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Background
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¢ǊŀƴǎǇƻǊǘ CƻŎǳǎ ǿƻǳƭŘ ƭƛƪŜ ǘƻ ǳƴŘŜǊǎǘŀƴŘ Ǌŀƛƭ ǇŀǎǎŜƴƎŜǊǎΩ ŜȄǇŜǊƛŜƴŎŜǎ ƻŦ 

purchasing their ticket, along with their views on how this has changed and may 

change in the future.

LƴŎǊŜŀǎƛƴƎ ƴǳƳōŜǊǎ ƻŦ ǇŀǎǎŜƴƎŜǊǎ ƘŀǾŜ ōŜŜƴ ǳǎƛƴƎ ΨŘƛƎƛǘŀƭΩ ǘƛŎƪŜǘƛƴƎ ŎƘŀƴƴŜƭǎ ǎǳŎƘ 

as apps, websites, smartcards and contactless (a trend accelerated by the Covid-19 

pandemic), however, many passengers continue to buy tickets at the station, via 

ticket machines or through a staff member at a booking office.Transport Focus 

ǿŀƴǘ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ ǊŜŀǎƻƴǎ ŦƻǊ ǇŀǎǎŜƴƎŜǊ ŎƘƻƛŎŜǎΣ ōŀǊǊƛŜǊǎ ǎǿƛǘŎƘƛƴƎ ǘƻ ΨŘƛƎƛǘŀƭΩ 

ticketing, the kinds of changes that may be acceptable as part of industry reforms, 

ŀƴŘ ǿƘŀǘ ƪƛƴŘ ƻŦ ΨǎŀŦŜǘȅ ƴŜǘΩ όƛŦ ŀƴȅύΣ ǇŀǎǎŜƴƎŜǊǎ ǘƘƛƴƪ Ƴŀȅ ōŜ ƴŜŜŘŜŘ ǘƻ ŜƴǎǳǊŜ 

everyone can buy a ticket and that the railway remains open and accessible.

Passenger numbers remain below pre-pandemic levels, with pressure to reform, 

moderniseand reduce costs.The Williams-Shapps plan for rail points to efficiency 

savings of £1.5 billion.

The staffing of ticket offices is one area of potential change, with consideration 

given to how passengers value the service they provide and how they can be 

deployed to benefit passengers the most.

Transport Focus recognisesthe importance of ensuring the passenger voice is 

heard amidst these discussions, thus the key objectives of this piece of research 

were to understand:

Åcurrent experiences of booking tickets

ÅǇŜƻǇƭŜΩǎ ǿƛƭƭƛƴƎƴŜǎǎ ǘƻ ŎƘŀƴƎŜ

Åattitudes towards a move to digital ticketing

Åviews on staffed booking offices at stations and staff at stations in general

Åattitudes towards the rail industry today and savings/cuts

Åkey concerns about the possible changes and ways to mitigate these.



We utilised three methods to answer the research objectives
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STATION OBSERVATIONS AND INTERCEPTS
3-4 hours duration

ONLINE MINI GROUPS
5-6 participants per group

IN DEPTH INTERVIEWS
60 mins each, via Zoom or telephone

x 4 daysx 9 x 12

ω6 groups with travellersbuying paper 
tickets at the station

ω3 groups with travellersusing digital 
ticketing

ω3 x digitally excluded travellers

ω6 x disabled travellers

ω3 x travellersless confident with 
technology

ωExeter

ωManchester Piccadilly

ωTunbridgeWells

ωMiddlesbrough

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



Setting the scene
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Snapshot of travellers and their ticket buying habits*
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Name: Bryonie, 60
Disabilities: Very poor eyesight, plus 
dyslexic partner
Travel routine:
Purchasing method:Ticket office
Comments: The ticket office takes away all 
my stress ςeven when there are queues!

651 2 3 4

*Images used are not real participants

Name:  Simon, 71
Disabilities: None 
Travel routine: Commutes for work.  Last journey 
from Birmingham to Croydon
Purchasing method: TVM
Comments: My station is unmanned 70% of the 
ǘƛƳŜ ŀƴŘ LΩǾŜ Ǝƻǘ ǳǎŜŘ ǘƻ ƛǘΦ  ¢ƘŜ ¢±a ƛǎ ǾŜǊȅ 
convenient!

Name:  Joanne, 37
Disabilities: Dyslexia, mental health and cognitive issues
Travel routine: Trips to see family.  Last journey was from Chester 

to Telford 
Purchasing method: Ticket Office
Comments: Because I have a learning difficulty, I feel much 
ōŜǘǘŜǊ ǘŀƭƪƛƴƎ ǘƻ ǎƻƳŜƻƴŜΦ  ²ƛǘƘ ŘȅǎƭŜȄƛŀ ƛŦ ȅƻǳ ŘƻƴΩǘ ǊŜŀŘ 
ǎƻƳŜǘƘƛƴƎ ǊƛƎƘǘΣ ȅƻǳΩƭƭ ōŜ ǾŜǊȅ ǳǇǎŜǘ  ǿƘŜƴ ȅƻǳ ƎŜǘ ǘƘŜ ǿǊƻƴƎ 

ticket

Name: Stacy, 34
Disabilities: None
Travel routine: Commuting from 
Hertfordshire station to Euston
Purchasing method:Ticket office
Comments: L ƭƛƪŜ ǘƘŜ ǘƛŎƪŜǘ ƻŦŦƛŎŜ ōŜŎŀǳǎŜ LΩŘ 
ǊŀǘƘŜǊ ǎǇŜŀƪ ǘƻ ǎƻƳŜƻƴŜ ŀƴŘ ƪƴƻǿ LΩƳ 
getting the right ticket at the right price!

Name:  Ruth, 55
Disabilities: Anxiety & Depression 
Travel routine: Infrequent Day trips.  Last 
journey from Bristol to Bath
Purchasing method: Ticket Office
Comments: LŦ L ŎƻǳƭŘƴΩǘ ƎŜǘ ŀ ǘƛŎƪŜǘ ŀǘ ǘƘŜ 
ǘƛŎƪŜǘ ƻŦŦƛŎŜ L Ƨǳǎǘ ǿƻǳƭŘƴΩǘ ōƻǘƘŜǊ ƎƻƛƴƎΦ

Name:  Mike, 35
Disabilities: None 
Travel routine: Semi-regular commute.  

Last journey from Manchester to Huddersfield
Purchasing method: App (Trainline)
Comments: I get to the station, See what train I 
want, book a ticket on my phone, then get on a 
train. Easy.



Rail travel and covid

7

For many, Covid has made a marked difference to the rate 
of train travel, with both commuter and leisure users 
travelling far less frequently, due to:

ωNew working practices (hybrid/more flexible/working from 
home/virtual meetings)

ωLockdown restrictions

ωFear of being around other people (thus not travelling at 
all, travelling during off-peak hours, or using the car)

άLΩƳ ƳƻǊŜ ŎƻƴǎŎƛƻǳǎ ƻŦ ǘƘŜ ƎŜǊƳǎ ŀƴŘ ƘŀǾƛƴƎ ǇŜƻǇƭŜ 
around me, so now I avoid peak times, but ƴƻǘƘƛƴƎΩǎ 
ŎƘŀƴƎŜŘ ŀōƻǳǘ ǘƘŜ ǿŀȅ L ōǳȅ Ƴȅ ǘƛŎƪŜǘέ

Purchasing behaviour

While covid has affected travel frequency, ticket 
purchasing behaviourappears 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 hygiene 
concerns 

άL ŘƻƴΩǘ ǿŀƴǘ ǘƻ ǘƻǳŎƘ ǘƘƛƴƎǎ ƛƴ ƎŜƴŜǊŀƭ ŀƴȅƳƻǊŜ 
and that includes vending machines ςso maybe I 
Řƻ ŀ ōƛǘ ƳƻǊŜ ƻƴƭƛƴŜ ƴƻǿ ǘƘŀƴ L ŘƛŘ ōŜŦƻǊŜέ

Adrian, 36, TVMs most often

LǘΩǎ ƘŀŘ ŀōǎƻƭǳǘŜƭȅ ƴƻ ƛƳǇŀŎǘ ƻƴ Ƴȅ ǇǳǊŎƘŀǎƛƴƎ 
behaviour, but business travel is down 90% 

Stuart, 42, App user (Trainline Business) most 
often

Debbie, 56, Ticket Office most often



Incoming perceptions of the railways
IƛǎǘƻǊƛŎŀƭ ŀƴŘ ǇƻƭƛǘƛŎŀƭ ŜǾŜƴǘǎ ƘŀǾŜ ŀŦŦŜŎǘŜŘ ǘƘŜ ǇŀǎǎŜƴƎŜǊ ǊŜƭŀǘƛƻƴǎƘƛǇ ǿƛǘƘ .ǊƛǘŀƛƴΩǎ Ǌŀƛƭǿŀȅǎ
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Lack of trust
tŀǎǎŜƴƎŜǊǎ ŀǊŜƴΩǘ ƴŜŎŜǎǎŀǊƛƭȅ ŜƴǘŜǊƛƴƎ ǘƘŜǎŜ ŎƻƴǾŜǊǎŀǘƛƻƴǎ ǿƛǘƘ ƎƻƻŘ ŦŀƛǘƘ ƻǊ ŀƴ ƻǇŜƴ ƳƛƴŘΦ  ¢ƘŜ Ǌŀƛƭǿŀȅ ƻǇŜǊŀǘƻǊǎ ŀǊŜ 
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 to 
ΨŀǎǎǳƳŜ ǘƘŜ ǿƻǊǎǘΩΦ

Britain has a long and storied history with the railway which is something travellers are tacitly 

mindful ofςbut not all of it is positive.

ά{ƻƳŜǘƛƳŜǎ ƛǘϥǎ ŎƘŜŀǇŜǊ ƛƴ ǘƘŜ ŎŀǊΦThat 
blows my mind.LΩƳ ǘǊȅƛƴƎ ǘƻ ōŜ 
sustainable, use train journeys to work 
ōǳǘ ƛǘΩǎ ƴƻǘ ŦƛƴŀƴŎƛŀƭƭȅ ǾƛŀōƭŜέ

άLǘΩǎ ŀ ǇǳōƭƛŎ ǎŜǊǾƛŎŜΣ ŀ ǇǳōƭƛŎ ƎƻƻŘΦ ¢Ƙŀǘ 
costs money. We haveto accept that costs 
ƳƻƴŜȅΦ LǘΩǎ ŎǊŜŀǘƛƴƎ ŀ ƴŀǊǊŀǘƛǾŜ ŀōƻǳǘ 
commoditisinga public service.έ

²ƘƛƭŜ ǘƘŜǊŜ ƛǎ ǎƻƳŜ ŘŜƎǊŜŜ ƻŦ ƘƛǎǘƻǊȅ ŀƴŘ ǊƻƳŀƴŎŜ ŀǊƻǳƴŘ ǘǊŀƛƴǎ ǿƛǘƘƛƴ ǘƘŜ ¦YΣ ǘƘƛǎ ƛǎƴΩǘ ŦǊƻƴǘ-of-

mind during daily commutes, or even when booking longer leisure journeys.

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

factors:

Privatisation: Still hotly debated and inherently political, some travellers have lingering negative 

sentiments about privatisation that impact how they see train operators.

High cost/Low service: Some passengers draw direct comparisons between the quality and the 

Ŏƻǎǘ ƻŦ ǎŜǊǾƛŎŜǎ ƛƴ ƻǘƘŜǊ 9ǳǊƻǇŜŀƴ ŎƻǳƴǘǊƛŜǎ ŀǎ ŀ ōŜƴŎƘƳŀǊƪΣ ŀƴŘ ƻŦǘŜƴ ŦƛƴŘ ǘƘŜ ¦YΩǎ ƴŜǘǿƻǊƪ 

falling short

Chloe, 31, TVMs most often

Stuart, 42, Online (Website) most often
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Rapid changes in modern technology
In recent years, online reservations, self-service technology and apps have fundamentally changed behaviour in many areas of life.   
This has touched the lives of almost all the participants in the study, with many acknowledging positive contributions ςparticularly in 
terms of speed and convenience

Key top of mind areas where digitalisation has changed life:

ωWorking from home (meetings via Zoom / 
Teams)

ωBanking and payments (e.g. contactless, 
apple/google pay)

ωShopping (especially supermarkets and 
Amazon)

ωSupermarket self check-outs / scan and go

ωBooking train / airline / cinema tickets

ωTaxis (e.g. Uber)

ωRestaurants and pubs (ordering via app for 
table service)

ω.ƻƻƪƛƴƎ 5ƻŎǘƻǊΩǎ ŀǇǇƻƛƴǘƳŜƴǘǎ

ωPost office self service

ωPaying at the petrol pump

ά.ǳȅƛƴƎ ŦǊƻƳ !ƳŀȊƻƴ ƛǎ 
ŀƳŀȊƛƴƎ ŀƴŘ ǎƻ ǉǳƛŎƪΦ  LǘΩǎ ŀ 
ŘƛŦŦŜǊŜƴǘ ǿƻǊƭŘ ƴƻǿΗέ

άL ǘƘƛƴƪ L Ǝƻǘ ǘƘŜ ōŀƴƪƛƴƎ ŀǇǇ ŦƛǊǎǘ 
as they were promoting it so 
heavily.  It was so efficient that I 
started downloaded lots more 
ŀǇǇǎέ

άLΩǾŜ ōŜŜƴ ōƻƻƪƛƴƎ ǘǊŀƛƴǎ ƻƴƭƛƴŜ ŦƻǊ ŀ 
ƭƻƴƎ ǘƛƳŜ ƴƻǿΦ  LǘΩǎ Ƨǳǎǘ ǎƻ ƳǳŎƘ ƳƻǊŜ 
ŎƻƴǾŜƴƛŜƴǘΗέ

Christopher, 35, TVMs most often Claudia, 28, Online (app) most often Matthew, 42, Online (App & Website)
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Rapid changes in modern technology ςthe darker side
However, this shift is difficult for some, and even advocates can feel sadness at some of its effects. Four themes emerge when 
discussing changes in modern technology:

Some are too scared/unable to get online 
without the help of family members (in 
our sample this includes older people, 
those with cognitive issues, and those 
with brain injuries), and this can make 
ǘƘŜƳ ŦŜŜƭ ΨƭŜŦǘ ōŜƘƛƴŘΩΣ ǿƘƛƭŜ ǎƻƳŜ ƻŦ ǘƘŜ 
oldest participants have no real concept 

of the internet

Many (particularly older 
passengers) are worried about 
the possible repercussions of 

having their data on the 
internet (specifically worried 

about fraud)

Most have experienced some 
frustration relating to the shift to 
digital ςmainly when technology 
ƎƻŜǎ ǿǊƻƴƎ κ ŘƻŜǎƴΩǘ Řƻ ǿƘŀǘ ȅƻǳ 
want it to do, and it is then difficult 

to reach a human to resolve 
their issues

Lack of human interaction is 
frequently mentioned as a sad  
downside to a more digital life, 

with many concerned about 
how the future will look if the 

trend continues

Exclusion Fear Frustration Sadness 

ά¢ƘŜǊŜΩǎ ŀ ƭƻǘ ƭŜǎǎ ƘǳƳŀƴ 
ƛƴǘŜǊŀŎǘƛƻƴΦ  LǘΩǎ ǘŀƪƛƴƎ ŀǿŀȅ 
ŎƻƴǾŜǊǎŀǘƛƻƴΦ  LǘΩƭƭ ƘŀǾŜ ŀ ōƛƎ 
impact on our mental 
ƘŜŀƭǘƘέ

ά!ƭƭ ǇǳōƭƛŎ ǎŜǊǾƛŎŜǎ ŀǊŜ 
disengaging themselves ςeven the 
Ǉƻǎǘ ƻŦŦƛŎŜΦ  ¢ƘŜȅΩǊŜ ǊŜǇƭŀŎƛƴƎ 
people with machines to save 
ƳƻƴŜȅ ŀƴŘ L ƘŀǘŜ ƛǘΗέ

ά¢ƘŜȅΩǊŜ ŘƻƛƴƎ ŀǿŀȅ ǿƛǘƘ ǘƘŜ ƘǳƳŀƴ 
element, but a lot of times you want to 
speak to someone.  How often does it go 
wrong in the supermarket and then you 
ƴŜŜŘ ǘƻ Ŏŀƭƭ ǎƻƳŜƻƴŜ ŀƴŘ ǘƘŜȅΩǊŜ ƴƻǘ 
ǘƘŜǊŜΚ  LǘΩǎ ŦǊǳǎǘǊŀǘƛƴƎΗέ

άLΩǾŜ ƴŜǾŜǊ ǊŜŀƭƭȅ ƘŜŀǊŘ ƻŦ ŀ 
website or app.  I only know ticket 
ƻŦŦƛŎŜǎΦ  L ŎƻǳƭŘƴΩǘ ƛƳŀƎƛƴŜ ǿƘŀǘ ŀ 
ǿŜōǎƛǘŜ ƻǊ ŀǇǇ ƛǎέ όум ȅŜŀǊ ƻƭŘ 
man)

І

Simon, 71, TVMs most often Laurie, 57, Ticket office most often Daniel, 26, Ticket office most often Reg, 26, Ticket office most often
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Rapid changes in modern technology ςbuyingtrain tickets online
Those who have changed their purchasing behaviour due to these new technologies, yet prefer to purchase their train tickets in 
person*, claim that buying train tickets is very different to other types of online shopping.Whether through real experiences or 
perceived issues, reasons for reluctance to buying train tickets digitally can be broken down into two areas:

Complexity Risk

Purchasing a ticket feels less straight forward than in other categories 

(e.g. buying grocery products or an item on Amazon) due to:

1. The complicated ticketing structure and the number of elements 

which need to be considered to get the ticket right (e.g. date, time, 

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 is a 

clear image and description of the product being purchased, which 

greatly reduces the likelihood of buying the wrong thing). 

For some, the idea of buying train tickets online poses high risk:

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

passengers are concerned about inconvenience and financial loss 

related to incorrect purchase

*Reminder: we specifically over indexed on people who are never / infrequently purchasing rail tickets online
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Why buying train tickets online is different to online shopping elsewhere ς
direct from passengers

ά²ƛǘƘ ǘǊŀƛƴǎ ǘƘŜǊŜ ŀǊŜ ǘƻƻ Ƴŀƴȅ ŘƛŦŦŜǊŜƴǘ 
things ςdifferent apps, different companies 
ςL ŘƻƴΩǘ ŜǾŜƴ ƪƴƻǿ ǿƘŜǊŜ ǘƻ ǎǘŀǊǘΗέ

ά¸ƻǳ ŘƻƴΩǘ ƎŜǘ ǘƘŀǘ млл҈ ǎǳŎŎŜǎǎ ǊŀǘŜ ƭƛƪŜ 
ȅƻǳ ƎŜǘ ǿƛǘƘ ƻƴƭƛƴŜ ōŀƴƪƛƴƎΗέ

άLǘΩǎ Ƨǳǎǘ ŀƭƭ ǎƻ ŎƻƴŦǳǎƛƴƎΦ ¢ƘŜǊŜΩǎ 
hundreds of different options and it 
ŘƻŜǎƴΩǘ ƳŀƪŜ ǎŜƴǎŜΗέ

άLΩƳ ŘȅǎƭŜȄƛŎ ŀƴŘ L ōƻǳƎƘǘ ŀ ǘƛŎƪŜǘ ǘƻ 
Portsmouth instead of Plymouth ςso now I 
ŀƭǿŀȅǎ Ǝƻ ǘƻ ǘƘŜ ǘƛŎƪŜǘ ƻŦŦƛŎŜέ

Ruth, 55, Ticket Office most often

Darren, 54, Ticket Office most often

Peter, 40, Online (App) most often

Robert , 50, Ticket office most often





Buying at the station
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Ticket officesςhow 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

Gripes with ticket offices

Though queuing is sometimes an unpleasant by-product 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 station 

early 

Anxiety and fear are often barriers to other purchasing methods and are alleviated 
ǿƘŜƴ ǳǎƛƴƎ ǘƘŜ ǘƛŎƪŜǘ ƻŦŦƛŎŜΦ  tŀǎǎŜƴƎŜǊǎ ŎƭŀƛƳ ǘƻ ŦŜŜƭ ǊŜŀǎǎǳǊŜŘΧΥ

ωΧǘƘŀǘ ǘƘŜ right ticket has been purchased at the best possible value

ωΧōȅ ǘƘŜ ƛǎǎǳŜ ƻŦ ŀ physical ticket (no problems with phone batteries, or bar/QR 
codes not working at the gate)

ωΧōȅ staff adviceregarding typical concerns such as delays and alternative routes / 
how to get to the platform / best place to board  the train / delays etc. 

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

Those who exclusively / most often 

use the ticket office generally have a 

very positive attitude towards staff, 

describing them as friendly and  

knowledgeable ςǿƛǘƘ ǇŀǎǎŜƴƎŜǊǎΩ 

best interests at heart
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Ticket officesςwhat do regular users say?

άL ƭƛƪŜ ǘƘŀǘ ǎƘŜ ǎŜƭƭǎ ƳŜ ǘƘŜ ŎƘŜŀǇŜǎǘ ǘƛŎƪŜǘΦ  CƻǊ ŜȄŀƳǇƭŜ 
with a machine you need to do so much more.  She 
designs my route for me ςL ŎŀƴΩǘ Ŧŀǳƭǘ ǘƘŜ ǘƛŎƪŜǘ ƻŦŦƛŎŜέ

άaȅ ƛǎǎǳŜ ƛǎ ǘƘŀǘ L ƴŜǾŜǊ ƪƴƻǿ ƛŦ ƛǘΩǎ ǇŜŀƪΣ ƻŦŦ ǇŜŀƪΣ 
super off peak ςit drives me mad.  Too many 
ƻǇǘƛƻƴǎ ŀƴŘ L ŘƻƴΩǘ ƪƴƻǿ ǿƘŀǘ LΩƳ ŘƻƛƴƎ ǎƻ LΩŘ 
ǊŀǘƘŜǊ ǘŀƭƪ ǘƻ ǎƻƳŜƻƴŜΦέ 

ά¢ƘŜȅ ǘŜƭƭ ȅƻǳ ƛŦ ǘƘŜǊŜ ŀǊŜ ƛǎǎǳŜǎ ǿƛǘƘ ǘƘŜ 
service straight away and if there are any deals 
on.  Also, I use cash which is another reason I 
Ǝƻ ǘƻ ǘƘŜ ǘƛŎƪŜǘ ƻŦŦƛŎŜΦ  L ŘƻƴΩǘ ōŀƴƪ ƻƴƭƛƴŜΣ LΩǾŜ 
still got a cheque book so I mainly use cash and 
ƻƴƭȅ ǳǎŜ ŀ ŎǊŜŘƛǘ ŎŀǊŘ ƛŦ L ŀōǎƻƭǳǘŜƭȅ ƘŀǾŜ ǘƻέΦ

Stacy, 34, Ticket Office most often

Colin, 66, Ticket Office most often

Bryonie, 60, Ticket Office most often
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Ticket officesςlearnings 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 experience ςheaping high praise on the staff*

The stations we visited were busy (except Exeter 
which was quiet for most of the day). A steady stream 
of people waiting in the queue were observed, with 
limited waiting time in all stations except Manchester 
Piccadilly, where waiting time could be up to 15 
minutes.

Staff were seenengaging in friendly banter and heard 
discussing / answering questions regarding:

ωPrices

ωDelays/train times

ωSoutheastern franchise changes (at Tunbridgewells)

ωPlatforms 

ωBus routes

ωRefunds

Those who use the ticket office appear/claim to be 
very satisfied unless requesting a type of refund which 
the staff are unable to process

As revealed during groups and depths, reassurance is 
the key reason for booking at the ticket office ΨΩL ƭƛƪŜ ǘƻ ōǳȅ Ƴȅ ǘƛŎƪŜǘ ŀǘ ǘƘŜ ǘƛŎƪŜǘ ƻŦŦƛŎŜ 

because the staff arehelpful. They always 

recommend which is the cheapest and 

ōŜǎǘ ƻǇǘƛƻƴ ŦƻǊ ƳŜΦ LǘΩǎ ŜǎǇŜŎƛŀƭƭȅ ƘŜƭǇŦǳƭ 

ōŜŎŀǳǎŜ LΩƳ ƴŜǿ ƘŜǊŜΦΩΩ

άL ŎƻǳƭŘƴΩǘ ŦƛƴŘ ŀ ŘƛǊŜŎǘ ǘƛŎƪŜǘ ǿƘŜƴ L ƭƻƻƪŜŘ 
online. But when I spoke to the staff, they 
told me there is a direct train. You can 
always get better and cheaper options 
ǿƘŜƴ ȅƻǳ ǎǇŜŀƪ ǘƻ ǎǘŀŦŦΦΩΩ

άL ǳǎŜŘ ǘƘŜ ǘƛŎƪŜǘ ƻŦŦƛŎŜ ōŜŎŀǳǎŜ LΩƳ ŎƻƳƛƴƎ 
ōŀŎƪ ǘƻƳƻǊǊƻǿ ŀƴŘ LΩƳ ƴƻǘ ǎǳǊŜ ƛŦ ȅƻǳ Ŏŀƴ 
come back another day when you buy from 
the vending machine.  It was a good 
purchasing experience.  I occasionally book 
online, but I prefer to speak to someone if 
LΩƳ ǳƴǎǳǊŜέ

άL ƭƻǾŜ ǘƘŜ ǎŜǊǾƛŎŜ ŀƴŘ L ƭƻǾŜ ǎǇŜŀƪƛƴƎ ǘƻ 
ǘƘŜƳΦ  ¢ƘŜȅΩǊŜ ōǊƛƭƭƛŀƴǘΦέ

*All verbatims on this slide are from intercepts
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Ticket officesςbarriers 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:

ωQueues ςtoo long, too slow

ωNot wanting to speak to anybody (younger people)

ωLimited opening hours (smaller stations)

ωSocial distancing concerns

¢ƘŜǊŜ ƛǎ ŀ ŦŜŜƭƛƴƎ ŀƳƻƴƎ ǎƻƳŜ ƻŦ ǘƘŜǎŜ ǘǊŀǾŜƭƭŜǊǎ ǘƘŀǘ ǘƘŜȅΩǊŜ 
independent enough to buy tickets through alternative means, 
however, the ticket office does provide a level of reassurance.

ά¢ƘŜǊŜΩǎ ǿŀȅ ǘƻƻ ƳǳŎƘ ǉǳŜǳƛƴƎΦ  L ǿŀƴǘ ƭŜǎǎ 
contact with people.  The ticket office is small 
ŀƴŘ ǘƘŜǊŜΩǎ ƭƻŀŘǎ ƻŦ ǇŜƻǇƭŜ ƛƴ ǘƘŜǊŜ ŀƴŘ L ǿŀƴǘ 
to avoid thatέΦ

άLǘΩǎ ƘŀǊŘŜǊ ǘƻ ŦƛƴŘ ǎƻƳŜƻƴŜ ŀǘ ǘƘŜ ǘƛŎƪŜǘ ƻŦŦƛŎŜ 
ƴƻǿΣ ǎƻ ȅƻǳ ƳƛƎƘǘ ŀǎ ǿŜƭƭ Ƨǳǎǘ Ǝƻ ƻƴƭƛƴŜέΦ

άL ǘǊŀǾŜƭ ǾŜǊȅ ŜŀǊƭȅ ǎƻ L Řƻ ǿƘŀǘ L ƴŜŜŘ ǘƻ to
ƎƛǾŜ ƳŜ ŀƴ ŜȄǘǊŀ р ƳƛƴǳǘŜǎ ƛƴ ōŜŘΗέΦ

Natasha, 47, TVM most often Intercept
Christopher, 35, TVM most often
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TVMs ςwhat do regular 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).  

άLΩǾŜ Ǝƻǘ ƴƻ ƛǎǎǳŜǎ ǿƛǘƘ 
ǘƘŜƳΦ  LǘΩǎ ǉǳƛŎƪ ŀƴŘ Ŝŀǎȅ ς
ǎǘǊŀƛƎƘǘŦƻǊǿŀǊŘΗέ

Though seen as straightforward to use, 
some gripes exist:

ωBroken machines

ωUnresponsive touchscreens

ωLarge queues (often a result of 
machines being out of order)

ωInability to purchase all ticket types 
(e.g. duo tickets)

ωHygiene concerns (has become more 
top of mind since Covid)

TVM Users:

ωUsers describe TVMs as quick and 
easy to use (once you know how), and 
typically use them for habitual, 
regular journeys and appreciate the 
paper ticket 

ωAlthough useful for habitual purchases 
where the ticket type, price and 
destination are familiar, TVM users 
appear more inclined to use alternative 
methods for unknown or more 
complex journey types

ά¢ƘŜ ǘƻǳŎƘ ǎŎǊŜŜƴ Ŏŀƴ ōŜ ŀ ōƛǘ 
ǘŜƳǇŜǊŀƳŜƴǘŀƭ ŀƴŘ ƛǘΩǎ ƴƻǘ ǘƘŀǘ 
ƘȅƎƛŜƴƛŎ ǿƛǘƘ /ƻǾƛŘΗέ

ά¢ƘŜ ǘƻǳŎƘ ǎŎǊŜŜƴ ƻƴ ƳƛƴŜ ƛǎƴΩǘ ǾŜǊȅ 
responsive.  Sometimes you really 
ƘŀǾŜ ǘƻ ƘŀƳƳŜǊ ƛǘΣ ŀƴŘ ƛŦ ȅƻǳΩǊŜ ƛƴ ŀ 

ǊǳǎƘΣ ƛǘΩǎ ŀ ƴƛƎƘǘƳŀǊŜέChristopher, 35, TVM most often
Tiago, 44, TVM most often Tanya, 38, TVM most often
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TVMs ςbarriersto 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

ωFear of being overcharged / not getting the best deal

ωConcerns about buying the wrong ticket by mistake (and the perceived high probability of 
doing so)

ωFinding oneself in a nightmare scenario - not understanding the machine Č causing a big 
queue to form Č feeling more anxious because of the queue Čbeing even slower 
because of anxious feeling etc.

ωUltimately, the impersonal experience, with no clear guidance or reassurance is the reason 
why many avoid TVMs
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TVMs ςbarriersto useςdirect from consumers

ά¢ƘŜ ¢ǊŀƛƴƭƛƴŜ ŀǇǇ ƎŀǾŜ ƳŜ т ŘƛŦŦŜǊŜƴǘ ƻǇǘƛƻƴǎ ŦƻǊ 

tickets ςsingle, day return, open, super off peak etc. 

and it took me ages to work out what I needed ςsome 

of them had certain restrictions or I had to book a 

specific train ςƛǘ ǘƻƻƪ ƳŜ ŦƻǊŜǾŜǊΦ  LŦ LΩŘ ōŜŜƴ ǘƘŜǊŜ 
trying to do that at a ticket machine it would be awful.  

The person behind me would want to punch meέΗ

ά¢ƘŜǊŜ ƛǎƴΩǘ ǊƻƻƳ ŦƻǊ ŜƳǇŀǘƘȅ ǿƛǘƘ ǘŜŎƘƴƻƭƻƎȅ ς

ǘƘŀǘΩǎ ǿƘŀǘΩǎ ƳƛǎǎƛƴƎ ǿƘŜƴ ȅƻǳ ǳǎŜ ǾŜƴŘƛƴƎέ 

ƳŀŎƘƛƴŜǎ ŜǘŎΦέ

άLΩŘ ǊŀǘƘŜǊ Ǝƻ ǘƻ ǘƘŜ ǿƛƴŘƻǿΦ  LǘΩǎ ŀ ƳƻǊŜ ǇŜǊǎƻƴŀƭ 

ǎŜǊǾƛŎŜΣ ƛǘΩǎ ƎǳŀǊŀƴǘŜŜŘΣ ǿƛǘƘ ǘƘŜ ƳŀŎƘƛƴŜ L ƳƛƎƘǘ Ǉǳǘ 

in the wrong thing and end up paying more, at the 

ǿƛƴŘƻǿ L ŦŜŜƭ ƭƛƪŜ ǘƘŜȅΩƭƭ ŀƭǿŀȅǎ ƎƛǾŜ ƳŜ ǘƘŜ ōŜǎǘ ǇǊƛŎŜ 

ƻǊ L ǿƻǊǊȅ ǘƘŀǘ LΩƭƭ Ǉǳǘ Ƴȅ ŎŀǊŘ ƛƴ ǘƘŜǊŜΩƭƭ ōŜ ŀƴ ŜǊǊƻǊΣ 
LΩƭƭ Ƴƛǎǎ Ƴȅ ǘǊŀƛƴΣ ƴŜŜŘ ŀǎǎƛǎǘŀƴŎŜ ςLΩŘ ǊŀǘƘŜǊ ƘŀǾŜ ŀ 

friendly face behind the windowέ

ά¢ƘŜ ǎǘŀǘƛƻƴ L Ǝƻ ǘƻ ƛǎ ǉǳƛǘŜ ǎƳŀƭƭ ŀƴŘ ǎƻ ǎƻƳŜǘƛƳŜǎ 

ǘƘŜ ǿƛƴŘƻǿ ƛǎƴΩǘ ƻǇŜƴ ǎƻ L ƘŀǾŜ ǘƻ ǳǎŜ ǘƘŜ 

machine.  Once I had a bad experience with the 
machine ςit wanted an extra £10 and the guy at 

the window told me I could get a much better deal 

ŀƴŘ ǘƘŀǘΩǎ ǎǘǳŎƪ ǿƛǘƘ ƳŜέ

άL ƘŀǾŜ ǾŜǊȅ ǇƻƻǊ ŜȅŜǎƛƎƘǘ ŀƴŘ Ƴȅ ǇŀǊǘƴŜǊ Ƙŀǎ 
dyslexia.  It would take us a really reallylong time 
to use the machines which would be super 
ǎǘǊŜǎǎŦǳƭέ

Claudia, 28, App most often

David, 59, Online (App) most often

Intercept

Natasha, 47, Ticket Office most often

James, 34, TVM most often
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Pay as you go ςcontactlessand smart cards
/ƻƴǘŀŎǘƭŜǎǎ ǇŀȅƳŜƴǘ ǿƻǊƪǎ ǿŜƭƭ ŦƻǊ ǘƘƻǎŜ ǿƘƻ ǳǎŜ ƛǘΣ ōǳǘ ƛǘ ŘƻŜǎƴΩǘ ŦŜŜƭ ǎǳƛǘŀōƭŜ ŦƻǊ ŀƭƭ ƧƻǳǊƴŜȅǎ ƻǊ ŀƭƭ ǘǊŀǾŜƭƭŜǊǎ

Contactless payment is something almost all travellers have 
experience within their lives, and everywhere from 
supermarkets to petrol stations to corner shops use it.

Contactless/smartcards (debit/credit cards, Oyster etc.)
Pay as you go travel is something which millions of travellers 
already use as part of their travel journeys, but this is much 
less common outside the London area and TFL.

¢ƘƻǎŜ ǿƘƻ ǳǎŜ ƛǘ ƎŜƴŜǊŀƭƭȅ ŦŜŜƭ ǘƘŜ ŎƻƴǾŜƴƛŜƴŎŜ ƻŦ ΨǘŀǇ ŀƴŘ ƎƻΩ 
style travel outweighs any downsides, and over time have 
become comfortable with using it.

Many remember the days of the oyster card as a transition 
period, but now the majority of users have moved on to 
contactless payment tapping directly via card or app.

Downsides to contactless

ω 9ȄǇŜƴǎƛǾŜ ǘƛŎƪŜǘǎ ƳŜŀƴ travellerstake more care in their purchase

ω ! ƭŀŎƪ ƻŦ ǘǊǳǎǘ ǘƘŀǘ ǘƘŜ ŎƻǊǊŜŎǘ ŀƳƻǳƴǘ ǿƛƭƭ ōŜ ŎƘŀǊƎŜŘ  ό!ƴŘ Ƙƻǿ 
ǘƘŀǘΩǎ ŎŀƭŎǳƭŀǘŜŘύ

ω ! ŘŜǎƛǊŜ ŦƻǊ ǘǊŀƴǎǇŀǊŜƴŎȅ ǘƻ ŎƘŜŎƪ ǘƘŜ ŎƘŀǊƎŜ ƛŦ ƴŜŜŘŜŘ - and not 
need to wait

ω ! ŦŜŀǊ ƻŦ ǇǊŜǎŜƴǘƛƴƎ ȅƻǳǊ ōŀƴƪ ŎŀǊŘκtƘƻƴŜ ƛƴ ŀ ǇǳōƭƛŎ ŀǊŜŀ ǿƘŜǊŜ ƛǘ 
might be stolen
#ωConcern it might not scan, leading to delays and hassle at the gates

Tapping is trusting

Relying upon contactless payments, or a smart card involved a 
certain degree of trust:

άLǘ ƘŀǇǇŜƴŜŘ ǘƻ ƳŜ ǘƘŀǘ L ǘƻǳŎƘŜŘ ƛƴ ǿƛǘƘ ƻƴŜ ŎŀǊŘ ŀƴŘ ǘƻǳŎƘŜŘ ƻǳǘ ǿƛǘƘ 
ŀƴƻǘƘŜǊ ōȅ ŀŎŎƛŘŜƴǘΦ  ¸ƻǳ ŘƻƴΩǘ ŦƛƴŘ ƻǳǘ ǘƘŜ ƳƛǎǘŀƪŜ ǳƴǘƛƭ ƳǳŎƘ ƭŀǘŜǊΣ ǎƻ 
ȅƻǳ Ŏŀƴ ōŜ ƭƻǎƛƴƎ ƳƻƴŜȅ ǿƛǘƘƻǳǘ ƪƴƻǿƛƴƎέ

ÅCard Clash is a genuine issue travellers are mindful of, using the 
wrong card to tap in/out, but few have experienced it.

ÅForgetting to tap out is similarly a concern, where travellers will 
incorrectly be charged the maximum fee by default.

Å¢ƘŜ ƛƴŀōƛƭƛǘȅ ǘƻ ǘǊŀƴǎǇŀǊŜƴǘƭȅ ǎŜŜ ǿƘŀǘΩǎ ōŜƛƴƎ ŎƘŀǊƎŜŘ όǊŀǘƘŜǊ 
than waiting for the payment to show several days later) is a 
Ǉŀƛƴ Ǉƻƛƴǘ ŦƻǊ ǎƻƳŜ ǘǊŀǾŜƭƭŜǊǎ ǿƘƻΩŘ ǇǊŜŦŜǊ ƳƻǊŜ ŎƻƴǘǊƻƭΦ

ά¸ƻǳ ƪƴƻǿ Ƙƻǿ ƛƴ [ƻƴŘƻƴ ȅƻǳ ƘŀǾŜ ǘƘŜ ƻȅǎǘŜǊΣ ǘŀǇ ƻƴ ǘŀǇ ƻŦŦΦ LŦ ǘƘŜȅ ŘƛŘ 
ǘƘŀǘ ǳǇ ƘŜǊŜΣ LΩŘ ƭƻǾŜ ƛǘΦ LǘΩŘ ōŜ ŀ ŘǊŜŀƳ ŎƻƳŜ ǘǊǳŜΦ LǘΩŘ ōŜ ōǊƛƭƭƛŀƴǘ ŦƻǊ ƳŜΦ 
L ŘƻƴΩǘ ƪƴƻǿ ǿƘȅ ǿŜ ƘŀǾŜƴΩǘ Ǝƻǘ ƛǘ ǳǇ ƘŜǊŜΦ Lǘ ƳŀƪŜǎ ƳŜ ǘƘƛƴƎ ƭŀŎƪ ƻŦ 
ƛƴǾŜǎǘƳŜƴǘ ǊŜŀƭƭȅΦέ

Intercept

Harry, 38, TVMs most often
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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

23

Smart card opinions άL ǳǎŜŘ ǘƘŜƳ ǿƘŜƴ L ǾƛǎƛǘŜŘ Ƴȅ ŘŀǳƎƘǘŜǊ ƛƴ 
[ƻƴŘƻƴ ōǳǘ LΩƳ ƴƻǘ ŜƴǘƛǊŜƭȅ ǎǳǊŜ Ƙƻǿ ƛǘ 
ǿƻǊƪŜŘΦ LΩŘ ǿŀƴǘ ǘƻ ōŜ ŀōƭŜ ǘƻ ŎƘŜŎƪ L 
ŎƻǳƭŘƴΩǘ ƎŜǘ ƛǘ ŎƘŜŀǇŜǊ ŀǘ ǘƘŜ ǎǘŀǘƛƻƴ ƻǊ 
ƻƴƭƛƴŜ ŦƛǊǎǘΦέ

When presented with the idea of a smart-card 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

Though many have had positive experiences with 
smart cards (either with Oyster or abroad), some have 
abandoned smart cards / contactless due to negative 
experiences, and the idea of using such a system for 
long journeys is typically rejected

Experienced but cautious

¢ǊŀǾŜƭƭŜǊǎ ǿƘƻ ƘŀŘƴΩǘ ǳǎŜŘ ǎƛƳƛƭŀǊ ǎȅǎǘŜƳǎ ŦƛƴŘ ǘƘŜ 
concept difficult to comprehend. Using a card or 
phone directly at the gate instead of a paper ticket 
ŘƻŜǎƴΩǘ ŦŜŜƭ ƭƛƪŜ ŀ ƴŀǘǳǊŀƭ ǇǊƻŎŜǎǎ ŦƻǊ ǎƻƳŜ ƭŜǎǎ ǘŜŎƘ-
savvy travellers

Unfamiliar technology

Å How fares are calculated, and how 
accurately? 

Å Would they be getting the very best
price possible compared to other 
option?

Å Where and how would these cards be 
topped up?

Å What would happen if they forgot the 
card?

Å What if it was stolen?

Å How can you book a seat?

Å How are railcards taken into account?

Å What are the penalties for forgetting 
to tap out?

Å Who to contact if things go wrong?

When considering a smart card across 
the rail network, several questions are 
ǊŀƛǎŜŘΣ ŀƴŘ Ƴŀƴȅ ŎŀƴΩǘ ǎŜŜ Ƙƻǿ ǘƘŜ 
system would benefit them

ά¢ƘŜ ǇǊƛŎƛƴƎ ƛǎ ŀƭƭ ƻǾŜǊ ǘƘŜ ǎƘƻǿΣ ǎƻ ǘƘŀǘ 
means there are so many opportunities to 
ŎƘŀǊƎŜ ƛƴŎƻǊǊŜŎǘƭȅ ŀƴŘ ȅƻǳΩŘ ƘŀǾŜ ƴƻ ƛŘŜŀΦ  
Where someone is there, you know how 
much ƛǘΩǎ ƎƻƛƴƎ ǘƻ ōŜ ŦǊƻƳ ǘƘŜ ƎŜǘ ƎƻΦέ

Trying to track a smartcard would be 

ƘƻǊǊŜƴŘƻǳǎ ƛŦ ȅƻǳΩǊŜ ƎƻƛƴƎ ǘƻ ŘƛŦŦŜǊŜƴǘ ǇƭŀŎŜǎΦ  

How much should you load?  How much 
ǿƻǳƭŘ ȅƻǳ ōŜ ŎƘŀǊƎŜŘΚέ

ά/ƻƴǘŀŎǘƭŜǎǎ ƛǎ ǘƻƻ ƳǳŎƘ ƻŦ ŀ ƎŀƳōƭŜ ŦƻǊ ƭƻƴƎ 
ƧƻǳǊƴŜȅǎέ

Mandy, 64, Online (App andwebsite) Mandy, 64, Online (App andwebsite) 

Stacy, 34, Ticket office most often

Sue, 64, Ticket office most often

Em, 34, TVM most often
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Considering a smart card system across the network (continued)

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

24

The system must address the questions 
passengers raise

Reassurances regarding pricing must be given, 
particularly regarding longer journeys.

One way to combat fears regarding fares is to 
allow cash top-ups and pay as you go, for 
journeys under a certain amount.  For any 
journeys over that threshold, a specific ticket 
has to be purchased and uploaded to the 
smartcard.  

This alleviates all fears about fares being 
calculated incorrectly and other concerns such 
ŀǎ ōŜƛƴƎ ΨŦƛƴŜŘΩ ŦƻǊ ƴƻǘ ǘŀǇǇƛƴƎ ƻǳǘ

Convenient top-up locations should be 
available close to the station and in 
other easily accessible places.  

Passenger suggestions:

Å Train station

Å Post Offices & Banks

Å Supermarkets

Å Corner shops

Å Online (for family / relatives to top-up 
on their behalf)



Buying online
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Booking online ςwhy travellerschoose this method
Booking online allows travellers additional flexibility and convenience when booking their train tickets

Booking their ticket online is the preferred option for many 
travellers, and has a number of key benefits, because they can:

Å Book a ticket in advance, without visiting the station

Å Book on their device of choice

Å Maximise savings by making comparisons

Å Skip the need to queue

Å Preview train times for their journey options

Å Book their seat

Å Avoid additional contact (especially during Covid)

Benefits of booking online

άL ǳǎǳŀƭƭȅ ōƻƻƪ ƻƴƭƛƴŜ ƛŦ ƛǘΩǎ ŀ ƭƻƴƎŜǊ ƧƻǳǊƴŜȅ 
which will be more expensive. That way I 
can look at different times and different 

ǎƛǘŜǎ ǘƻ ƳŀƪŜ ǎǳǊŜ LΩƳ ƎŜǘǘƛƴƎ ǘƘŜ ōŜǎǘ ǇǊƛŎŜέ 

Nicola, 31, Website most often

άL ƭƛǘŜǊŀƭƭȅ ŘƻƴΩǘ ǘƘƛƴƪ LΩǾŜ ŜǾŜǊ ǳǎŜŘ ŀ ǘƛŎƪŜǘ 
office. I just book via the app and can get 
onto the train without ever needing to 

queue.έ

Kitty, 19, App most often

άάL ŎŀƴΩǘ ǊŜƳŜƳōŜǊ ǘƘŜ ƭŀǎǘ ǘƛƳŜ L ǿŜƴǘ ǘƻ ŀ ǘƛŎƪŜǘ ƻŦŦƛŎŜ ςmaybe it was 
around 10 years ago.  You can book way in advance and do it all from 
home.  I see all the options, all the times easily and I can reserve seats ς

just like you do at the cinemaέ

Fiona, 32, App most often
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Booking online ςwhy travellers use websites
Websites often feel more familiar than apps, and the use of a larger screen on desktops means less room for error

άL ƻƴƭȅ ǘǊŀǾŜƭ ŀōƻǳǘ ƻƴŎŜ ƻǊ ǘǿƛŎŜ ŀ ƳƻƴǘƘΣ ǎƻ 
L ōƻƻƪ ǘƛŎƪŜǘǎ ƻƴƭƛƴŜ ŦǊƻƳ ǘƘŜ ƘƻǳǎŜΦ LΩƳ ƴƻǘ 
ǎǳǊŜ LΩŘ ōŜ ŀōƭŜ ǘƻ ǎŜŜ ŀƭƭ ǘƘŜ ƻǇǘƛƻƴǎ ǇǊƻǇŜǊƭȅ 
on my phone, but my laptop is fine.έ 

Rob, 56, Website most often

άL ŀŎǘǳŀƭƭȅ Řƻ ǳǎŜ ǘƘŜ ŀǇǇ ǎƻƳŜǘƛƳŜǎ ŦƻǊ 
ǎƘƻǊǘŜǊ ƧƻǳǊƴŜȅǎΣ ōǳǘ ƛŦ LΩƳ ǎǇŜƴŘƛƴƎ ƳƻƴŜȅ 
on a bigger ticket, I find it easier to compare 
different options on my computer.έ

Matthew, 41, Website most often

When it comes to booking online, Websites are often a more 
comfortable choice for travellersthan apps: 

ωA familiar interface, large enough to see (on laptop)

ωaƻǊŜ ŎƻƴŦƛŘŜƴŎŜ ǿƛǘƘ ŘŜǾƛŎŜΣ ǊŜŀǎǎǳǊƛƴƎ ǘƘŜȅΩƭƭ ƳŀƪŜ ǘƘŜ 
right purchase

ωaƻǊŜ Ŝŀǎƛƭȅ ŀōƭŜ ǘƻ ǇǊƛŎŜ ŎƻƳǇŀǊŜ ōŜǘǿŜŜƴ ŘƛŦŦŜǊŜƴǘ ΨǘŀōǎΩ

ωNo need to download anything

ωaƻǊŜ ŜȄǇŜǊƛŜƴŎŜ ΨōǳȅƛƴƎΩ Ǿƛŀ ŀ ǿŜōǎƛǘŜ ǘƘŀƴ ŀƴ ŀǇǇ

Why websites?

Desktop vs. Mobile

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

While mobile sites are used by some to avoid installing an app, 
they share the same usabilityissues as apps due to the device 
being used, which can outweigh the convenience for some 
travellers.
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Booking online ςwhy travellersuse apps
Apps are the most convenient option for their users, but can be an intimidating extra step for others

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

ωOne-touch access to booking, without the need to open a browser and 
navigate to a website directly or via search. Quicker for last minute purchases.

ωA smooth and familiar interface

ωAccount-tied feature, such as journey history for easy repetition

ωEasily displayed e-ticket codes

ωLive tracking of information without needing to refresh the whole page

Why apps?

Convenience vs. confidence

Travellers who use apps typically claim to do so for the 
additional conveniences they offer, but for travellers who are 
less experienced using apps they can be an intimidating shift.

App rejectors typically lack confidence, either that their 
required services wilƭ ōŜ ŀǾŀƛƭŀōƭŜΣ ǘƘŀǘ ǘƘŜȅΩƭƭ ōŜ ŀōƭŜ ǘƻ ƎŜǘ ǘƘŜ 
best price (all options being shown, Railcard entry, etc), or 
merely in their own ability to effectively navigate the interface.

ά.ŜŎŀǳǎŜ L ŘƻƴΩǘ ŀƭǿŀȅǎ ƪƴƻǿ ǿƘŀǘ ǘƛƳŜ L 
want to get back, I like being able to pull out 
my phone and bash through the trainline 
app as I get to the stationέ 

Claudia, 28, App most often

ά¢ƘŜ ŀǇǇ ƛǎ ŜŀǎƛŜǊ ŀƴŘ ǿƘŀǘ L ƪƴƻǿΦ LΩǾŜ 
booked tickets in the back of a taxi before as 
LΩƳ ƻƴ ǘƘŜ ǿŀȅ ǘƻ ǘƘŜ ǎǘŀǘƛƻƴΦ ¸ƻǳΩǊŜ ƴƻǘ ƎƻƛƴƎ 
to pull out a laptop and do that are you?έ

Joshua. 28, App most often
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Booking online ςbarriers to booking online
Overall, resistance to booking online often comes from uncertainty and a lack of confidence

bƻǘŀōƭȅΣ Ƴŀƴȅ ƻŦ ǘƘŜ ōŀǊǊƛŜǊǎ ŀǊŜ ƭŜǎǎ ǘƻ Řƻ ǿƛǘƘ ǎǇŜŎƛŦƛŎ ǇǊƻōƭŜƳǎ ƻƴ ǘƘŜ ŀǇǇǎ ƻǊ ǿŜōǎƛǘŜǎ ǘƘŜȅΩǾŜ ǳǎŜŘΣ ŀƴŘ ŀǊŜ ƳƻǊŜ ΨƪƴƻǿƭedgŜ ƎŀǇǎΩ ƛƴ ǿƘŀǘΩǎ 
possible, and how they can achieve it. This is exacerbated by the complexity and variety of ticket options available comparedto buying other 
things online.

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

In general, the most commonly mentioned barriers are:

Å A lack of confidence in using the device or interface

Å A lack of trust paying via app, or even website

Å Unfamiliarity with ticket options (Super off-peak, etc)

Å Not confidentǘƘŜȅΩƭƭbe able to access the same/best deals

Å Booking fees from some providers (E.g. Trainline)

Å CŜŀǊ ǘƘŜȅΩƭƭ ōƻƻƪ ǘƘŜ ǿǊƻƴƎ ticket (Time, day, or journey)

Å Desire to apply a rail card but not knowing how/if they can

Å Unable to pay by cash

Å A lack of human contact

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

Å Giving away personal information

Barriers to booking online

An education issue, not an App & website design problem

άaȅ ŜȅŜǎ ŀǊŜƴΩǘ ǾŜǊȅ ƎƻƻŘΣ ǎƻ LΩƳ ƴƻǘ ƻŦŦ ǘƻ 
a great start. My neurologicalcondition 
means I get confused easily, so I just find the 
whole thing so stressful.έ

άLΩƳ ƘƻƴŜǎǘƭȅ Ƨǳǎǘ ŀŦǊŀƛŘ LΩŘ ƎŜǘ ƳȅǎŜƭŦ ƭƻǎǘ 
and waste money on the wrong blooming 
ǘƛŎƪŜǘΦ ¢ƘŜ ǎǘŀǘƛƻƴ ƛǎ р ƳƛƴǳǘŜǎ ŀǿŀȅΣ LǘΩǎ 

easier for me to drive down to the station.έ 

Robert, 50, Ticket office most often Angela, 54, Ticket office most often
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As they are only responsible for 
part of the network, operators 
don't feel universally relevant 
to all journeys ςe.g. LNER doesn't feel like the natural place 
to go to book a trip to Cornwall.

Booking online ςdirect vs third-party
Trainline is a cohesiveoffering for many travellers, contrasting the fragmented and regional feeling operators

By far the most well-known ticket 
booking service, for some 
travellers this is synonymous with 
booking tickets digitally.

Booking via Third party

LǘΩǎ ōǊƻŀŘ ǳǎŜ ƛǎ ǇŀǊǘƛŀƭƭȅ ŘǊƛǾŜƴ ōȅ Ƙƻǿ Ŝŀǎȅ ƛǘ ƛǎ ǘƻ ŦƛƴŘ ŀƴŘ 
use, being the top result for many relevant keywords when 
searching, and thus easily discoverable and re-discoverable.

Travellers usually have a relatively good experience, and so 
they tend to re-use it out of familiarity. 

Common negatives:

Å Booking fees

Booking via Operator

Most travellers feel there is little difference between 
operators in terms of the quality of service on platform and 
on the train, as well as reliability of train services.

Choice of website/app is therefore driven by their 
location/route, with most using the app/site from the 
ƻǇŜǊŀǘƻǊ ǿƘƻΩǎ ǊŜǎǇƻƴǎƛōƭŜ ŦƻǊ ǘƘŜƛǊ Ƴƻǎǘ ŦǊŜǉǳŜƴǘ ƧƻǳǊƴŜȅǎΦ

Common comment:
Among travellerswho have used multiple operator sites and 
apps, there is a common view that these websites/app are 
largely equal on a practical level, often sharing some 
similarities.

Common positives:

Å Usually the first search result

Å Clear and easy-to-use app

Å Comprehensive coverage of 
the whole network

άL ǳǎŜ ǘƘŜ DǊŜŀǘ ²ŜǎǘŜǊƴ ŀǇǇ ǿƘŜƴ LΩƳ ǾƛǎƛǘƛƴƎ Ƴȅ ŘŀǳƎƘǘŜǊ 
down at Plymouth, but I suppose if I was going somewhere 
ŜƭǎŜ LΩŘ ƴŜŜŘ ŀ ŘƛŦŦŜǊŜƴǘ ŀǇǇΣ ǎƻ LΩŘ ǇǊƻōŀōƭȅ Ƨǳǎǘ Ǝƻ ǘƻ ǘƘŜ 
ǘƛŎƪŜǘ ƻŦŦƛŎŜέ

άL ǎǘŀǊǘŜŘ ǳǎƛƴƎ ǘƘŜ ¢ǊŀƛƴƭƛƴŜ ŀǇǇ ōŜŎŀǳǎŜ 
there was a queue and I was running late 
for work, but now I use it for pretty much 
ŀƭƭ Ƴȅ Ǌŀƛƭ ǘǊŀǾŜƭΦέ

Intercept Intercept
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For most travellers, buying tickets digitally follows one of three 
common paths to purchase:

Websites and apps ςhow travellersbook their travel
¢ǊŀǾŜƭƭŜǊǎ ŦƻǊƳ ǘƘŜƛǊ ƻƴƭƛƴŜ ǘƛŎƪŜǘ ōǳȅƛƴƎ Ƙŀōƛǘǎ ōŀǎŜŘ ƻƴ ǿƘŀǘΩǎ ŜŀǎƛŜǎǘ ŦƻǊ ǘƘŜƳΣ ŀƴŘ ƎŜǘǎ ǘƘŜƳ ǘƘŜ ōŜǎǘ ŘŜŀƭ

Travellers enter their journey directly into Google, and select a link from 
the first few options to book their trip.

This is typically exhibited for less familiar journeys, longer journeys, and by 
those who travel less frequently ςǘƘǳǎ ƘŀǾŜƴΩǘ ƘŀŘ ŜƴƻǳƎƘ ƻǇǇƻǊǘǳƴƛǘȅ ǘƻ 
build a preference for a preferred service.

Searching

Many travellers believe prices can differ between websites, and so either 
use google or manually visit different sites, comparing prices, before 
purchasing a deal with confidence.

This is generally more common for higher priced journeys, where savings 
are more impactful and journeys are typically booked enough in advance to 
allow time for them to shop around.

Shopping

This path has travellers visiting a website or, more commonly, opening an  
app, before entering the required journey, and booking immediately.

This is often more suited to familiar or semi-familiar journeys by those 
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 apps ςbut Trainline is most popular.

Direct purchase

A google search is often the first step of the journey for most travellers, and is part of 
the reason Trainline are by far the best known train booking service in the country. 

Travellers often first connect with Trainline via Google search, where they are frequently 
the top result for relevant search terms, and they are able to connect with travellers at 
these opportune moments. 

Search listing

Generally speaking, travellers have little interest in keeping multiple apps for booking 
trains on their phones. As a result of this, once they have downloaded an app that suits 
their booking needs, they are likely to return to it for future bookings.

This is more often a result of habit and behavioural inertia than any comparative 
assessment of features, but repeatedly using the same service via website does seem 
increase the likelihood of downloading their app at some point.

App habits

Crucially, travellers have a latent but shallow understanding that the network is split 
ōŜǘǿŜŜƴ ŘƛŦŦŜǊŜƴǘ ƻǇŜǊŀǘƻǊǎΣ ŀƴŘ ǘƘƛǎ ƳŀƪŜǎ ŀ ŎŜƴǘǊŀƭƛǎŜŘ ΨǿƘƻƭŜ ƴŜǘǿƻǊƪΩ ƻǇǘƛƻƴ ŦŜŜƭ 
more like a comprehensive solution than an app run by someone only responsible for 
part of the network.

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

The fragmentation factor

[ƻƻƪƛƴƎ ŀǘ ōƻƻƪƛƴƎ ǇŀǘǘŜǊƴǎ ŀƴŘ ǘǊŀǾŜƭƭŜǊΩǎ ƧƻǳǊƴŜȅ ǘƻ ōŜƎƛƴ ōƻƻƪƛƴƎ ƻƴƭƛƴŜΣ 
there are several factors that draw travellers into using services: 
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Booking online ςcommonissues
Sometimes things intended to make a better online experience, can add unnecessary distractions for less confident travellers

[ŀŎƪ ƻŦ ŎƭŀǊƛǘȅ ŀǊƻǳƴŘ ΨǊŜǘǳǊƴΩ

A common hurdle when booking online was users 
unsure if they needed to pick a specific train back, and 
Ƙƻǿ ŀƴ ΨƻǇŜƴ ǊŜǘǳǊƴΩ ǿƻǳƭŘ ƛƳǇŀŎǘ ǇǊƛŎŜ

E-ticket introduction
Some platforms give 
little information 
around e-tickets and 
Ƙƻǿ ǘƘŜȅΩǊŜ ǳǎŜŘΣ 
despite the fact the 
option to avoid them is 
sometimes more costly

άL ǳƴŘŜǊǎǘŀƴŘ ǿƘȅ ōƻƻƪƛƴƎ ƻƴ ȅƻǳǊ ǇƘƻƴŜ ƳƛƎƘǘ ōŜ ŜŀǎƛŜǊ ŦƻǊ ǎƻƳŜ ǇŜƻǇƭŜΣ ōǳǘ ƛǘΩǎ ƴƻǘ 
ǎƻƳŜǘƘƛƴƎ LΩƳ ŜǾŜǊ ŘƻƛƴƎ ǘƻ ōŜ ŀōƭŜ ǘƻ Řƻ ōŜŎŀǳǎŜ ƻŦ Ƴȅ ŜȅŜǎƛƎƘǘΦ L ŘƻƴΩǘ ŜǾŜƴ ǊŜŀƭƭȅ ŦŜŜƭ 
ŎƻƴŦƛŘŜƴǘ ŘƻƛƴƎ ƛǘ ƻƴ ǘƘŜ ŎƻƳǇǳǘŜǊΣ ŀƴŘ ǘƘŀǘΩǎ ŀ ƳǳŎƘ ōƛƎƎŜǊ ǎŎǊŜŜƴΦέ

5ƛǎǘǊŀŎǘƛƴƎκΩƛǊǊŜƭŜǾŀƴǘΩ ƛƴŦƻǊƳŀǘƛƻƴ

The extensive presence of features displayed as part 
of the buying process can end up being visually 
distracting and mentally taxing for travellers who 
are less familiar with online booking.

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.

Sujay, 56, Ticket Office most often



Ticket preferences
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Ticket preferences ςpapertickets

For many travellers, being able to have a physical ticket they 
can hold in their hand is a source of comfort and reassurance. 
It allows them to readily double-check their ticket 
information, and is a level of security and proof they have 
successfully purchased their ticket, particularly if they are 
purchasing in advance.

This is a strong enough factor for some travellers to have 
gotten into the habit of printing their ticket out at home, just 
ǘƻ ƘŀǾŜ ƛǘ ΨǎŀŦŜΩ ŀƴŘ ƛƴ ǘƘŜƛǊ ǇƻǎǎŜǎǎƛƻƴΦ

Tactile reassurance

Some travellersfeel with a card receipt, and a separate ticket for 
return journeys, they can end up having too many pieces of paper 
to manage.

This can be exacerbated if they are using split-ticketing to achieve a 
better deal or are making multiple journeys in a short space of 
time.

Ticket tribulations 

¢ƘŜ ƻƴƭȅ ǘƘƛƴƎ L ŘƻƴΩǘ ƭƛƪŜ ƛǎ ǿƘŜƴ ȅƻǳΩǾŜ Ǝƻǘ ŀ ǊŜǘǳǊƴ ǘƛŎƪŜǘΣ 
and your receipt, and maybe a different ticket for tomorrow. 
Then you can get to the barrier and not know where you are 
ƻǊ ǿƘŀǘ ȅƻǳΩǊŜ ŘƻƛƴƎΦ .ǳǘ ƛǘ ǿƻǳƭŘ ǇǊƻōŀōƭȅ ōŜ ǘƘŜ ǎŀƳŜ ǿƛǘƘ 
different tabs on my phone.

άCƻǊ ƳŜΣ L ƴŜŜŘ ǘƻ ƘŀǾŜ ǘƘŀǘ ǇŀǇŜǊ ǘƛŎƪŜǘ ƛƴ Ƴȅ ƘŀƴŘΦ Lǘ ƳƛƎƘǘ 
sound silly, but just being able to open my purse and check its 
ǘƘŜǊŜ ƳŜŀƴǎ LΩƳ ƻƴ ǘƘŜ ǊƛƎƘǘ ǘǊŀŎƪ όtŀǊŘƻƴ ǘƘŜ ǇǳƴΗύΦ !ƴŘ ƛŦ 
you are swapping trains halfway, you can keep them in order.έ

For many travellers, paper tickets remain the tried-and-true method providing comfort in their familiarity

άL ƴŜŜŘ ŀ ƘŀǊŘ ŎƻǇȅ ŦƻǊ Ƴȅ ŜȄǇŜƴǎŜǎΦέ

Kay, 65, Ticket Office most often

Harry, 38, TVMs most often

Simon, 70, Ticket Office most often
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Ticket preferences - e-tickets
E-ǘƛŎƪŜǘǎ ŀǊŜ ŎƻƴǾŜƴƛŜƴǘ ŦƻǊ ǘƘŜ ŎƻƴŦƛŘŜƴǘΣ ōǳǘ ŎƻƳŜ ǿƛǘƘ ŀŘŘƛǘƛƻƴŀƭ ǇƻǘŜƴǘƛŀƭ Ǌƛǎƪǎ ǎƻƳŜ ŀǊŜƴΩǘ ǿƛƭƭƛƴƎ ǘƻ ǘŀƪŜ ƻƴōƻŀǊŘ

For travellers who have used e-tickets, the option is typically 
something they are willing to switch to for relevant journeys 
in the future

The convenience factors of having all their information at the 
touch of a button is often enough reason for travellers to 
switch

E-ticket ease

Some travellershave a background anxiety around relying on 
their mobile phone to manage their tickets, with common 
fears including:

Å Unreliable scanners at the gate
Å Signal/internet reliability
Å The battery running out
Å IŀǾƛƴƎ ǘƻ ƘŀǾŜ ǘƘŜƛǊ ǇƘƻƴŜ ΨƻǳǘΩ ƛƴ ŀ ōǳǎȅ ǇƭŀŎŜΦ

Å Losing/forgetting their phone

Digital drawbacks

A mental hurdle:
These concerns are also the common potential issues that keep travellers
from trialing e-ticketing in the first place. In these instances, the challenge 
may be less about solving specific issues with the service, and more about 
allaying their fears enough to get them to trial e-ticketing in the first place.

άLΩƳ ƴƻǘ ŀŎǘǳŀƭƭȅ ǎǳǊŜ ǿƘŜƴ L ǎǘŀǊǘŜŘ ǳǎƛƴƎ ƛǘΦ Lǘ Ƨǳǎǘ ŎŀƳŜ ǳǇ 
ƻƴ Ƴȅ ¢ǊŀƛƴƭƛƴŜ ŀǇǇ ƻƴŜ ŘŀȅΣ ŀƴŘ L ǘƘƻǳƎƘǘ ΨhƘ ƘŜǊŜ ǿŜ ƎƻΣ ƛǎ 
ǘƘƛǎ ƎƻƛƴƎ ǘƻ ǎŎŀƴΚΩ ŀƴŘ ƛǘ ŘƛŘΦ .ŜŎŀǳǎŜ L ƻƴƭȅ ǘǊŀǾŜƭ ƴƻǿ ŀƴŘ 
ǘƘŜƴΣ LΩƳ ƴƻǘ ŜǾŜƴ ǎǳǊŜ ǘƘŜ ƭŀǎǘ ǘƛƳŜ L ǳǎŜŘ ŀ ǇŀǇŜǊ ǘƛŎƪŜǘ ǿŀǎέ

Some travellers report having these difficulties when first 
using e-tickets and that it was enough to revert them to using 
paper tickets.

Bad experiences

A few travellers also outwardly appreciated the 
reduced environmental impact from not using paper 
ǘƛŎƪŜǘǎΣ ōǳǘ ǘƘƛǎ ǿŀǎƴΩǘ ǘƘŜƛǊ Ƴŀƛƴ ǊŜŀǎƻƴ ǘƻ ǎǿƛǘŎƘΦ

Richard, 59, App most often





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 to unstaffed stations
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Many of the strongest impressions 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 ticketoffice staff are knowledgeable about routes and 
potential offers that they might otherwise not have access to, providing a great level of comfort 
for less confident travellers.

Staff as a service

²ƘŜǘƘŜǊ ƛǘΩǎ ōŜƛƴƎ ǇƻƭƛǘŜ ƛƴ ǘƘŜƛǊ ǇǊŀŎǘƛŎŀƭƛǘȅΣ ƻǊ ƎƻƛƴƎ ǘƘŜ ŜȄǘǊŀ ƳƛƭŜΣ ǎƻƳŜ ǘǊŀǾŜƭƭŜǊǎ ƘŀǾŜ 
ƭŀǎǘƛƴƎ ǇƻǎƛǘƛǾŜ ƛƳǇǊŜǎǎƛƻƴǎ ƻŦ ǎǘŀŦŦ ŀǊƻǳƴŘ ǘƘŜ ǎǘŀǘƛƻƴ ŀƴŘ ƛƴ ǘƘŜ ǘƛŎƪŜǘ ƻŦŦƛŎŜ ǿƘŜǊŜ ǘƘŜǊŜΩǎ 
been a earnest and appreciate social interaction.

While the location and size of the stations travellers use plays a factor in how present this is 
όƛƴ ōƻǘƘ ǳƴƳŀƴƴŜŘ ŀƴŘ ƳǳŎƘ ōǳǎƛŜǊ ǎǘŀǘƛƻƴ ƛǘΩǎ ƭŜǎǎ ƻŦ ŀ ŦŀŎǘƻǊύΣ ŦƻǊ Ƴŀƴȅ ǘǊŀǾŜƭƭŜǊǎ ƛǘΩǎ 
common to have an affectionate relationship with the rail staff they interact with.

²ƘƛƭŜ ǘƘƛǎ ƛǎƴΩǘ ǎƻƳŜǘƘƛƴƎ ǘƘŀǘΩǎ ΨŜȄǇŜŎǘŜŘΩ ǇǊŜ ǎŜΣ ƛǘ iswidely appreciated.

Staff for socialising

²ƘƛƭŜ ǘǊǳŜ ΨIƻǊǊƻǊ ǎǘƻǊƛŜǎΩ ŀǊŜ ǾŜǊȅ ǊŀǊŜΣ ǘƘŜǊŜ ŀǊŜ ǘǊŀǾŜƭƭŜǊǎ ǿƘƻ ƘŀǾŜ ƘŀŘ ƴŜƎŀǘƛǾŜ 
experienceswith members of staff they have interacted with.

This is usually a result of staff being inattentive or needlessly curt with the travellers when they 
need assistance, e.g. too busy talking or looking their phones to be dutiful.

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.

Staff as a barrier

ά¢ƘŜ Ƴŀƛƴ ǊŜŀǎƻƴ L ƭƛƪŜ ǘŀƭƪƛƴƎ ǘƻ ǎƻƳŜƻƴŜ ƛǎ L 
ƪƴƻǿ ŦƻǊ ǎǳǊŜ ƛŦ LΩƳ ƎŜǘǘƛƴƎ ǘƘŜ ŎƻǊǊŜŎǘ ǘƛŎƪŜǘΣ ŀƴŘ 
at the right price. I took my family to bath last 
year and the lady helped us get £20 with a family 
ǘƛŎƪŜǘΦέ

άL ǉǳƛǘŜ ƭƛƪŜ ǘƘŜ ǎǘŀŦŦ ŀǘ Ƴȅ ǎǘŀǘƛƻƴΦ ²Ŝ ƳŀƪŜ 
ƧƻƪŜǎ ŀōƻǳǘ ǘƘŜ Ŧƻƻǘōŀƭƭ ŀƴŘ ǘƘŀǘΦ LŦ ȅƻǳΩǊŜ ǎŜŜƛƴƎ 
ǘƘŜƳ ŜǾŜǊȅ Řŀȅ ǘƘŜƴ ƛǘΩǎ ƴƛŎŜ ǿƘŜƴ ǘƘŜȅΩǊŜ ƴƻǘ 
Ƨǳǎǘ ǊƻōƻǘǎΦ ¢ƘŜǊŜΩǎ ƴƻǘ ŜƴƻǳƎƘ ǎƻŎƛŀƭ ƛƴǘŜǊŀŎǘƛƻƴ 
ǘƘŜǎŜ Řŀȅǎέ

ά¢ƘŜȅΩǊŜ фф҈ ƻƪŀȅ ōǳǘ LΩǾŜ ƘŀŘ ƛǘ ƻƴŎŜ ƻǊ ǘǿƛŎŜ 
where you go to talk to them about something 
ŀƴŘ ǘƘŜȅΩǊŜ ǘƻƻ ōǳǎȅ ŎƘŀǘǘƛƴƎ ǘƻ ŜŀŎƘ ƻǘƘŜǊ ƻǊ 
ǇƭŀȅƛƴƎ ƻƴ ǘƘŜƛǊ ǇƘƻƴŜǎΦέ

Robert H, 47, Contactless most often

Sati, 46, TVM most often

Simon, 70, Ticket Office most often



Perceived staff responsibilities - theŦƻǳǊ {Ωǎ ƻŦ ǎǘŀǘƛƻƴ ǎǘŀŦŦ ǊƻƭŜǎ
Travellers understanding of the responsibilities of station staff can broadly fall into four key categories

Finally, though mentioned less often, sale of tickets is seen as a role 
station staff currently have to undertake. 

άhōǾƛƻǳǎƭȅ ǘƘŜ Ƴŀƛƴ ǊŜŀǎƻƴ ǘƘŜȅΩǊŜ ǘƘŜǊŜ ƛǘ ǘƻ 
ǎŜƭƭ ǘƛŎƪŜǘǎΦ ¢ƘŜȅΩǊŜ ōǳǎƛŜǊ ŀǘ ǎƻƳŜ ǎǘŀǘƛƻƴǎ 
ǘƘŀƴ ƻǘƘŜǊǎέ

Joanne, 37, Ticket office most often

Sales

Considered a key aspect of the station staff role, the safe 
management of the station involves everything from patrolling the 
Ψ¸Ŝƭƭƻǿ [ƛƴŜǎΩ ǘƻ ƘŜƭǇƛƴƎ ǇŀǎǎŜƴƎŜǊǎ ƻƴǘƻ ǘǊŀƛƴǎΣ ŀƴŘ ƪŜŜǇƛƴƎ ŀƴ ŜȅŜ 
on anyone walking too near the edge of platforms.

άIŜŀƭǘƘ ŀƴŘ ǎŀŦŜǘȅΦ L ǿŜƴǘ ǘƻ ǘƘŜ ŜƴŘ ƻŦ ǘƘŜ 
platform for better reception and someone 
must have seen me, who ran over to ask if I 
ǿŀǎ ŀƭǊƛƎƘǘΦέ

Stuart, 42,Online (Website) most often 

Safety

Travellers rely on station staff to inform them about alterations and 
updates to current trains, advice on potential routes and changes, 
as well as help navigating the station and broader network.

ά¢ƘŜȅΩǊŜ ŀƭǿŀȅǎ ǘƘŜǊŜ ǘƻ ƘŜƭǇ ƳŜ ǿƘŜƴ L ƘŀǾŜ 
ƭƻǘǎ ƻŦ ǉǳŜǎǘƛƻƴǎΣ ǿƘƛŎƘ L ǳǎǳŀƭƭȅ ŘƻΗέ

Bryonie, 60, Ticket Office most often

Service

Similar to safety but with regards to limiting potential attacks or 
abuse between passengers on trains and stations. Generally 
ǇŀǎǎŜƴƎŜǊǎ ŀǘǘŜǎǘ ǘƻ ŦŜŜƭƛƴƎ ΨǎŀŦŜǊΩ ǿƛǘƘ ǎǘŀǘƛƻƴ ǎǘŀŦŦ ǾƛǎƛōƭŜ ŀƴŘ 
present, particularly when travelling a unsociable hours.

ά!ǎ ŀ ǿƻƳŀƴΣ L ǘƘƛƴƪ ƛǘΩǎ ƴƛŎŜ ǘƻ ƘŀǾŜ ǎƻƳŜƻƴŜ 
ƻƴ ǘƘŜ ǎǘŀǘƛƻƴΦ Lǘ Ƨǳǎǘ ƳŀƪŜǎ ƳŜ ŦŜŜƭ ǎŀŦŜǊΦέ

Alice, 41,TVM most often 

Security





Exploration of hypothetical scenarios



Scenario 1 ςimagininga world where digital tickets are the only option*
When imagining a world where it is no longer an option to buy tickets at the station, 1 of 3 attitudes typically emerge
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άLΩŘ ōŜ ǾŜǊȅ ǳǇǎŜǘ ŀǘ ǘƘŜ ƭŀŎƪ ƻŦ 
ŎƘƻƛŎŜέΗ

Acceptance1

A portion of travellersfeel that change is 
inevitable

Reluctant Acceptance2

Some travellersare unhappy at the 
proposal and have a level of resistance ς
ƘƻǿŜǾŜǊΣ ǘƘŜȅ ǳƴŘŜǊǎǘŀƴŘ ǘƘŀǘ ƛǘΩǎ 

progressive -which sometimes leads to 
unpleasant side effects

Opposed / Strongly opposed3
Some are very upset / angry by potential 
changes.  While there are concerns about 

how it would affect them personally, much 
opposition is more about how this could 
effect others ςi.e. vulnerable passengers 

and staff who may lose their job

ά!ǘ ǘƘŜ ŜƴŘ ƻŦ ǘƘŜ Řŀȅ 
ƛǘΩǎ ƛƴŜǾƛǘŀōƭŜΧŀƭǘƘƻǳƎƘ 
I feel sorry for older 
ǇŜƻǇƭŜΦέ

άLǘΩǎ ǳƴŀǾƻƛŘŀōƭŜΦ  ¢ƘƻǳƎƘ 
LΩŘ ŦŜŜƭ ƘŜƭǇƭŜǎǎΣ ǘƘŜǊŜΩǎ 
ƴƻǘƘƛƴƎ L ŎŀƴΩ Řƻ ŀōƻǳǘ ƛǘΣ 
ǎƻ LΩŘ ƘŀǾŜ ǘƻ ŀŘƧǳǎǘΦέ

L ǿƻƴΩǘ ƘŀǾŜ ǘƻƻ ƳǳŎƘ 
ǊŜǎƛǎǘŀƴŎŜΦ  LΩŘ ǊŀǘƘŜǊ ǘƘŜ 
window stays, however, if 
ǘƘŜ ƻǇǘƛƻƴ ƛǎ ǘŀƪŜƴ ŀǿŀȅΣ LΩƭƭ 
Ƨǳǎǘ ŀŎŎŜǇǘ ǘƘŀǘ ǿŜΩǊŜ 
moving with the times.

άLǘ ǿƻǳƭŘ ōŜ ŀ ǘǊŀǾŜǎǘȅΦ  LǘΩǎ ŀƴ 

institution. There are too many 

people who will be impacted ς
especially the old.  I use my Mum 

as a benchmark.  For Mum to 

have to do this, it would be so 

ǘƻǳƎƘ ŦƻǊ ƘŜǊέ

άLǘΩǎ ƴŀǘǳǊŀƭ 
ǇǊƻƎǊŜǎǎƛƻƴΦ  LǘΩǎ 
ǿƘŀǘΩǎ ƘŀǇǇŜƴƛƴƎ ƛƴ 

the world and makes 
perfect sense to help 
ǊŜŘǳŎŜ Ŏƻǎǘǎέ

άLǘΩǎ ǎŀŘ ōǳǘ ƛǘΩǎ ƎƻƛƴƎ ǘƻ 
happen.  Just look at every 
ƻǘƘŜǊ ŀǊŜŀ ƻŦ ƻǳǊ ƭƛǾŜǎΦέ

If they moved to digital, 
LΩŘ ǇǊƻōŀōƭȅ ƎǊǳƳōƭŜ ŀ 
bit and then just get on 
ǿƛǘƘ ƛǘΗέ

άL ŦŜŜƭ ǊŜŀƭƭȅ ōƛǘǘŜǊ ŀōƻǳǘ 
it.  We spend so much on 
tickets, so it would be 
ŘƛǎŀǇǇƻƛƴǘƛƴƎέ

ά¸ƻǳ ŎŀƴΩǘ Řƻ ǘƘŀǘΗ There are 
people of a certain age who 
ȅƻǳΩǾŜ ŎƻƳǇƭŜǘŜƭȅ ǿǊƛǘǘŜƴ 
off.  Or people with 
ŘƛǎŀōƛƭƛǘƛŜǎΦ   ¢ƘŀǘΩǎ ŀ ƴƻƴ 
starterέ

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

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)
3. Job losses (most express opposition to this and it damages the already fragile relationship that passengers have with the railway)



Scenario 2 ςimaginingif ticket offices were closed
²ƘŜƴ ŎƻƴǎƛŘŜǊƛƴƎ ŀ ƴŜǘǿƻǊƪ ǿƛǘƘ ƴƻ ǘƛŎƪŜǘ ƻŦŦƛŎŜǎ όōǳǘ ¢±aǎ ǊŜƳŀƛƴύΣ ƛƴƛǘƛŀƭ ǊŜŀŎǘƛƻƴǎ Ŏŀƴ ōŜ ƴŜƎŀǘƛǾŜΧ
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¢ƘŜǊŜΩǎ ŀƴ ŜƭŜƳŜƴǘ ƻŦ bƻǎǘŀƭƎƛŀ ǿƘŜƴ ƛǘ ŎƻƳŜǎ ǘƻ ǘƛŎƪŜǘ 
offices

ωTicket 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

ωThe thought of removing them completely is initially 
met (by some) with sadness and /or anger, driven by:

ωThe thought of potential job losses

ωWorry about how to get help / how to buy a ticket

ωA feeling of unfairness

ωFor others, it is however inevitable ςespecially those 
who already live on lines with unstaffed stations or 
ǿƘƻ ōŜƭƛŜǾŜ ǘƘŜȅΩǾŜ ŀƭǊŜŀŘȅ ōŜƎǳƴ ǘƻ ǎŜŜ ŀ ǎƘƛŦǘ ƛƴ 
the number of ticket booths open or the hours of 
operation

What about reduced opening hours?

ωWhile 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.

ωbƻǘŀōƭȅΣ ǘƘŜǊŜ ƛǎƴΩǘ ŀ ŎƻƴǎŜƴǎǳǎ ǿƘŜƴ 
it comes to potential opening hours:

ω Some suggest peak hours;

ω Others suggest off peak hours are 
more important, as more people 
who need the service are likely to 
be travelling at those times 

This lack of consensus suggests that 
consultation with passengers or 
analysis of ticket buying behaviour on 
a case by case basis may be necessary 

άLǘ ǿƻǳƭŘ ōŜ ǘƘŜ ŜƴŘ ƻŦ ŀƴ ŜǊŀέ
Darren, 54, Ticket Office most often

άLǘ ǿƻǳƭŘƴΩǘ ŜǾŜƴ ǊŜƎƛǎǘŜǊ ŀǎ I rarely use 

ǘƘŜƳΦ  aȅ ǎǘŀǘƛƻƴ ǇǊƻōŀōƭȅ ƘŀǎƴΩǘ ƘŀŘ ƻƴŜ 

ǎƛƴŎŜ мфсрέ
Warren, 57, TVM most often

άLΩŘ ōŜ ŘŜǾŀǎǘŀǘŜŘ ςƛǘΩǎ ǎǳŎƘ ŀ ǳǎŜŦǳƭ ǘƻƻƭ 

being able to talk to someone.  What about all 

ǘƘŜ ǎǘŀŦŦΚ  ²ƘŜǊŜ ǿƻǳƭŘ ǘƘŜȅ ƎƻΦ  LǘΩǎ ǘƘŜ 
ƛƴŦƻǊƳŀǘƛƻƴ ǘƘŜȅ ƎƛǾŜ ȅƻǳΣ ƭƛƪŜ ΨƳŀƪŜ ǎǳǊŜ ȅƻǳ 

ƎŜǘ ƻƴ ǘƘŜ ƳƛŘŘƭŜ ŎƻŀŎƘ ŀƴŘ ǘƘƛƴƎǎ ƭƛƪŜ ǘƘŀǘΩΦ  
They give you so much information.έ

Colin, 66, Ticket Office most often

άL Ƴƛǎǎ ǎŜŜƛƴƎ ǇŜƻǇƭŜ ŀǊƻǳƴŘΦ  Lǘ ƳŀƪŜǎ ƳŜ 
ǿƻƴŘŜǊ ƛŦ ǘƘŜȅΩǾŜ ƭƻǎǘ ǘƘŜƛǊ Ƨƻōǎ ŀƴŘ ƛǘ ƳŀƪŜǎ 
ƳŜ ŦŜŜƭ ŀ ōƛǘ ǎŀŘέΦ

Kay, 65, Ticket Office most often

άLΩŘ ōŜ ƎǳǘǘŜŘΦ  ¢ƘŜ ƭŀŘȅ ōȅ ǘƘŜ ŘŜǎƪ Ƙŀǎ ƘŜƭǇŜŘ 

ƳŜ ŀ ƭƻǘΦ  LΩŘ ŦŜŜƭ ōŀŘ ŦƻǊ ƘŜǊΦ  L ŘƻƴΩǘ ƪƴƻǿ 

ǿƘŀǘ ǘƘŜȅΩŘ Řƻέ
Gemma, 33, TVM most often



Considering a scenario where TVMs are the only option at the station
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Fear and anxiety are the main emotions behind barriers to 
use

ωFear of being overcharged / not getting the best deal

ωConcerns about buying the wrong ticket by accident (and the 
perceived high probability of doing so)

ωFinding oneself in a nightmare scenario - not understanding the 
machine Č causing a big queue to form Č feeling more anxious 
because of the queue Čbeing even slower because of anxious 
feeling etc.

ωUltimately, the impersonal experience, with no clear guidance or 
reassurance is the reason why many avoid TVMs

How to alleviate passenger fear and anxiety around TVMs:

Provision of adequate, capable staff is key to providing the passenger 
reassurance required, in a scenario where TVMs are the only booking 
option at the station.  This could be in the form of staff available to help 
ǿƛǘƘ ¢±aΩǎ ǿƘŜƴŜǾŜǊ ǊŜǉǳƛǊŜŘΦ   ¢ƘŜǊŜ Ƴǳǎǘ ōŜ ŀŘŜǉǳŀǘŜ ǎǘŀŦŦ ǊŜƭŀǘƛǾŜ ǘƻ 
the number of machines (people should not be left alone for long periods if 
they need assistance).  Staff must be:

ÁFriendly and Patient ςwilling to offer advice, guide passengers through 
ǘƘŜ ǇǊƻŎŜǎǎ ƻǊ ŎƻƳǇƭŜǘŜ ǘƘŜ ōƻƻƪƛƴƎ ƻƴ ǘƘŜ ǇŀǎǎŜƴƎŜǊΩǎ ōŜƘŀƭŦ

ÁKnowledgeable ςable to select the most cost effective option 

Some passengers appear to be open to a scenario where the guidance is 
provided virtually ςpotentially 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 to 
complete the booking ςnot just answer questions  ςas the visually 
impaired, dyslexic and those with other disabilities may still not be able to 
confidently select the correct ticket, even with guidance.  

A voice activated vending machine (similar to Siri/Alexa/Google home) 
could also be considered.

Other important considerations:

ωProvide a suitable number of TVMs for footfall numbers

ωCarry out regular maintenance of vending machines (several 
ǘǊŀǾŜƭƭŜǊǎ ǊŜǇƻǊǘ ŜƴŎƻǳƴǘŜǊƛƴƎ Ψƻǳǘ ƻŦ ƻǊŘŜǊΩ ¢±aǎύ

ωSanitise vending machines (and provide reassurance regarding 
regular sanitization, referencing Covid)

Scenario 2 ςimaginingif ticket offices were closed (continued)



Scenario 2 ςimagining if ticket offices were closed (continued)

Despite initial negative reactions, when thinking about their own and other passenger needs, it appears there are clear ways to 
address concerns
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What feels manageable?Thinking specifically about needs

ωThe main purpose of the ticket office is to 
provide:

ω A central point of contact

ω A reassuring purchase experience

Though it feels impractical to happen 
overnight, many people can conceive of a 
near future where this change is 
manageable within their lives, providing a 
number of measures are taken to mitigate 
the effects

ωContinue to provide a central point of contact:

There should be a central area where passengers 
can access help from staff ςand if they are not 
available there should be a way to alert them 

ωContinue to provide a reassuring purchase experience

Ideally, staff on the concourse should be able to 
ƛǎǎǳŜ ǘƛŎƪŜǘǎ Ψƻƴ ǘƘŜ ƎƻΩ ŦƻǊ ǘƘŜ ŘƛƎƛǘŀƭƭȅ ŜȄŎƭǳŘŜŘ ƻǊ 
allow on-train ticket purchases

An adequate number of staff should be available to 
help with purchasing from TVMs

*see advice re TVMs overleaf

ά!ǎ ƭƻƴƎ ŀǎ ǘƘŜȅΩǊŜ Ŝŀǎȅ ǘƻ ŦƛƴŘΣ 
and able to help you when you 
ƴŜŜŘ ƛǘ ǘƘŀǘΩǎ ǘƘŜ Ƴŀƛƴ ǘƘƛƴƎΦ

..They might even prefer not 
ōŜƛƴƎ ǎǘǳŎƪ ƛƴ ŀ ōƻƻǘƘ ŀƭƭ ŘŀȅΦέ
Simon, 70 ,TVM most often



Scenario 3 ςticket offices closed and staff redeployed around the station
The concept of staff redeployment is received more positively, but a degree of scepticismand concern remains
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Most travellers were able to see the benefit of staff being more flexible in 
their duties, and readily on-hand around the concourse and platforms 
ǊŀǘƘŜǊ ǘƘŀƴ ōŜƛƴƎ ΨŎƻƻǇŜŘ ǳǇΩ ƛƴ ŀ ǘƛŎƪŜǘ ƻŦŦƛŎŜΦ ¢Ƙƛǎ ǿŀǎ ƻŦǘŜƴ ǎǳǇǇƻǊǘŜŘ 
by previous experience seeing or interacting with staff in these areas 
previously.

Practical in principle

Scepticismtowards the idea
When the idea of redeploying ticket staff around the station is mentioned, a number of travellers express a initial reaction of 
ǎŎŜǇǘƛŎƛǎƳ ǘƘŀǘ ƛǘ ǿƻǳƭŘ ŀŎǘǳŀƭƭȅ ƘŀǇǇŜƴ ǊŀǘƘŜǊ ǘƘŀƴ άWǳǎǘ ƎŜǘǘƛƴƎ ǊƛŘ ƻŦ ǇŜƻǇƭŜΦέ

This is typically travellers finding the idea incredulous in the short-to-medium term, but some also highlight that even if such
ǊƻƭŜǎ ŀǊŜ ƳŀŘŜΣ ǘƘŜȅΩǊŜ ƴƻǘ ƘƻǇŜŦǳƭ ǘƘŜȅΩƭƭ ōŜ ƳŀƛƴǘŀƛƴŜŘ ǿƘŜƴ ǘƘƻǎŜ ŜƳǇƭƻȅŜŜǎ ǊŜǘƛǊŜΦ

!

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.

Searching for staff

One suggestion that some travellersfelt was necessary was staff being able to still sell tickets to those who needed them 
that way ςe.g. via handheld ticket machines like those used by on-train conductors.

Sales on the go

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

Availability and attentiveness



ά¢ƘŜ ōŜǎǘ ǿŀȅ ǘƻ ƛƳǇƭŜƳŜƴǘ ŀƴȅ ƪƛƴŘ ƻŦ ŎƘŀƴƎŜ 
ǿƻǳƭŘ ōŜ ōȅ ƪŜŜǇƛƴƎ ǎǘŀŦŦ ŀǊƻǳƴŘ Φ Lǘ ŘƻŜǎƴΩǘ 
necessarily need to be in a booth, but there needs 
to be people helping us to get the right 
ticket, helping with luggage, directing us to the 
right place.

"LǘΩǎ ƛƳǇƻǊǘŀƴǘ ǘƻ ƘŀǾŜ ǘƘŀǘ ƘǳƳŀƴ 
interaction. Taking that away completely is 
wrong. ¸ƻǳ ǎǘƛƭƭ ƴŜŜŘ ǇŜƻǇƭŜ ǘƘŜǊŜΦέ

άhŦ ŎƻǳǊǎŜthey SAYǘƘŜȅΩƭƭredeploy them, but do 
we know ifǘƘŀǘΩƭƭ ŀŎǘǳŀƭƭȅ ƘŀǇǇŜƴΚ

"I understand the needto becost-effective butLΩŘ 
hate to see anybodyŘƻƴŜ ƻǳǘ ƻŦ ŀ ƧƻōΧέ

Stacy, 34, Ticket Office most often

Simon, 70, TVM most often


