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Background

¢CN} YALERNI C20dza ¢2dAZ R f A1S (2 dzyRSN& (I Th&kstakingioftticketbffices & gha SeamfQotedtal lcIgngk, Hith Odhsideratipn
purchasing their ticket, along with their views on how this has changed and may given to how passengers value the service they provide and how they can be
change in the future. deployed to benefit passengers the most.

LYONBFaAy3d ydzYoSNAR 2F LI 8aSy3aSNAR KI @S TeaBsPoyt FatusekogriisesteRimpartanice df ensufing g @mssangeRvoiCeisl yy St a
as apps, websites, smartcards and contactless (a trend accelerated by thel@ovid heard amidst these discussions, thug key objectives of this piece of research
pandemic), however, many passengers continue to buy tickets atthe station, via were to understand:

ticket machipes or throggtl a staff mem?er a}ta lgookingA offitensport Focus A current experiences of hogking tickets X
gl yu 02 dzy RSNRAUI YR UKS NblFazya FT2N LI aaSyaSNJ OK2A0Sa OF NNASNAR agAd
ticketing, the kinds of changes that may be acceptable as part of industry reforms, ALXS2LX SQa oAftAy3dySdaa itz OKIY

YR gKIFG 1AYR 2F Wwal TSidé ySiQ oAT I yeé o attitlied tdnandsTambid to difitdl Wicketinft &€ 06S YSSRSR (2 Sya

Vi n n icket and that the railway remain n an ible. : . . . . :
everyone canbuy a tcket and thatithe'railway remalins, opehrand.gareessisie A views on staffed booking offices at stations and staff at stations in general

Passenger numbers remain below jpandemic levels, with pressure to reform,

moderniseand reduce costsThe WilliamsShapps plan for rail points to efficiency
savings of £1.5 billion. A key concerns about the possible changes and ways to mitigate these.

A attitudes towards the rail industry today and savings/cuts

’
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We utilisedthree methods to answer the research objectives

Although this study targeted a diverse variety of travellers, given the topic of research, those currently purchasing tidkets
more traditional methods were overepresented in the sample, to ensure adequate coverage of reactions from those who may
be more affected by potential future changes

X 4 days

STATION OBSERVATIONS AND INTERCE
3-4 hours duration

IN DEPTH INTERVIEWS
60 mins each, via Zoom or telephone

ONLINE MINI GROUPS
5-6 participants per group

w 6 groups withravellersbuying paper
tickets at the station

w 3 groups withtravellersusing digital
ticketing

w 3 x digitally excludettavellers
w 6 x disabledravellers

w 3 xtravellersless confident with
technology

w Exeter

w Manchester Piccadilly
w Tunbridgewells

w Middlesbrough

< .
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Setting thescene
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Snapshot of travellers and their ticket buying habits*

Name: Bryonie 60

Disabilities:Very poor eyesight, plus
dyslexic partner

Travel routine:

Purchasing methodTicket office
Comments:The ticket office takes away alll
my stress; even when there are queues!

Name: Stacy, 34
Disabilities:None
Travel routine:Commuting from
Hertfordshire station to Euston
Purchasing methodTicket office

CommentsL f A 1S
N} G KSNJ aLiSt

getting the right ticket at the right price'

*Images used are not real participants

Name: Joanne, 37
Disabilities:Dyslexia, mental health and cognitive issues
Travel routineTrips to see family. Lastjourney was from Chester
to Telford
Purchasing methodTicket Office
CommentsBecause | have a learning difficulty, IAfeeI mgch
(2SS MIGSNI ©lkiS] ey h (hza RG22y SO 2 A
AZ2ZYSUKAY3 NAIKuUuX ez2dQft 0S OSNE
ticket

Name: Simon, 71

Disabilities:None

Travel routine:Commutes for work. Lastjourney
from Birmingham to Croydon

Purchasing methodTVM

CommentsMy station is unmanned 70% of the
dza SR

GAYS LQ@#S 32

convenient!

I YR

Name: Mike, 35

Disabilities:None
Travel routine:Semiregular commute.

Last journey from Manchester to Huddersfield
Purchasing methodApp (Trainline)

Name: Ruth, 55

Disabilities:Anxiety & Depression

Travel routine:Infrequent Day trips. Last
journey from Bristol to Bath

Purchasing methodTicket Office

0KS G Ol S Comfeht€1ST oLS OO 2ddaf RyLOGIR 3 § Cgmme e tge E}a‘t'on Sﬁeivghatéra'”'
1 G2 a2YS2y & AOy| RS 41 y2296F ALOEY L 2dza i atil:]ztf Fop t%Paqus 25 &
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Railtravel and covid

For many, Covid has made a marked difference to the rgge . A /= Vo 4 .

R : . GLQY Y2NB O2yalOAizda 27
?r;t\l/r::{i]rfra?sIl’evgg?rtc)emgecnotlmrgﬂtee[oand e e around ne, 50 Nyt |aupid pealimeS Jg Bk Y
9 q y; : OKIy3aSR lo2dzi GKS gla L

w New working practices (hybrid/more flexible/working fr@m peppbie, 56, Ticket Office most often
home/virtual meetings)

w Lockdown restrictions

w Fear of being around other people (thus not travelling
all, travelling during ofpeak hours, or using the car) GL R2y Qi sbyld G2 2d0OK

and that includes vending machineso maybe |
R2  0A0 Y2NB 2yfAYyS y2

) . Adrian, 36, TVMs most often
Purchasing behaviour

While covid has affected travel frequentigket
purchasindgehaviourappears to be largely unchanged,
with only a small minority claiming to be less likely to go
into the ticket office, or less likely to use the vending

machine due to social distancing / covid related hygienell L4 Q& KIR Fo&az2f dziSte y2
behaviour, but business travel is down 90%

concerns

Stuart, 42, App user (Trainline Business) most

often @ BDRC
transportfocus // i\




Incoming perceptions of the railways

| AAG2NAOKE YR LRtAGAOIET S@Syida KF@gS

Britain has a long and storied history with the railway which is something travellers are tacitly
mindful of ¢ but not all of it is positive.

2 KAES GKSNBE Aa a2YS RSINBS 2F KAal2z2Ne
mind during daily commutes, or even when booking longer leisure journeys.

tofy’

There are however often persistent negative feelings around rail travel within Britain, tied to 2
factors:

Privatisatiort Still hotly debated and inherently political, some travellers have lingering neg
sentiments about privatisation that impact how they see train operators.

High cost/Low serviceSome passengers draw direct comparisons between the quality and
O2aid 2F aSNWAOSa Ay 20GKSNJ 9dzNR LISy O2dzyi
falling short

Lack of trust

tlaaSy3aSNa FFNByQl ySoOSaal Nxte SyGSNAy3

generally not trusted brands or seen as being owed any loyalty.

This can influence their immediate and instinctual reaction to certain proposals and often results in a tendency tg
Wl 3adzyS GKS ¢2NE G QO

A~ ~ Ve ~ ~

FTFSOUSR

UKS

AUQaThaDKSI
U NE A

G{2YSGAYSa
blows my mindL QY

R tidairable, Use?réﬁj%ﬁys v\forkI YR
odziT A0 Qa y206 FAYLIYOA
Chloe, 31, TVMs most often
GLGQA | Llzof A O aSNWA

costs money. Wkaveto accept that costs
Y2ySed LIQa ONBIFGAyYy3
commoditisinga public servicé.

Stuart, 42, Online (Website) most often

2 @ BDRC-

-
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Rapid changes in modern technology

In recent years, online reservations, sedérvice technology and apps have fundamentally chandgexhaviourin many areas of life.
This has touched the lives of almost all the participants in the study, with many acknowledging positive contributigreticularly in
terms of speed and convenience

Key top of mind areas where digitalisation has changed life:

w Working from home (meetings via Zoom/  w Taxis (e.g. Uber)

Teams) w Restaurants and pubs (ordering via app
w Banking and payments (e.g. contactless, table service)

apple/google pay) w.221Ay3 52002N0a |
w Shopping (especially supermarkets and o Post office self service

Amazon)

Payi t th trol
w Supermarket self cheeduts / scan and go wraying at In€ petrol pump

w Booking train / airline / cinema tickets

G. d@Ay3I FTNRY !Y||g§[ WKAY1l L 32U UKS(XDQ@$)\d§SYLJﬁ.\Eﬂ:P\7N§ﬁ
FYFTAYy3 FyR &2 |J dARSAEYayvere promeing if.so fvzyE'IAuf\\fS y2o® L
RAFFSNBY G 62NI QegviqysItwassoeff|C|entthatI O2yBSYASYylGHE
started downloaded lots more
F LILJA €

Christopher, 35, TVMs most often  cjaydia, 28, Online (app) most often ~ Matthew, 42, Online (App & Website)

§
transportfocus /|



Rapid changes in modern technologythe darker side

However, this shift is difficult for some, and even advocates can feel sadness at some of its effects. Four themes emerge whe
discussing changes in modern technology:

Exclusion Fear Frustration Sadness
Some are too scared/unable to get online Many (particularly older Most have experienced some Lack of human interaction is
without the help of family members (in  passengers) are worried about frustration relating to the shift to frequently mentioned as a sad
our sample this includes older people, the possible repercussions of digital ¢ mainly when technology downside to a more digital life,
those with cognitive issues, and those having their data on the 32Sa oNRy3 k R2Say QiwithRiany gokderiied atdutz
with brain injuries), and this can make internet (specifically worried want it to do, and it is then difficult how the future will look if the
0KSY FSSt WESTl 0SKAYRQabouwsfladd] S a2 YS 2Adreadhka$uman to resolve trend continues
oldest participants have no real concept their issues

of the internet

@WKSEBQNB R2AYy3I I oFe SAHKQBESy EFERY NBL € ¢ &
GEKSNBQA F t230 844 Md¥iiy Lizot AO aSNBA OS glemengsutalotof imesyouwantto website or app. | only know ticket
AYGSNI OGAazyo LGQa 0 Idisengagingthgrsalveeventhe  speaktosomeone. How often doesitgo 2FFAOSaA® L O2dx Ry Qi
02y OSNALGAZY ® LGQff LRIAAS 2F FAIOD @ ¢ KSe& QNBNgNBeRupe@miyeandthenyou 585348 2 NI F LILI A &€ 0y
impact on our mental people with machines to save ySSR U2 Ortf az2yS2yS IR UKSeQNb yz2i
KSI fiKE Y2ySeé IyR L KIFIGiS AGHKSNBK L& a FNHzZUNF GAY

Simon, 71, TVMs most often Laurie, 57, Ticket office most often Daniel, 26, Ticket office most often Reg, 26, ECkEt office most often
>
4 BDRC-
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Rapid changes in modern technologyuyingtrain tickets online

Those who have changed their purchasing behaviour due to these new technologies, yet prefer to purchase their train tickets i
person*, claim that buying train tickets is very different to other types of online shopping/hether through real experiencesr
perceived issues, reasons for reluctance to buying train tickets digitally can be broken down into two areas:

Complexity Risk

Medium

Purchasing a ticket feels less straight forward than in other categories For some, the idea of buying train tickets online poses high risk:
(e.g. buying grocery products or an item on Amazon) due to:

1. Given the perceived high potential to purchase the wrong ticket,

1. The complicated ticketing structure and the number of elements passengers are concerned about inconvenience and financial loss
which need to be considered to get the ticket right (e.g. date, tim related to incorrect purchase
peak/off peak, single, return, route etc.)

2. The lack of clear reassurance that the correct product is being
purchased (e.g. when grocery shopping or using Amazon, there i§ a
clear image and description of the product being purchased, whi
greatly reduces the likelihood of buying the wrong thing).

o
~
T () @eore
: y : . -~ _ transportfocus i/ \
*Reminder: we specifically over indexed on people who are never / infrequently purchasing rail tickets online




Why buying train tickets online is different to online shopping elsewhere
direct from passengers

G2 A0K GNFXAya GKSNB |
thingsg different apps, different companies
¢cL R2y QO S@OSy (1y2s6 oI

MBy®a 2dzad Fff az2 Oz2y ¥
- hundreds of different options and it
 R2SayQi ¥I1S &SyasSH
Peter, 40, Online (App) most often

Ruth, 55, Ticket Office most often

G, 2dz R2y Qi 3ISda G

K I 84 QY] SReat SEAO IyR L 06
@2dz 3ASU 6AGK 2yt AYyS

Portsmouth instead of Plymouthso now |
Fftglrea 32 G2 GKS (GAO]
Robert, 50, Ticket office most often

()@
transportfocus i/ \ =OR

Darren, 54, Ticket Office most often




Current ticket buying
experiences
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Ticketoffices¢ how do regular users feel?

Those who predominantly book via the ticket office appreciate the human interaction

and the feeling of security it provides.

Human interaction = reassurance, which is ultimately the key benefit of using the ticket
office

Anxiety and fear are often barriers to other purchasing methods and are alleviated
gKSY dzaAy3d GKS GAO1SG 2FFAOSO® t FaaSyaI8gNa Of |
wX 0 K I iighttiék& has been purchased at theest possible value

wX o0& (KS physicaldeket@oPprodlems with phone batteries, or bar/QR
codes not working at the gate)

w X 0 staffadviceregarding typical concerns such as delays and alternative routes /
how to get to the platform / best place to board the train / delays etc.

. . . . . Attitudes towards ticket office staff
For an older minority, the ability to use cash is also claimed to be a benefit

Those who exclusively / most often
use the ticket office generally have a

: L : very positive attitude towards staff,
Gripes with ticket offices describing them as friendly and

knowledgeablg g A 1 K LJ 2 4y 3 S
best interests at heart

< .
transportfocus i/ \ @ BORC

Though queuing is sometimes an unpleasanpbyduct of buying face to face, for those
who predominantly use this method, the reassurance provided outweighs this concern

and they typically factor waiting time into their journey, ensuring they arrive at the statio
early




Ticketoffices¢ what do regular users say?

Gae AaadsS Aa GKFG L yS
super off peak it drives me mad.Too many

2LIA2ya YR L R2yQi 1Y
NFGKSN) GFf1 G2 az2yvySz2yS

Stacy, 34, Ticket Office most often

aL tA1S dKFG akKS asStfta
with a machine you need to dq S0 much mog&he
designs my routeformeL OF y Qi F I dzé

Bryonie, 60, Ticket Office most often

G¢cKSe GSftf &2dz AF GKSN
service straight away and if there are any deals
on. Also, | use cash which is another reason |
32 G2 GKS G4AO1S0G 2F¥FAO0
still got a cheque book so | mainly use cash and
2yt e dzasS I ONBRAG OF NR

Colin, 66, Ticket Office most often

> i
transportfocus I/ \Y @ EQRC




Ticketofficesc learnings from intercepts and observation

Intercepts fully support the sentiments heard in groups and depths, and the people we spoke to were very satisfied with their
purchasing experienceheapinghigh praise on the staff*

As revealed during groups and depths, reassurancdlis
the key reason for booking at the ticket office

The stations we visited were busy (except Exeter
which was quiet for most of the day). A steady stre

of people waiting in the queue were observed, with
limited waiting time in all stations except Manchest
Piccadilly, where waiting time could be up to 15

WwQL fA1S G2 odz Yeé
because the stafirehelpful. They always
recommend which is the cheapest and

0Sad 2LWA2y F2N YS
0SOlFdzaS LQY ySg KS

minutes.
Staff were seeengaging iririendly banter and heard 4L 208 KS ASNDAO:
discussing / answering questions regarding: GKSY® tKSa ONB 6 NI

w Prices

w Delays/train times

w Southeastern franchise changesTanbridgewells)

L dzaSR GKS GAO1SH 2FTFAOD25Z RYRAS FTAGR b2
w Platforms ol O1 G2Y2NNEB6 | YR L QY onfizeButavhenispoketo the stafs, thoy:
> BUS routes come back another day when you buy from told me there is a direct train. You can

the vending machinelt was a good always get better and cheaper options
w Refunds purchasing experience. | occasionally book |9 KSYy e2dz aLISIF 1 U2 :
Those who use the ticket office appear/claim to be online, but | prefer to speak to someone if
very satisfied unless requesting a type of refundwifich | L QY dzy a dzNXb €

the staff are unable to process o>
P Vi BDRC-
*All verbatims on this slide are from intercepts tranSport‘fOCUS A




Ticketofficesc barriers to use

Barriers to use can all be linked to perceived levels of convenience

Those who reject ticket offices or rarely use them, typically
mention:

w Queuex; too long, too slow
w Not wanting to speak to anybody (younger people)
w Limited opening hours (smaller stations)

w Social distancing concerns

CKSNE Aa | FSStAy3 Fyzy3a azy
independent enough to buy tickets through alternative means,
however, the ticket office does provide a level of reassurance.

Sz\\lbl SihtNE BFRAAS L R:

G¢KSNBQa gle (22 YdzOK | deSdh g oK I NR NI Y2 fTSAyé a SO
La o Yy SEYiSgop YAydziSa

contact with people. The tickeffice is small Y263 a2 @&2dz YAIAKI
YR GKSNBQa f2FRa 2F LIS2LX S Ay GKSNB FyR L ¢l vyi
to avoid that @

Natasha, 47, TVM most often Intercept

N
—

Christopher, 35, TVM most often

transportfocus // i\ ‘ @ BDRC-




TVMsc what do reqular users say?

Those currently buying tickets via vending machines are using them through
necessity (no ticket office / limited opening hours) or convenience (avoiding
the ticket office queue, no need to go online).

TVM Users: Though seen as straightforward to us

_ _ some gripes exist:
w Users describe TVMs as quick and

easy to use (once you know how), andl | « Broken machines
typically use them for habitual,

regular journeys and appreciate the
paper ticket w Large queues (often a result of

machines being out of order)

w Unresponsive touchscreens

w Although useful for habitual purchases
where the ticket type, price and w Inability to purchase all ticket types
destination are familiar, TVM users (e.g. duo tickets)
appear more inclined to use alternativ
methods for unknown or more
complex journey types

w Hygiene concerns (has become mor
top of mindsince Covid)

S kggi ° ﬁ lLJJ Qac lj gz)?il Og%fug%é\gﬁyaf N‘Easé;s v%ggme &youd EIS Y A

a i N )\EIKu'-FENJzINR EI)\SY)\O z)\uK )\uZ I)/R AT @2 dzQNB I-

Christopher, 35, TVM most often T 44. TUM Aot tha K Z Adoa b YAIKAGYI NBE
1ago, 44, MOSLONeN  Tanya, 38, TVM most often / BDRC-
transportfocus Il i\




TVMsc barriersto use

Many appear to avoid TVMs, often being worried about what could go wrong!

Fear and anxiety are the main emotions behind avoiding TVM use

w Fear of being overcharged / not getting the best deal

w Concerns about buying the wrong ticket by mistake (and the perceived high probabilitygof
doing so)

w Finding oneself in a nightmare scenarimt understanding the machin€ causing a big
gueue to formC feeling more anxious because of the quenédeing even slower
because of anxious feeling etc.

w Ultimately, the impersonal experience, with no clear guidance or reassurance is the r@ason
why many avoid TVMs

# (B @
transportfocus i/ \ =OR



TVMsc barriersto usec direct from consumers

G¢KS adaraarzy L 32 (G2 A
0KS G6AYyR2g AayQiu 2Ly
machine. Once | had a bad experience with the
machineg it wanted an extra £10 and the guy at
the window told me | could get a much better deal
YR GKIFGQ&a &aGdz01 6AGK Y

Qx

GCKSNB A&ayQi NR2Y F2NJ SYy
GKIFGQa 6KIGQa YAadaAiay3d oK
YFOKAYySa SiOodé

Qx

Claudia, 28, App most often

James, 34, TVM most often

G¢KS ¢NIAYEAYS LI I+ GBS
tickets¢ single, day return, open, super off peak etc.
and it took me ages to work out what | needgsome
of them had certain restrictions or | had to book a =
specifictaimcA 0 221 YS FT2NBJS N
trying to do that at a ticket machine it would be awful.
The person behind me would want to punchénte

GLQR N} GKSNJ 32 (2 GKS ¢
ASNBAOST AlGQ& 3JdzZ N» yGSS
in the wrong thing and end up paying more, at the

GAYR25 L F¥SSt tA1S (KSe
2NJ L ¢2NNE (GKFO LQff Lz
LQff YAaa Yeée O(QNIORY NIViES
friendly face behind the wind@éw

David, 59, Online (App) most often

Natasha, 47, Ticket Office most often

GL KIFI@S @SNE LR2N SeSaAirakKid FyR Y& LI NIYSN KIa
dyslexia. It would take us a reatballylong time
to use the machines which would be super

aGNBaatTdA ¢
trocts T @BDRC'
Intercept transportfocus il \




Pay as you gq contactlessand smart cards

[ 2y a1 OG0t Saa LIeyYSyd ¢2N)a ¢Stf FT2N 0K2aS ¢K2 dzaS A0 odzi A

Contactless payment is something almost all travellers hav~ e _
experience within their lives, and everywhere from Tapping Is trusting

supermarkets to petrol stations to corner shops use it. Relying upon contactless payments, or a smart card involved a
Contactless/smartcards (debit/credit cards, Oyster etc.) certain dfgre? of ErUSt', o A
Pay as you go travel ssmething which millions of travellers w 9 ELISY a A g JavallarsakeSnor@ care i khgir purchase
already use as part of their travel journeys, but this is much w ! fFr01 2F NMAG GKFIG GKS 02 NNB
less common outside the London area and TFL. GKFGoa OFfOdA I i SRO
¢tK2aS ¢gK2 dzaS A0 3ISYSNIffe w ! RSEAANB F2NJ GNI yaLIl NBayidnet G2RB0%
style travel outweighs any downsides, and over time have need to wait
become comfortable with using It. w | TSI NI 2F LINB3AS )fl] A y 3 @ 2dzNJ 6| ‘1
Many remember the days of the oyster card as a transition might be stolen
period, but now the majority of users have moved on to wConcern it might not scan, leading to delays and hassle at the gat
contactless payment tapping directly via card or app.

Downsides to contactless aLG KFLWSYySR G2 YvS GKFG L G2dzOKSR
ACard Clash is a genuine issue travellers are mindful of, using é gzu gl-sy\] g g l gg;\‘ 52 y\u(g)y &% 2 227\ 3?82/ gzﬂ -;lF
wrong card to tap in/out, but few have experienced it. Intercept
AForgetting to tap out is similarly a concern, where travellers Wit . 2 dz 1y 26 K2¢ AY | 2 YR2Y ez2dz KI @S
incorrectly be charged the maximum fee by default. GKFG dzLJ KSNEX> L QR 20S A0® LGQR ©
AMKS AyFoAtAdGe G2 NI yaLl NBy it e;z§§$ Ao o%%\ 4928 %?‘Nf@?ﬁ&‘ 3
. : y S Syu N
than waiting for the payment to show several days later) is a

LAY L2AYG F2NJ a2YS$S GN» 2S¢ SRE™FRIGR™ LJNﬁr;fn@pH,gfogﬁsf BRRC




Considering a smart card system across the network

Smart cards present an alternative to contactless payment, but many are suspicious about fare calculation and convenience

Smart card opinions

When presented with the idea of a smarard used
to pay for travel directly rather than buying tickets,
opinions are mixed, and often linked to previous
experience (or lack thereof) with similar smart
travel cards

Unfamiliar technology

¢NF @Sttt SNAR oK2 KIFRyYyQI & S
concept difficult to comprehend. Using a card or

phone directly at the gate instead of a paper ticket
R2SayQi ¥SSt tA1S |y ddzN

savvy travellers

Experienced but cautious

Though many have had positive experiences with
smart cards (either with Oyster or abroad), some have
abandoned smart cards / contactless due to negati
experiences, and the idea of using such a system f@r

long journeys is typically rejected

When considering a smart card across
the rail network, several questlons are _
NJ A a

SR FYyR Ylyad

system would benefit them

How fares are calculated, and how
accurately?

Would they be getting thgery best
prlJ([:e possible compared to other
option?

Where and how would these cards be
topped up?

What would happen if they forgot the
card?

What if it was stolen?
How can you book a seat?
How are railcards taken into account?

What are the penalties for forgetting
to tap out?

Who to contact if things go wrong?

1 K 6KSY L
uVLQY y2d S
@Qwﬂﬁk§2

AU OKSI

Mandy, 64, Online (Apand website)

G¢KS LINKOAYy3 Aa | ff
means there are so many opportunities to
OKIF NBS AYyO2NNBOGfe& |
R  (jYete someone is there, you know how
muchA 1 Qa 3J2Ay3 (G2 06S -

. _ _Stacy, 34, Ticket office most often
aa uSOK

Trying to track a smartcard would be
K2ZNNBYR2dzAa AT &2 dzQONB
How much should you load? How much
g2dZ R 82dz 6S OKI NBSR
Sue, 64, Ticket office most often

G/ 2yidr Ottt Saa Aa (22
22dNySea¢

Em 34, TVM most often

transportfocus // i\ ‘ @ BORCY



Considering a smart card system across the netwetk.,

A smart card system could be a useful alternative for some passengers

The system must address the questions Convenient topup locations should be
passengers raise available close to the station and in

_ o _ other easily accessible places.
Reassurances regarding pricing must be given,

particularly regarding longer journeys. Passenger suggestions:

One way to combat fears regarding fares is to

allow cash topups and pay as you go, for Train station

journeys under a certain amount. For any Post Offices & Banks
journeys over that threshold, a specific ticket

has to be purchased and uploaded to the Supermarkets
smartcard. Corner shops

To To Do o Iw

This alleviates all fears about fares being c?n”'t'ﬁér(fé’éﬁg{ﬂ"y’ relatives to topp

calculated incorrectly and other concerns such )
la O0SAYy3d WTFAYSRQ F2NJ yaAU

> i
transportfocus I/ \Y @ EQRC




Buying online




Booking onlineg why travellerschoose this method

Booking online allows travellers additional flexibility and convenience when booking their train tickets

Benefits of booking online <,
Booking their ticket online is the preferred option for many - T
travellers, and has a number of key benefits, because they aan: I ey Confidence Yo et e
ur timetable is changl‘v:f\./:lease check before yot L in face covering,
. . . e e. . pp unless exempt
Book a ticket in advance, without visiting the station = —
) ) ) Travelling by
Book on their device of choice train?

Maximise savings by making comparisons Buy tickets Train times Seaso

Skip the need to queue

Preview train times for their journey options

Book their seat

London Marylebone to
Birmingham Moor St

Avoid additional contact (especially during Covid) 500 g -2 g B - 0

A
A
A
A
A
A
A

GL dzadzZl tte 0221 2yfAywE XB UASNOE fle fR2WDIINIIKARGNILIQ DS Q& ORBLY 824 8 BNI G K § Odniaybé it wad Y S
which will be more expensive. That way | office. I just book via the app and can get around 10 years ago. You can book way in advance and do it all from
can look at different times and different onto the train without ever needing to home. | see all the options, all the times easily and | can reserve;seats
aridsSa G2 YIF1S adaNBéE LeueaSGiAYy 3T GKS 06Said LINAWIke you do at the cinerda

Nicola, 31, Website most often Kitty, 19, App most often Fiona, 32, App most often

S @ BDRC
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Booking onlineg why travellersuse websites

Websites often feel more familiar than apps, and the use of a larger screen on desktops means less room for error

Why websites?

When it comes tdooking onlineWebsites are often a more
comfortable choice fotravellersthan apps:

w A familiar interface, large enough to see (on laptop)

wa2NBE O2yFTARSYOS 46AGK RSOA
right purchase

waz2zNB St

arfe FofS G2 LINKAOS

w No need to download anything
wa2NB SELISNASYOS WodzaAy3aQ

Desktop vs. Mobile

Many of the highlighted easef-use benefits are exclusive to
Desktop/laptop websites.

While mobile sites are used by some to avoid installing an app,
they share the same usabiligsues as apps due to the device
being used, which can outweigh the convenience for some
travellers.

south: Tickets Travel information Destinations Help & contact

g Get times & buy tickets ‘ Check live trains v DelayRepay 15 | & | Accessiviity

between and strood until 12:00 o

Q  Register m

LiveMap  Service disruption (2

Reduced Southeastern weekday timetable from Monday 10 January A

There are also planned engineering works for today Check before travelling

= S Reduced timetable from 10
NG Janvacry
g

‘ Tickets Favourites

é S o} éS&véegpda{e{l K |

Bexleyheath

sidcup

2 & 0 @
HR AR ME |
R & | B8

Hayes

aL 2yfeée GN}gSt |o62dzdi ady ODUHNIE T @A RE [dza¥52 YIKK
L 6221 GAO1SGa 2yt Ay S KRN NI RS dNYBRIAC Lo
adz2NB L QR 0S 6fS (2 36 &bighef ticket{il Kl it easidi th Sogfigare LIN

on my phone, but my laptop is fige. different options on my computer.

Rob, 56, Website most often Matthew, 41, Website most often

transportfocus // \ ‘ @ BDRC-



Booking onlineg why travellersuse apps

Apps are the most convenient option for their users, but can be an intimidating extra step for others

Why apps?

Compared to both desktop and mobile websites, apps offer tragedleveral
key benefits:

w Onetouch access to booking, without the need to open a browser and
navigate to a website directly or via search. Quicker for last minute purcha

w A smooth and familiar interface
w Accounttied feature, such as journey history for easy repetition

w Easily displayedticket codes

w Live tracking of information without needing to refresh the whole page

Convenience vs. confidence

Travellers who use apps typically claim to do so for the
additional conveniences they offer, but for travellers who ar
less experienced using apps they camahentimidating shift.

App rejectors typically lack confidence, either that their

. SOI dza S
want to get back, | like being able to pull out
my phone and bash through the trainline

app as. get to the statien .

R2y Qi

all 7 12:34 100% M=k

2 trainline

all = 12:34 100%

€  Select outbound

Thu 13 Jan 2022

A Earlier trains

08:56 -+ 11:05

Departed On Time
London Euston Manchester Piccadilly

Train to Manchester Piccadilly

2h Om, Direct () tive tracker

09:20 =~ 11 27 £192.20
onTime ime st £331.40
London Eusto Manchester Piccadilly

Save £57.10 0
Train to Manchester Piccadilly

2h 7m, Direct

Fastest
09:40 - 11 46 £94.50
st £311.40
Manchester Piccadilly

I f & lae¢aK S| yr2Lal) éhkal S | BAYSSNI U v |
booked tickets i in the back of a taX| before as

LQY 2y (GKS ¢!
. to pull.out alaptop and.do that are yod?

required servicesviili 6 S | g Af L of ST GKHBI
best price (all options being shown, Railcard entry, etc), or
merely in their own ability to effectively navigate the interfac

UKSe QT
Claudia, 28, App most often

Fot S 2

= IRV uKkos

Joshua. 28, App most often

transportfocus // i\ ‘ @ BDRC-




Booking onlineg barriers to booking online

Overall, resistance to booking online often comes from uncertainty and a lack of confidence

Barriers to booking online

In general, the most commonly mentioned barriers are:

A lack of confidence in using the device or interface

A lack of trust paying via app, or even website
Unfamiliarity with ticket options (Super effeak etc)

Not confident(i K Sl 8tlefto access the same/best de
Booking fees from some providers (E.g. Trainline)
CSIF N GKSe Qf fticka @ighg, day, &r fourde).p
Desire to apply a rail card but not knowing how/if they ¢
Unable to pay by cash

A lack of human contact

Smartphone fears (e.g. Battery/signal running out)

TN Rig v petsolial b inados 220

GO MORE PLACES IN 2022. BOOK YOUR

TICKETS UP TO 13 MAY TODAY

Plan your journey

o 3o Do Do o o Do I Do Do

Gaed SesSa I NByQil @SN agéléfRi(H[@auh\e gz iz

a great start. Myneurologicakondition and waste money on the wrong blooming

means | get confused easily, so | justfindthe U A O1 SG® ¢KS adldAazy
whole thing so stressfil. easier for me to drive down to the statien.

Robert, 50, Ticket office most often Angela, 54, Ticket office most often

An education issue, not an App & website design problem
b2dlofées Ylye 2F GKS O0FNNASNAR NS fS3da (2 R2 gA0K acddiSONF LI QLINF 6 &
possible, and how they can achieve it. This is exacerbated by the complexity and variety of ticket options available toimpgredother
things online.

Reluctance to book online is more often an emotive reflex based on low trust and low knowledge, rather than specific pmblepez:ific sites.

transportfocus // i\ ‘ @ RDRC




Booking onlineg directvs third-party

Trainline is acohesiveoffering for manytravellers, contrasting the fragmented and regional feeling operators

Booking via Operator southeastern Booking via Third party
As they are only responsible for LNER By far the most welknown ticket 2 M -
GWR N booking service, for some lralnl-lne

part of the network, operators AVANTI VIC _
don't feel universally relevant WEST con travellers this is synonymous with

to all journeys; e.g. LNER doesn't feel like the natural place booking tickets digitally.

to go to book a trip to Cornwall. LOQ&a ONRBIR dzaS A& LI NIOAFEfEE R
Most travellers feel there is little difference between use, being the top result for many relevant keywords when
operators in terms of the quality of service on platform and searching, and thus easily discoverable andiseoverable.

on the train, as well as reliability of train services. Travellers usually have a relatively good experience, and so
Choice of website/app is therefore driven by their they tend to reuse it out of familiarity.

location/route, with most using the app/site from the A S ) ) o
2LISNF U2N) 6K2Qa NBaLRyaAof S |F20@WNMOK BORINGSY 2 4 U0  TRNBIpHz&yatves2 2 dzNJ[ S &

Common comment: _ _ A Usually the first search resuk Booking fees
Amongtravellerswho have used multiple operator sites and

apps, there is a common view that these websites/app are A Clear and easto-use app

largely equal on a practical level, often sharing some A Comprehensive coverage of

similarities. the whole network

GL dzaS GKS DNBIFGO 2SadSNY | LKL sXKSYNILOK drA Ay AAVESYENRAYZAKY SNF LILI 0
down at Plymouth, but | suppose if | was going somewhere| there was a queue and | was running late

StaS LQR YSSR | RAFTFSNByYy (G | ioiwark, Budnol Ise it fohEedy mach & adzégo/a i K S
GAO1SG 2FFAO0S¢E FEE YR NI AL ONT O§E@E rocus /) BDRC-

Intercept Intercept




Websites and appsg how travellersbook their travel

CNF St fSNR F2NY GKSANI 2yfAYyS GAO1SG o6deAy3d KlIoAGa olFlasSR 2y

For most travellers, buying tickets digitally follows one of three

common paths to purchase: [221AYy3 4 0221 Ay3 LI uusSNya FyR ONF

there are several factors that draw travellers into using services:

Searching Search listing
Travellers enter their journey directly into Google, and selecta link from A google search is often the first step of the journey for most travellers, and is part of
the first few options to book their trip. the reason Trainline are by far the best known train booking service in the country.

This is typically exhibited for less familiar journeys, longer journeys, and

those who travel less frequentlyi K dza KI @Sy Qi KIF R SN 2|dz3 F%Tra It%rl:c’ﬁf cfi[]sﬁzagnqegt wih grainline via Google search, where they are frequently
build a preference for a preferred service. he {op Tesult Tor relevant search ferms, and they are able to connect with travellers at

these opportune moments.

Shopping App habits

Many travellers believe prices can differ between websites, and so eithe Generally speaking, travellers have little interest in keeping multiple apps for booking
use google or manually visit different sites, comparing prices, before trains on their phones. As a result of this, once they have downloaded an app that syits

purchasing a deal with confidence. their booking needs, they are likely to return to it for future bookings.

This is generally more common for higher priced journeys, where savin This is more often a result of habit and behavioural inertia than any comparative

are more impactful and journeys are typically booked enough in advancéio assessment of features, but repeatedly using the same service via website does seem

allow time for them to shop around. increase the likelihood of downloading their app at some point.

Direct purchase The fragmentation factor

This path has travellers visiting a website or, more commonly, opening Crucially, travellers have a latent but shallow understanding that the network is split

app, before entering the required journey, and booking immediately. 0SUESSY RATFSNbBYU 2LISNIUZ2ZNR2Z YR UKAa| Yl
more like a comprehensive solution than an app run by someone only responsible for

This is often more suited to familiar or sefamiliar journeys by those part of the network.

who travel enough to have justified downloading an app to purchase.
Their app choices are driven by familiarity and habit more than a
perceived benefit between appsbut Trainline is most popular.

By having the appearance of catering for the whole network, to some extent Trainlin
are already doing what Great British Railways intends to.

>
transportfocus N\ ‘ @ RDRC
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Booking onlineg commonissues

Sometimes things intended to make a better online experience, can add unnecessary distractions for less confident travellers

The extensive presence of features displayed as part A common hurdle when booking online was users
of the buying process can end up being visually unsure if they needed to pick a specific train back, and|
distracting and mentally taxing for travellers who K2g¢g |y W2LISYy NBUOUAdNYQ ¢2dzl R A

are less familiar with online booking.

Single Retum ‘ Open Return ]

While emissions information and Nectar Card
integration may be key draws for some travellers,
they present unnecessary complication for travellers

who are less digitally savvy. Eticket introduction m———
Some platforms give
S little information -
& 8% CO2 emission saving- | around etickets and FE AR T
et imiat i K2g 0(0KS& QNEB
@ sonacon @ s con & Neotar Card despite the fact the iy
Find out more about emissions [ = in-/.R?gistert'ocollect ] Optlon tO aVOId them IS Collect at station (£1.00)

sometimes more costly

Other single tickets

® = Off-Peak Day Single £31.60

GL dzy RSNBRGOIFIYR @gKeé 0221Ay3a 2y @2dz2NJ LIK2yS YAIKG o

a2YSUKAY3 LQY SOSNI R2Ay3 G2 oS ofS G2 R2 0SOl d

O2YyFARSY (O R2AYy3I Al 2y (GKS O2YLMzi SNX | yR uKIuQ
transportfocus I

Sujay, 56, Ticket Office most often
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Ticket preferencesg papertickets

For many travellers, paper tickets remain the triehdtrue method providing comfort in their familiarity

GC2NJ YSE L ySSR (2 KF@S O(KFG LI
sound silly, but just being able to open my purse and check its
GKSNBE YSIFIya LQY 2y GKS NARIKOG O

Tactile reassurance

For many travellers, being able to have a physical ticket th
can hold in their hand is a source of comfort and reassurange.

It allows them to readily doubleheck their ticket you are swapping trains halfway, you can keep them in @rder.
information, and is a level of security and proof they have Kay, 65, Ticket Office most often

successfully purchased their ticket, particularly if they are

purchasing in advance. L ySSR I KIFENR O2Lk FT2N yé SEL

This is a strong enough factor for some travellers to have Flarry /387 TVMS most ofien

gotten into the habit of printing their ticket out at home, jus@ ’
uz KIS A0 WYalr¥FsSQ FYyR AYy U S}\T%ﬂetl‘fr}%ucxfafxfo%séé)\ 2y O

Sometravellersfeel with a card receipt, and a separate ticket for
return journeys, they can end up having too many pieces of pap@r

¢CKS 2yte GKAY3I L R2yQid tA1S RPPMPRSy 22d2Q08 320 + NBGdNY @A
and your receipt, and maybe a different ticket for tomorrow. | ThiS can be exacerbated if they are using smlketing to achieve
Then you can get to the barrier and not know where you are better deal or are making multiple journeys in a short space of

2NJ 6KE G 22dONB R2Ay3I® . dzi A "HFedf R LINPolote 65 GKS al vs$

different tabs on my phone.
> .
transportfocus i/ \ @ BDRC
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Simon, 70, Ticket Office most often



Ticket preferencese-tickets

EGAO]1SGa FTNB O2yOSYASYldl F2N) 6KS O2yFARSY (> o0dzi O02YS gAGK IR

| GLQY y20G | Oldzrtte adzaNB gKSy L
Eticket ease 2y Y& ¢NIAYEAYS LWL 2yS RE&S |
For travellers who have usedtiekets, the option is typically GKA&a 3F2Ay3 G2 ao0lyKQ FYyR A0 RA
something they are willing to switch to for relevant journey GKSYy>Z LQY y20G S@Sy &adz2NB GKS f I
in the future Richard, 59, App most often
The convenience factors of having all their information at t :
touch of a button is often enough reason for travellers to ) Afew travellers also outwardly appreciated the
switch reduced environmental impact from not using paper /

| GAO1SGas odzi GKAA glayQd Gl

Digital drawbacks Bad experiences

Sometravellershave a background anxiety around relying on Some travellers report having these difficulties when first
their mobile phone to manage their tickets, with common using etickets and that it was enough to revert them to using

fears including: paper tickets.
A Unreliable scanners at the gate
A Signal/internet reliability alucluz el -
A The batt unnin ¢ These concerns are also the common potential issues that kespllers

€ ,a ery ru ' g ou o . . from trialing eticketing in the first place. In these instances, the challengs
AlLFTGAy3a (2 KIFEZS GKSAN LK 2 Y e e R e R R R e e R e
A Losing/forgetting their phone allaying their fears enough to get them to triatieketing in the first place.

> i
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Attitudes towards staff at stations

For most travellers, staff are seen as a crucial part of the travel experience, although some have had to get used toadhstatibons

37

GE¢EKS YIFAY NBlFazy L fA]
1y26 F2N) adz2NE AT LQY 3.
at the right price. | took my family to bath last

Many of the strongestimpressions travellers have around ticket office staff in particular are that
they help make purchasing a ticket and resolving any issues much easier.

Travellers have a general perception that tick#fice staff are knowledgeable about routes and year and the lady helped us get £20 with a family
potential offers that they might otherwise not have access to, providing a great level of comfort | § A 01 S G ®¢
for less confident travellers. Simon, 70, Ticket Office most often

2 KSGKSNI AdQa 0SAYy3I LR{IAGS Ay GKSANI LINI OGAOKEtAGeE> 2NJ I2Ay 33 GKS ,SEI
fraday3a LRAAGAOS AYLINBaAaA2yad 2F aGFFF I NRpdz¢fR @B Upgf dAddy UKpR afly ¥y
been a earnest and appreciate social interaction. czlsSa lozdw uUKS F22u0l
While the location and size of the stations travellers use plays a factor in how present this is TRSY SGSNE/REEUIRY /A
OAY 020K dzyYFYySR YR YdOK GdzEASNI Al GAZY ﬁtﬂzgéj Sf'\%éf‘_’f U ¢ K N& QAN
common to have an affectionate relationship with the rail staff they interact with. u a F/%5

Robert H, 47, Contactless most often

(01
2 KAES GKAA AayQil a2 YSiswilleyappredatedi Qa WSELISOGSRQ LINB a8z Al

2 KAfS G(NHZS WI 2NNENJ Aa02NASAQ | NB OSNE NI NBI 0 FEKSRANONBP dinIZF & 8 O |
experiencesvith members of staff they have interacted with. where you go to talk to them about something

YR UKSe QN uz22 o0dzae O
This is usually a result of staff being inattentive or needlessly curt with the travellers whenthey | | 55 | & & y3 2y GKSANI LIK2YyS

need assistance, e.g. too busy talking or looking their phones to be dutiful.
Sati, 46, TVM most often

These instances are relatively rare, but seem more common at larger, busier stations, and some

travellers give a vague sense this can differ between train operators.
transportfocus // \ @ BDRC



Perceived staff responsibilitiesthe ¥ 2 dzNJ { Qa 2 F &

Travellers understanding of the responsibilities of station staff can broadly fall into four key categories

Safety al SFEUK FyR al¥SGéeo L
. 1 platform for better reception and someone
Considered a key aspect of the station staff role, the safe must have seen me, who ran over to ask if |
management of the station involves everything from patrolling theral & FfNRIKGEPE J
W Stft2¢g [AySaQ (2 KStLAY3I LI &aSy 3 SulIoniR (fepsid mosippd]
on anyone walking too near the edge of platforms.

ala  @g2Ylys L GKAY]
2y GUKS adridrazyo LG 2d

Alice, 41, TVM most often

Security
Similar to safety but with regards to limiting potential attacks or
abuse between passengers on trains and stations. Generally
L aaSY3ISNAR ddSad 02 FSStAy3a walkFSNOR gAGK adl
present, particularly when travelling a unsociable hours.

KSeQNB folé&a (KSNE
Service ua 2% ljdzSauAz2zyaz oK
Travellers rely on station staff to inform them about alterations and Brygrie, 8¢ Tickelf Offies most pjten
updates to current trains, advice on potential routes and changes,
as well as help navigating the station and broader network.
@ h IKS YLEAY N
Sales as ® ¢KS&QNB
Finally, though mentioned less often, sale of tickets is seen as ar 'tﬁ[é

station staff currently have to undertake.
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7, Ticket office most often
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Looking towards the
future
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Exploration of hypothetical scenarios
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Scenario I¢ imagininga world where digital tickets are the only option*

a!'d GKS SyR 27 Aukéy%bf@” glggs Egz)zL'{YgZOK%IN'{ dzNI A f
Ad0a AySoAadrot &xMNbdkals _ LNEK' ﬁ aa;é’ 3 Laoa
A portion oftravellersfeel that change is | feel sorry for older \./,.vmdgw says,‘however, i . .0 fil-A('j Qa3 .KI IZJLJ%y 7{ ){ 3 Ay
< = = ATz the wi akes
2dzad FOOSLI (K 5.0 ﬁ‘hl
moving with the times. Sense o %d X <
§ t1 0

Reluctant Acceptance

Someravellersare unhappy at the
proposal and have a level of resistaqce
K26 SOSNE (GKSe dzyR
progressive which sometimes leads to
unpleasant side effects

@ 3IANHzYof S

3  Opposed/ Strongly opposed

Some are very upset/angry by potentia
changes. While there are concerns abo
how it would affect them personally, muc
opposition is more about how this could
effect othersgi.e. vulnerable passengers
and staff who may lose theirjob

Although some exhibit acceptance / reluctant acceptance, like the strongly opposed, they express concerns regarding:

1. Vulnerable passengers who may be affected

2. Loss of choice and safety net for when things go wrong (e.g. lost phone / bank card, spontaneous journey) o
3. Job losses (most express opposition to this and it damages the already fragile relationship that passengers have withwag)rai <7

transportfocus I/ \
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*Reminder: we specifically over indexed on people who are never / infrequently purchasing rail tickets online



Scenario Z imaginingif ticket offices were closed

2 KSYy O2YyaARSNAY3

ySiUg 2N

w Ticket offices feel like an inherent part of the railway,
and those who use them are very satisfied by the
level of service and reassurance they provide

w The thought of removing them completely is initially
met (by some) with sadness andr/ anger, driven by:

w The thought of potential job losses

w Worry about how to get help / how to buy a ticket

w A feeling of unfairness

w For others, it is however inevitabtgespecially those
who already live on lines with unstaffed stations or

G6K2 0StASOS

iKS& Q@S

I f NB I

the number of ticket booths open or the hours of

operation

GAUK y2

w While potentially disruptive, reducing
ticket office opening hours seems to
be more acceptable at less busy
stations, but the intention to do this
must be clearly communicated.

wb2iloféz GKSNB Aa
it comes to potential opening hours:

w Some suggest peak hours;

w Others suggest off peak hours are
more important, as more people
3 who need the service are likely to
Ré eSraldiyig atitibsedies |
This lack of consensus suggests that

consultation with passengers or
analysis of ticket buying behaviour on

a case by case basis may be necessary

UAO1 St

AKAFSH RY

2FTFAO0OSAE 60dzi ¢+aa

ALOR 0S5 AdziGSR® ¢ KS
Y§ I f2io LQR F¥SSftf o
gKI G 0KSeQR R2¢

Gemma, 33, TVM most often

LG 62dfd R 0S GKS SyR
Darren, 54, Ticket Office most often

aL éf2dzflv?y9ijlra&|@@s¢ NB 3

YmengﬁﬁﬁS?% dbd 2§ &P

Warren, 57, TVM most often

GLQR 0S RI@aE @ldiOKR I d
being able to talk to someone. What about all

0KS &aidl¥FK 2 KSNB 62 dz
AYTF2NXYIEGA2Yy (GKSe& 3IAGS
iKS YARRES O2tF

They give you so much informatién.

Colin, 66, Ticket Office most often

L YAaa asSSAay3a LIS2LX S
G2YRSNJ AT (GKSeQ@dS f2a
YS ¥SSt | oAl al Reéo

Kay, 65, Ticket Office most often
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Scenario Z imaginingif ticket offices were close@onineq)

Considering a scenario where TVMs are the only option at the station

Fear and anxiety are the main emotions behind barriers tg ,
use ?\e«\'\“
w Fear of being overcharged / not getting the best deal

w Concerns about buying the wrong ticket by accident (ant
perceived high probability of doing so)

w Finding oneself in a nightmare scenarmot understanding the
machineC causing a big queue to for@ feeling more anxious
because of the queu€ being even slower because of anxious
feeling etc.

w Ultimately, the impersonal experience, with no clear guidance
reassurance is the reason why many avoid TVMs

Other important considerations:

w Providea suitable number of TVM#®r footfall numbers

w Carry out regular maintenancef vending machines (several

w Sanitise vending machines (and provide reassurance regardin
regular sanitization, referencing Covid)

43

GNF @Sttt SNBE NBLR2NU SyOz2dzyidSN 3

How to alleviate passenger fear and anxiety around TVMs:

Provision of adequate, capable staff is key to providing the passenger
reassurance requiregdin a scenario where TVMs are the only booking
option at the station. This could be in the form of staff available to help
GAOK ¢+xaQid ¢KSYSOSNI NBIljdzA NER®

the number of machines (people should not be left alone for long period
they need assistance). Staff must be:

A Friendly and Patient willing to offer advice, guide passengers through
0KS LINRPOSaa 2N O2YLX SGS GKS 022

A Knowledgeable able to select the most cost effective option

Some passengers appear to be open to a scenario where the guidance
provided virtuallyg potentially through an intercom or better still, a zoom
like interface, allowing the passenger to experience some human
interaction. In this scenario it should be possible for the staff member tg
complete the booking, not just answer questiong as the visually
impaired, dyslexic and those with other disabilities may still not be able
confidently select the correct ticket, even with guidance.

| A voice activategending machine (similar to Siri/Alexa/Google home)

could also be considered.

o
transportfocus?/ﬁ @ BDRC



Scenario £ Imagining if ticket offices were close@inueq

Despite initial negative reactions, when thinking about their own and other passenger needs, it appears there are cleatavays
address concerns

@ The main purpose of the ticket office is to w Continue to provide a central point of contact:
provide: There should be a central area where passengers L. YA
@ A central point of contact can access help from staffind if they are not alta t2y3 Fa UKS
_ _ available there should be a way to alert them and able to help youwhen you
w A reassuring purchase experience YSSR AU UKl UQa

w Continue to provide a reassuring purchase experience
Ideally, staff on the concourse should be able to

X A ok e A d . ht even ot
. . | AaadsS GAO01S w2 KS 320 Ttgyl\;lﬁ'g r‘3§ AR
Though it feels impractical to happen allgv?onztrain tLiICket p}JrchSSZS y s}\ (?%

overnight, many people can conceive of a : Simon, 70 ,TVM most often
9 y peop : An adequate number of staff should be available to
near future where this change is

. - - help with purchasing from TVMs
manageable within their lives, providing a P P g
number of measures are taken to mitigate
the effects
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*see advice re TVMs overleaf



Scenario 3 ticket offices closed and staff redeployed around the station

Most travellers were able to see the benefit of staff being more flexible in
their duties, and readily ehand around the concourse and platforms
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A common concern was that travellers currently know where in the station
to go to get assistance from staff, with the ticket office itself being a
landmark, whereas with staff moving about the station may be harder to
find or engage with in an orderly fashion.

One suggestion that someavellersfelt was necessary wastaff being able to still sell tickets to those who needed them
that way¢ e.g. via handheld ticket machines like those used byrain conductors.

Travellersoften had queries about how this would be rolled out differently for smaller, lestaffed stations. Additionally,
some highlighted examples of staff being too busy to help (Orin one instance too distracted talking to one another).
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