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What needs to change?

 Guide passengers to their ticket – don’t make them guess what 
they need

 Make sure TVMs can sell the full range of tickets – the industry 
cites TVMs as an alternative to a booking office, but there are 
significant gaps

 Fix the underlying issues with the fares structure



Bewildering array of options ....

 Which one?

 There are people behind me ...

 Am I paying too much?

 Which platform – I’ve got three minutes

 Will I get a penalty fare for buying the wrong thing?

“I find the options on there a bit off putting.  Do you want 
standard, return, railcard, anytime, off-peak, peak time.  
There’s an anytime, an off peak and a super off peak and 
sometimes I have to look really closely at the screen to think 
of which one I want”
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Govia Thameslink TVM London to Cambridge 



Govia Thameslink TVM London to Cambridge 



My ticket isn’t there ...

• Weekend prices don’t always show on ‘hot lists’ – even at the 
weekend!

• Some stations are missing entirely (e.g. Melton Mowbray not on 
some machines at St Pancras, Stratford Parkway not on some 
machines at Marylebone)

• Off-peak tickets not ‘showing’ in time to buy one and catch the first 
train on which that ticket is valid

• Boundary zone add-ons not generally available

• GroupSave tickets are not generally available

• PlusBus offered only by some machines

All lead to hassle for passengers
Some lead passengers to overpay
Most undermine trust



East Midlands Trains TVM at St Pancras – shows Melton Mowbray



Southeastern TVM right next to it doesn’t – nothing to warn passengers

?



What I need isn’t there ...

Boundary zone add-ons not generally available

GroupSave tickets are not generally available

PlusBus offered only by some machines

A cause of particular frustration ....

• Many TVMs cannot sell any of these

• Some TVMs can sell one of the three

• Solutions have been developed, but ....



Underlying fares anomalies

Until the industry tackles the split ticketing issue, passengers using 
TVMs will continue to pay more than they need

• You lose out unless ‘in the know’ – and even then ....

• Feels underhand, undermines trust

An example of where the unwary pay more than necessary is 
Leicester to Aberystwyth:

• the Anytime Single through fare is £61.00

• an Anytime Single Leicester to Birmingham (£17.00) plus an 
Anytime Single Birmingham to Aberystwyth (28.80) comes to 
£45.80.

This example, like many, has nothing to do with “combination of 
tickets” allowed by the Conditions of Carriage



Are there some quick wins?



Quick wins?

• Make sure TVMs display only the tickets that it is appropriate to 
sell at the time – reducing the risk that passengers buy a more 
expensive ticket than they need.

Issues to resolve include:

 Tickets showing when cheaper tickets are valid that do 
exactly the same thing

 Weekend prices not showing on ‘hot lists’

• All TOCs to adopt existing functionality that would allow

 Boundary zone add ons

 Groupsave

 PlusBus



£42.20 ticket gives exactly the same as the £31.90 below it



£42.20 ticket gives exactly the same as the £31.90 below it



£31.00 ticket gives exactly the same as the £26.40 on the next page
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Quick wins?

• Make sure TVMs display only the tickets that it is appropriate to 
sell at the time – reducing the risk that passengers buy a more 
expensive ticket than they need.

Issues to resolve include:

 Anytimes showing when cheaper tickets are valid

 Weekend prices not showing on ‘hot lists’

• All TOCs to adopt existing functionality that would allow

 Boundary zone add ons

 Groupsave

 PlusBus



Next to visually identical East Midlands Trains TVM with Melton Mowbray 



Next to visually identical East Midlands Trains TVM with Melton Mowbray 





Quick wins?

• Programme TVMs to sell off-peak fares early enough for 
passengers to buy one and board the first off-peak train

(passengers have problems with TVMs displaying off-peak 
tickets only from the moment they are valid, in some instances 
allowing no time to buy one and board the first train on which 
that ticket can be used)

• TVMs and websites should help passengers work out, with 
minimum effort, which TfL zone(s) they need their ticket to 
cover

• TVMs and websites should, for avoidance of doubt, display “(5-
15 years)” wherever child fares are referred to





Quick wins?

• Implement an automatic process to add new stations to the list 
of destinations offered by TVMs

• ATOC’s new Product Management System is coming – TVMs
need to be ready to capitalise and:

 display outwards and return time restrictions information on 
the screen before purchase

 print that information on the ticket itself



Errr – of whom?  And why should it be necessary?
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