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2. 'Penaltv Fares Trains

2.1.For the purposes of this scheme, all the trains that operate on the routes
shown in the table below will be penalty fares trains. A map showing the
routes on which the penalty fares trains run is attached as Appendix A.
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3. Penalty Fares Stations
3.1. For the purposes of this scheme, the following are stations at which the
CRCL Penalty Fares will apply:

London Marylebone
Northolt Park

Sudbury Hill Harrow
West Ruislip

Denham Golf Club
Seer Green and Jordans
Beaconsfield
Saunderton
Haddenham and Thame Parkway
Kings Sutton
Leamington Spa
Warwick Parkway
Hatton,

Widney Manor*
Olton*

Tyseley*

Birmingham Moor Street
Jewellery Quarter*
Smethwick Galton Bridge*®
Rowley Regis*
Cradley Heath*
Stourbridge Junction*
Blakedown*

Monks Risborough
Aylesbury

Wendover

Harrow on the Hill*
‘Chorleywood*
Amersham*
Claverdon*

Blakedown
Stratford-upon-Avon

Wembley Stadium
Sudbury & Harrow Rd

- South Ruislip

D_eﬁham

Getrards Cross
London Paddington®
High Wycombe
Princes Risbbrough

Bicester North

* Banbury

Warwick

. Dorridge*

Lapworth
Solihull*
Acocks Green*

Small Heath*

. Birmingham Snow Hill*

The Hawthorns*
Langley Green* '
Old Hill*

- Lye*

Hagley*
Kidderminster*

Little Kimble

Stoke Mandeville

Great Missenden
Rickmansworth*
Chalfont and Latimer*
Oxford*

Bearley*

Wilmcote

Note: Stations marked with an asterisk are stations where Chiltern
Railways is not the Station Facility Operator (SFO).
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~ 4, Compulsory Ticket Areas (CTAs)

4.1. The following stations will retain clearly marked Compulsory Ticket Areas

Station | Part of Station covered Reason for CTA
by CTA
London Marylebone Platforms These are stations where

Gerrards Cross

Platforms and footbridge

Beaconsfield

Platforms and footbridge

Aylesbury

Platforms and footbridge

Birmingham Moor St

Platforms and footbridge

Birmingham Snow Hill

Platforms and concourse

‘High Wycombe

Platforms and underpass

South Ruislip

Platforms and underpass

Harrow on the Hill

Platforms and underpass
and overbridge

Rickmansworth Platforms
Chorleywood Platforms
Chalfont and Latimer Platforms
Amersham Platforms

all passengers must have
a ticket to enter the
platforms in order to
make a barrier check
practical. There will be
clear signage

4.2. At stations shown above where there is a CTA, Platform Tickets will be
sold by the ticket office for a small fee of not more than £1.00 to people
who wish to enter the CTA but do not wish to travel. This will include
people who are seeing passengers off, helping passengers or meeting

passengers. People who are helping passengers with disabilities will not
be charged to enter the CTA. Platform tickets will not be required to enter
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the CTA area when ticket offices are closed and signage wnII endorse this.
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5. Ticket Facilities

5.1. Appendix B shows the ticket facilities that are provided at each station
where the CRCL Penalty Fares Scheme will apply, along with the ticket
office opening hours. A second way of buying tickets is provided in the
form of PERTIS (Permit fo Travel) or other self-service ticket machines..

5.2. The ticket facilities at each penalty fares station are sufficient to meet the
Ticketing and Settlement Agreement and the relevant SFO’s Passenger
Charter queuing standards under normal circumstances at alt times of
day. The Passengers Charter queuing standard at CRCL stations is 5
minutes during the peak, and 3 minutes off peak In times of exceptional
demand at individual stations we will switch on PERTIS machines. Where
queuing standards are not met regularly we wili invoke provisions
necessary to ensure sufficient ticket office windows are provided and
sufficient staffing is provided to restore queuing standards.

5.3. At staffed stations operated by CRCL staff will check PERTIS and other
self-service ticket machines every day that the station is staffed. Staff will
be trained to put faults right themselves whenever possible, otherwise our
maintenance contractor will repair any faults. Under our maintenance
contract, machine faults will normally be corrected within 48 hrs.

5.4. At unstaffed stations, Ticket machines will be physically checked at least
weekly, but more normally every two days. Staff will be frained to put
faults right themselves wherever possible; otherwise our maintenance
contractors will repair any faults. Under our maintenance contract,
machine faults will normally be put right within 24 hours.

5.5. At staffed stations operated by L&BR, PERTIS machines will normally be
switched off when the ticket office is open, but will be switched on by the
ticket office staff when the ticket office closes. Ticket office staff will be
given instructions to switch on any PERTIS machine whenever unusually
long queues build up at the ticket office as per 5.2.
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6. Publicity and Warning Notices

6.1. The CRCL Penalty Fare scheme extends an existing penalty fare
scheme. In order to prevent passenger confusion notices regarding the
introduction of the extended scheme will not be displayed at stations
where penalty fares already exist. '

6.2. CRCL will issue a revised penalty fares leaflet that will explain our penalty
fares scheme in the format of most frequently asked questions. The
leaflet will include a map showing the penalty fares stations and the -
routes on which penaity fares trains run. This leaflet will be available to
passengers for at least three weeks before the date on which the new
scheme comes into force. The wording of this leaflet is shown in
Appendix C.

6.3. Before the new scheme is introduced we will brief all ticket office staff,
platform staff, customer services staff, revenue protection staff and
traincrew on how the penaity fares scheme will work. We will also keep a
record of this briefing.

6.4. The penalty fares leaflet will be made available free of charge at all
staffed penalty fares stations. We will provide a copy of the leaflet and a
copy of the Dft's Penalty Fares Rules to each person who asks for
information about the scheme under Rule 8. It is also our intention to
display penalty fares warning messages on our customer information
screens at selected key stations and our Customer Relations Team will
provide alternative accessible formats such as Brallle large prrnt Easy-
read, electronic or audio cd.

6.5. Penalty fares warning notices will continue to be displayed in line with
Rule 4 at each penalty fares station and at the entrance to each CTA, and
will continue {o be displayed as long as the scheme remains in force.
These notices will take the form of signs displayed at each entrance to
the platform and on the platforms at interchange stations where they can
be seen by any passenger changing onto a penalty fares frain. The
design and wording of these signs is shown in Appendix D. ATOC has
drafted signing procedures in a Code of Practice on Penalty Fares and
we have adopted these guidelines on new signage. We will check that
these warning notices are properly displayed at each penalty fares station
as part of our regular station audit visits. For stations where CRCL is not
the SFO we will extend our audit process to include these stations.

6.6. The Useful Information Posters at all penalty fares stations operated by
CRCL will continue to incorporate details of the penalty fares scheme and
a penalty fares warning.
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7. Selecting and Training Authorised Collectors

7.1. A recruitment specialist is used tb identify candidates that may be suitable

to become authorised collectors. These candidates will already have had
to pass basic literacy and mathematical assessments in order to reach
this stage before they are formally interviewed. The respective Revenue
Protection Managers for each route will interview these candidates using
the person specification for the post of an authorised collector to
determine if they are suitable to be employed in that role. Records of
each interview are kept on personali files of those that are successful.

7.2.Each person who is to become an authorised collector will receive formal

® & & o »

classroom training and personal one-to-one mentoring during the training
programme. We will keep appropriate training records for all our
authorised collectors. The training will include:

Product training, including ticket types and restrictions, excess fares and
railcards:

National Rail Conditions of Carriage;

National Routing Guide;

Railway bye-laws;

Penalty Fares Rules and Regulations;

In depth and detailed knowiedge of the CRCL Penalty Fares Scheme,
including the use of discretion by authorised collectors;

Customer service; and

Conflict handling. -

This training will be delivered by
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Internal Trainers

To all on board train staff except for catering staff and drivers.

7.3. After every training course, we will assess the knowledge and ability of

each trainee. We will only appoint someone as an authorised collector
and issue them with the appropriate Authorised Collector identification
badge if that person shows a satisfactory knowledge of the subjects listed

~ above in 7.2

7.4. We will provide refresher training to each au{horised collector every 6

months. The refresher training will cover the same subjects as the initial
training, and an assessment will be carried out afterwards. If an
authorised collector fails to reach a satisfactory standard in that
assessment, we will not allow them to continue as an authorised collector
until they successfully pass a further assessment following additional
training. We will keep appropriate records of this refresher training. In
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addition we will carry out annual performance reviews with each of our
authorised collectors. These reviews will assist us to identify additional
training that is required in any aspect of the authorised collector’s role.

7.5. We will fully investigate all complaints and take appropriate action as
necessary to resolve such matters concerning our authorised collector’'s
and how we operate our penalty fares scheme. We will keep records of
each investigation and the action that we take. If appropriate, we will
remove an authorised collector from their duties and withdraw their
authorised collector’s identification until they have been given corrective
training and have been reassessed as satisfactory.

7.6. Each authorised collector will be given a routine briefing by his or her
supervisor or manager-every 4 weeks. These briefings will cover relevant
issues concerning safety, customer service, product changes and
revenue protection. if there are any immediate issues or major policy
changes within 4 weeks, a special briefing will be arranged, including
prior to the introduction of our CRCL scheme.

7.7.We will use a combination of induction training and briefing to ensure that
other staff, including ticket office staff, platform staff, customer service
staff and traincrew, understands how our penalty fares scheme works.
We will keep appropriate records of this training or briefing.
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8. Written instructions to authorised collectors

8.1. Authorised collectors will wear the CRCL uniform that clearly shows that

they work for us. In line with Rule 5, they will carry identification and
produce this when requested by a passenger. This identification wil
include: : :

The authorised collectors photograph;

An identifying name or number,;

A statement that they are authorised to collect penalty fares on behalf of
CRCL, or on behalf of other operator(s) who have given their permission.

We will not allow authorised collectors to collect penalty fares if they do
not have this identification with them. The design of this identification will
be in line with the code of practice on penalty fares produced by ATOC
and an example is shown in Appendix E.

On certain occasions CRCL will also deploy authorised collectors in plain
clothes to tackle specific problems. On such occasions the authorised

collector will carry their authorised collector badge with them and produce
it as they introduce themselves to the passengers that they are checking.

8.2. When a penalty fare is charged, authorised collectors will comply with

Rule 8 by issuing a penalty fares notice. The wording and layout of this
notice is shown in Appendix F.

8.3. We will provide each authorised collector with written instruction

concerning our penalty fares scheme in the form of a penalty fares
handbook. A copy of these instructions is enclosed. These instructions
will include details of our penalty fares trains, penalty trains stations, the
opening hours and contact phone numbers for the ticket office at each
penalty fares station and of the Integrated Control Centre, Banbury. It will
include details of the arrangements made in connection with other
operators’ trains, passengers and penalty fares schemes. We will issue
replacement pages to authorised collectors to keep their handbooks up to
date whenever we make any alterations.

8.4. The instructions will clearly set out when passengers are to be charged a

penalty fare and when they are not, including procedures that cover:

Passengers who have changed onto a penalty fares train from another
train;

Passengers who have a ticket for their journey, but who are travelling by a
route for which the ticket is not valid;
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Passengers with tickets that are not valid only because of a ticket
restriction;
Season ticket holders who do not have their season ticket with them.

8.5. Authorised collectors will be given the discretion not to charge a penalty

fare if they feel that the passenger could not reasonably have been
expected to buy one before joining the train. The authorised collector can
then either charge the appropriate full single fare in line with National Rail
Conditions of Carriage or charge any relevant discounted fare as
appropriate under the circumstances. The instructions will set out clear
guidelines for using discretion, to include the following situations:

Passengers who have mobility problems and passengers who are frail,
elderly or heavily pregnant, who may not be able to get to the ticket office
easily at the station where they got the train or stand in a queue for a long
time;

Passengers who are not aware of the scheme because they are blind or
partially sighted, are foreign visitors who live abroad, do not speak English
very well, or have learning difficulties;

Passengers who are travelling from stations where the only available ticket
facilities are ticket machines and who have enough money (or credit or
debit cards) to buy a ticket, but not the correct coins or notes needed to
use the machine;

Passengers travelling from stations where the only available ticket facilities
are self service ticket machines, who claim that the machines were
accepting coins only, or the exact fare and the passenger did not have the
necessary coins; unless the authorised collector can confirm that the
machines were in fact working normally;

Passengers who are travelling from a station where the authorised
collector has been told about long ticket office queues, or where fewer
ticket windows that normal are open;

All passengers affected by severe service disruption; and

8.6. The instructions wilt set out' procedures to make sure that people at risk,

including children, people who are elderly, frail or heavily pregnant and
other vulnerable passengers are not put further at risk by charging them a
penalty fare, especially at night.

8.7. The instructions will remind authorised collectors that although they may

require passengers to make a minimum payment in line with Rule 8.2,
passengers who are charged a penalty fare have 21 days in which to pay
any outstanding amount. Authorised collectors will be given the discretion
not to charge this minimum payment, but to give passengers 21 days in
which to pay the full amount of the penalty fare.
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8.8.If a barrier check is to be carried out at a station without a CTA,
authorised collectors must ensure that:

e They carry out a thorough search of the platform area before a check
starts to ensure there is no-one on the platform side of the barrier check
who is not travelling;

¢ They are in a position where they can see that a person approachmg the
barrier has actually alighted from a train service or put a system in place to
control access to the platforms. '

8.9. Authorised CRCL collectors will not be paid commission on any revenue
that they collect from Penalty Fares.

8.10. We reserve the right to prosecute passengers if we believe that

they intended to avoid paying their fare. In these circumstances we will

~ not charge them the penalty fare, or if we have already charged them a

penalty fare we will cancel it and refund any money that they have

already paid towards the penalty fare and inform them that this matter will

now be dealt with under the terms of the Regu[atson of Railways Act in
force at any time.
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9. Checking that ticket facilities are available and warning notices
displayed . _

9.1.We have set up a retail control centre within the*
HThis will be open 24 hours a day (with the exception of
nistmas Day and Boxing Day). Ticket office staff at each penalty fares -
station, which we operate, will inform the control ¢centre the following:

When they open their ticket office;

If their ticket office closes temporarily (and when it reopens);

If their ticket office closes before its advertised time;

When very long queues build up (and when queuing levels return to

normal);

+ When ticket or ‘permit to travel’ machines break down, or only accept
coins or the exact fare; and

o When these ticket or ‘permit to travel’ machines are working properly

again.

In the absence of ticket office staff, platform staff or revenue protection
staff the local Station Manager or his/her deputy will ensure that all
self-service ticketing systems and PERTIS machines are operating
normally. If faults are detected then the Retail Control centre wilt be
notified accordingly.

9.2. At unstaffed stations, CRCL staff will report any faults found to the

9.3. London Underground (Transport For London), London Midland, Cross
Country Trains, First Great Western and Network Rail will be provided
with relevant phone numbers and asked to contact our Integrated Control
Centre to report any retail information that would affect the operation of
our penalty fares scheme.

9.4. The Integrated Control Centre will keep appropriate records of the
information that they have received, and will give this to the IAS as
required so that they can investigate penaity fare appeals. Such
information will be held for 6 months before being destroyed.

9.5. We will give each authorised collector a message pager, and the
Integrated Control Centre will send details of ticket office closures, very
long queues, and faulty self-service ticket machines to every authorised
collector on their route. We will also give each authorised collector a
mobile phone so that they can confirm whether ticket offices are open and
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whether self-service ticket machines are working properly, with the Retail
Support Centre or with the station staff.
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10.Selling tickets on board trains

10.1  The only staff we intend o train to be authorised collectors are
Customer Service Inspectors
and Train Hosts (
i Birmingham). We do not intend to train conductors, guards or any other
on-train staff to be authorised collectors. Staff who are not trained, as
authorised collectors will not be allowed o sell tickets on board penalty
fares trains unless they are accompanied by an authorised collector.

10.2 All Authorised Inspectors will be subject to an equipment and
procedure audit at least every three months. Random checks will also be
carried out by supervisors and managers to make sure all correct
equipment is carried and that they are conducting themselves correctly
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11. Arrangements with other operators

Key to “Arrangements that will épply”:

A: Passengers alighting from this operator’s trains will not be charged penalty
fares, but will be dealt with under the terms of the current National Rail
Conditions of Carriage. It is possible to see from the place where the ticket
checks have been carried out who has alighted from this operator’s trains.

B: Passengers alighting from this operator's trains will not be charged penaity
fares. The trains of this operator use separate platforms and ticket checks will
only affect passengers on trains to which penalty fares apply.

C: Passengers alig'hting from this operator’s trains will not be charged penalty
fares. The CTA does not cover the platforms used by this operator.

D: Passengers who say they have alighted from this operator’s trains (at or
around the time when this operator’s trains arrive) will not be charged a
penalty fare.

E: Penalty fares will be charged to passengers alighting from this operator's
trains under the terms of that operator’'s scheme, as long as the authorised
collected has been individually authorised to collect penalty fares on behalf of
this operator. These authorised celiectors will be trained to enforce the other
operator's scheme and will be aware of the relevant discretionary guidelines,
as well as how to confirm what ticket facilities are available at the penalty
fares stations of the other operator. The identification carried by each
authorised collector (in line with Rule 5) will show the names of the operators
on whose behalf they are authorised to collect penalty fares.

F: We will authorise this operator’'s authorised collectors to charge penalty fares
under the terms of our scheme and on our behalf. These authorised collectors
will be given details of our scheme, including the discretionary guidelines and
details how to contact or Retail Support Centre.

The Chiltern Railway Company Limited
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London Marylebone "§ Yes Wrexham and Shropshire No A
Kings Sutton No First Great Western No A
Banbury No First Great Western No A
Cross Country No A
Wrexham and Shropshire No A
Leamington Spa No Cross Country No A
. Londen Midland Yes E
Oxford* No First Great Western Yes E
Cross Country Ne A
Warwick No London Midland Yes E
Dorridge* No London Midland Yes F
Solihull* No London Midland Yes F
Hatton No London Midland Yes F
Lapworth No London Midland Yes F
Birmingham Moor No London Midland Yes E
Street '
Birmingham Snow Yes London Midland Yes F
Hill*
Wilmeote* No London Midland Yes F
Stratford upen No London Midland Yes F
Avon*
Widney Manor* No London Midland Yes F
Olton* No London Midland Yes F
Acocks Green* No London Midland Yes F
Tyseley* No London Midland Yes F
Small Heath* No London Midland Yes F
Jewellery Quarter® No London Midland Yes F
The Hawthorns* No London Midland Yes F
Smethwick Galton No London Midland Yes F
Bridge*
Langley Green* No London Midland Yes F
Rowley Regis* No London Midland Yes F
Old Hill* No London Midland Yes F
Cradley Heath* No London Midland Yes F
Lye* No London Midland Yes F
Stourbridge No London Midland Yes F
Junction*
Hagley* No London Midland Yes F
Blakedown* No London Midland Yes F
Kidderminster* No London Midland Yes F
Amersham* No . London Underground Yes A
Chalfont and No London Underground Yes A
Latimer®
Chorleywood* No London Underground Yes A
Harrow on the Hill* | No London Underground Yes A
Rickmansworth* No London Underground Yes A

The Chiltern Railway Company Limited
Penalty Fares Scheme

17




Note: Stations marked with an asterisk are stations where CRCL is not
- the Station Facility Operator (SFO).
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12. Appeals
12.1.

All appeals against a penalty fare charged under this scheme will

be handled by the Independent Appeals Service ([AS). In line with the
Penalty Fares Rules, every passenger charged a penalty fare under our
scheme will be made aware of their right to appeal. IAS address will be
shown on the penalty fare notice together with the details of how to make
an appeal.

12.2.

IAS will decide appeals in line with the code of practice approved by

the Regulator on 23 December 1997, as amended with the Dff's approval
from time to time. IAS will send passengers a copy of this code of practice
if they ask to do so.

12.3.

We will give IAS details of our scheme, including details of ticket

facilities and ticket office opening hours, the instructions given to
authorised collectors and the guidelines for using discretion. We will
inform IAS the necessary contact details for Integrated Control Centre,
Revenue Protection Managers and ticket offices so that they can
investigate appeals. We will pay IAS a set fee for each appeal, whether
the appeal is accepted or not.

Appendices:

Appendix A
Appendix B
Appendix C

Appendix D

Appendix E

Appendix F

Map showing penalty fares trains and penalty fares stations
Summary of the ticket facilities available at penalty fare stations
Wording of the leaflet explaining the penalty fares scheme

Wording and design of the penalty fares warning notices which
will be displayed at every penalty fares station in line with Rule 4

Wording and design of the identification for authorised collectors

Wording of a Penalty Fares Notice
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Appendix A:

Map showing penalty fares trains and'penalty fares stations

Birmingham Snow Hill

Ry Small Heath

Stratford-upen-Avorn oy

Chiltern Railways’ penalty fares schema operates

on afl services and stations run by Chiftemn

Raitways.

Landon Midiand eperates a separate penalty fares
scheme at their stations and on trains betwéen
Kiddaminster o7 Stratford-upon-Avon and Cdeed
Leamington Spa.

Londen Undenground cperates a separate penaity
{fares schems at its stations and on tmins betwsen
Amersham and Harrow-on-the-Hill.

Ticket gates are instailed at Amarsham, Aylesbury,
Beaconsfield, Chalforit & Latimer, Chorleywood,
Gerards Cross, Harrow-on-the-Hil, High
Wyeombe, Leamington Spa, London Masylsbons,
Rickmansworth, South Ruiskp, and West Ruislip

Beaconsfieid, Bimingham Snow Hill, Birmingham
Moor Street, Gerards Cross, High Wycombe,
Learnington Spa, London Marylebone, South
Ruislip and V‘gst Ruisfipr are compulsory ticket
areas — you must have & valid ticket to enter the
platform areas &t these stations.
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gyt on any trsin Fom these stafions. -
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Appendix B
Summary of the ticket facilities available at penalty fare stations

Office Hours of Staffing and Ticket Machines

~ Penalty Ticket Office Opening Hours : Ticket
Fare Monday to - Saturday Sunday Permit to .
Station Operator Station Friday travel maCh'_nes
. (location
{PF) or machines "
CTA? and type)
Acocks Green London PF staffed first to last train 1030-1307 One None
Midland
Amersham London CTA 0615-2130 0715-1445 0715-1645 None LUL TVM in
Underground ticket office area
Aylesbury Chtltern CTA 0525-2010 0610-1950 0740-1910 One TVM in ticket
office area
Banbury Chiltern PF 0535-2030 0635-2015 0810-1840 One TVM in ticket
office area
Beaconsfield Chiltern CTA 0550-2010 0605-2010 08035-1735 One TVM in ticket
office area
Bearley London PF Unstaffed Station One None
Midland
Bicester North Chiltern PF (545-1930 0630-2020 0840-1610 One TVM in ticket
_ office area
Birmingham Chiltern CTA 0540-0010 0555-2355 0840-0010 One TVM by the
Moor Street ticket office
Birmingham London CTA 0538-2335 0607-2340 0%00-2215 One TVM in ticket
Snow Hili Midland : office area
Blakedown London PF Unstaffed station One None
Midland
Chalfont and -London CTA 0615-1200 0815-1545 CLOSED None LULTVM in
Latimer Underground ticket office area
Chorleywood Londoen CTA 0615-1200 0815-1545 CLOSED None LUL TVM in
Underground ticket office area
Claverdon London PF Unstaffed Stations One None
Midland
Cradley Heath London PF staffed first to last train (940-2115 None TVM near ticket
Midland "~ office
Denham Chiltern PF 0620-1310 0740-1340 CLOSED One TVM near main
entrance
Denham Golf Chiltern PF Unstaffed Station One None
Club
Dorridge London PF staffed first to last train 0920-2351 None TVM near ticket
Midland office
Gerrards Cross Chiltern- CTA 0610-2020 0610-2020 0810-1740 One TVM in ticket
office area
Great Missenden Chiltern PF 0640-2020 0640-2020 0840-1610 One TVM in ticket
office area
Haddenham and Chiltern PF 0555-1940 0620-2010 0840-1610 One TVM outside
Thame Parkway ticket office
Hagley London PF 0700-1200 & | 0800 to 1600 CLOSED One None
Midland 1400 -1700
Harrow on the London CTA 0616-0020 0616-0020 0745-0003 None LUL TVM in
Hill Underground ticket office area
Hatton Chiltern PF Unstaffed Station One None
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High Wycombe Chiltern CTA 0550-2040 0640-2040 0710-2040 Two TVM in ticket
: ' : : office area
Jewellery Quarter London PF staffed first to last train 0925-2319 One None
Midland
Kidderminster London PF 0610-1500 0610-1800 0900-1700 None TVM in ticket
Midland office area
Kings Sutton Chiltern PF Unstaffed Station One TVM near main
’ : entrance
Langley Green London PF staffed first to last train 1030-1806 One None
Midland
Lapworth Chiltern PF Unstaffed Station One None
Leamington Spa ‘Chiltern PF (525-1940 0540-1540 0910-19440 One TVM Outside
the station front
Little Kimble Chiltern PF Unstaffed Station One None
London Chiltern CTA 0630-2210 0630-2210 0730-2140 One TVM next to
Marylebone ticket office
Lye London PE staffed first to last train 1020 to One None
Midland 1820
Monks Chiltern PF Unstaffed Station One None
Risborough :
Northolt Park Chiltern PF 0625-1315 | CLOSED CLOSED One None
Otd Hill London PF staffed first to last train 1030-1809 One None
Midland
Qlton London PF staffed first to last train 1030-1809 One None
Midland
Oxford First Great PF 0545-2000 0730-2000 0715-2000 One TVMs in ticket
Western ) office area
Princes Chiltern PF 0600-1920 0610-2000 0810-1740 One TVM in ticket
Risborough office area
Rickmansworth London CTA 0615-2130 0715-2215 CLOSED No LULTVM in
Underground ticket office area
Rowley Regis London PF staffed first to last train 0940 to One TVM near ticket
Midland 2115 office area
Saunderton Chiltern PF Unstaffed Station One TVM on Down
Platform
Seer Green and Chiltern PF 0610-1300 0730-1420 CLOSED One TVM by main
Jordans entrance
Small Heath London PF staffed first to last train CLOSED One None
Midland
Smethwick London PF staffed first to last train 0502-2342 One None
Galton Bridge Midland
Solihull London PF staffed first to last train 0924-2010 One TVM in Ticket
Midland office area
South Ruislip Chiltern CTA Unstaffed Station One LUL TVM in
ticket office area
Stoke Mandeville Chiltern PF 0625-2010 0730-1420 0840-1610 One TVM on Up
: Platform
Stourbridge London PF staffed first to [ast train 0941-2326 One TVM on the
Junction Midland Kidderminster
_ platform
Stratford upon London PF 0620 to 2020 | 0620102020 | 0945-1830 None TVM near ticket
Avon Midland . office
Sudbury and Chiltern PF Unstaffed Station One None
Harrow Rd '
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Sudbury Hill Chiltern PF Unstaffed Station Cne None

Harrow

The Hawthorns London PF staffed first to last train 0930-2310 One None
Midland

Tyseley London PF staffed first to last train 0920-2014 One None
Midland

Warwick Chiltern PF 04555-1935 0555-1935 0935-1715 One None

Warwick Chiltern Pr 0525-1930 0640-1704 0920-1650 One None

Parkway

Wembley Chiltern PF Unstaffed Station One TVM in ticket

Stadium office area

Wendover Chiltern PF 0630-2010 0630-2010 0830-1600 One TVM in ticket

office area
West Ruislip Chiltern PF Unstaffed Station . One. LUL TVM in
ticket office area

Widney Manor London PF staffed first to last train 1020 to One None
Midland 2301

Wilmcote London PF Unstaffed station One None

: Midland

* Note: TVM means Ticket Vending Machine
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Appendix C

Wording of the leaflet explalmng the penalty fares scheme

59912 PemaltyFar=slét.qed 2477708 1E:02 Dage 1

How do | avoid a Penalty Fare?

‘The golden rule is te: abvays make sure you havea valiid
_ ticket frefore you travet

Buying your ticket af the statlon

At roost staffad statlons the tickot oHke will ba opan fer tha
ajarity of tha time that trains are rumaing. You can pay for
your ticket by cash. cheque (with a valid chequs guarantze
card) aad 3l major credit and dobit cards,

Most stations also havao soif-sorvica tokat machines soling
awide range of tickets,

fast staffed stations alse have a Paninit to Travel machina
wihich 15 s4itebed on When th tlcket office 45 dosad. You
mest use the maximum amount of inage whick you have
LAY ATGS the Peamit te Travet. This can then ba exchanged for
atravef ticket at yow destination or with cur on-train staft.
Buying yous Hlcket in advancs )
#youTTe pRannang your (Grney i advance you oan Swoicd queves by
buying your tickets by credit or dabet cad aver the telephons.
Proasa Lol OB45E 905 155 07,00 brs o 2000 M dery dayk,
Yo can alsa by mony of nus most pogx.,la tn.iw% c.ﬂﬂr‘em )
v chitsrmseara ooak

Vénat i there's S quetioat tho_ﬂt’kaf oﬂ'icn?
You smﬁmﬂwﬂmm time o priar chase your ticket.
ECUNAntes W dm to gored vou within 3 menses

What ¥ the ﬂd&etamcn is dosad?

You ehéudd ol selfGervics tickal machine. i rong is avaltable
use a Peifiit Ta Torvel machine paying the maximum you can
towards your fare. i ne Pamit to Travel machine is avadable you
st purchaes your ticke? at the At opportunity dusng your
foremiey.

What o iy ticket covers only pant of iy journey?

¥ you intend 1o treved 10 a station beyond the validity of your ticket,
Bclucing season tickets. you should buy an oxtra ticket befoee
bogsding the tramn. You's be fabie for a FPenalty Fare if you dun't buy
an skt toket or Peanit bo Travel when you've had the
cprpantusity 19 do so. -

What If | forget my Season Tickel?

Yo sheadd Gy a Tioket, or Femit te Travel, for tho full jpumey you
wend to make bifon: boadng the trehy You can apply tor a
rafind on any such tickat at the atafion where your Segson Tiekat
was issuel, We'l consider a refund on 2 occasions ondy during any
12 menth pericd ¥ you don't fava & valkt Photweard for yow
sexyon ficke! you'l be bablo dor a Penaly Fare.

Wihal i 1 forget my Raflcard?

E you lsave your Radoand at homs you must purchass a hibprosd
tieket, without discount, You're nat entitled 1o any refund n these
CHCLAVELEACES,

o

Penalty Fares - The Small Print

# ifyou board a Chiitern Railivays train without a valid
ticket for your entire journey (from a statlon where
teket-buying factlitdes zre available) you're Hahle to pay
a Penalty Fare.

& Perally Feres requiations axpply en ail our senvioss. The Ponaity
Fans i £20 < taica the sperapnate ki single f5 to the nat
stution stop, whichever i tha greater.

@ Lordon Midiend cpansta a separete Penalty Fares scheme on
their statons and tming betwoen Kildammster, Stratfordupon
Avon and Laarmngion Spo and Londen Undesground operats a
soperms Peaalty Fares stheme on thelr stations end traina
Petwetn Amershioe ard Hatrow-onatve-Hid Forinfarmation
about thass scheimes checkwith the relevant operaters.

& . for any reason, a penalty lare is aot msved whea you've had an
cpporaiy to bay a ticke? Beftre Eoarding the train, cur ficket
checking atatl will charge you the full Single or Return fare
Tor your joumey. Youwont be able 1o 1eke achantage of any
Radcard or other cRecounts nomady avalable.

® You wii have the opportunity to pay any Penalty Fare ameunt
immediately 1o the authomsed cefecter. Unon paynent you will
b asked 1o give youw name and address.

® Hyou'rs unabls ar unwilfng to pay the felf smoent of the Penalty
Fave youmust pay the authodsed colfecter the & single lam for
tha journey undedaken, with the baance-do e paid withi
days. The suthorrsed subecter wif reqidre pomis ghe e
anct addeesa, Fa!:..ze 2 GG 50 ‘?ec!uémg gunitlalse detallsl b &,

iﬁ; O Py ﬁf‘cmﬂy Fare you must
give amvt‘»sﬂ P gy yOr filre. 1o producs avald
ticket or susforty foryour joumdy, fogether with any oiher
reloant iformation. This muet be sam © he address Slated on
the Fenalty Fare rtice to anive within 2t days from the issus
Sata c .

Thig leallsd s oy mtsrdsd sa a guide: &l shiotdd am be
regarded an a comphete or arhontative it of the
reguistiong. A wopy of the Penalyy Fares Rules is sveitable on
raquest fram ow Customer Senvices Deparinzent al 2add Floor,
Wasntem House, 14 Ricklords Hill, Ayteabury, Bucks, HP2D ZRX,
phone 08455 0G5 185 (Mondeys to Fridays. 7830 {o 1730}

Chiltern Rallways

T

wdorortien: I thi et =8 Srerastat e of 990 10 presT [Aug 2609
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£9322 PemaltyFaresLic.gxd 2477738 L5432 Page 2

Why Penalty Fares?

Cur companry's fiturs, including our nuasive

1 improve your railvay, rolizs -:n~ o income fem ticker ..aies

Azound $8% of cur passengers always buy 2 valid Hcket, bat a

minonty stll don't Wa recognise that, it the pact, # may not have

sherays besrs sasy to DUy a toket before you boxschedt e tran

Welve worked hard to make § much sasien

* Ve altered ticket ffice stafing and opening tmes to better

& Weve added additional saif-service machines at many statians,
cheding “Fact Tioket' machines, whith actept cradkt and debit
canda

® War've added Telesales snd intamet tiches hodties,

Folfowing thess mprovements we're now

tafineg & sirender e on ficketless avel

Undes the teims of the Ezﬂw:ys
Fares) Regwlations 1994 and: meam
{Penalty Fares) (Amendmeni) Regatations
205 you 2ra fabds topaya PeapliyEa
you do siot purchase axald ehet befofa:
boarding one of oyriraing froma station
whets tickethurging faciies-dfe avail

I you boved & Chiftern Rastvenys t+n without a vasd ticket for your
entir Dumay yourre lisble 1o pay & Penalty Fare of 226 or tmce
the eppropriate full srgle fare to the et station stop, whichever is
the greater,
To avekd mivanerstenddngs advays duy poir ticked befom yoir
boand onte of o frais.
Sue eluswhere in this leallet for more inforinatian about uying your
toket
No tolerance for non payment
We continue o work hard tomaks i as essy a5 possible tobuy a
ficket. Uniosturmalely, Bae trsra fowr people whao'don't think that they
nez2d 1o buy a ekl Our nonest fam-pagi; paseeigers frequantly
ted us howe annoying 4 10 soa thesa daliberits fare svaders
“getling away with 1. We think 3o teo, snd we'll gy our utiost ro
ensurs that the minosity of --'\pie wha think it mapmhinare
brought t acteunt. .
dhe 12 mrlnesads:q!ﬂwber?ﬂﬁd we we'ssfuiy
prosecmea 253 F—"‘ﬂp‘e E( I‘KB FrREION. Uftl'!‘l'lg 9 aved W‘Del'\l
ot % as kv azf1.80, waeuphht«vacndfdupmymgcmts
arsd fines over £200; i 'véd’ﬂm they e hovs o erimingl recard
Wave ne desie ¢ issue Penalty Faren usnacaseadly and oor Hicket
checking stafl, and the Fenatty Farea systers they work within, e
sufficrenity flexibie b cops with this. However, we won't hesitate to
usa the hufl weight of the baw aganst both harchered fape dodgam
ancd fportuniets. Wa'ee surg te the micprity of vau wd agres with

us i this To be updated with new figures

ZOHE !

IO 2

Chiltern Raihusys farag schems gperales
on all semc:?nd'fmn;?ns run by Gh«‘le-mpe

Londan Midland nﬁes a seoparate penally fares
schems at their s!aptems and on trains batween
Kiddeminater or Stratford-uposn-Aven and
Learsington Spa.

Londan Underground opemtes a separate penalty
fares schemes at its stations and on trams between
Amereham and Hasrow-on-the-Hilk

Ticket gates are instaled at Amersham, Ayleshury,
Beaconsiield, Chalfort & Lanmer, Chorleywood,
Gerrards Cross, Harow-on-the-Hill, High
Wycornhe, Learinglan Spa, London Marylebene,
Rickmansworth, South Ruishp, and Weet Ruisliy

Beaconaficld, Bimingham Snow Hill. Birmingham
Moarsweel Gemards Cross, High Wycombe,

\Elaa London Marytebane, South
Rwshp and West Ruiskp are compnlsw ticket
areas - you awst have a valid ticket to enter the
platfam areas at these stations.

—p—

[PAGE 2]
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Chiitern Railways

route network

© Compuisety Hickat dzea siations

Yeuswst buy 2 el fick2A or “parmit Yo ¥ 2-l° betare you
g#ton any irains Fom thesa stations.

You st dee-have & ald ficked i enter the platiom
LT

@ Danalty fares stations

Heu murst buy 8. uslid ket or “pacmit b iraved” betors you
el ccs any bain hom hase stators.

- regubsr Chibam Rafays sacics
cocasirl Chiltnm Ralleays service

¥ Llondon & London Marylabons
Paddington € :
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Appendix D

Wording and design of the penalty fares warning notices which will be

displayed at every penalty fares station in line with Rule 4

&

WARNING

.--:.psmm mees . Hgve you paid?

Buying your ticket

Plaooa buy your tideet from the liskes olfica < the ceff zandce
fickst reachines fahere aalebiel

1 the ticket office 5 clocad and yeu connot buy the tidet you
woit from o aef sanice lckat machine, you merat buy o
Parak To Trne {whers thers is 8 machins availsbis}, pordng
25 much of your fars oz poecbls.

A Parmit To Trarved in only velid For 2 haors and you mest
sxchanga it for o ticket 33 50cn a5 poosble,

It v ekt iezuing Facilly ba avedlabia 2t this station; you must
buy @ vakd ticket ot the Brst cppertuty during the joumey

The Chiltern Railway Company Limited

Penalty Fares

Scheme

Exampiea of whsn & Penelty Fare may ba chargad

i you:
» el withoet o wolid ticket

arz vnable to produee an apgpricts Raikord Br o
dinccunt bickat

are aged 13 or over, rvefing on a child rte ticket

=iroved boyord the desiinatien on wour tickat,




e |
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©
Q.
O
S
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ENALTY FARES

p
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i tickat

K-

trosed swikthout o

»

Jabls),

¥ tlorzad and you cannot buy the

wart from a zelf senice

B0

tickat machines (where
H tha

kst clfice

ficket you
5t buy a
iHabla),

it To Trereal

vlid far 2 hours and you muat exchange i for o tickst az

ata Pailard dora

5

< uewkls to produss an approp:

ine, your mis

machine ovo

tckat mach

paying

Ba

Pareni To Travel (where thers

hikd ot ficket

over, raveling of o <

beyond the das

»ars agad 13 or

in anby

A Potmi

a5 trach of your inra oc pesabis

finafion on your fickat

bis

Thea asl zesvice

£00N 87 possi

ne andior the Ramnt To Travel

machi

ituctad in the
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ticket odfica ar the sta

¥
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Hne:

[l
M CONeUrse.

s

i

5

i
2
mmm ,m”

The Chiltern Railway Company Limited

Penalty Fares Scheme

28



PENALTY FARES

Buying your tichet

Pigase by your ket from the ticket oMee or tre sel
5o tioket machings tahale meHable).

Iftha ticket offios & closed and ye cannat buy the Boket
YOu want TFom @ s4if serviee eket machiine, you st
ey a Permit To Travel (whare tham s a maching
swakable), papdng &3 much of your fan as possitle,

A Pemit T Treset s only valid for 2 ours and you must
exchenge It 1Br a iokst 8¢ 5000 85 pUsshia

The Chiltern Railway Company Limited
Penalty Fares Scheme '
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¥ your:
+ el without 4 valid okt

+ afe uRabie (o proties &N approprists Rattard ora
discount tikat
* @ aged 1% of owr, travsiting on & chikd rate oket

+ trened beyond the Cestingion on yeur %k,




Pleags by your bzkat from the tiiet oiilcs of e sall
sordos tokel machines fwhete smllabia),

If tha ticket oMoa b dosed and you sannat buy the loket
YoU WaAt oM A 53T servios Boket machine, o must
bery & Parmit To Travet gwhare thare ks a machine
avatakie), paying as rmuch of yout fam as possiia.

A Pammit To Teavel ks only vahd for 2 hours and ¥ou must
snchange i B & tokat as soon & possbis,

1t no ket leseng fackity & avaliabio atthis sfalon, wou
st by & valkd Yoot aithe drst apporiunity during

tha jpurney.

I your:
* trawed without a waid Hoket

* arg unable 1o produca an appropriaks Reficand ora
ghesunt ticket

« are apsd 16 or caer, braveiting on a child rate toket
« Erve] Deyond Ihe dastnation ot your ficket.
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ARNING

,.#EHMI{ FARES - H ave yo U pa id ?

Ireg your tickat

Pleasa buy your fidet from the ticket office o tha self zardce
tickerd machines {where mveoiloble).

if the ekt cifice b5 chossd and you cannot buy the ficket you
wort from a saif ssnicetickst machine, you swst bura
Pamni To Yraws| (where thess is o mazhine avnilable), paying
&% miach of your fore as pesable. A Parmit Te Treve? is cnly
walid for 2 hourz asd you must exchange i for o tickat 2=
ooon an possible.

The cell service Sckat machine andor the Pemmi To Troved
machine s normaly aituabad in the ticket offics or the station
mait convourss,

et B B L

Examplas of whan a Penalty Fare may be charged

Hpeer:
* tronvel wihout o valid bickst

+ara agod 18 or over, Taveling on a child rabe ficket

» traved bayiind the dastination on your tickat.
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- Appendix E
Wording and design of the identification for authorised collectors

FRONT

’ Chiltern Railways

frmamy This is tor contify that
P — Cetector for the gurpese 2f
Tiog Ratways [Penally Farest Peguiationg 1694,

Ceartpes
Reveenue Protecion Manaast

Colscw No

BACK

The parsen namerd overeal & an
Authansed Collecior oa behalf
of the foliowing opemitoss:

Chitern Reitwayps
Cantral Traurs

London Undergroung

if found please retum to;

REVENUE
PROTECTION
SUPPORY SERVICES,
PO. Bex 89,
Portsmouth,

PO1 1EG

A reward witl e pad 10 the fingee
by the Revenue Protection
Manager of the operator
cangamed.
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Appendix F

Wording of a Penalty Fares Notice

Penally Fare notice/receipt

o

Date

i L S—

Wi rrme 170 e T, i) TSRS D REORY B
ceeen pllAY & VATS BHREL §F Gt SISl 0

Chiltern Rallways

™ s
L

i} N
# o 15 Toh B L | s of i
ared esimie O AR gumitian

it v Oe

et it gtad ORI L AR RERAre SO DuY — - e T T
PENATY - {30 0OR h "
aTE e AOFtaEans Ko sel S— — -
A wtuchever ¢ e peRe D . P,
R L -
Fom e retm e e —
St S
= e e - —— — -
: i B e e s
FERR e et e ot
Feason Lousty [ ——
£ o1 Naboxa
f‘:{ = i POioed® i m e -
T 0 (o of
[3 3 Taaves Depondg wiledey N Howwprtag - SO
i:i D S5 SugDs g fCaTRerT .
O sAdmewotes 7 -
{77 o Omer -
{3 o7 =aten 1 swevy sepmon Lot ALt LN
Pasanagers Sgmanme
Focc N . . — [, e
A w3, ity it & RPLEDS el IPORTAHT NOYLE

asor. R o 1D ERAGA T o
salie Uit of st BARGHY yowy B2 s I
poy 3 fargiy Face o £20

The Pemaly Faré hoicaiFiicagt 5 Gvir 1
acconthnce with e Radeis (Fensty Faras)
Frpurticnr T4 g i Andwiys (Panaty Pates
Wegeaanons DX ang 5 &t iy o fra3h the
Fonrmey ST ATOve APt iy, 0 QT B
& lnave g SO edSOry DRt B

A ghorass Datagior Nomber |

b Teansteraiig

Urines he amaeunt siry B o R RT Ty

¥ I ppam e —

legdl proTeadngt #a% b bought spanst yoo. ¥
mwwwmmhﬁﬁfmy&yam
Facm, 5 Stesement ghieg 20 erpsasitn of yr
mwmammwmmm

o R Npatndy, SRR with @ty Sormakan 8
wmmwm&mmmx
mamwmmmawyﬁumwas
¢ arrws i i Bidd

The INGCEN30rT Arsais Sarven

1 Box 747, Pabarsbend, SUF 300

Aivy TGS (g A TR A

FRECEON of TR SR wheh aSF the Rt snid
you FEwd Yo ONEE

CACHs o Hhe nlas gt 3wy NS aToes
awa.w¢m5vmw:mmmmmmm
Byt Custrw Sandons, 50 P, Fraston
reemomen, Fachions ML Agashury. Busts HPZR ZRX

T 021451

PAYRAENT ADVICE i omgpecm o R0

s e chwey s e tw L L [
wmewmwu‘xmm

. gy S5t Ay NS S T TSI

Fwowd .

COPY 1

e
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PLEASE FOVPWARD THIS DOCURMENT WITH ANY CORRESPORDENGE OR PAYMENT

TG Darumsd

SLEATE SELD FATLENT TO
LR B By 112 Prerteed
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T 02145 s




