Ticket 
vending 
HY§<»s 
call 

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

Heathrow Express 
(London) 

Gautrain 
(Johannesburg) 

Rhonexpress 
(Lyon) 

Airport Express 
(Hong Kong) 

Narita Express 
(Tokyo) 

Arlanda Express 
(Stockholm) 

KLIA Ekspres 
(Kuala Lumpur) 

For 2012 

"Ride to 
Rewards" 
Program 

10% discount 
at participating 
station retail 
outlets 

Highly trained 
personnel 
CCTV and 
sate lite 
ifc 

Source: Metrolinx, CGA, Tripadvisor, Yelp Customer Reviews, Virtual Tourist, Customer Service Call Centres 
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patrollecrby 
MTR staff and 
police 
KL Sentral 
station 
regularly 
patrolled by 
police 
24/7 CCTV,., ROLINX 
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Examples of Information in Multiple Languages Across the Leading Air Rail Links 

••I 
information on 
ARL websdes 
are made 
available in 
multiple 
languages ••••••••••••• 

Arlanda Express - Stockholm 

rrTTf 

Gautrain -
Johannesburg 

lllli 
1' l'I 

Tillr 111** 

•BB1B 

MlWIIPIffWIIW 

Narita Express - Tokyo 

— 

^ Jfll 
... -jmn 
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Appendix: 
Air Rail Link Customer Demand Analysis 
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Transportation Market Assessment Key Findings - Current State 

(HI ••• i 

Demographics 

Business vs. 
Non-Business 

Travellers 

Average traveller age is 40 years 
Average age of a Pearson employee is 43 
years 
Male to Female Ratio is 46/57 for GTHA 
residents, 59/41 for visitors1, and 73/27 for 
Pearson employees 
53% of GTHA residents are married 
23% of GTHA residents have kids 

Survey was designed to match GTAA 
segments, where the business travellers 
segment was selected to be ~30% of the total 
sample size of 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 traveller) 

Travel 
Frequency 

Luggage 

Destination 

Travel 
Companions 

rtation Preferences to I from Toronto Pears 

Travel Behavio 1 
Average of 3 times / year 

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 
locations (including US) 

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 

GTHA Residents 

Travel to / and from their home 
Tend to get to and from the airport via limo 
/ taxi / someone else driving 
Spend slightly more than $40 on average 
for a one way trip to / from the airport 
Most dislike traffic jams 

Visitors 

Non-business travellers tend to have 
someone pick them up / drop them off at 
the airport 
Business travellers are most likely to take a 
taxi (29%) and / or limo service (24%) 

Source: Northstar Consulting Market Assessment Study, n=4,150. Survey conducted in August 2011. 
1 Visitors are all non-Ontario residents 

Pearson Employees 

68% drive themselves to / from the airport -
the majority of the remaining employees 
use the TTC (20%) 
94% use the same method of 
transportation to get to and from the airport 

43 
A 
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Transportation Market Assessment Key Findings - Future State 

ARL 
Awareness I 
Perception 

Key Findin I 
Awareness is very high, with 65% of GTHA residents and 85% of Pearson 
employees aware of the ARL project 

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

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 

Implications I 
Metrolinx needs to keep up the positive 
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 

Exclusion per Committee Direction 

Amenities 

Most popular amenities were: onboard washrooms, free Wi-Fi, large luggage 
racks, onboard flight information display screens, and loyalty programs 

Amenities have potential to increase ridership significantly (i.e., not just "nice to 
have" 

Self service ticketing is more important than staff facilities 

The most important amenities have the 
potential to increase ARL ridership, and it 
will be important to communicate their 
availability to travellers 

ARL vs. 
Competition 

Only 28% of GTHA residents (particularly business travellers), and 32% of 
visitors would prefer their current method of transportation to the ARL 

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

Speed and convenience are important 
attributes to communicate and promote, to 
encourage riders to switch from their 
current methods 

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 A 

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