SECTION 8. ASSISTANCE WINDOW TRANSACTIONS

This section includes

. Customers unable to purchase ticket, due to closure of a ticket office
. Exchange of paper tickets without magnetic coding

. Checking validity of tickets

. Incomplete PAYG journeys

. Customers without valid tickets

. Irregular / Fraudulent travel

. Penalty fares

. Fare paid transactions

A GENERAL |

The Assistance window must remain open throughout ticket office opening hours. Although priority
must be given to customers purchasing tickets at the main ticket issuing windows, customers requiring
assistance must not be ignored and must be served between transactions at the issuing window.

B CUSTOMERS UNABLE TO PURCHASE TICKET DUE TO THE CLOSURE OF A TICKET OFFICE |
1 London Underground
If a customer cannot purchase the ticket they require due to the closure of a ticket office, they must be
advised to use the PAYG functionality on their card to travel to their destination or purchase;
+ the required ticket from a POM
» a Single ticket for their journey from a POM
« the nearest equivalent to the ticket required
» the necessary extension ticket, or at least a single zone extension from a POM

« a Single ticket to the interchange station, if travelling to a NR destination not listed on the
AFM/MFM, and re-book there for the remainder of the journey

+ the required ticket at their destination, (but only if POMs are also closed and a notice authorises
customers to travel and pay at their destination).

Tickets purchased in these circumstances can be exchanged or a refund obtained at the customer's

destination. If the customer is unable to exchange a Single ticket on the day of travel, a Refund
application must be submitted to OTR.

If a customer arrives at the assistance window, and states they were unable to purchase the ticket
they required due to the closure of a ticket office, the Ticket Seller must;

« check the validity of any magnetic ticket by swiping it through the TOM card reader

« check the validity of any Oyster card presented by the customer on the TOM, AFM, MFM, or
MOVie

» if necessary, telephone the station concerned to confirm the customer’s statement, and what
instructions have been given to customers.

if these details are confirmed, the Ticket Seller may issue the required ticket, or make a refund as
appropriate. Tickels may only be issued if they would have been valid for travel at the time the
customer commenced their journey. If the customer wishes to pay by bank card at an assistance

window without a Chip and PIN unit, the transaction must be processed as a magnetic swipe and
signature transaction.

a) If no ticketis held by customer

The Ticket Seller must charge the appropriate fare and set up the ticket required by the customer.

For any ticket issued, other than a Fare Paid ticket, the customer must be advised that the ticket will
not operate the automatic gate to exit the station. They must be advised to seek the assistance of a
member of staff or allowed to exit by use of a ‘one shot release’ or by releasing the manual gate.

b) Customer wishes to exchange ticket or requires refund
The Ticket Seller must;

+ if the customer has used PAYG, void the current journey to refund the fare deducted

« cancel and invalidate the customer's magnetic ticket, by selecting ‘refund-ticket office closure’
+  selup the ticket required by the customer or a Fare Paid ticket for the value of the journey

*» charge the customer the difference between the price of the ticket required and any fare paid
« refund the difference if the customer has paid more than the price of the required ticket

+ record details on the V&C Return

« atlach the receipt printout to the cancelled ticket and place in their V&C multi-safe bag.
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Customer purchased a Day Travelcard with incorrect zones

Where a customer has purchased a Day Travelcard (Peak), or (Off Peak), with incorrect zones for the
journey they are undertaking, the Ticket Seller must exchange the Day Travelcard for the equivalent
Travelcard for the zones required by refunding and issuing a new ticket, with customer being charged,
or refunded the balance, rather than issuing a number of ticket extensions.

2 Docklands Light Railway
A customer may exchange a DLR issued Single ticket to have a 7 Day or longer period ticket loaded
onto their Oyster card, provided this is done within 2 hours of issue. The Ticket Seller must:
s set up the required ticket at full price
+ select Warrant as the tender type and enter the ticket number and price paid
+ print the transaction details on the back of the ticket
« charge the customer the remaining balance
= treat the DLR ticket as a warrant and keep it with any other warrants accepted.
3 National Railways
At many NR Stations '‘Permit to Travel’ (PERTIS) machines are in operation at times when the ticket
office is closed. Customers may purchase a permit to travel for any value, which can be exchanged
within 2 hours of issue for the required ticket.
If presented with an NR PERTIS ticket at the Assistance window, the Ticket Seller must;
«  check the validity of the PERTIS (current date, within 2 hours of issue)
=  establish what ticket the customer requires and whether available at start of their journey
« set up the required ticket at full price
» select PERTIS as the tender type and enter the PERTIS number and price paid
» print the transaction details on the back of the PERTIS
» charge the customer the remaining balance
+ lreat the PERTIS asa warrant and keep it with any other warrants accepted.
Ticket required Ticket to be Issued
Single Fare Paid for journey made
Single from NR station o another LU station Single t'Cke.t for L.U lourney required and Fare Paid
for NR portion of journey
Single ticket for return NR journey and fare paid for
balance of return or CDR fare
Return Note: — If journey commenced after 09.30 from
stations within zones, a Day Travelcard (Off Peak)
may be cheaper
Return ticket for LU journey required, plus single
Return from NR station to another LU station ticket for return to NR station. Fare paid for
balance of return fare (if any)
Day Travelcard (Peak or Off Peak) Issue the appropriate zonal Travelcard, or
3 Day Travelcard L ;
o Travelcard to NR destination outside of zonal area
7 Day, monthly or longer period tickets
If unable to issue a ticket to the required destination, a ticket must be issued to the nearest station for
which a fare is held. Alternatively, issue a Fare Paid ticket and advise the customer to retain this and
apply for a refund when purchasing the required ticket from a NR ticket office.
lC EXCHANGE OF PAPER TICKETS, WITHOUT MAGNETIC CODING
1 Fare Receipts issued by LU Revenue Control Officials
Revenue Control Officials can issue paper tickets for Fare Paid, Extension, Single and Return tickets,
Day and 3 Day Travelcards.
If the paper ticket has been issued to upgrade or extend a ticket, the original ticket will be withdrawn
by the Revenue Control Official, and the price deducted from the price of the required ticket.
Paper tickets can be issued to cover more than one customer, providing the group travels together.
a) Fare Paid, Extension and Single tickets
Must be withdrawn from the customer and cancelled at the end of the journey. The customer must be
allowed to exit the station using the ‘one shot release’ facility.
b) Return tickets

These may be exchanged if requested. The Ticket Seller must set up a Fare Paid ticket and a Single
ticket for the return journey, to replace the paper ticket.
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c)

Day and 3 Day Travelcards

These must be exchanged for the equivalent ticket issued from roll stock, if the customer wishes to
use the ticket on a bus. To make the exchange the Ticket Seller must;

e carry out a recent refund for the full value of the paper ticket, entering the ticket number, time of
issue, issuing device as zero and amount paid

» select paper ticket and enter the reason for refund and category of ticket
+ set up the required ticket
« record details on the V&C Return

» attach the receipt printout to the paper ticket and place in their V&C multi-safe bag.

2 DLR paper tickets
Day Travelcards issued on a DLR paper fare ticket must be exchanged for the equivalent ticket issued
on roll stock, at any LU ticket office.
If the paper ticket is marked as a penalty fare the ticket must not be exchanged.
The Ticket Seller making the exchange must;
* set up the required tickets
« select warrant as the method of payment
« enter DLR paper ticket as the type and authority, then the ticket number
« select the tickets to be paid for with the DLR ticket
» print transaction details on the back of the paper ticket
* print a receipt printout and attach to the paper ticket and place in the cash drawer with any
warrants accepted.

D CHECKING THE VALIDITY OF TICKETS |
The TOM provides a facility to check and print details of tickets, the PAYG balance and the last 8
journeys made on any Oyster card and to interpret the data encoded on the magnetic strip on the back
of a magnetic ticket,
Providing the Oyster card can be read, details of up to 3 tickets and the PAYG balance will be shown.
These include previous tickets, which may have expired, or a ticket that has been purchased in
advance and is not yet valid.
The TOM can read the last 8 journeys the customer has made on an Oyster card, or the last entry or
exit made on a magnetic ticket and will also determine whether the ticket is valid or displaying a reject
code in a similar way to an automatic gate.
Some local ticket outlets issue manually date stamped tickets, which are not encoded until they are
first validated through an automatic gate.
If a customer presents a ticket, which when checked shows a different expiry date to that on the front,
the earliest expiry date must be taken as being correct.
The Ticket Seller must;
» withdraw the ticket, carry out a free exchange to invalidate and cancel the ticket
» setup areplacement ticket on the same stock, with the earlier expiry date
¢ write 'Exchanged for .......... "and the old ticket number on the front of the new ticket
» write the number of the replacement ticket on the old ticket
+ record details on the V&C Return
« attach the receipt printout to the old ticket and place in their V&C multi-safe bag.

|E

RESOLUTION OF INCOMPLETE PAYG JOURNEYS |

If a customer using PAYG does not validate their Oyster card on a card reader at the beginning and
end of each journey, an incomplete journey will be created. As a result the customer will be charged a
£4 entry/exit charge for the journey and not get the full benefit of PAYG capping.

Customers with incomplete journeys on their Oyster card must be directed to the ticket office, to have
the last incomplete journey resolved. If the incomplete journey was as a result of a known incident, the
ticket office will be able to resolve the journey and refund the difference between the entry/exit charge
and the PAYG charge for the journey made. If due to any other reason, the journey must be resolved
and the £4 charge left in place. The customer must be reminded to validate on entry and exit on
future journeys. If a customer wishes to contest the entry/exit charge, has more than one journey to

be resoclved, or the incomplete journey has resulted in a £5 fare being deducted at an NR station, they
must be advised to contact OTR.

If there has been a known incident which prevented the customer validating correctly, incomplete
journeys must be resolved at the PAYG fare for the journey made, regardiess of whether the
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