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1.	Key output from the workshop

1.1 Web-based information
Synovate’s initial recommendations (from debrief):
· Link fares and ticketing information to the Journey Planner to ‘intercept’ customers not actively seeking this information
· Change landing page as proposed – and consider adding links for ‘finding the right ticket’, cost conscious and Oyster PAYG on overland
· Change Single Fare Finder to version with alternative route options plus Oyster validator symbol
Workshop findings – action timetable:
Key:
	Short term
	By September

	Medium term
	By January

	Long term
	After January – no specific timescale



Short term solutions:
· Link Journey Planner to Single Fare Finder
Medium term solutions:
· Link single mode fares information into Journey Planner
· Landing page – include ‘Beginners’ guide to tickets/products as part of the ticket information online
· Include a sub-section for National Rail information



1.2 Print information
Synovate’s initial recommendations (from debrief)
· Break up ‘Your guide to fares and tickets within Zones 1-6’ into a series of leaflets more clearly targeting customer needs
· Ensure that the cover/title of each leaflet clearly communicates the customer need addressed to encourage customers to pick up unaided
· Stop producing the ‘Staff guide to fares and tickets’
Workshop findings - action timetable:
Medium term solutions:
· Introduce leaflets tailored to meet customer’s needs
· Focus on products suitable for those specific types of customers and their needs
· Include a leaflet for concessions

· Expand the visitors guide to include fares information
· Currently only has a short section on Oyster

· Revisit staff information to understand more about usage of staff booklet



2. 	Detailed Workshop Output
The following sections include all findings from the mini-groups conducted during the workshop.
2.1 Web based recommendations

2.2 Recommendation: Link fares and ticketing information to the Journey Planner to ‘intercept’ customers not actively seeking this information
General Issues:
· Some concern that Journey Planner used to have fares information on it, but it was not accurate
· It is predicted that there will be huge practical difficulties in integrating fares information as a different data set is required
· Need to introduce bus fares information into Journey Planner as well as tube and train information 
· Multi-mode journey prices have to be built in to make this work effectively 
· Data sets for bus and rail are not linked
· Extensions are a difficult issue and can’t currently be calculated online
· Needs to take into account engineering works – will the cost calculated actually be correct
· Having the price there would be useful, but may not be enough for some customers – some feel there is a need for information about how to buy a ticket  
· National Rail website has already has this type of information but it not considered very accurate
· Consider updating the staff intranet to make it more interactive
· Make it more like Google so that it is easier to use for searching
· Fares and ticketing Wikipedia – provide staff with instant access to up to date information on the internet
Short term solutions:
· May work better to have a link from Journey Planner to Singe Fare Finder, rather than linking it in directly to begin with 
· As it is seen to be a challenge to incorporate fares information into Journey Planner there was a  suggestion to prioritise single modes (Short – medium term)
· Quick win – go to fares finder, get PAYG single fares
Medium term solutions:
· Include information about engineering works in Journey Planner to ensure that the cost calculated with be correct
Long term solutions:
· There could be a step by step program – for journeys in the same zone, or on the same mode it would be easier to calculate fares – could start with this
· Have a ‘Calculate best fare for your route’ option on the Journey Planner results page
· On Singe Fare Finder, TfL do not currently have cash fares for National Rail, they only have access to Oyster PAYG
· Introduce a personalised Journey Planner system – ensure that the information provided on the journey planner results about fares is linked to the type of ticket usually used by that customers

2.3 Recommendation: Change landing page as proposed – and consider adding links for ‘finding the right ticket’, cost conscious and Oyster PAYG on overland

General Issues:

· Only works for people who know what they are looking for  - there are set categories and it assumes you know what you are looking for which is not always true
· Improvements to this could make the link to Journey Planner fare information less urgent
· The website could be improved to be more interactive and easier to use
· Questions need to be asked: ‘when are you travelling?’ and ‘how many people are travelling?’ etc to ensure that the right fare is calculated
· Signposting is an improvement – it seems obvious, but they could explain Oyster more – ‘How will people know to click on Oyster if they don’t know what Oyster is and whether it is suitable for them in the first place?’
· Lots of space is dedicated to visitors and concessions, what about everyday users?
 Medium term solutions:
· The landing page should be more needs focused 
· There should be a ‘beginner’s guide’ which is aimed at people who don’t know what they are looking for and need guidance e.g. ‘I don’t know what I need’ or ‘I’m a commuter’ etc.
· There is currently no information about zones on the website for first time users
· Consider embedding video instruction material on website e.g. how to buy a ticket or what ticket is best for me
Long term solutions:
· ‘Best ticket for my needs’ – interactive wizard application that works out the most suitable ticket in order to provide customers with tailored and relevant information
· Providing the same information that is available on the website on mobile phones and automated machines would be a benefit as customers could access this whilst on system



2.4 Recommendation: Change Single Fare Finder to version with alternative route options plus Oyster validator symbol
All short term solutions:
· Synovate’s recommendations are considered a good idea
· This is already planned and is going to be happening soon 
· Tool currently works well and is trusted
· Only some fares will be affected by the change 
· Concerns about how to display fare information for multiple routes/modes




3. Printed information recommendations

3.1 Recommendation: Break up ‘Your guide to fares and tickets within Zones 1-6’ into a series of leaflets more clearly targeting customer needs
All medium term solutions:
· Need to introduce more tailored leaflets – concessions leaflet, visitors leaflet etc
· They are not too far off this idea already 
· Look at what can be taken out of the current fares and ticketing booklet and put into more tailored guides
· Anything removed from these guides will need to be redirected to the internet
· Concerns about how many to produce
· May be difficult to do Freedom pass leaflet as the council currently deal with information about this ticket
· Expand the current visitors guide to include information about fares and ticketing


3.2 Recommendation: Ensure that the cover/title of each leaflet clearly communicates the customer need addressed to encourage customers to pick up unaided
All medium term solutions:
· Leaflets need to be positioned in prominent places throughout stations, not just at the ticket kiosks
· The cover of the leaflet needs to make it clear which type of customer it is aimed at (e.g. visitors/concessions etc.)

3.3 Recommendation: Stop producing the ‘Staff guide to fares and tickets’
All medium term solutions:
· Make sure they continue producing a leaflet for staff
· Other research has shown that some staff do use the staff  booklet – conflict of findings
· Staff booklet was published two years go – need to decide whether or not to continue producing this one or tailor the current customer leaflet more to staff





4. Oyster PAYG extension - How passengers should be informed about the changes

4.1 What to say? 
All medium term solutions:
· As it may not necessarily be cheaper than a paper ticket, the ease of making the journey should be focused on more i.e. not having to buy multiple tickets
· Market Oyster PAYG to ensure that customers know it is not more expensive to use Oyster on National Rail 
· Introduce a basic ‘Top 10 Q&A’  feature for customers to quickly and easily find out the information they need when the change occurs
· Have an online newsflash to educate customers about what is going on
· Tell them what is changing
· How it works
· ‘Click here for more information’
· The concern is that customers familiar with PAYG will think it works in the same way – let them know it is different

4.2 How? (What sources of information to use)
All medium term solutions:
· Tactical leaflets, permanent signage and posters showing validator locations are considered the most appropriate channels to communicate changes 
· Consider introducing a leaflet for Londoners who are already confident with the current system
· Update the current Oyster guide to include information about Oyster PAYG on national rail
· Provide a product description
· How Oyster relates to National rail
· Direct them to TfL website for more information
· Map of areas where they can use their Oyster PAYG is going to be essential (this is in development currently – so is short term)
· It is thought that promoting the extension should be quite straightforward as there is already an Oyster leaflet
· Communicate changes to PAYG customers through the Oyster database – however this is limited by people who are registered

4.3 Where?
All medium term solutions:
· Generally it is felt to be best to communicate on system as this is where customers usually require information about fares and ticketing
· TfL and TOC staff also need to be educated about how the system works

4.4 Specific communication about validators:

· Need to remind customers when and where to touch in and out
· Remind customers using Journey Planner to touch against the validator
· Use a PA system to remind customers about touching in
· Stand alone validators don’t adversely affect the fares – make this clear to customers so that they are not too concerned about being overcharged
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