SECTION 3. TICKET ISSUING (GENERAL)

This section includes

. General
. Tickets valid less than 7 Days
. Season tickets
. Privilege tickets
. Privilege season tickets
. Lost or stolen tickets
. Exchange of magnetic tickets
|A  GENERAL |
1 Ticket Sellers must give appropriate directions to customers, based on the availability of the ticket
held.
Ticket Sellers must always offer the customer the cheapest ticket or combination of tickets, to meet
their immediate needs and for any subsequent journeys. In most cases, unless the customer wishes
to use NR services, PAYG will offer the best value for one day's travel.
2 Undesirable customers
Ticket Sellers must not issue tickets to a customer who;
* is under the influence of alcohol or drugs and unfit to travel
« may affect the comfort or well being of other customers (e.g. wearing soiled clothing)
« is known to have been banned from the LU network.
3 Last train connections
When selling tickets to customers late at night, Ticket Sellers must;
» ensure there is sufficient time for the customer to complete their journey
» if insufficient time exists, advise the customer accordingly
« if requested for a ticket to a station that is closed, advise them of the nearest alternative station.
4 Cycles, prams and other luggage
Customers must be advised to use alternative transport if they intend to travel with any of the
following items which are not permitted on LU services or premises;
+ items likely to cause obstruction, or injury to other customers
» hazardous or inflammable substances and materials likely to cause damage to trains or stations
« any item the customer may be unable to carry up or down a fixed stairway
« any item that is more than 2 metres in any dimension.
The following items can be taken free of charge, on any LU service, provided that they are carried, are
not placed on seats and do not cause an obstruction of other customers;
« personal luggage, fully folding pushchairs, buggies and prams that have been folded
» folded cycles, (removal of one or both wheels of a non-folding cycle does not qualify it to be
carried under the conditions in this section)
« any item up to a maximum 2 metres in length
= any other items which are not dangerous, or likely to cause damage to our stations and trains.
Non-folding cycles and prams, can be taken free of charge only on the following sections of the LU
network, except between 07.30 and 09.30 and 16.00 and 19.00 hours Mondays to Fridays. Special
conditions apply on the Bakerloo Line. They must not be taken on moving escalators.
Line Between
Circle, District, Hammersmith & The whole of each line
City and Metropolitan
Bakerloo Queen's Park and Harrow & Wealdstone
Also Northbound Queens Park to Harrow and Wealdstone, between 07.30
and 09.30 Monday to Friday and Southbound Harrow and Wealdstone to
Queens Park, between 16.00 and 19.00 Mondays to Fridays
Central White City and West Ruislip or Ealing Broadway
Leyton and Epping or Newbury Park via Woodford,
Jubilee Finchley Road and Stanmore
Canning Town and Stratford
Northern Edgware and Colindale
Hendon Central and Golders Green
East Finchley and High Barnet or Mill Hill East.
Piccadilly Barons Court and Hounslow West or Uxbridge
Cockfosters and Qakwood
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5 Carriage of animals

Customers are allowed to take a dog, cat, bird or small inoffensive pet with them on LU, free of
charge, provided it is;

¢ kept under control either on a lead or carried in a suitable container
« carried on moving escalators and through the automatic gates
* not placed or allowed on a seat.

6 Customers with diverse needs

a) All customers must be offered every possible assistance when traveiling on LU services.

In particular, visually impaired customers must be offered assistance, when using automatic gates,
lifts or escalators. Customers with guide dogs, must be allowed to use the manual gate to enter or
exit, providing they hold a valid ticket or Freedom pass.

b) Customers with restricted mobility are permitted to travel on LU provided they;
» use stations where there is step free access to the platform
« can safely use an escalator.

Information on facilities for customers with restricted mobility is available from LU CSC or TAL Access
and Mobility. Current Tube maps also indicate stations with Step Free Access.

7 TH Conditions of Carriage
TA. issue the conditions of carriage for LU and Buses, which set out the rights and duties of the

customer. Station Supervisors must ensure that out of date printed copies are removed from ticket
offices. Customers requesting a copy must be referred to the TA. website or to CSC.

| B TICKET ISSUING - TICKETS VALID FOR LESS THAN 7 DAYS

1 Types of Magnetic ticket stock

Most magnetic tickets issued by the TOM are issued from roll stock, the exceptions being, Day Bus
Pass, 3 Day Travelcard (Peak) and tickets valid for 7 days or longer.

Before attempting to issue a ticket on roll stock, the Ticket Seller must ensure that there is sufficient
ticket stock, and the roll on the THU is not tormn or twisted.

The Ticket Seller must check that all tickets are correctly dated and readable, before issuing to a
customer. Details must never be altered once the ticket has been issued.
2 Single and Return tickets

Single and Return tickets are valid on the day of issue and until 04.29 the following day. For LU,
LOROL and DLR Journeys, PAYG offers better value than Single and Return fares.

Tickets for journeys on LU, LOROL, DLR services and to certain NR destinations where LU fares
apply (as shown in Appendix 3) are issued as 'Station of Origin' tickets showing the appropriate fare
value. Station of origin tickets and a Day Travelcard where it has been issued instead of a Return
ticket, can be used via any reasonable route.

On LU, customers using Single and Return tickets must travel directly to their destination without
breaking their journey enroute. Once commenced, the journey must be completed within 2 hours.

For certain journeys, there may be a choice of travelling by LUW/LOROL/DLR, or NR services, or
between different TOCs. If a customer asks for a ticket to such a destination, the Ticket Seller must;

« ask what their intended route is and check if a better value ticket is available

+ advise the customer of the cost of each option

» if known, advise the customer of a more convenient route (e.g. by a direct bus)}

» issue the appropriate ticket.

Tickets to other NR destinations, not on the LU fare scale are generally issued as 'Point to Point'
tickets. However, for journeys toc NR stations within the Travelcard zones, a Day Travelcard may be

cheaper, or offer greater flexibility than the Standard Single, or Standard Day Return fare. Where
indicated in the "Through Fares to NR Stations’ book, the appropriate Day Travelcard must be issued.

If it is not possible to issue a ticket to an NR destination, the Ticket Seller must offer a Day Travelcard,

or a ticket to the appropriate interchange station and advise the customer to purchase another ticket
there, for the NR portion of their journey.

3 Cheap Day Single and Return tickets

The TOM holds the prices for tickets to all NR stations within the Travelcard zones and to a large
range of NR destinations outside of the zones. The Ticket Seller must use the better value option for
the journey requested when prompted by the TOM.

For journeys to any stations within the Travelcard zones, a Day Travelcard may be cheaper, or offer
greater flexibility than the Cheap Day Single or Cheap Day Return fare. Where indicated in the
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‘Through Fares to NR Stations’ book, the appropriate Day Travelcard (Off Peak) ticket must be
issued.

Most Cheap Day Single and Return tickets have time restrictions on when they can be used, although
some can be used before 09.30 Monday to Friday. When issuing Cheap Day Single or Return tickets
to NR destinations, the Ticket Seller must check any time restrictions applicable using the fares lists
provided by Rail Fares.

Heathrow Express

Most LU stations other than Paddington and stations west of Hammersmith, West Harrow and North

Acton can issue Single and Return tickets that include a first, or standard class journey on Heathrow
Express.

Heathrow Express is not part of the NR network or the zonal arrangements, and special fares apply.
There are no discounted fares on Heathrow Express, or Heathrow Connect services between Hayes
& Harlington and Heathrow Airport for holders of;

» New Deal, 16+, or 16/17 photocards
+ Privilege Ticket Authority Cards

* Railcards (except Disabled Railcard holders who must purchase discounted tickets at Heathrow
Express ticket outlets).

Other Railcard discounts are valid between Paddington and Hayes & Harlington on Heathrow
Connect, but customers wishing to travel through to Heathrow must purchase an extension ticket from
Heathrow Express ticket outlets.

Children aged under 5 years travel free with a fare paying adult. Children age 5 — 15 years must be
charged the child rate.

Adult Standard Day Return tickets to Heathrow Express cost less than twice the Standard Day Single,
but the prices held by the TOM mean that before 09.30 on Monday to Friday, Ticket Seliers must
advise customers to re-book at Paddington. Child Standard Day Return, all first and standard class
Day Returns are priced correctly on the TOM.

After 09.30 on Monday to Friday and all day at weekends and on Public Holidays, customers
requesting Standard class Return tickets must be issued with a COR.

Single and Return tickets

When issuing an Adult Standard CDR or first class tickets, the Ticket Seller must enter the fare, as
shown in the through fares lists, supplied by Rail Fares, when prompted by the TOM. The fares are
based on the LU journey to Paddington plus the Heathrow Express fare. These tickets are valid on
the day of issue only.

Heathrow Connect

Heathrow Connect provides a standard class service, calling at intermediate stations between
Paddington and Heathrow. Valid Travelcards can be used on this service between Paddington and
Hayes & Harlington. Extension fares are included in the ‘Travelcard excess fares to NR destinations'
book supplied by Rail fares.

A restricted number of stations outlined in Section 14 can issue Single and Return fares via Heathrow
Connect,

Day and 3 Day Travelcards

Day Travelcard Valid on Monday to Friday until 04.29 the following day. Can be issued upto?7

(Peak) days in advance.

Day Travelcard Valid from 09.30 on Mondays to Fridays, until 04.29 the following day and from
00.01 on the date shown until 04.29 the following day at weekends and Public

(Off Peak) Holidays

Exceptions to these times of validity are:

. at Amersham, Chalfont & Latimer and Chorleywood, on the last LU and
Chiltern trains leaving Amersham before 09.30 on Monday to Friday (exact
times vary according to the timetable in operation)

. at Chesham, on the last train that leaves before 09.30 on Monday to Friday
(exact times vary according to the timetable in operation)

Can be issued up to 7 days in advance. Can only be issued to NR destinations
outside the zones if;

. the customer holds a PERTIS ticket from an NR station

e the customer states the ticket office at the NR station was closed and no
PERTIS machine was available.
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