
From: Alex Constantinides  
Sent: 18 October 2021 12:15 
To: Trudy Hems @tfl.gov.uk> 
Subject: FW: Ticketing info- related to staff complaint (Ref- )  
 
Hiya Trudy 
 
Here is the email I mentioned just now.  
 
Alex 
 
From: T&D Payments Fares Team < @tfl.gov.uk>  
Sent: 27 September 2021 09:26 
To: Alex Constantinides < @tfl.gov.uk> 
Cc: Phil Nelson @TfL.gov.uk>; Nix David @tube.tfl.gov.uk> 
Subject: RE: Ticketing info- related to staff complaint (Ref- )  
 

Alex 
 
Ending the cross-London transfer early in this way is permitted and the route taken 
was valid so the customer was correct.  It’s far more common in central London so 
I’m not entirely surprised North Greenwich gateline staff weren’t aware; I’ve copied in 
David Nix who might want to do a T&R Update reminder. 
 
Best wishes. 
 

Andrew Simpson 

Senior Fares Analyst 
Technology & Data - Transport for London 

 
From: Alex Constantinides < @tfl.gov.uk>  
Sent: Monday, 27 September 2021 08:37 
To: Andrew Simpson @tfl.gov.uk> 
Cc: Phil Nelson < @TfL.gov.uk> 
Subject: Ticketing info- related to staff complaint (Ref- )  
 
Good morning Andrew 
 
Here’s a customer who is unhappy they were refused exit at North Greenwich. Staff said 
their ticket wasn’t valid. They say it was and want to complain.  
 
Can you please let me know who is wrong as this will shape my ensuing response?  
 
Thank you ever so much sir. Customer copy below. Thanks for reading.  
 
 
 

Alex Constantinides 
 
London Underground Customer Services correspondence 





 
 
Hello  
 
Thank you for your web form received on  containing a complaint for a member of staff 
at North Greenwich. I’m sorry to read of the disagreement you had. 
 
By all means I can find out the categorically correct answer to this and proceed from there if 
you’d like to please reply with a copy of the paper ticket used for the journey. I’ll then be able to 
double check with a colleague in ticketing whether North Greenwich was valid for that ticket and 
provide you and the staff member with the feedback. 
 
XXXXX 
 
 

Dear TfL, 
 
Thank you for your reply. 



 
As requested please find attached a photograph of the ticket used for travel which your 
employee at the North Greenwich gate line would not accept as valid because  
believed cross-London transfers were only valid between Zone One stations, which is ironic 
as over half of the fifty-five stations stations permitted for Cross-London transfer transfers 
are not in Zone One. Additionally for the journey I was making there is at least one permitted 
routes which does not enter Zone One. 
 
I wish to reiterate that I showed your colleague the National Rail 'London' webpage 
( https://www.nationalrail.co.uk/times fares/ticket types/Travelling-to-london.aspx ) which shows a list 

of stations at which a cross-London transfer can start/finish where relevant to the journey (including 
Stratford); and also clearly states that the transfer can be broken (ended) as I intended. I also showed 

 the National Rail journey planner proving the route I had chosen was valid (changing at Stratford 
for Underground transfer to London Bridge). 
 
The routing of the ticket via the Jubilee line from Stratford to London Bridge can typically be 
generated on the National Rail journey planner by specifying London Bridge as a 'via' point. 
Other valid routes include: 
 
Sheringham - Norwich - Stratford - Woolwich Arsenal - Charlton 
 
Sheringham - Norwich - Liverpool Street - Farringdon - Charlton 
 
Sheringham - Norwich - Liverpool Street - London Bridge - Charlton 
 
 
It was incredibly frustrating to be prevented from passing through the gate line due to your 
colleagues misunderstanding of the rules and refusal to accept  error or seek guidance, 
which was further compounded by  refusal of my request to speak to a Supervisor 
regarding the matter. 
 
Please seek whatever clarification you require internally and revert back to me. I have 
attached screenshots of the National Rail and Greater Anglia journey planners showing the 
routing I chose as being a valid route. 
 
 








