
Revenue Protection Inspector 

Refresher Course 



House Keeping

Overground House

Learning & Development Centre



Evacuation

• If the alarm sounds, do not use the lifts

• Try and stay together

• Meet at the S.A.P

• Procedure is on the Wall

Fire alarm test is done every Wed at around 10hrs



AT ENTRANCE TO FIRST FLOOR

(NO SMOKING IN BUILDING)



Course Start - 09:00

Finish - 16:00

10:00 10:15 – Break for Tea 

12:00 - 12:45 – Lunch 

14:00 - 14:15 – Afternoon Tea

Plenty of food shops on the main road



Day 1 Agenda

• 09:00 - 09:10 Intro/House Keeping

• The Role Of An RPI

• 09:10/10:00 - National Rail Conditions Of Carriage (NRCOC) Definition of a 
„Contract‟

Reinforcing Ticket knowledge (Magnetic/Oyster)

• 10:00/10:15 - Tea Break 

• 10:30/11:40 - Movie Readers

• 11:40/12:00 - Consolidation Morning Session lead to afternoon session

• 12:00/12:45 - Meal Break

• 12:45/14:00 - Note Book Code of Behaviour/Questioning Techniques' 

• 14:00/14:15 - Tea Break

• 14:15/15:30 - Decision Making NFA/PF/MG

• 15:30/16:00 - Consolidate afternoon‟s session lead to morning session 

• 16.00 - Finish



Objective/“What's in it for me” (WIFM)

• Understanding your Role

• Condition of Carriage Customers Contract explained

• Why do we check tickets?

• Understanding the various Ticket/Oyster products, 

• Oyster readers MOVie 440. 

• Your Note Book Code of Behaviour

• What questioning do I ask 

• “Am I Making the right decision” ? NFA/PF/MG

• Nil Paid Vs MG 11

• Outcome Reinforce Revenue Knowledge



Revenue
Protection
Inspector

The Role Of An RPI



The Role of a Revenue Protection 

Inspector (RPI)

Your Role as Revenue Protection Inspector (RPI) within LOROL new 

structure will be  at times a very demanding, multi skilled, Customer 

facing role, we must at all times remind our selves that we are the 

visible face of  LOROL and as such maintain excellent customer service 

standards. We should at all times do our utmost to exceed and set new 

levels of standards  were ever possible. 

A certain amount of personal discretion is required when working with 

our customers and no two days will be the same. Some days will be 

more demanding than others but a vast support network is there to 

help you from colleagues to managers in-house and off site help line 

out of house.

• You are required at all times to :



Roles and Responsibilities

• Report for duty on time

• Uphold the integrity of your grade

• Conduct yourselves in a professional manner

• Not to bring your grade, your colleagues, LOROL or TfL into disrepute 
Conduct your duties in strict compliance with all current directives and 
abide with all  instructions given

• When attending  stations for customer service/revenue duties, you 
must comply with all LOROLs sign in/Evacuation procedures

• Interview customers in strict compliance with Revenue directives

• Ensure that all paperwork is as accurate as possible and complies to 
the revenue protections departments training standards. 

• Comply with all cash regulations  at all levels.

• Adhere to all safety instructions, ensuring the health and safety of 
yourself and others 



Roles and Responsibilities

• Build relationships with your fellow workers thus enhancing the team 
membership concept

• Not speak ill of your co-workers

• Lead and encourage other staff by maximising their commitment and 
leading by example

• You  must ensure that they you always present yourself well in public, 
that at all times treat customers in a friendly, helpful and courteous 
manner thus helping to enhance the Company's image and reputation.



Expectations and Behaviours

• You must endeavour to make yourself a role model in terms of carrying 

out your day to day duties, at all times in a courteous and efficient 

manner.

• Whilst on duty You must be visible to customers in full uniform 

(appropriate attire if instructed to be on plain-clothes duties), including 

name badge and shoes if issued or approved by the Company.

• You must when requested to do so by a member of the public give your 

name (or pseudonym name) or employee number; whichever is 

applicable, and your grade.

• You must manage your own personal performance, conduct, 

appearance, work attendance and resolution of personal problems 

affecting work performance.



Expectations and Behaviours

• Minimise customer complaints and maximise customer satisfaction. 
Investigate and deal with all customer complaints with efficiency and 
tact.

• Never place yourself in a position that could lead to allegations of sexual 
assault when dealing with customers.

• Never manhandle or chase after customers thus placing yourself and 
others at risk.

So come to work on-time, be visible and professional at all times and 
give the best customer service and standards possible. We expect a 
high level of commitment from you at all times and we will fully support 
you and your career development within LOROL.
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Introduction to Contracts

Express

With the purchase of a

ticket in advance of travel

Implied

Permission given to pay at 

Destination

If neither apply then the 

person is trespassing



Civil Law vs. Criminal Law

• Civil law :Deals with the disputes between individuals, 

organizations, or between the two, in which compensation 

is awarded to the victim.

• Type of punishment: A defendant in civil litigation is never 

incarcerated and never executed. Losing defendant in civil 

litigation only reimburses the plaintiff for losses caused by 

the defendant‟s 

• Burden of proofs: Burden of proofs is initially on the 

Prosecution.



Civil Law vs. Criminal Law

• Criminal law (also known as penal law) is the body of 

statutory and common law that deals with crime and the 

legal punishment of criminal offences. 

• Type of punishment: A guilty defendant is punished by 

either incarceration in a jail or fine paid to the government, 

or, in exceptional cases, the death penalty. 

• Burden of proofs: Burden of proofs is initially on the 

Prosecution, Beyond Reasonable Doubt.



Get off my land!!!

Is trespass a criminal act or a

civil wrong?

Civil

Unless...…on land where law

prescribes it as 

Criminal…



Where might trespass be criminal?

• Railways

• Ministry of Defence

• Airports

• Buckingham Palace



National Rail Conditions Of Carriage (NRCOC) 

Definition of a „Contract‟



Definition of a „Contract‟

What are the essential requirements to make a contract

valid?

i. there must be an offer and acceptance (Agreement)

ii. there must be an intention to create legal relations 

iii. there must be consideration 

iv. the parties must, have the capacity to contract 

v. there must be genuine consent by all parties to the terms 
of the contract 

Written formalities are only needed for money lending and 

Land sales



Valid Contract

• there must be an offer and acceptance

There is an offer of a service and an acceptance by the customer to buy 

a ticket

• there must be an intention to create legal relations

We give them a ticket as proof of purchase and inform them that we will 

get them from “a to b”

• there must be consideration

We have terms and conditions and the Customer Charter

shows we look at all possible ways to be fair



Valid Contract

• the parties must, have the capacity to contract

the Ticket Seller issues tickets on behalf of LOROL/LU to the 

customers. Customers can also buy tickets from Agents  

who are authorised to sell on behalf of LOROL/LU 

• there must be genuine consent by all parties to the terms of the 

contract 

„Conditions of Carriage‟



Ticket Types & 
Validities

Reinforcing ticket 

knowledge

Revenue
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Think of the combination of tickets, 

you encounter whilst working on the 

LOROL network



• Date

All tickets are valid on the date shown on the ticket, and some are 
also valid on subsequent dates. Tickets are NEVER valid BEFORE the 
date shown

• Destination

Usually a named station. Other possibilities are: 
U ZONES: Through ticket to destinations on the London Underground 
or Docklands Light Railway. Valid for travel between the named 
stations on LOROL, plus the “U Zones” on LU or DLR.
R ZONES: For a Travelcard – ticket valid in the stated Zones
L ZONES: For an LT Card – ticket valid in the stated Zones LONDON 
TERMINALS: For travel to any Central London Terminal Station which 
can be reached without crossing London by Underground    

• Route 

Most tickets are valid at the “from” station (origin point), the “to” 
station (destination) and for travel between the two. 
Some types of ticket permit the customer to break their journey at an 
intermediate station, whilst others do not. 
Some tickets allow the customer the travel by “any permitted” route 
between the origin point and destination, whilst other are only valid 
on specific routes or certain Train Company services only



Ticket Types & Validities

• Whilst the majority of our customers will have a valid ticket 
for their journey, it is important that tickets are checked to 
ensure that those with non-valid tickets are asked to pay 
the appropriate fare.

• A customer may possess a ticket which, on examination, 
proves to be not valid for the journey made. Often, this may 
happen because the customer is unaware of restrictions on 
the ticket, but in some cases you will find that a customer is 
wilfully misusing a ticket. Such customers depend upon 
sloppy standards of ticket checking as they continue to 
avoid payment of the correct fare –our job is detecting this 
practice!



Ticket Types & Validities

• Most of LOROL stations are equipped with Ticket Gates, so 
the  checking of tickets may be achieved automatically. 
Very occasionally, the gate may reject a perfectly valid 
ticket, but in the vast majority of cases non-valid ticket are 
successfully intercepted. It is therefore important that when 
a customer asks to use the side gate at a gated station, his 
or her ticket should be carefully scrutinised.

• The main features of a ticket which require examination 
are:



STD ONE NIL

PRIV 07.JNR.09                   60352   1536ø  W13

LUTON  * 07.JNR.09                                      £3:50M 
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07JNR09 CHILD RETURN >4:00< STD

BAKER STREET

£4:00M080407 JNR 09051101002847

=                  ><                    = =                      ><                   

07 JNR 09
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07JNR08 01DAY TRAVELCARD STD

>>23456<<

£4:80M094507 JNR 08071211045888

DAY TRAVELCARD =       =        OFF - PEAK  =

07 JNR 08

One Day Travel card Validity



One Day Travel card Validity

Validity (Anytime)?

• From 00:01 Monday to Friday on the date of validity until 04:30 hours 
following expiry date

Validity (Off Peak)?

• From 09:30 Monday to Friday on the date of validity until 04:30 hours 
following expiry date

• 00:01 on Saturday, Sunday and Public holidays on day valid until 04:30 
following expiry date

Availability?

• LU, LOROL, DLR, NR, Tramlink & Buses 

• within the zones stated on the ticket



Validity of season tickets

A season ticket gives you the right to travel between the stations or 

within the zones stated on it for the period shown up to and including 

the expiry date shown on it. This includes the right to break and 

resume your journey, as described in Condition 15. If you use the 

season ticket to travel to another station, or within another zone, you 

will be treated as having joined the train without a valid ticket for that 

extra part of your journey and Condition 7 or 8 (whichever is relevant) 

will apply.

The routes you are entitled to take with a season ticket are explained 

in Condition 13.



If a photocard is required to buy a season ticket, that season ticket is not

valid unless it can be presented with a photocard bearing a true likeness of 

the person for whom the season ticket was issued. The season ticket must 

show the photocard serial number. If you are unable to present a photocard 

with your season ticket at the request of staff or agents of a Train Company, 

but are able to do so later, that Train Company may, at its discretion, refund 

any excess fare or penalty fare paid (less a reasonable administrative 

charge). However, the Train Company will not refund more than two claims 

in any 12 month period.

Photocards

https://frpp.tso.co.uk/tm_ticket_stock_images/EMBED_337882_02000002_large.gif%09%09


Who needs a photocard?

• You do not need a photocard to buy or use any adult-rate 
Travelcard or Bus & Tram Pass on Oyster.

• You do need an adult photocard to buy or use: 

• A monthly or longer-period Travelcard that includes validity 
to a National rail station beyond Zone 6. 
It is not needed from Moor Park-
Watford/Chesham/Amersham inclusive. 

• Point to point season tickets on London Overground 

• 7 Day, monthly or longer period National Rail only season 
tickets 

• You can apply for an adult photocard at any Tube or London 
Overground station

https://oyster.tfl.gov.uk/oyster/entry.do


Paper Season Tickets

https://frpp.tso.co.uk/tm_ticket_stock_images/EMBED_337452_02000001_large.gif%09%09


Discount
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• If you have a disability that 
makes travelling by train 
difficult you might qualify 
for the Disabled Persons 
Railcard. The Railcard 
allows you to get a 1/3 off 
most rail fares throughout 
Great Britain. If you're 
travelling with an adult 
companion they also can 
get the same discount - so 
you can save money for 
your friends too!

http://www.disabledpersons-railcard.co.uk/
http://www.disabledpersons-railcard.co.uk/
http://www.disabledpersons-railcard.co.uk/
http://www.disabledpersons-railcard.co.uk/
http://www.disabledpersons-railcard.co.uk/
http://www.disabledpersons-railcard.co.uk/
http://www.disabledpersons-railcard.co.uk/


• Network Railcard?  

– The Network Railcard costs £20 

for a year and gives savings on 

most rail fares throughout the 

South East of England.

– You and up to three other 

adults can save 1/3

– Gold card or Gold Oyster record 

card?  

• Holder and 3 adults and 4 

children



Three types of Young Persons Rail

• Holder only

• As the name suggests, 

you're eligible if you're 

aged 16-25! You can also 

apply if you're 26+ and in full 

time study.

For just £24 for 1 year, or 

£65 for 3 years you'll save 

1/3 on fares throughout 

Great Britain. 

http://www.16-25railcard.co.uk/


• As long as you travel with 

at least one child you 

can! And up to 4 adults 

and 4 kids can travel on 

the one Railcard.

It costs just £24 for 1 year 

or £65 for 3 years and you 

get 1/3 off adult fares and 

60% off kids' fares.

http://www.familyandfriends-railcard.co.uk/


• Holder Only

• If you're 60 or over, you 

can buy a Senior Railcard 

for £24 for 1 year, or £65 

for 3 years.

You will save 1/3 on 

Standard and First Class

rail fares throughout Great 

Britain for a whole year.

http://www.senior-railcard.co.uk/


HM Forces Railcard 

• Ensure that both the photocard (RSP No. 
24903/5) and Railcard (RSP No. 24903/4) 
are produced.

• To prevent the use of colour photocopies of 
Railcards, take the Railcard out of the wallet 
and check that it is genuine ticket stock and is 
endorsed with the stamp of the issuing unit.

• Check that the photocard number on the 
Railcard is the number of the accompanying 
photocard.

• Check that the photograph on the photocard is 
one of the person presenting it.

• Check that the Railcard has been filled in 
properly, is endorsed with the issuing unit 
stamp on the reverse side of the card and is 
signed by the holder. If the card is unsigned 
ask the customer for a document with their 
signature on it (e.g. credit card), then ask the 
customer to sign the Railcard. Compare the 
signatures.

• Check that the Railcard is in date.



Staff Travel Cards, TOC Privilege 

Travel Cards and Photo Identity Cards 

• Using the TOC Privilege Travel Card to obtain Privilege 
discounted travel tickets

• The Privilege Travel Card is for leisure travel only. 
However, staff may buy privilege tickets to travel 
between a temporary place of residence and their 
place of employment. This would not normally be for a 
period of more than 14 days although some flexibility 
may be needed in individual cases.

• The holders must show their Privilege Travel Card and 
Photo Identity Card (where appropriate).

• Holders can buy tickets at Privilege discounted fares 
during the full period of the card's validity.

• The holder is eligible to purchase tickets at a discount 
of 75% of the full public fare on all Train Operating 
Companies services, except First ScotRail‟s 
Strathclyde PTE services and London Transport (TfL).

• Except for dependants aged 15 and under they must 
be supported by a recognised photograph identity 
card.

• These cards are not valid for free travel and the 
discounted tickets purchased are for leisure use only.



Ticket Knowledge 

Quiz

Can You Help?
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STD OPEN SINGLE                    ONE       NIL SGL

PRIV           07.JAN.08         60352      4852e3087W13

LUTON *             AS ADVERTISED           £12.50X

CLAPHAM JUNCTION * + 2017

Q.  Is this ticket valid on LU? Explain your 

answer.

A.  Yes. It has a ‘+’ symbol under the route.



07JNR08 RETURN >4.00<  STD

07 JNR 08 TOWER HILL

£4.00M081507 JNR 08071301045789

=             ><                 ==               ><              =

Q.  Name 5 pieces of information

CHILD

1. Adult Single Fare

Expiry date

Price paid

Date of purchase

Status 2. 

3.

5.

4.



STD OPEN SINGLE                    ONE       NIL SGL

PRIV           07.JAN.08         60352      4852e3087W13

LUTON *             AS ADVERTISED           £12.50X

CLAPHAM JUNCTION * + 2017

Q.  What Is the NLC number of this Ticket?

A. NLC 3087



07JNR08 CHILD RETURN >4.00<  STD

07 JNR08 TOWER HILL

£4.00M081507 JNR 08071301045789

=             ><                 ==               ><              =

Q.  How many journeys is this ticket valid for?

A.  2 single journeys



Q.  How many adults and children required for 

Family & friends use?

A. As long as you travel with at least one child you can! And 

up to 4 adults and 4 kids can travel on the one Railcard.



Q.  Name 5 pieces of information

1. Ticket Portion

Time of 

Issue

Class

2. 

3.

5.

4.

STD OPEN SINGLE                    ONE       NIL SGL

PRIV           07.JAN.08         60352      4852e3087W13

LUTON *             AS ADVERTISED           £12.50X

CLAPHAM JUNCTION * + 2017

Region

Departure



07JNR08 RETURN >4.00<  STD

07 JNR 08 TOWER HILL

£4.00M081507 JNR 08071301045789

=             ><                 ==               ><              =

Q.  Name 5 pieces of information

CHILD

1. Adult Single Fare

Expiry date

Price paid

Date of purchase

Status 2. 

3.

5.

4.



Q.  What documentation would you expect to see 

with this ticket?

STD

=                 =             >< =          ><                =

PRV 01 DAY  TUBE / DLR

>>123456<<

£3:50M061507JNR08074601045377

07 JNR 08

07JNR08

A.  Privilege Ticket Authority Card (PTAC)



Q. What makes you eligible for a16-25 Railcard ?

A. As the name suggests, you're eligible if you're aged 16-25! 

You can also apply if you're 26+ and in full time study.



07JNR08 GRP TRAVELCARD STD

>>123456<<

£3:50M081507JNR08077801775327

=                 =             >< =          ><      =

07 JNR 08

Q1.  How many people (minimum) will you see in this 

group?

Q2.  What would you do if more than 20 people?

A1.  10

A2.  Contact interchange and destination stations



07JNR08 01DAY TRAVELCARD STD

>>23456<<

£4:80M094507 JNR 08071211045888

DAY TRAVELCARD =       =        OFF - PEAK  =

07 JNR 08

Q.  What time is this Travelcard valid from?

A.  After 0930 Mon-Fri from the start date



07JNR08 RETURN >4.00<  STD

07 JNR 08 TOWER HILL

£8.00M081507 JNR 08071301045789

=             ><                 ==               ><              =

Q.  Will this ticket get me to Hammersmith 

station?

A.  Yes



Oyster card?
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What is an Oyster card

• An Oyster card is a plastic credit card sized smart card which is issued by or on 
behalf of Transport for London (TfL). The card itself is not a travel document, a 
ticket, or a permit to travel, and neither is it a method of payment such as credit 
card or debit card. The card has an embedded micro-chip that can store details 
of up to three different travel products at the same time.

• What products can I put on Oyster?

Oyster cards can store up to £90 in cash value to use for pay as you go (PAYG) 
journeys and up to two 7-day or longer period Travelcard season tickets or 
London Bus Passes, or one of each. Travelcards are only available for travel 
within the London Fare Zones area.

• Travelcard season tickets: These tickets can be purchased for seven days, or 
for any period from one month to one year. They are 'multi-modal', meaning 
they are valid on trains, London Underground, Docklands Light Railway and 
Croydon Tramlink services within the zones for which the Travelcard is issued. 
Any Travelcard, regardless of the zone it is issued for, is valid on all bus services 
throughout the London Bus network.

• Pay-as-you-go (PAYG): For day single or return journeys wholly within the London 
Fare Zones area on all London Underground, Docklands Light Railway, London 
Bus services and participating National Rail services. See 'Where can I use my 
Oyster card?' below.

http://www.tfl.gov.uk/
http://www.nationalrail.co.uk/system/galleries/download/print_maps/LondonConnections.pdf
http://www.tfl.gov.uk/tube
http://www.tfl.gov.uk/dlr
http://www.tfl.gov.uk/modalpages/2674.aspx
http://www.tfl.gov.uk/modalpages/2605.aspx
http://www.nationalrail.co.uk/system/galleries/download/print_maps/LondonConnections.pdf
http://www.nationalrail.co.uk/system/galleries/download/print_maps/LondonConnections.pdf
http://www.tfl.gov.uk/tube
http://www.tfl.gov.uk/dlr
http://www.tfl.gov.uk/modalpages/2605.aspx
http://www.tfl.gov.uk/modalpages/2605.aspx


What is an Oyster card

• The PAYG balance is automatically debited with the cost of your journey for the zones in, 
or through which, you have travelled. PAYG fares are subject to a daily price cap for any 
number of journeys made within a 24 hour period ending at 04.29 the following morning. 
Any additional journeys made after you have reached this cap will not be charged 
provided you touch in and out every time. The value of the cap is also dependant upon the 
time of day that you make your first journey and the zones travelled in or through.

• If you also hold a valid Senior Railcard, Disabled Persons Railcard, Young Persons 
Railcard or a HM Forces Railcard then by registering your Railcard at a London 
Underground ticket office you will be subject to a lower daily price cap for if you start your 
first journey after 0930 on Mondays to Fridays or at any time weekends and public 
holidays.

• Where can I use my Oyster card on National Rail?

• If you have a Travelcard on your Oyster card you can use it on any National Rail, or 
Transport for London service within the Fare Zones for which it is valid. See the London 
Connections Map for details of the Fare Zones

• When using PAYG on National Rail, please note that at an entry charge of either £4 or £5 
will be deducted from the balance on your card at the start of your journey. This will be 
adjusted when you „touch out‟ at the end of your journey so that you pay the correct 
advertised fare and qualify for the appropriate daily price cap.

http://www.nationalrail.co.uk/times_fares/railcards.html
http://www.nationalrail.co.uk/times_fares/railcards.html
http://www.nationalrail.co.uk/system/galleries/download/print_maps/LondonConnections.pdf
http://www.nationalrail.co.uk/system/galleries/download/print_maps/LondonConnections.pdf


Changes to Oyster card deposit from 

17 May

• The change will mean that 
passengers wanting a season 
ticket for a week, a month, or 
longer periods will be required to 
pay a £3 deposit when they first 
purchase a card or come to 
replace a misplaced, 
unregistered card.

• Passengers who use Oyster pay 
as you go (PAYG) already pay the 
£3 refundable deposit and the 
change does not affect anyone 
with an existing card.



Freedom Passes

Validity?

At all times

Availability? 

LU, LOROL, DLR, Tramlink, Buses & NR (some restrictions 
apply) 



New Deal Oyster Photocard

New Deal is a Government programme 

that aims to give and support they need 

to get into work.

If you have a New Deal photocard you 

can buy the following tickets at reduced 

rates: 

Buy and use child-rate Tube, DLR and 

London Overground cash single and 

return tickets 

Get an Oyster card to buy Travelcards 

and reduced-rate Bus Passes 

Use Oyster to pay as you go at 50 per 

cent of the adult Oyster rate



Barclaycard Oyster

There are two types of Barclaycard Oyster : Debit/Credit

Card 

Do not withdraw if reporting for irregular travel (unless 

instructed by BTP or Bankcard authorisation centre)

• Obtain print out

• Card can be used to travel even after the printed expiry date 

on the card



Children

Under 11 years old Travel Free ?

• At all times with an adult with a valid ticket/Oyster card

• No adult – Free if holding a 5-10 Oyster photocard only 

• U14 or Child Oyster photocard must be with an adult with 

valid ticket/ Oyster card for free travel.  No adult, child rate 

fares apply.

11 and under 16 years old?

• Child rate single, return, 1 and 3 day travelcards (do not 

need 11-15 Oystercard)



Movie Readers 440
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Note Book

Code of Behaviour

Revenue
Protection
Inspector



Clear

Intelligible

Accurate

C I A



Pocket Notebooks

• E

• L

• B

• O

• W
and

• S

rasures

eaves torn out

lank spaces

ver writing

riting between lines

peech in direct context

01NO



Situation Details

• Time 

• Day and Date

• Station name or Train direction

• Type of check

• Reference to the offence

• What the customer did - run off 

or jump off train etc

01



Ticket Details

• Ticket Type

• Ticket Number

• Zones and availability

• Price on ticket

• Whether valid or not

• Station of issue

• Photocard number if applicable

01



Customer  Information         

Full Name
Address 
Date of birth 
Age
Place of birth
Country of origin
Occupation

National Insurance Number
Telephone number
Immigration document number 

01












































































































































