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A Supplementary response on the cost of ticketing

During his oral evidencen 13July 2021 Neil Middleton promised a follow up on the cost of ticketing for the UK Rail induRtrglic domain information on the cost of the
ticketing process isinimal in nature and we do not feel able to make a useful estimate obweeallfinancial costs of the ticketing procesdthough we have been able to
obtain useful information fronindependent Rail Retailers Limitéske béow). So, as an alternative, we have prepatteee schedules which we believe will assist the
inquiry, i n part they | ook at “cost” in terms of passenger i mpact.

The submission has been authored by Neil Midahethe document has been extensively shared for comment within Railfuture Branches and Groups and incorporates

their ideas

A schedule of the main types of cost

In this schedule we itemise the main areas where we understand costs are incurred in thiagighketess. We have preparedrim the perspective of Great British
Railways, so fees that floketween TOCs / Concession holders are not incladetthese monies are a net zero cost / incom&®BR The cost of setting of fares is also
excluded (egentral databases, staff to set fares et al).

Online! and Ticket Ticket Office  Onboard Bank card  Dedicated
App sales Vending Sales sales Contactless Smartcard
Machine Payment PAYG
sales
Fees paid to third party retailefs Y Yo
Cost ofthe software and servers and associated staff Y Y Y Y8 Y Y
Possibly, fees paid to App stores such as Google and Apple Y
Fees paid to Card merchants and cash handlers Y Y Y Y Y Y
Cost of TVM, include installation, power & internetonnectivity etc Y
YIncluding telephone sales
2Including dedicated offices / deskémaj or st ations for journey’s end

3 Available for all stations inside London and also a number of stations relative/to Londonhttps:/tfl.gov.uk/fares/find-fares/nationatrail-faresbeyondzone9.

4 This is separate to using a Smartcard to hold a specific ticket, such as a weekly travelcard that is also availablmediather

5 Independent Rail Retailers Limitéuttp://independentrailretailers.co.uk) advise thafor the public / consumer market the rate is 5%, for the corporate marketf@@season tickets 2%
(these rates also apply to TOCstioeir saleqthere is also a 9% fee for-person sales])Of thefee paid, some returns to the Rail Industry (empnce fees and management charfpesand
shares ofeservation and settlement system®sther portions pay for costs the industry would otherwise incur (eg debit & credit carcafesbsustomer supporfeg of refund$) and some
is used for marketing, with wider benefits for the industry through increased ticket sales et al

6 To Transport for Londofor administration, bank card fees et alhis  separate to the arrangements describieckthe footnote immediately above

"Sope in GBR for savings reduced by need to either (1) replace a lot of equipment to dotdegemmonality(although improvements to achieve a very similar national look and fee
should bemuch cheaper)or (2) to continue to support a diverse population of end devices (which may also be justified by other risk e@gral®idinga ransomware attack applying to
every UK TVMhttps://www.theregister.com/2021/07/20/northern_trains_ticketing_systen/
Al though a ticket sale usually happens
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Onlinet and Ticket Ticket Office  Onboard Bank card Dedicated

App sales Vending Sales sales Contactless Smartcard
Machine Payment PAYG
sales
Maintenance of TVN, including repairs, vandalism, replenishment (including Y
ticket stocks)
Ticket vending equipment for staff use, including replenishment (tickets et 3 Y Y
Provision of Ticket Officefcluding equipment, space and operational costs. \&
Also, repairs, vandalism
Cost of customer service staff Y Yi0 Y YAt YA2 Y
For paper tickets, cost of ticket printing (which is also an income stream for Y (Included (Included (Included
third party retailer sales) above) above) above)
Cost of Smartcard issue and subsequent management, including fees to IT Y Y Y Y
and other rights holders

Advantages and disadvantages to Passengers of the different methods of ticket purchase

In this schedule we draw out the main advantages and disadvantages of each of the main options for purchasing/éhticketve lisdisadvantagest is important to
recognise that each of these is a barrier to travelling on the railway, so thalsoislost revenueopportunity through misseticket sales.

Purchasing Typical Ticket Media Advantages from the Passenger Disadvantages from the Passenger perspecti Special factors
choice (seealsonext table) perspective
Online and | ETicket PDF 1 No trip to railway station needed at | Internet access needed; possibly restricte( It is important to maintain other channe
App sales | M-Ticket App purchase to home (& workplacg unless a mobile for those unable to use Online and App

based) 9 Can buy without time pressure internet user —typically due to lack of access to

{1 Orange Striped | { Can buy at a convenient time 1 Some Internet users do not like using onlit technology inability to useandno access
Ticket® {1 Usuallybestvisibility of pricing choice;  payments to bank debit / credit cards.
1 Some Internet userwill not have a suitable
bank card

Al so including “Head Office” staff to supervise

10Some TOCS provide help buttons on their TVMs; havirgitestaff present who are (nearly dedicated) to TVM helmissuaj staff at the station for generalustomer service and
revenue protection maglsohelp.

11 Onboard Staff tend to mix ticket sales, ticket checking, general customer advice, and sometimes crime prevention andréiim.ope

2 |ntermittent, to address disputes between TfL and customer

B Typicdly collected from a Ticket Vending Machine
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Disadvantages from the Passenger perspecti Special factors

choice (seealsonext table) perspective
I Some third party sites and Apps will | Canbeé wor ryi ng’ for a
automatically offerplit tickets if buyer
relevant. I Web sites and Apps may not be properly ¢
up for users of screen readers and other
disabledusers(eg the less dextro)¥
i1 Fee can be involved, when using third
parties and/or opting for posted tickets.
T Smeti mes dtxlketngfrom the |
edge of London®s Zo
Ticket 9 Orange Striped | Avoid Ticket Office queues 7 Can be hard to use (software, ligyiare, TVMsare also an important part of the
Vending Ticket 1 Usually available 24/7 touch screen can be difficult); can be tedi¢ sales cycle for online sales, either
Machine 1 Railway Smart 1 Available at most stations to buy longer distance fares because:
sales Card 1 Sometimes accept cash  Still need to allow time to queue (or to mal 1 The specific ticket is not available in
an extra visit) ticket form
{ Reliability can be problematic (in part due|f The passenger either prefers the
vandalism) reassurance of a traditional orange
f Can be worrying to use / difficult for striped ticket—or has no ability to
disabled usergasfor Online & App) print out or dsplay on a mobile devig
1 Differing designs across the network conft
and worry some userparticularly the less
IT literate
Ticket Office|{ Orange Striped | Expert advice may be available i Takes time: Either need to make an It is important to remember that some

Sales

Ticket
Railway Smart
Card

(dependent on experience & training
of Adviser, their willingness to help
and‘softer factors such as queue
length)

additional visit or need to allow éa time
because of potential for a queue (which ce
be of unpredictable duratioand is often
noticeable

Usually limited hours

passengers are either or both of:

1 Not confident with (or d not have
accesdo or cannot easily uge
technology These can include visue

1 Eg(non-Comprehensive exampled.NER focuses on visidritfs://www.Iner.co.uk/support/accessibility/ Thameslink extends this to include sodexterity elements
(https://iwww.thameslinkrailway.com/termsf-use/site-accessibility. It is disappointing that some disabled users who would like to use technologydbgserand display ticketsea

prevented from doing so by missing design features that would otherwise improve accessibility (note: for this elemehiréredfisulted Disability Rights UK

15 Eg if the holder of a London Travelcard for Zones 1waréis to travel to Harpenden, they cannot buy a Zone 6 (edge) to Harpenden ticket online (or usually on TVMs). Insteaédthey n

to know (in this case) tha&lstree & Borehamwood is thetation from which a new ticket is needed he same issue appliesttolders of concessional tickets such as the Bope Pass
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Disadvantages from the Passenger perspecti Special factors

choice (seealsonext table) perspective
1 Can handle most disabiliti¥'s 9 Not available at many stations impairments, dyslexia [and similar]
1 Fullest range of tickets available and lack of dexterity [eg arthritis].
| Suitable for passengers who do not I Not confident as to which fare they
/ own their own device (computer, should purchase / which route they
smartphone) should take
I Usually accept cash Thesepassengers very much appreciats
I The solution that can be usdxy the the advice the ticket seller can provide.
greatest portion of travellers (even if : : : .
for some it is not their preferred It remains essential that the price paid |
- these circumstances is the same as for
choice) .
other channels and queuing times and
opening hours reasonable.
Bank card | Bank Card/ MobiliJ Convenient 1 Currently limited availability Theserviceis provided by Tflandis
Contactless Device(only 1 No wasted time f Must own a suitable credit / debit card usable for journeys in London and for
Payment option) | Cappingusuallyavailable 1 Sometimes not the cheapest option some stations up to 35 miles from
 Singles are half price of return ticket, 1 Price to be paid not known until after London including Reading & Gatwick
so sometimes (but not always), the journeys—may be more than expected | Airport'é; for some journeys Oyster carc
cheapest option are also accepted, but théonaldesign of
Oyster cards limé coverage
Dedicated | RailwaySmartcard § Convenient 1 Fa longer distance journeys, very preferal Currentlyonly available for Govia
Smartcard (only option) 1 No wasted time to know, and ‘| oc k |Thameslink Railwayreat Northern,
PAY® 1 Typically configured to charge lowes f Must apply for it Southern & Thameslinknd most South
price f Must own a suitable credit / debit card ~ WesternRailwayservices
i Price to be paid not known until after
journeys—may be more than expected
Onboard 1 Orange Striped | Convernent {1 Full range of fares may not be availableg | Some TOC onboard staff can also print
saleg? Ticket 1 No wasted time same day Advance tickets pre-purchased tickets.

16 _evel access is a normal feature, hearing loops are widespread etc
7 To our knowledge there is no one place every single UK Rail ticket can be purchase@d@&@uauthern DaySave tickemn be purchased online and from selected Tourist Information
Centres, but not rail ticket offices
18 https://tfl.gov.uk/fares/find-fares/nationatrail-faresbeyondzone9.

9 This isasPay as You Go use only; Smart cards are also used widely on UK Railways to store conventional tickets, particulattk&@eapmilding the new FleSeason
20Where no prior opportunity to purchase. Mgre such opportunity is considered to exist the Penalty fares process is often used, and if not, the types of ticlenfay 4w limited.
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Advantages and Disadvantages to the different types of ticket media

Ticket Media type Advantages from the Passenger perspective Disadvantages from the Passenger perspective Special factors

Orangestriped |1 Doesn’t require t he 1 Needstobe collected (or posted [at a cost])

ticket technology 9 Not friendly to thesignificantlyvisually
impaired

1 For Season tickets can wear out and require
replacement or display to ticket staff at
barriers (causes delay)

M-Ticket (App |1 Convenient for passengers with a suitable | Requires a Tablet or Smartphone App based ticketlisgay that requires the travelle
based) device, who have installed é¢hApp and 1 Requires an account to be created to have on them theidevice in a charged state
confident of battery life f No alternative if Tablet / Smartphone has flg should never be the only option. Eniag of
1 No queues to collect or need for an addition  battery et al tickets with a PDEnclosures amuchpreferred
visit to the station option (generally referred to as anEicket)as the

traveller does not have to have a suitable devic:
with themand can instead print them to paper.
As well as for choice, this extends usability to
travellers without mobile devices

ETicket (PDF) | Convenient for passengers who have a prin
or a mobiledevice

For paper, traveller bears printing cost
Traveller needs a printer or a suitable devict

E R

9 No need to install an App or similar Some tickets not yet available agiekets
1 No queues to collect or need for an addition
visit to the station
Railway 9 Durable, fast through barriers 9 Can beediousto loada prepurchasedicket
Smartcard 1 Not TOC dedicated —need to either be at a station with suitable
barriers or have a suitable smartphone
1 Not always available
1 Need to apply for a Smartcard, so
spontaneous travel not possible
Bank Contactless § Many travellers already have a suitable car¢J Without an account, no access to travel
Card 1 Durable, fast through barriers history
9 Can travel spontaneously, without prior 1 Some users do not haand cannot obtain) a
activity suitable card
1 No cash payment option
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Neil Middleton comments:

Personally, my own preferences are:

1. For a more local journey (eg from my hometown in Hertfordshire to/from London), | prefer tausePay as You Go, with capping and a lowest price guarantee. |n
practice at present | am fortunate that GTR offer this optiog which is not generally available outside London and some metropolitan areas. It does require me
to have a dedicated Smartcard issued by the railway; in the longer term it would be good to be able to use a Bank Card &g Vugked to some form of GB
Railway account that has steed my Railcard. This gives me the lowest price an@émproves flexibility z eg with an offpeak ticket on Monday to Friday, the price
OAOO OEA AOAEI AAT A OAOOOT OEI AO8 )y AT 171 0 Jodyhdy fobrihe marderpeisifeQidket DIErdvel bta OA |A G E
barred time for the cheaperchoice.

2. For alonger distance journey, my preference is to purchase in advance, so | know the price | will palgis could either be an Advance ticket or some form of
Open Return or $gle (where the price for increased flexibility is reasonable) | then want to be able to hold that ticket as a PDF file, which | will normally store
on my mobile phone. | might occasionally print it out on paper, if, for instance, | am fretful that mpone battery might go flat.

However, whilst these options are efficient for the industryz and also widely preferred, it is essential to remember that they do not suit everyone, and the
traditional orange striped ticket, purchased at a ticket office is th preferred route for some people and needs to continue to eade available.
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