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1 General section

1.1 What this book is for

This book:

• provides a general overview for helping customers on stations 

• outlines staff responsibilities.

1.2 Who needs this book 

You will need this book if you are:

• assisting customers in the ticket hall

• assisting customers on the gateline.

1.3 Reference to other publications

The following Ticketing & Revenue publications contain additional 
information relating to this book:

• Book 1 Security

• Book 2 LU ticket issuing

• Book 3 POMs

• Book 4 ESAF & cash handling

• Book 5 Ticketing procedures

• Book 6 Ticket issuing and acceptance on behalf of other operators

• Book 7 Ticketing & Revenue supervision.

1.4 General requirements of this book

Staff carrying out the instructions in this book must be competent and 
appropriately licenced.
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3 Assisting customers
You must:

• deal with customers in 
a polite, courteous and 
professional manner

• actively seek information and 
update customers on the 
overall status of the service 
using the most appropriate 
method available

• establish customer needs 
(as and when required) and 
respond quickly

• make arrangements for any ongoing assistance that might be 
required

• help to reunite customers who have been separated from each 
other.
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3.1 Customers enquiring about tickets

When customers enquire about tickets, you must:

• give appropriate directions based on the availability of any tickets 
held

• advise them of the cheapest ticket, 
or combination of tickets, to meet 
both their immediate needs and 
any subsequent journeys

• ensure that they are aware that  
contactless payment cards can be  
used for travel.

• advise where they can obtain the required ticket, including 
alternative ticket oulets and the Oyster website.

3.2 Last train connections

When giving last train information, you must:

• make sure there is sufficient time for the customer to complete 
their journey 

• if insufficient time exists, advise  
the customer accordingly

• if a customer needs to go to a 
station that is closed, advise them  
of the nearest alternative station.
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3.3 Undesirable customers

You must not allow customers to travel if: 

• carrying an open alcoholic drink

• they are under the influence of alcohol or drugs and unfit to travel

• it might affect the comfort or well being of other customers (for 
example, if they are wearing soiled clothing)

• they are known to have been banned from the London 
Underground network.

3.4 Queue combing

To help customers obtain an Oyster card or buy their tickets quickly, 
you must (when appropriate):

• ask customers in the queue what ticket they require

• check if the customer has a contactless payment card they  
could use for travel

• offer assistance to use the POMs

• explain to customers that they can obtain or top-up an Oyster card 
and that POMs accept bank cards, notes and coins

• ask if anyone is waiting for advice or information.
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When working in the ticket hall, you can help by:

• checking the POMs are in full service 

• advising a TSID holder when there is a failure or the need for 
servicing

• checking the Station Control Unit (SCU) for any assistance calls and 
responding to help customers

• Check the exterior of POMs regularly to ensure that skimming 
devices or other items have not been attached in the area of the 
Chip & PIN unit. Inform the supervisor immediately if anything is 
found.

3.5 Customers unable to buy required ticket

If a customer cannot purchase the ticket they require, you must advise 
them to do one of the following:

• purchase the required ticket from a POM

• use contactless payment or the PAYG functionality on their Oyster 
card

• purchase the nearest equivalent ticket to the one required.

If the customer is travelling to an NR destination not listed on the 
POM, you must advise them to purchase a ticket to the interchange 
station and re-book there for the remainder of the journey. 
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Cross London availability

Single and Return tickets issued by TOCs that involve crossing London 
from one NR route to another are available for travel on LU between 
the two NR interchange stations, without the need for the customer to 
buy an additional ticket.

Tickets which are valid for Cross London travel are indicated by a cross 
symbol (+) where the route information is shown and are encoded to 
work the gates at the designated stations listed in the following table;

Aldgate Kentish Town

Amersham Kings Cross/St Pancras 

Baker Street Lancaster Gate

Balham Liverpool Street

Bank/Monument London Bridge 

Barking Marylebone 

Blackfriars Paddington 

Blackhorse Road Rickmansworth

Brixton Shepherds Bush (Central)

Cannon Street  Southwark

Charing Cross Stratford

Edgware Rd (Bakerloo) Tottenham Hale

Edgware Rd (C&H) Tower Hill

Elephant & Castle Vauxhall 

Embankment Victoria 

Euston West Hampstead 

Euston Square Walthamstow Central

Finsbury Park Waterloo

Kensington Olympia West Ham

Interchange also allowed between Hammersmith (C & H) and 
Hammersmith (D & P).
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6.7 RCI and DLR Paper tickets

DLR Paper tickets 

DLR Revenue staff issue paper Fare tickets to customers who may not 
have been able to purchase a ticket before boarding.  The ticket will 
be indicated as a Single, Return or Travelcard. LU stations no longer 
exchange these for magnetic tickets, but they should be accepted for 
travel once you have checked the validity at the gateline.

DLR Paper ticket
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RCI Paper tickets

LU RCIs issue Fare Paid tickets, Single, Returns and Day Travelcards from 
their LUMI devices.

The tickets are printed onto a receipt roll.  These can no longer be 
exchanged at LU stations but they should be accepted for travel once 
you have checked the validity at the gateline.

RCI Paper ticket
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Apprentice Oyster Photocards

Apprentice Oyster Photocard

Apprentice Oyster Photocards are issued to customers aged 18 or 
older, who are enrolled on an approved apprenticeship registered with 
the Skills Finding Agency.

Like 18+ Oyster Photocards, holders can purchase any discount rate 
season ticket, but these must not expire later than the expiry date of 
the Oyster Photocard.

PAYG journeys and travel beyond the availability of any season ticket 
held, will be charged at the adult rate.
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9.4 PAYG using contactless payment

In addition to Oyster, customers can now also use contactless 
payment to make PAYG journeys on LU, DLR, London Overground, TfL 
Rail, bus, tram and NR services within the London area.

Their contactless payment card must be validated by touching in and 
out at either end of each rail journey and customers will be charged 
the same fares and daily caps as those using Oyster PAYG.  However, 
the customer’s account will be charged one amount for their whole 
days travel, rather than being charged for each journey individually.  

Contactless payment cards and devices do not hold Information on 
the history of journeys made and the TOM, POM and MOVie device 
are not able to display any details of the associated card or the journey 
history.

In addition to daily capping, customers using contactless payment will 
be able to take advantage of a weekly cap, covering journeys made 
between Monday and the following Sunday.  

This ensures that users will not pay more than the appropriate weekly 
price cap for their journeys made in each week.

If a contactless payment is rejected by a gate, you must:

• check the reject code on the gate POD to determine the reason for 
rejection

• ask the customer to try again to confirm

• advise the customer why contactless payment has been rejected 
and what they need to do

• advise the customer to use an alternative method of payment for 
their journey.
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10.2 British Transport Police

British Transport 
Police Oyster card

British Transport 
Police warrant card

BT Police officers and Special constables are now issued with Police 
Oyster cards, which must be supported by their warrant card.

BTP PCSOs are also issued with Police Oyster cards for use whilst on 
duty, but are also permitted to use these to travel to and from work (in 
or out of uniform).

BTP officers seconded to London and some BTP civilian staff are 
issued with Contractor Oyster cards as covered in section 10.5.

BTP officers based outside of London who are on duty, are permitted 
to travel free on production of their warrant card, but details of their 
name, warrant card number and journey details must be noted and 
reported to the T&R team. Details will then be confirmed with the BTP 
Professional Standards team. 
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10.6 Oyster Engineer’s pass

These Oyster cards are issued to CTS technicians engaged in the 
maintenance of Oyster equipment on the LU and NR networks.  Like 
Bearer passes, they are only valid for travel when the holder is on 
duty.  The card number is printed on top right hand corner on the 
back of the card.  

Engineer’s pass 
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10.9 Elite Athlete Oyster Card

Elite Athlete Oyster card

The Elite Athlete card is pre-loaded with an Annual Zone 1-9 
Travelcard, giving the holder unrestricted travel on all modes within 
these zones.

10.10 Veterans Oyster Card

Veterans Oyster card

TfL issue Oyster Photocards to recipients of War Pensions or Armed 
Forces Compensation schemes.  These allow free travel at all times 
on TfL Rail, Bus & Tram services. They are also valid on NR services 
within the London area after 09.30 Monday to Friday and any time at 
weekends and on public holidays.
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If a school party ticket is presented at the gateline, you must check the 
ticket:

• is not being used before the designated time

• is not being presented to start a return journey   
after 16.30

• is valid for that date

• covers the number of people in the party.

If the school party consists of more than 20 people, tell the supervisor 
at the group’s destination and at any interchange stations.

If a school group attempts to travel without a valid school party ticket, 
they should be refused entry unless tickets are purchased.
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12 Irregular/Fraudulent travel

12.1 Detention of customers

If you believe a customer should be detained, you must:

• request police assistance 

• tell the supervisor

• never put yourself in a situation where your safety is threatened.

Detention of customers against their will could be classed as ‘false 
imprisonment’. This is a complex area of law and staff should not 
attempt to detain customers against their will

12.2 Withdrawal of tickets

If an Oyster card or Oyster Photocard, (including Freedom Pass) is 
withdrawn, you must make sure the card is disabled using a TOM or 
staff sign-on screens on the AFM/MFM as soon as possible and prior 
to despatch.

You must tell the Staff Oyster Help Line or the issuing NR ticket office 
(in the case of a monthly or longer period magnetic ticket), so that the 
customer’s record can be endorsed to prevent a replacement being 
issued prior to completion of the investigation.

You must complete an Irregularity statement  as outlined on the next 
page.

If a ticket is withdrawn due to the lack of a supporting photocard, you 
must tell the supervisor (who will then enter the details in the Station 

Log Book).
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14.2 Ticket checking levels

Ticket checking can be used to reject any category of ticket that is 
currently being monitored or to set reduced checking levels if required.

At stations that still have a Manual Gate; the associated PVal will not 
be affected by the setting of Ticket Checking levels.  Customers will 
still be able to validate normally on the PVal.

Where WAG(s) have been installed in place of the Manual Gate, the 
WAG(s) are being configured onto a separate Gate Array to the other 
gates.  Ticket Checking can therefore be applied to the standard gate 
walkways, allowing customers to validate normally on the WAG(S) 
under staff supervision.

If T&D Service Desk are unable to set up ticket checking, this can be 
done at station level. You must:

•  Select category required and press ‘Set check’

• Select gate array number and press ‘Enter command’










