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Types of tickets and ways to pay

This guide provides detailed information about:

o Ticket types

e Ways to pay

Buying tickets

Using contactless and Oyster
Revenue Inspection
Customer support

Our ticketing system is complicated and it can be difficult for our
customers to choose what'’s best for them. This guide will help you
understand the range of options available so you can help
customers to make the right choice.

We offer a number of ways to pay, but for most customers, using
pay as you go with contactless or Oyster is best for value, flexibility
and convenience. It means they can travel all over our network at all
times, secure in the knowledge that they have a valid authority to
travel.

Customer information is also available on the Fares pages of our
website: tfl.gov.uk/fares
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Ticket Types

Ticket options
For journeys on Bus, Tube, Tram, DLR, London Overground, TfL
Rail, Emirates Air Line, Thames Clippers River Bus services and
most National Rail services within London, we offer a range of
ticket options and ways to pay:
o Single journeys:
o Payasyougo
o Cash single or return (except bus and tram)
o Day tickets
o Pay as you go on Oyster or contactless with daily capping
o Day Travelcard — paper ticket
o One Day Bus & Tram Pass
e Season tickets
o Travelcards (on Oyster)
o Bus & Tram Passes (on Oyster)
o Weekly capping - contactless only for Travelcards; Oyster
and Contactless for Bus and Tram

For detailed information on fares, caps, season ticket prices and
single fares, see Book |, our fares tables or single fare finder

Fare Zones

London is divided into fare zones for rail journeys:

e Zones | - 6 cover Greater London

e Zones 7 -9 are outside Greater London. The following
stations are in:

Zone 7: Carpenders Park, Croxley, Chorleywood, Rickmansworth,

Theobalds Grove, Waltham Cross and Watford

Zone 8: Bushey, Chalfont & Latimer, Cheshunt, Dartford, Swanley

and Watford High Street

Zone 9: Amersham, Brentwood and Chesham

London Overground, TfL Rail and National Rail operate services
beyond the London fare zones:

e Watford Junction (London Overground and National Rail)
e Shenfield (TfL Rail and National Rail)
e Grays, Purfleet, Chafford Hundred, Ockendon (National Rail)



Ticket Types

Fare Zones

Cuffley, Bayford, Hertford North, Broxbourne, Rye House, St
Margarets, Ware, Hertford East, Potters Bar, Brookmans Park,
Welham Green, Hatfield, Welwyn Garden City, Radlett, St
Alban’s City, Harpenden, Luton Airport Parkway (National Rail)
Merstham, Redhill, Earlswood, Salfords, Horley, Gatwick
Airport, Epsom (National Rail)

Heathrow Airport (TfL Rail and Heathrow Express)

Iver, Langley, Slough, Burnham, Taplow, Maidenhead, Twyford
and Reading (TfL Rail and National Rail)

DLR services operate within Zones |, 2, 3 and 4 only
Buses operate across all zones
Trams runin Zones 3, 4, 5 and 6 only

Day and season tickets

Day Travelcards and daily caps are calculated on a zonal basis
Travelcards valid for 7 days, one month and longer periods are
calculated on a zonal basis

Bus & Tram-only Passes valid for 7 days, one month or one
year are valid across all zones

Weekly capping with contactless pay as you go on all modes
is calculated on a zonal basis

Weekly capping with contactless or Oyster for bus and tram-
only journeys is across all zones

Single journeys

Fares for single rail journeys are calculated on a point to point
basis and are not zonal.

Pay as you go
Customers only pay for the journeys they make when they travel.

e Customers can add credit to an Oyster card and use the
credit to pay for journeys as they travel
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Ticket Types

Pay as you go

e Once the credit has been used up, customers can top up the
credit to use the card again
e Pay as you go credit on an Oyster card never expires

Adults who have a contactless payment card or device can
use pay as you go, but do not have to add credit before
travelling.

Pay as you go on buses and trams

Pay as you go is valid on all buses (including those that travel
outside Greater London) that display this sign:

It is not valid on certain special bus services and

excursions.

Pay as you go is valid on all trams.
One more bus journey using Oyster

If customers: Bt
e Don’t have enough credit on their Oyster card Route 123

to pay the fare, or Ats 18:07 Ont 27 FBY 17
e Their Bus & Tram Pass or Travelcard has expired . """

There was no valid pass
or enough money on your

and card, ‘;u an emergency
, Oyster fare was charged.
e They don’t have a contactless payment card or | [o nist top up the card
; Af:u‘l‘:‘I use aJEu::LIT[Ii?:
deVIce Payment Card In future.

THIS TICKET IS ONLY

. . VALID ON THE BUS ON

They can use their Oyster card to make ‘one more WHICH IT WAS ISSUED

bus journey’.
A pay as you go bus fare will be taken from their Oyster card. The
card will then have a ‘negative balance’.

e Passengers will be given an emergency fare slip

e ‘Emergency fare charged’ will show on the driver and
passenger displays

e The Oyster card must be topped up before it can be used for
travel again, or before a Travelcard or Bus & Tram Pass can be
renewed

If an Oyster card already has a negative balance, it cannot be used
to make one more journey.
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Ticket Types

Pay as you go on buses and trams
Hopper fare

Customers using pay as you go can make unlimited journeys for
free within 70 minutes of touching in on the first bus or tram.
(Note that it is advertised to customers as within one hour).

The Hopper fare works from:

e any bus to any bus

e any bus to any tram

e any tram to any tram

e any tram to any bus
A Hopper fare will also apply if:

e Customers make a rail or river journey between the first and
second bus or tram journey, as long as both bus or tram
touches are within the 70 minutes

A Hopper fare will not apply if:

e A customer’s Oyster card has a negative balance after their
first journey. If they clear their negative balance within 70
minutes, they can make a second journey for free

e A customer’s contactless card is added to the ‘Not authorised
for travel list after their first journey. If their card is removed
from the ‘Not authorised for travel’ list within 70 minutes,
they can make a second journey for free

e An Oyster card is used when changing from a tram to a bus at
Wimbledon. This is due to the way the gates at Wimbledon
work when exiting the station. Automatic refunds will be
processed. This issue does not apply to contactless cards, nor
when using an Oyster card and changing from a bus to a tram
as long as the customer also touches in at the tram platform
validator.
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Pay as you go on Tube, DLR, London Overground, TfL
Rail and National Rail services

e Pay as you go fares are cheaper than buying paper single
tickets

e Customers using Oyster must have enough credit on their
card to travel

e Many journeys which avoid Zone | are priced at a lower rate
than if travelis via Zone |, provided customers tap on pink
validators

at intermediate stations, to show the route they have taken.

Some journeys, however, are defined as requiring travel via Zone |

and are charged accordingly, irrespective of the actual route taken

Peak and Off-peak pay as you go fares

On rail services, higher fares are charged at the busiest times:

e Peakfares are charged from 06:30 to 09:29 and from 16:00 to
18:59 Monday to Friday (excluding public holidays).

o Off-peak fares are charged at all other times

The time that a customer touches in on a yellow reader
determines if they are charged a peak or an off-peak fare.

Single fare finder shows the hours when peak/off-peak fares are
charged for individual journeys.

Off-peak fares in the evening peak

Customers travelling into Zone | between 16:00 and 19:00 on

Mondays to Fridays are charged off-peak fares if they:

e touchin at the start of their journey outside Zone |
between 16:00 and 18:59 and

e touchoutinZonel atthe end of theirjourney

On the Reading extension, off-peak fares apply in the evening

peak for all journeys heading towards London and not just those
ending in Zone |

Evening off-peak fares do not apply on journeys heading towards
London on Southeastern high speed services, Gatwick Express or
Heathrow Express
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Ticket Types

Pay as you go on National Rail services
Where is pay as you go accepted?

Pay as you go is accepted on most National Rail services within
London Zones | - 9, including Southeastern high speed services
between Stratford International and St Pancras International
(special fares apply).

There are some National Rail services where customers can only
use contactless and not Oyster for pay as you go. These are
shown below.

Pay as you go is accepted on:

c2c services to and from Grays, Purfleet, Chafford Hundred and

Ockendon

London Northwestern Railway and Southern services to and

from Watford Junction

Greater Anglia services to and from Shenfield, Broxbourne, Rye

House, St. Margarets, Ware and Hertford East

Great Northern services to and from Cuffley, Bayford, Hertford

North, Potters Bar, Brookmans Park, Welham Green, Hatfield &

Welwyn Garden City (Brookmans Park to Welwyn Garden City

inclusive is contactless only)

Thameslink and Southern services to and from Gatwick

Airport

Thameslink services to and from Radlett, St Albans City,

Harpenden, Luton Airport Parkway, Hatfield & Welwyn Garden

City (St Albans City, Harpenden, Luton Airport Parkway, Hatfield

& Welwyn Garden City are contactless only)

East Midlands services to and from Luton Airport Parkway

(contactless only)

Gatwick Express services to and from Gatwick Airport

Great Western Railway services between Redhill and Gatwick

Airport and between Paddington and Reading (contactless only

between Iver and Reading )

Heathrow Express services between Paddington and Heathrow

Airport

Southern and South Western services to and from Epsom

Stansted Express services between Liverpool St and Tottenham
14



Ticket Types

Pay as you go on National Rail services

Hale only

Pay as you go tariffs on National Rail services

There are three tariffs for pay as you go fares on National Rail:

¢ National Rail pay as you go fares for journeys wholly on most
National Rail services

o TfL pay as you go fares for journeys wholly on selected
National Rail services. (See below)

e Through fares for journeys which include both TfL and National
Rail services

National Rail pay as you go fares apply when travelling wholly on

the following National Rail services:

e Gatwick Express: between Victoria and Gatwick Airport

¢ Great Western Railway: between West Drayton and Reading

e Heathrow Express: between Paddington and Heathrow
Airport

¢ Greater Anglia: between Broxbourne, Rye House, St.
Margarets, Ware and Hertford East

e Southeastern: within Zones | - 6 (special fares apply on high
speed services between Stratford and St Pancras International)

e Southern:

o Within Zones | - 6 (except Hatch End to Clapham Junction,

New Cross Gate to West Croydon/ Crystal Palace)

o To and from Gatwick Airport, Horley, Salfords, Earlswood,
Redhill, Merstham

e to and from Epsom

e South West Trains: Within Zones | -6 and to and from Epsom

e Thameslink Great Northern:

o WithinZones | - 6 (except West Hampstead Thameslink to
Elephant & Castle, Finsbury Park to Kings Cross/Moorgate)

o To and from Cuffley, Bayford, Hertford North, Potters Bar,
Brookmans Park, Welham Green, Hatfield, Welwyn Garden City,
Radlett, St Albans City, Harpenden and Luton Airport Parkway

o To and from Gatwick Airport, Horley, Salfords, Earlswood,
Redhill, Merstham
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Ticket Types

Pay as you go on National Rail services

TfL pay as you go fares apply when travelling on the following

services:

e C2C: Grays to Fenchurch Street/Liverpool Street via Barking (but
not at Forest Gate/Maryland)

e Chiltern Railways: Amersham to Marylebone, West Ruislip to
Marylebone

e Great Western Railway: West Drayton/Greenford to
Paddington

e Greater Anglia: Shenfield to Liverpool Street, and Cheshunt to
Liverpool Street

e Great Northern: Finsbury Park to King's Cross/Moorgate,

e London Northwestern Railway: Watford Junction to Euston

e Southern: Watford Junction to Clapham Junction, New Cross
Gate to West Croydon/ Crystal Palace

e Thameslink: West Hampstead Thameslink to
Moorgate/Elephant & Castle/London Bridge

Remember that pay as you go fares are not zonal. Always check
fares between any two stations using single fare finder

Pay as you go on River services

Customers can use contactless or Oyster for pay as you go travel
on Thames Clippers River Bus services. These journeys do not
count towards daily or weekly caps.

Pay as you go on Emirates Air Line

Customers can use contactless or Oyster for pay as you go travel
on Emirates Air Line. These journeys do not count towards daily
or weekly caps.

Capping

Capping is a feature of pay as you go. It allows customers to
travel as much as they like while limiting the amount they pay for
their travel

16



Ticket Types
Capping

Travel can be capped for:

e Unlimited daily travel with contactless and Oyster for bus
and tram travel

e Unlimited daily travel with Oyster on all other modes where
Oyster is accepted

o Unlimited daily and weekly travel with contactless on all
modes where contactless is accepted

Contactless capping (daily and weekly) from 20 April
2020

to/from zone 6 and:

Iver, Langley (Berks), Slough, Burnham (Bucks), Taplow,
Maidenhead, Twyford and Reading - TfL Rail and Great Western
Railway:

Luton Airport Parkway - East Midlands Trains

Brookmans Park, Welham Green, Hatfield and Welwyn Garden
City - Great Northern

Hatfield, Welwyn Garden City and St Alban’s City, Harpenden,
Luton Airport Parkway - Thameslink

Daily capping
Daily caps limit the amount a customer using pay as you go will be
charged in one day (from 04:30 and before 04:30 the next day).

e If they only use buses and trams, the bus and tram cap applies.

e |[f their journeys include travel on Tube, DLR, London
Overground, TfL Rail or National Rail services, the all modes
caps apply.

Daily capping is calculated in a slightly different way depending on

whether the customer uses contactless or Oyster.

e For contactless payment cards, the cost of all journeys made is
analysed at the end of the day and the lowest possible charge
calculated. This may be a combination of a cap and single
journey extension fares

17



Ticket Types
Capping

e For Oyster, calculations are made as the customer travels and a
cap will be applied at any point if the capping level for the zones
travelled in is exceeded

Anytime and off-peak capping

e InZones |- 6 Anytime caps only
e Forjourneys thatinclude travel beyond Zone 6, Anytime or

off-peak caps apply depending on the time of day a customer
travels

Anytime daily caps include journeys starting between 04:30 and
09:29 Mondays to Fridays (excluding public holidays). As the
customer travels, the system combines all the zones, times and
fares so it can calculate the cheapest cap to apply. This means
that sometimes a customer could be charged a cheaper off-peak
cap, even though they have travelled during the peak. This is
because the system calculates the cost of:

¢ All the journeys made during the peak
¢ All the journeys made during off-peak

It then adds these together to work out which cap offers best
value. If this total is less than a peak cap, the customer will be
charged:

e An off-peak cap, and

e The cost of the individual journey made during the peak

If this total is more than the Anytime cap, then the Anytime cap
applies.

Off-peak daily caps apply when a customer makes several
journeys on the same day, during the following times:

e Monday to Friday: from 09:30 and any journey that starts
before 04:30 the following day

e Saturday, Sunday and public holidays: from 04:30 and any
journey that starts before 04:30 the following day
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Ticket Types
Capping

Customers who do not touch in or out may get an incomplete
journey, which does not then count towards capping. This can be
resolved by contacting Customer Services.

Daily capping north of Chorleywood and Hatch End

When customers travel on Mondays to Fridays after the following
times from stations north of Chorleywood and Hatch End, their
pay as you go fare counts towards an off-peak cap instead of a
peak cap:

North of Chorleywood

Amersham Touch in after 09.10

Chalfont & Latimer Touch in after 09.20

Chesham Touchin after 09.10
North of Hatch End

Bushey Touch in after 09.20

Carpenders Park Touch in after 09.20

Watford High Street Touch in after 09.10
Weekly capping

Customers using contactless who make lots of journeys in a
week, may have their fares capped. Weekly capping is:
e always calculated for all journeys made in a week ending on a
Sunday
e always reset on Monday morning
o Customers who travel for a single week starting from (for
example), Wednesday to the following Tuesday would only
be capped to Sunday night, if appropriate
e calculated at the end of each traffic day by adding up all the
journeys made and applying daily caps if appropriate. As the
week progresses, the cumulative daily totals are analysed and
a weekly cap is applied if appropriate
e applied to individual cards, so journeys made on one
contactless card or device cannot be transferred to another
contactless card or device
19



Ticket Types
Capping

When a weekly cap is reached, any subsequent journeys made
with that card within the zones of the cap are free until the end of
the capping period, provided the customer continues to touch in
and out correctly.

Customers who have more than one contactless card or device
should use the same card/device for all journeys to get a weekly
cap.

Bus & Tram Passes

Bus & Tram Passes offer unlimited travel on buses and trams for:
e One Day (Oyster or paper ticket )
e 7 Days (Oyster only)

Monthly (Oyster only)

Odd period (Oyster only)

Annual (Oyster only)

They are valid on:

e All buses including some which operate outside Greater
London, but not on certain special bus services and excursions

e All trams

One Day Bus & Tram Pass

One Day Bus & Tram Passes can be used:
e on all buses displaying this sign
e on all trams

e from 00:0I on the day the ticket is valid from until 04:30 the
following day

One Day Bus & Tram Pass on an Oyster card

One Day Bus & Tram Passes are issued on a
single-use green Oyster card, available from
Oyster Ticket Stops

e they cannot be reused

e no other tickets or pay as you go credit

Issued subject to conditions — see over
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Ticket Types

Bus & Tram Passes

can be added to them

e customers cannot get a replacement if the card is lost, stolen
or fails

e the card number cannot be used to set up an online account

Printed One Day Bus & Tram Pass

sndon Underground < London Underground <© Lc

side up « Not for resale This side up - Not for resale This s
1 5ot 10 Condinons - w00 over b AT L9 COMEE 04 - bew Sver e

Issued from:

e Ticket machines at Tube, tram and DLR stations

e London Overground, TfL Rail and some National Rail ticket
offices

¢ Visitor Centres (except Gatwick South)

Only valid on the day issued. Cannot be issued in advance. They

must be shown to the driver when the customer boards a bus.

Bus & Tram Pass season tickets

e Adult-rate Bus & Tram Pass season tickets are available for7
days, one month or for any longer period up to one year

e Can start on any day of the week

e Can be used during the period of validity and for any journey
that starts before 04:30 on the day following the expiry date

e Printed Bus & Tram Pass season tickets are available as bulk
sales or Local Education Authority (LEA) tickets

9 Bus Pass e

Sune Vol e

1§I|RY 20'“"" CTONS BUSPASS STD
’1234(
19 MAY 20

108 DV

L
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Ticket Types

Bus & Tram Passes

Bus Saver

Bus Saver tickets are not available for the
general public to buy. However, bulk sales of
Bus Savers for groups are available.
Interested groups should contact:

0330 111 1100

ossorders@cubic.com

ticket

Prezent

ta drivar)
conductor

Bus Saver tickets are sometimes issued as a refund for bus travel

by Customer Services.

Books of six Bus Saver tickets cost £9 (£1.50 per journey).

Travelcards

Travelcards offer unlimited travel for:

A day (paper ticket only)
7 days (Oyster only)
Monthly (Oyster only)
Odd period (Oyster only)
Annual (Oyster only)

Travelcards are valid on:

e Tube, DLR, London Overground and TfL Rail services
e All buses irrespective of the zone(s) they cover. Not valid on

certain special bus services and excursions

e Trams, where the Travelcard includes Zone 3, 4, 5 or 6
¢ National Rail services in London (excluding Heathrow Express
and Southeastern high speed services between St Pancras

International and Stratford International)

Travelcards must be valid for all the zones the customer travels
through. Some journeys are defined as requiring travel via Zone | .
Customers should ensure that their Travelcard is valid
accordingly, irrespective of the actual they route take. If not, they
may be charged a pay as you go extension fare or risk a penalty
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Ticket Types

Travelcards

fare or prosecution.

Travelcards are accepted on Gatwick Express services. Customers

will need a paper boundary extension for the part of their journey
not covered by their Travelcard.

Travelcard holders can get a | /3rd off the normal fare on some
river services and discounted fares on the Emirates Air Line.
Day Travelcards

Day Travelcards can be used for unlimited travel in a single day.

Depending on the time on the day of travel, different types of Day
Travelcard are available:

e Anytime Day Travelcards — valid for the whole day (using the
date printed on the ticket), and for journeys starting before
04:30 the following day

e Off-peak Day Travelcards - valid from 09:30 (Monday to
Friday) or at any time on Saturday, Sunday or Bank holidays
(using the date printed on the ticket), and for journeys starting
before 04:30 the following day

Day Travelcards are available for the following fare zones:

e Zones | - 4 (Anytime only)
e Zonesl| -6
e Zonesl| -9

Travelcard season tickets
Travelcard season tickets are available for 7 days, one month or
for any longer period up to one year. They:

¢ Are generally issued on Oyster cards except when bought from a
National Rail station

e Can start on any day of the week and run consecutively

e Can be used at any time of day during the period of validity and
for any journey that starts before 04:30 on the day following the
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Ticket Types

Travelcards

Expiry date

Prices depend on the number of zones covered (see Book )
National Rail Conditions of Travel apply to Travelcard season
tickets bought from London Overground, TfL Rail and National
Rail

For more information visit www.nationalrail.co.uk

If a customer has a negative balance on their Oyster card, they will
not be able to travel until the negative balance is cleared, even if
there is a valid Travelcard on the Oyster card.

Printed 7 Day and monthly Travelcards

Printed 7 Day and monthly Travelcards are issued by:
e National Rail operators. A supporting photocard is needed and
should be carried at all times (see Book 3)
e Some bulk sales
e The Visitor Shop. Customers can order printed 7 Day
Travelcards online www.visitorshop.tfl.gov.uk These tickets do
not require a supporting photocard.

Examples of valid printed 7 Day Travelcards .
© x=Travelecard "~

© =2=Travelcard v -
St cote e Tt tse ADULT 87 DAYS TRAVELCARD STD
26 JLY 13 AORT 7 005 TR Expiry dite rio«é;
Sotyane i PY X

»| 2«
0 1AUG 13

Pce o pubinted w

Issued subject to conditions - see over
S0 Over )

Travelling beyond a Travelcard’s validity

If a customer has a valid Travelcard on an Oyster card and wants
to travel beyond the zones of their Travelcard, they should add
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Ticket Types

Travelcards

enough pay as you go credit to their Oyster card before they
travel, to cover the additional zone(s) they want to travel to.

Customers should buy a separate paper ticket if they travel
beyond the validity of a printed Travelcard.

Group Tickets
Group Day Travelcard

A Group Day Travelcard is a paper ticket that allows customers,
who are part of a group of |0 people or more, to travel as much as
they like, from 09:30 Monday to Friday and anytime on weekends
and public holidays.

Group Day Travelcards can be used on Bus, Tube, Tram, DLR,
London Overground, TfL Rail and most National Rail services.

Customers must travel in a group of 10 or more at all times when
using a Group Day Travelcard.

Under-16s travel at child rate, no photocard needed.

Group Day Travelcards are available for the following zones:
o [ -6
e | -9

Group Day Travelcards are available from:

Tube station ticket machines

London Overground and TfL Rail station ticket offices

Some National Rail station ticket offices

Oyster Sales Service (bulk sales only)

Online from the TfL Visitor Shop (Zones | - 6 only)

Larger groups should contact the local Tube station supervisorin
advance. They will be able to suggest the best route for the group
and will contact staff at interchange and destination stations to

25



Ticket Types
Group Tickets

ensure that travel throughout the day is as trouble-free as
possible.

Under-5s travel free at any time when accompanied by a fare-
paying passenger (no restriction on number)

Group tickets for travel on DLR only

These are no longer available to buy

The DLR Customer Experience team does issue group tickets for
DLR-only travel as part of its Community Ambassador
familiarisation trips programme. London Underground staff
should allow passengers with one of these tickets to enter or
exit at a London Underground/DLR interchange station.

a N

Paper single tickets

On Buses and Trams
Paper single tickets are not available on buses or for trams.

On Tube, DLR, London Overground and TfL Rail

Paper single and return tickets (twice the single fare) are valid for
travel only on the date shown on the printed ticket and for
journeys starting before 04:30 the following day

On National Rail services
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Ticket Types

Paper single tickets

Three tariffs apply for paper single tickets on National Rail
services:

¢ National Rail fares for journeys wholly on National Rail services

e TfL fares - for journeys wholly on National Rail inter-available
routes

e Through fares for journeys which include both TfL and National
Rail services

For details of single and return fares, customers should check
with National Rail www.nationalrail.co.uk or 03457 48 49 50

Validity of single and return paper tickets on Tube, DLR,
London Overground, TfL Rail and some National Rail
services

Tickets must be valid between the appropriate stations or zones.

They can be used on the following Tube, DLR, London
Overground, TfL Rail and National Rail services:

Section of line Use of tickets issued by LU, DLR, LO and NR

South Ruislip-West | Tickets are valid on both Tube and National Rail

Ruislip services

Amersham-Baker Tickets are valid on both Tube and National Rail
Street/Marylebone services.

NR Tickets printed for travel to/from “London

Terminals” are not valid at intermediate
stations between Harrow-on-the-Hill and Baker
Street, or between Baker Street and Marylebone
Underground stations.

Seven Sisters/ Tickets are valid on Tube services via Finsbury
Tottenham Hale and | Park and on London Overground or National
Zone | Rail services via Liverpool Street.

Tickets printed for travel to/from “London
Terminals” are not valid on Tube services.
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Ticket Types

Stratford-Liverpool
Street

Tickets are valid on Tube, TfL Rail and National
Rail services, including those printed for travel
via HSI and to/from ‘London Terminals’.
Point-to-Point tickets are not valid to/from Mile
End or Bethnal Green.

Upminster-
Fenchurch St/Tower
HilUTower Gateway

Tickets are valid on Tube, DLR and National Rail
services; this includes tickets printed to/from
“London Terminals”.

National Rail issued tickets are valid
intermediately only at Barking, West Ham and
Limehouse (DLR or National Rail).

Thameslink
interavailable
routes:

West Hampstead -
Kentish Town -

St. Pancras
International /King’s
Cross St Pancras-
Farringdon -

City Thameslink-
Blackfriars LU/NR-
London Bridge-
Elephant & Castle

LU/DLR issued station of origin tickets can be
used on National Rail services at intermediate
stations.

Tickets printed for travel between “London

Thameslink” and West Hampstead (and stations

north of West Hampstead) are valid on Tube

services between the Thameslink interavailable
stations, but not at other intermediate Tube
stations.

Tickets printed for travel between “London

Terminals” and Bedford (and stations north of

Bedford) are valid on Tube services only

between Kentish Town and King’s Cross

St Pancras, and not at intermediate Tube

stations.

The following are not valid on Tube services:

e Tickets with a printed route “Thameslink
Only”, or “Not Underground” or “London
Not Underground”

o Tickets issued to “London Terminals” from
stations south of the Thameslink
interavailable route

Finsbury Park-
King’s Cross
Old St/Moorgate

Tickets are valid on both Tube and National Rail

services between:

¢ Finsbury Park, Highbury & Islington and King’s
Cross National Rail/King’s Cross St Pancras
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London Underground

e Old Street and Moorgate

Tickets are valid on National Rail services

between:

e Highbury & Islington and Old Street

e Finsbury Park and Old St/Moorgate via King’s
Cross St Pancras, but not at intermediate
stations
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Contactless

What are contactless payments

Contactless payment cards are debit, credit, charge and
’))) prepaid cards. Contactless payment devices include
mobile phones (with apps), pay tags and stickers. They
can all be used for quick and easy payments for everyday
purchases of £30.00 and under. There's no need for chip and PIN
or a signature; customers simply touch their card or device on the
contactless card reader.
Customers can use contactless payment cards or devices for
adult rate pay as you go travel on Bus, Tube, Tram, DLR, London
Overground, TfL Rail, Emirates Air Line, Thames Clippers River
Buses and most National Rail services in London.

Most contactless payments are made with cards, although other
devices, such as mobile phone apps, are also commonly used.

Contactless payment cards issued in the UK

Most customers who have a contactless payment card issued in
the UK on Visa, V Pay, MasterCard, Maestro or American Express
can use it to pay for contactless travel on our services.

Other contactless payment cards, such as Diners Club, JCB or
Union Pay are not accepted.

Contactless payment cards display the contactless payment
symbol (shown above) on the front or back of the card. Cards that
do not have this symbol cannot be used for travel. Nearly all
contactless payment cards issued in the UK are accepted on our
services.

Examples of accepted contactless payment cards
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Contactless

Contactless

payment cards issued outside the UK

The table below shows which contactless payment cards issued
outside the UK are accepted for contactless travel:

American Express

All American Express contactless payment cards
issued outside the UK are accepted.

MasterCard

Nearly all MasterCard and Maestro contactless
payment cards issued outside the UK are accepted
apart from the following:

e Some cards issued in the USA, Canada and The
Netherlands even if they display the
contactless symbol.

VISA

ot

VISA

Some older Visa and V PAY contactless payment
cards issued outside the UK are not accepted for
contactless travel.

Newer cards have the latest technology and should
be accepted.

Most contactless payment cards issued outside the UK can be
used for chip and PIN transactions, even if they cannot be used
for contactless travel. They can be used to buy tickets or top up
an Oyster card at:

e Ticket machines at rail stations

e Ticket offices at London Overground, TfL Rail and most
National Rail stations

e Visitor Centres

Overseas transaction fees

Overseas transaction fees may be charged for travel made with a
card issued outside the UK. Customers should be advised to
check with their card issuer.

This is no different to using their card at other retailers.
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Contactless

Prepaid cards

Most prepaid cards can be used for contactless travel, but
customers should check with the card issuer before travelling.

Joint accounts

Customers who have separate contactless payment cards
attached to a joint account can use both cards for contactless
travel

Other contactless payment devices

Smartphone payment apps, payment stickers and tags are all

accepted for contactless travel if the issuer or mobile service

provider has set them up to work in the same way as contactless

payment cards. These include:

e Mobile phones with a contactless payment app

e Tags (stickers that can turn mobile phones into a way to make
contactless payments)

e Wristbands

e Watches

Mobile payment apps

The following mobile payment applications are accepted on our
services:

e Apple Pay

e Google Pay (formerly Android Pay)
e Samsung Pay

e Fitbit Pay

e Garmin Pay

For more details on all forms of mobile payment, customers
should visit: Contactless and mobile pay as you go -
Transport for London
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Contactless

Customer support

For the full range of customer support services, customers must
be able to provide:

e their full card number

e expiry date and

e security code

These may not be available for all methods of contactless
payment. If customers are unable to provide any of these details
we can only provide them with limited support and they should
be advised to use another way to pay to travel.

Customers can phone TfL Customer Services on 0343 222 1234
for details of their journey and payment history. They will need to
provide their device details (device number, expiry date and
security code).
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accepted on Bus, Tube, Tram, DLR, London Overground,
TfL Rail, Emirates Air Line, Thames Clippers River Buses
and most National Rail services in London.

Oyster cards are re-usable. When a season ticket runs out or the
pay as you go credit has been used up, customers can renew their
season ticket or top up their pay as you go credit. Cards should
not be thrown away.

Opyster is a smartcard which can hold pay as you go credit
and Travelcard and Bus & Tram Pass season tickets. It is @

What’s available on Oyster

Pay as you go

7 Day, monthly and longer period Travelcards for Adults, 18+
Students, Apprentices, 16+, Child and Jobcentre Plus

e 7 Day, monthly and longer period Bus & Tram Passes for
Adults, 18+ Students, Apprentices, |6+, Non- concessionary
Il -15, Jobcentre Plus and Bus & Tram Discount

Where to buy an Oyster card

Customers can get a standard blue (adult) Oyster card at
Oyster online

Oyster Ticket Stops

London Overground stations

TfL Rail stations

Ticket machines at Tube stations

Visitor Centres

Some National Rail station ticket offices

The Tramlink shop in Croydon

Issuing Oyster cards

e Customers pay £5.00 for an Oyster card. If the same card is
stillin use after 12 months, £5.00 pay as you go credit will be
added to that card via Faster Universal Load. If a customer
has an Oyster card issued before 23 February 2020 and paid a
deposit, this is refundable at any time.
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Registering an Oyster card

e Applications for all Oyster photocards are made online (an
administration fee is payable)

If an Oyster card is registered, it means customers give us their
details and then:
o If the Oyster card is reported lost or stolen, it can be stopped
so that no-one can use it
e The tickets and/or remaining pay as you go credit are
protected, so:
o the card holder may be eligible for a refund or
o aduplicate card can be sent to the customer loaded with
the same value of pay as you go credit and/or the
remaining tickets that were on the lost or stolen card
* Customers can buy season tickets valid for a month or longer

from Oyster online and at Tube, London Overground, TfL Rail and
National Rail stations, Oyster Ticket Stops and Visitor Centres.

Customers can register their Oyster card online at:
tflgov.uk/oyster

When customers can register their Oyster cards

At any time, although the best time for a customer to register an
Oyster card is when they first get it.

Where customers can register their Oyster cards
Oyster cards can be registered at:

Tube stations

London Overground and TfL Rail station ticket offices
Oyster Ticket Stops

Visitor Centres (except Gatwick South)

Which customers need to register their Oyster card?

o Adults - when buying a period season ticket valid for longer
than a month from stations and Visitor Centres
e Holders of:
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Registering an Oyster card

— Jobcentre Plus Travel Discount Cards
— Bus & Tram Discount photocards

— National Railcards

— Privilege Ticket Authority cards

e All Oyster photocards are automatically registered when they
are issued

Lost or stolen Oyster cards

Lost or stolen Oyster cards should be reported as soon as
possible to: tfl.gov.uk/oyster or Customer Services on 0343 222
1234

Oyster cards must have been registered to enable us to refund or
replace a lost or stolen Oyster card.

Are Oyster cards transferable?

An Oyster card which is used for pay as you go only at adult rate
can be lent to someone else, even if the card is registered in a
specific customer’'s name. The registered owner continues to be
responsible for the card.

An Oyster card cannot be used by anyone other than the
registered owner if it has a:

Travelcard or Bus & Tram Pass season ticket

Jobcentre Plus discount

Bus & Tram Discount

National Railcard or Gold Card discount

A Privilege discount

Oyster photocards (including 5 - 10, Il - I5, 16+, I8+ Student,

Apprentice, 60+, Freedom Pass, Veterans and Athletes) cannot be
used by anyone other than the person named on the card.




The following are issued as paper tickets

e Day Travelcard

Group Day Travelcard

One Day Bus & Tram Pass

Single and return tickets

Season tickets to/from National Rail stations

Day Travelcards

e canbe used on Bus, Tube, Tram, DLR, London Overground,
TfL Rail and most National Rail services within London, in the
zones purchased

e can be used on any bus that displays the red roundel

e Day Travelcards which are valid in Zones 3, 4, 5 or 6 can be
used on all tram services

For more information on Day Travelcards see page 23

Group Day Travelcards

Group Day Travelcards are paper tickets for groups of 10 people
travelling together on a single day. Available for off-peak travel
only. See page 25 for more information.

One Day Bus & Tram Passes

A One Day Bus & Tram Pass allows unlimited travel in a single day
on bus and tram services in London.

One Day Bus & Tram Passes can only be bought on the day of
travel.

Pay as you go with capping is better value than a One Day Bus &
Tram Pass.

One Day Bus & Tram Passes are also available as single use Oyster
cards (see page 21)

osndon Underground < London Underground S Lc

side up « Not for resale This side up - Not for resale Thiss
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Single and return tickets

Customers can buy single and return tickets from stations, for use
on Tube, DLR, London Overground, TfL Rail and National Rail
services.

Most single and return tickets within the London fare zones are
more expensive than pay as you go fares.

Paper season tickets and photocards

Customers can buy a paper season ticket to travel within the
London fare zones and to some National Rail stations outside
London. They can be bought from any National Rail ticket office.

Customers need a supporting photocard, which will be issued
when they buy their ticket; customers will need to take a photo
with them. The photocard number must be written on the season
ticket.

A season ticket is only valid for travel when shown with the
accompanying photocard.
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Helping customers choose the right ticket

Pay as you go

For most customers, using pay as you go is best for value,
flexibility and convenience.

It means they can travel all over our network at all times, knowing
that they have a valid authority to travel

Customers can use contactless or Oyster for pay as you go travel.
If they make several journeys in a day, the cost of travel is
automatically capped.

Pay as you go may not be best value if they:

e are eligible for free or discounted travel

e travel regularly over longer periods

e travel on Gatwick Express services

Day tickets

Pay as you go with daily capping is usually cheaper than a Day
Travelcard or a One Day Bus & Tram Pass. And if the daily cap is
not reached, pay as you go will be cheaper than a day ticket.

When are season tickets best value?

Traditionally, Travelcard and Bus & Tram Pass season tickets
offered best value if customers made a return journey every day
over a certain period. For many, this may no longer be the case:

e If they only make a return journey on five days a week or less,
a 7 Day Travelcard or Bus & Tram Pass will usually be more
expensive than two pay as you go journeys per day

e We charge more at busy (peak) times, so if travel is made
during the off peak, then pay as you go is usually best value.
Season tickets are priced to include travel during peak hours

Contactless or Oyster?

Pay as you go on Oyster offers weekly capping on bus and trams
and daily capping on all modes.

Customers can also add 7 Day, monthly and longer period
Travelcards and Bus & Tram Passes to an Oyster card.
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Helping customers choose the right ticket

Contactless or Oyster?

Contactless can only be used for adult-rate pay as you go travel
but offers weekly as well as daily capping (see page | 7 for capping
exceptions). Season tickets and discounts cannot be added to a
Contactless card.

With the TfL Oyster app, customers can top up and manage their
Oyster card on the go.

Only here for a short visit?

If customers already have a contactless payment card or device or
an Oyster card, pay as you go is the best option.

If they don't have either, they should be advised to get an Oyster
card which they can keep and use whenever they visit London.

Flexible and part-time travel

Customers who work part time or have unpredictable working
patterns should be advised to use pay as you go.

Families

There are no family tickets, however free and discounted travel is
available for children, depending on their age and where they
travel. See Book 3 for details.

Visitors

Visitors to London can buy a regular blue Oyster card when they
arrive (see appendices for details of what tickets can be bought
where) or a Visitor Oyster Card in advance and use it for pay as you
go travel

If customers are travelling with children aged | | - I5, they canask a
member of staff to add the Young Visitor discount to an Oyster or
Visitor Oyster card, at Tube stations, at one of our Visitor Centres
or at Victoria National Rail station. See page 42 for details.
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Visitor Oyster cards

Visitor Oyster cards
Visitor Oyster cards can be used for pay as you go travel only.

e They are sold with credit already loaded

e They are issued at adult-rate but the Young Visitor discount
(see next page) can be set on them

e A non-refundable £5.00 fee is payable

e Visitor Oyster cards can be topped up with additional pay as
you go credit at all standard outlets

e Visitor Oyster cards cannot be loaded with Travelcards or Bus
& Tram Passes

e Visitor Oyster cards cannot be registered

Current Visitor Oyster card design

Tmnéﬁ'o’qtfo;l:.ondon: |
Resusd bubject 0 condions — see over !

Where can customers get a Visitor Oyster card?

Customers can buy them from: Visitor online shop Travelcard |
TfL Visitor Shop or Visit Britain_visitbritainshop.com

Some overseas travel agents also sell Visitor Oyster cards on our
behalf

e Gatwick Airport:

o NR ticket desk
o Airport concierge desks
o National Express tickets desks

e Stansted Airport:

o Stansted Express ticket office
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Visitor Oyster cards

Visitor Oyster cards

o National Express ticket office
o Stansted Airport Information Centre

e On board some Eurostar trains to London

For more information go to: Travelcard | TfL Visitor Shop

Young Visitor discount for | [-15 year olds

Children aged I | -I 5 visiting London without an Oyster photocard
can get a Young Visitor discount set on an Oyster or a Visitor
Oyster card for up to | 4 days

The discount gives pay as you go travel and caps at half adult-
rate.
e Children aged Il to I5 are eligible

¢ No identificationis required to get it set; it will be at the
discretion of issuing staff

An adult must accompany a child to get the discount set (up
to four children per adult)

The Young Visitor discount can be set at*:

e Any Tube station

e TfL Rail station ticket offices

e Visitor Centres (not Gatwick Airport Visitor Centres)
e London City Airport DLR station ticket office

e Victoria National Rail station ticket office

*Staff may not add a Young Visitor discount to an Oyster card
if they are unable to maintain current social distancing
guidelines.

If the customer is already in London and does not have a Visitor
Oyster card, they can get a standard Oyster card for £5.00.

e Personal information of the child must not be recorded in any
of the registration fields
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Visitor Oyster cards

Young Visitor discount for | [-15 year olds

The discount should be set for [4 days. When the discount
expires, adult-rate pay as you go fares will be charged. The
discount can be reset after it expires .

Customers who ask for the Young Visitor discount to be reset
should also be advised to apply foran | | - I5 Zip Oyster
photocard if applicable.

The refund process for dealing with lost, stolen and faulty cards,
with the Young Visitor discount set, is the same as for adult-rate
cards. The discount will need to be set again if a card is replaced.

43



Where to buy tickets and top up Oyster cards

Visitor attraction admission tickets

In addition to travel tickets, Visitor Centres also sell a variety of
tour and admission tickets, as well as London souvenirs:

City Cruises river trips Planet Hollywood

Emirates Air Lines* Shrek’s Adventure

Hampton Court Palace St Paul’s Cathedral

London Dungeon Theatre tickets

London Pass — a multi-day,
multi- venue attraction View from the Shard

admission iass

LU and Harry Potter
merchandise Windsor Castle

Prices available at Visitor Centres.
*- not available at Gatwick Visitor Centre

Visitor Centres - Transport for London




Where to buy tickets and top up Oyster cards

Oyster online and telesales

Adults

e can get an Oyster card, top up their pay as you go credit, buy
season tickets and replace a first generation Oyster card online
or by phone

e should allow a minimum of two working days for delivery if
ordering a new Oyster card

I8+ Student and Apprentice Oyster photocard holders can

top up their pay as you go credit and buy discounted season
tickets online tfLgov.uk/oyster or by calling 0343 222 1234 (08:00
—-22:00)

Collecting an order

Adults can collect an online and telephone order after 30 mins by
touching their Oyster card on a yellow card reader on a gate or
validator as part of a journey. Orders cannot be picked up from
station ticket machines.

Customers with photocards placing orders before 23:00 can
collect them after 04:30 the following morning.

Customers can set up Auto top-up, so that whenever their pay
as you go balance falls below £20.00, it is topped up
automatically. Further details on page 62 or at: tfLgov.uk/oyster

TfL Oyster and contactless app

The TfL Oyster app is available to download from the App Store
or Google Play. After downloading the app, customers must sign
in using their Oyster online account username (email address) and
password. Customers without an Oyster online account can
create one using the app.

Adults can use the app to:

o Top-up between £10.00 and £50.00 pay as you go credit
o Buy7 Day, Monthly and Annual Travelcards
o Buy7 Day, Monthly and Annual Bus & Tram Passes
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Where to buy tickets and top up Oyster cards
TfL Oyster and contactless app

Pay as you go credit and/or season tickets bought using the app
will be available to collect after 30 minutes when the customer
touches their Oyster card on a yellow card reader as part of a
journey

Discounts and Photocards

Discounted season tickets cannot currently be purchased via the
app and Oyster photocards cannot currently be used with the
app.

First generation Oyster cards

First generation Oyster cards are not compatible with the app.
Customers with a first generation Oyster card will see a message
including a link to more information about how to get a
replacement Oyster card.

Tube, London Overground and TfL Rail stations

Ticket machines: a wide range of tickets are available and
customers can top up their pay as you go credit on Oyster.

Oyster cards are available from most Tube station ticket
machines.

Ticket machines sell tickets which are valid to most National Rail
stations. If a customer cannot buy the ticket they want, they will
need to buy a separate ticket or use pay as they go for their
Tube/DLR/London Overground/TfL Rail journey and buy another
ticket when they join National Rail services.

Ticket offices:

¢ A range of tickets is available from London Overground and TfL
Rail station ticket offices

e Qyster cards are available from London Overground and TfL
Rail station ticket offices (for exceptions, see appendices)
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Where to buy tickets and top up Oyster cards

National Rail stations

National Rail stations in London have ticket machines.

The National Rail station ticket offices that issue Oyster cards are
listed in the appendices.

DLR stations

Customers can get Oyster cards, top them up and add season
tickets at London City Airport.

They can also top up and add season tickets at ticket machines at
all DLR stations.

Visitor Centres

Customers can get:

e Oyster cards

e top up their pay as you go credit or buy/renew tickets on an
Oyster card or Oyster photocard

e buy paper tickets

¢ have the Young Visitor discount set on an Oyster card or Visitor
Oyster card (cannot be set at Gatwick South Visitor Centre) see
page 42 for current changes to issuing

Visitor Centres are located at:

Gatwick Airport (South & North | Liverpool Street Underground
Terminals - Arrivals) station

Heathrow Terminals | 2&3 Piccadilly Circus Underground
Underground station station

King's Cross (Western Ticket Victoria Rail station (opposite
Hall) Platform 8)

Visitor Centres - Transport for London

Oyster Ticket Stops

Oyster Ticket Stops are independent shops which sell a range of
tickets on behalf of TfL. They are in hewsagents, convenience
stores and other shops across London.
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Where to buy tickets and top up Oyster cards

Oyster Ticket Stops

Oyster Ticket Stops can issue standard blue Oyster cards to
adults and holders of Jobcentre Plus Travel Discount Cards, Bus &
Tram Discount photocards and National Railcards. They can also
set these discounts on Oyster cards.

Customers can top up their pay as you go credit or buy/renew the
following on an Oyster card or Oyster photocard:

e 7 Day Bus & Tram Pass (Adult and Discount*)

7 Day Travelcard (Adult, Child and Discount*)

Monthly Bus & Tram Pass (Adult and Discount¥)

Monthly Travelcard (Adult, Child and Discount¥)

*Discount = 16+, I8+ Student, Apprentice, Jobcentre Plus and Bus &

Tram Discount (different rates apply between these categories)
They also sell the One Day Bus & Tram Pass on Oyster.

tflgov.uk/ticketstopfinder

Oyster Sales Service

Oyster Sales Service manages bulk sales of bus Savers and other
printed tickets for corporate customers. Interested groups should
email ossorders@cubic.com or phone 0330 IIl 1100 for details.

How to pay

Cash

Cash is accepted at all ticket selling outlets, except:

e Queue Buster Machines (the smaller ticket machines) at Tube
stations

e Canary Wharf Underground station

e Qyster online and telesales.

e On London buses

e At tram stops

Cheques

Cheques are not accepted at any of our ticket selling outlets
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Where to buy tickets and top up Oyster cards
How to pay

Credit/Debit cards (used to make a purchase, not for
contactless travel)

Stations and Visitor Centres accept:

AMERICAN ‘ ) Mast VISA
EXRRBESS  Diners Club Ef
International |

Note: Visitor Centres do not accept Diners Club

Oyster Online and telesales accept:

' 1
% Mast@ VISA

NOTE: Oyster Ticket Stops that accept bank cards may impose a
minimum value transaction for using bank cards.

Buying tickets in advance

e Day Travelcards can be bought up to 7 days in advance of the
day of validity/start date
o Tube station ticket machines issue printed tickets up to |
day in advance of the start date only
e 7 Day, monthly or longer period tickets on Oyster can be
bought in advance of the start date:
o up to 30 days before at London Overground ticket offices
and Visitor Centres
o 7 days before at Oyster Ticket Stops
o up to 4 days before from Tube and London Overground
station ticket machines

Single and return tickets cannot be bought in advance.
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Using contactless and Oyster to travel

Buses and trams

Contactless and Oyster are accepted on:

e Alltrams

e Allbuses in and just outside London, showing this @

sign

NOTE: contactless is not accepted on:
e Heritage buses which run some journeys on parts of route 15

e Routes 402 and 477

Tube, DLR, London Overground and TfL Rail

Contactless and Oyster are accepted on all services in Zones | -9
and to and from Shenfield and Watford Junction.

National Rail

Contactless and Oyster are accepted for pay as you go travel on
all suburban trains stopping in Zones | - 9 and on journeys to

and from:

Chafford Hundred
Grays

Ockendon
Purfleet
Shenfield
Watford Junction
Bayford
Broxbourne
Cuffley

Hertford East
Hertford North
Potters Bar

Ware

St Margarets
Rye House
Gatwick Airport
Horley
Salfords
Earlswood
Redhill
Merstham
Heathrow
Epsom
Radlett
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Using contactless and Oyster to travel

Contactless-only is accepted for pay as you go travel on all
suburban trains beyond Zones | - 9 on journeys to and from:

Brookmans Park Reading

Burnham St Albans City
Harpenden Slough

Hatfield Taplow

Iver Twyford

Langley Welham Green
Luton Airport Parkway Welwyn Garden City
Maidenhead

Thames Clippers River Bus services and Emirates Air Line

Contactless and Oyster are accepted for pay as you go travel on
Thames Clippers River Bus services and Emirates Air Line.

Customers must touch their contactless
card/device or Oyster card on a yellow card reader
at a station, tram stop, pier or on the bus when
making a journey.

The yellow card reader checks:

that the contactless payment card/device is accepted and
approved for travel on our services; a request is sent to the card
issuer to authorise the payment.

if the Oyster card has enough pay as you go credit or there is
a valid ticket on it.
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If they are accepted for travel:

e On Tube, London Overground, TfL Rail, National Rail and
the Emirates Air Line: the gates open and show a green light

e On buses and on Tube, tram, DLR, London Overground,
TfL Rail, National Rail and Thames Clippers River Bus
validators: the card reader shows a green light

If the contactless payment card/device is not accepted or
approved for travel or

If there is no valid ticket or not enough pay as you go credit

on the Oyster card:

e On Tube, London Overground, TfL Rail, National Rail and
the Emirates Air Line: a ‘seek assistance’ message will be
displayed and the gates will not open

e On Buses and on Tube, Tram, DLR, London Overground,
TfL Rail, National Rail and Thames Clippers River Bus
validators: a red light shows on the card reader

Pay as you go on Buses and Trams

On buses and trams, customers should touch in at the start of
each journey. If they do not they may be issued with a penalty
fare or be prosecuted.

Customers do not need to touch out at the end of a bus or tram
journey; if they do they may be charged another fare.

Tram journeys to and from Wimbledon

Customers travelling to Wimbledon by tram must touch in on the
yellow card reader on the tram platform at the start of their
journey. When leaving Wimbledon station, they must touch out at
the gates.

Customers arriving at Wimbledon by train or Tube and changing
to make a tram journey, must first touch out on a National Rail or
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Tube yellow card reader and then touch in on a tram yellow card
reader on Platform 10 (Tramlink platform)

Customers travelling from Wimbledon by tram must touch in
on the gates when entering the station and again on the
yellow tram reader on Platform | 0, before boarding the tram.

Tram journeys to and from Elmers End and Mitcham
Junction

Customers arriving at Elmers End or Mitcham Junction stations
by train and changing to a tram journey, must first touch out on
a National Rail yellow card reader and then touch in on a yellow
tram platform reader, before boarding a tram.

Customers travelling by tram from Elmers End or Mitcham
Junction must touch in on the tram yellow card reader, before
boarding a tram

Pay as you go on Tube, DLR, London Overground, TfL
Rail, National Rail, Thames Clippers River Bus and
Emirates Air Line

Customers using contactless or Oyster should always touch in at
the start of the journey and touch out at the end. If they do not,
they may be charged a maximum fare.

Customers changing boats should touch in when boarding a
second boat

At stations, tram stops and piers where there are no ticket gates,
customers should use the validators.
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Card clash happens when a customer presents a wallet or purse
containing more than one card to the reader when they touch
infout, or at a pink validator when changing trains. This means
that:

the reader does not know which card to take payment from
payment could be taken from a card that the customer did not
intend to pay with if they get a green light

they will not have paid for their journey if they get a red light
the ticket gate may not open

they could be charged two maximum fares for their journey.
This happens when a reader uses one card when they touch in
and another card when they touch out

if the customer has a season ticket on their Oyster card and
their contactless payment card is charged, they will have paid
twice for the same journey

Money cannot be taken from two cards at the same time.

Customers using contactless are charged adult-rate pay as

you go fares - the same as on Oyster.

Unlike Oyster, the fare charged for individual journeys and
balance information is not shown on passenger displays

No journey data is held on the card — it is all recorded and
processed in the back office

The cost of all journeys made in a day is added up after the
close of the traffic day. The best value charge for all the travel
made in the day is calculated and where appropriate, daily or
weekly caps are applied

A single charge is then requested from the customer’s card
account
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When a customer touches their contactless payment card
on a card reader:
e the card is checked to verify that it is both accepted and
approved for travel on our services
e arequest is sent to the card issuer to authorise the payment

Sometimes a payment card may be accepted by our card readers,
but the payment is subsequently declined by the card issuer. If
this happens it means that:

e the customer has made a journey which they have not paid for

e they will not be able to use their card again to travel until they
have paid for the unpaid fare

Customers will need to go online to settle any unpaid fares.

Sometimes a contactless payment card may not be accepted
for travel because the payment has been declined by the card
issuer. If this happens the customer will see a red light and a code
80 error.

To resolve this, the customer should:
e Contact the card issuer

e Sign in to their online account to re-authorise their contactless
payment card for travel

Customers who do not have an online account can contact
Customer Services to get the contactless payment card re-
authorised for travel. More information about online accounts is on
page 75

If a customer forgets to either touch in or out on a rail journey, we
do not know where they have travelled, so we cannot charge
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them the right fare. When this happens, the journey is regarded as
'incomplete' and a customer could be charged a maximum fare,
issued a penalty fare or be prosecuted.

Customers are more likely to have an incomplete journey when
they are in an unfamiliar or busy station, or if their journey is
disrupted. Other common reasons are:

e They did not see a ticket validator
e A station evacuation
e Crowding or congestion

Touching in and out if the gates are open

Customers should always touch in and out, even if the gates at a
station are open. If there are no gates, they should use a validator.

Automatic correction of incomplete journeys

There are times when customers cannot touch out as they leave a
station, such as during a major sporting event or due to a station
evacuation. When this happens, we will attempt to automatically
complete the journey for the customer based on their recent
journey history. This is known as selective auto completion.

Checking for incomplete journeys

Customers using Oyster can check if they have an incomplete
journey:

e AtaTube, London Overground or TfL Rail station

e Online: if they have an Oyster online account

e By calling Customer Services on 0343 222 1234 (08:00 to 20:00)

Customers using a contactless payment card can only check if
they have an incomplete journey online. If they have signed up for
a contactless and Oyster online account, they can see the last | 2
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months of their journey history. If they have not got an online
account, they can sign in as a guest, but they will only see their
journey history for the last 7 days.

Refunds on incomplete journeys

Customers can apply for a refund if they were charged a maximum
fare for an incomplete journey. They must do this within 8 weeks
of making the incomplete journey.

Customers can get a refund for an incomplete journey:
e Online: if they have a contactless and Oyster online account
e By calling Customer Services on 0343 222 1234 (08.00 - 20.00)

When a refund is due for an incomplete journey, the fares for the
whole day the journey was made are recalculated, so caps can be
applied as appropriate.

Refunds Online

Customers using Oyster can apply for a refund online if they

have an online account:

e they can only apply for a refund if an incomplete journey is
displayed

e they must apply within 8 weeks of making the incomplete
journey

e they can apply for three incomplete journey refunds per
calendar month

If they do not have an Oyster online account, they can create one.

Customers cannot, however, apply online for refunds for an

incomplete journey made before they created their online account.

Some incomplete journeys are not eligible for an online application

for a refund. This is usually because:

e We have already processed an automatic refund for the
journey

e The incomplete journey has already been adjusted at a station

e Only adult, non-discounted fares are eligible
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e There was a valid Travelcard on the Oyster card

If a customer wants to apply for a refund for anincomplete
journey that is not listed in their online account, they should call
Customer Services on 0343 222 1234 (08.00 — 20.00) within 8 weeks
of making the incomplete journey.

Customers using contactless payment cards can only apply
for an incomplete journey refund online:
e if anincomplete journey is displayed in their account
e for three incomplete journey charges per calendar month
e within eight weeks of making the incomplete journey

When a customer using Oyster for pay as you go travel

touches in at the start of a rail journey:

e an entry charge is taken from their pay as you go credit

e the charge is adjusted when they touch out at the end of their
journey so that they pay the advertised fare

If they don’t touch in and out they will be charged a maximum
fare for an incomplete journey. This could be up to £8.40 in Zones
[-9.

Higher maximum fares apply for any incomplete journey that
includes travel to or from stations beyond Zone 9.

Customers using contactless payment cards are not charged
an entry fare when they touch in to start a journey.
Al fares for journeys made are charged at the end of the traffic

day.
Customers can still be charged a maximum fare if they did not
touch in at the start of their journey or out at the end.
Maximum fares do not count towards capping on contactless or
Oyster.
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Pay as you go fares for journeys on rail services are charged
according to the route taken.

For every journey there is an assumed default route. For many,
this is defined as including travel via Zone | and customers are
charged accordingly, irrespective of the route taken.

Sometimes an alternative route offers a cheaper fare than the
default fare, mainly by avoiding travel via Zone |. Alternative
routes are shown for individual station to station journeys, as
applicable, in Single fare finder - Transport for London

Customers changing lines or modes may need to go through a
gateline or pass a validator, for example, at West Hampstead or
Hammersmith.

There are |7 interchange stations where there is no gate line to
record the route taken, so at these stations, pink card readers
have been installed to allow customers to confirm the route they
have taken. Customers need to touch their card on a pink card
reader when changing at these stations to ensure they are charged
the right fare.

Customers using a Travelcard that does not include Zone |,
who change lines or modes at one of the |7 interchange
stations, should touch their Oyster card on a pink card reader.
This is to show that they have not travelled through zones their
Travelcard does not cover. If they do not touch the pink card
reader, they may be charged an extension fare.

Customers using a Travelcard can check the journey they are
making, to see if they will need to touch a pink card reader
using: Single fare finder - Transport for London
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What do pink card readers look like?

Pink card readers look very similar to other validators
but have a pink card reader instead of a yellow one.

e Customers should touch their card flat on a pink
card reader, just as they do with the yellow card readers
e The journey is calculated via that point, rather than a
potentially more expensive route

Pink card readers should only be used by passengers when
changing trains/modes, they cannot be used to start or finish a
journey. Customers should continue to touch in at the start and
touch out at the end of their journey on a yellow card reader.

Stations with pink card readers

Pink card readers are located at the following Tube, London
Overground and National Rail stations.

Blackhorse Road Canada Water
Gospel Oak Gunnersbury
Hackney Central Hackney Downs
Highbury & Islington Kensington (Olympia)
Rayners Lane Richmond

Stratford West Brompton
Whitechapel Willesden Junction
Wimbledon Clapham Junction
Surrey Quays

Customers who use pay as you go and need to leave a station and
enter another to change trains during the journey must:

e Touch out when they leave one station

e Touch in again when they enter another station
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This may include changing from one train operator to another at
the same station; for example, from the Tube to National Rail at
Marylebone. Customers should touch out on a gate as they leave
the Tube station and touch in on a validator when they enter the
National Rail platforms.

They should not touch any other yellow card readers during the

course of their journey. If they do, they could be charged for two
separate journeys.

Journeys solely between Heathrow T2&3, Heathrow T4 and
Heathrow T5 are free for all holders of:

e contactless payment cards and devices

e Oyster cards

e Oyster photocards

e Paper tickets

There are times when, for safety reasons, customers are
instructed to leave a station quickly and it may not be possible for
them to touch out.

When this happens and the customer continues their journey:

e from a nearby station or

e from the same station once the incident had cleared

the journeys are regarded as continuous and they should not be
charged a maximum fare.

If a customer did not continue their journey immediately, the
maximum fare charged will be adjusted when they touch in at the
start of their next rail journey.
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Customers with a contactless and Oyster online account can
see their journey history for their Oyster card.

They must add their card to their account

They will only see journey history from the date they added
the Oyster card

They do not need to buy a ticket or top-up online to see their
journey history

They can see up to 8 weeks of journey history

Data is available up to the close of the previous traffic day
(04:30-04:29). The total charge for travel for each traffic day
is also shown

Customers can select a custom date range to view

Data can be downloaded as a spreadsheet or as a PDF

Customers can opt to have their journey history emailed to them
weekly or monthly

Customers using a contactless payment card with a
contactless and Oyster online account can see:

up to 12 months journey and payment history

details of journeys made before they sighed up for an
account

details of journeys made so far that day and the estimated

Customers without a contactless and Oyster account can see the
last 7 days travel by signing in as a guest and entering their
payment card details contactless.tfl. gov.uk

See page 84 for more information

Auto top-up ensures a customer never runs out of pay as
you go credit by automatically topping up their Oyster card
whenever their balance falls below £20.00.
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The Auto top-up amount can be either £20.00 or £40.00. This is
added to a customer’s Oyster card when they touch it on any
yellow card reader as part of a normal journey. They cannot
collect Auto top-up from a ticket machine.

Customers must have an online account and buy some pay as you
go credit when they first set up Auto top-up. They need to:

e add a minimum amount of credit to the card, and select a top-
up amount

e touch their Oyster card on a yellow card reader as part of a
journey to activate Auto top-up

If they activate Auto top-up without making a journey, they could
be charged a maximum fare.

Once activated, Auto top-up will occur automatically as
necessary.

Customers should be advised to update their online payment card
details whenever their nominated payment card expires.

Due to their proximity, some stations are paired and designated

as ‘out of station interchanges’. This means that when a customer

using pay as you go:

e eXxits a station designated as an OSI

e thentouches in on a yellow card reader within a set time at
the paired OSI station

the original journey is re-opened rather than starting a new one

and they are only charged for a single journey.

The OSI could be a different part of the same station or a different
station or operator.

A list of the station pairs that are designated OSlIs are shown in
the appendices and on the TfL website

tfl.gov.uk/corporate/publications-and-reports/out-of-station-
interchanges
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@ =)

When customers use pay as you go, there is a time limit within
which each single journey has to be completed.

Each journey has its own time limit depending on:
e the day and time of day travelled
e the number of zones travelled through.
Enough time is allowed for a journey to be completed and the
maximum journey time can vary between

e 70 minutes (travelling in one zone outside Zones | or2 on
Monday - Friday between 04:30 and 19:00)

¢ 5 hours I5 minutes (travelling across 20 zones - e.g.

Amersham or Chesham to Shenfield - on a Sunday or Bank

Holiday).

The table below shows the maximum journey times by zones.
Every journey has its own maximum journey time, regardless of

the route taken.

Maximum Journey Time (minutes)
Monday-Friday Mon-Fri after | Sunday
04:30am -1 9:00 19:00 and all
day Saturday
For journeys in Zones | - 4,
Within Z 1, 2
'thin zone 90 100 (10
orZones2-3
Within zones | -2 100 (10 120
Within Zones | —3 1o 125 135
Within Zones | - 4* 1o 125 135
All other journeys
Within | zone 70 80 85
across 2 zones 80 90 100
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Maximum Journey Time (minutes)

Monday-Friday Mon-Fri after Sunday
04:30am -1 9:00 1 9:00 and all
day Saturday

across 3 zones 90 | 00 10
across 4 zones I 00 110 120
across 5 zones o 125 135
across 6 zones 120 135 145
across 7 zones 130 145 160
across 8 zones 140 155 170
across 9 zones 150 165 180
across |10 zones 160 180 15
across Il zones 170 190 205
across |2 zones 180 200 220
across |3 zones 190 210 230
across |4 zones 200 220 240

*These apply for journeys across up to 5 zones within Zones | -4.
For journeys across 6 or 7 zones within Zones | -4 the ‘across 6

zones’ or ‘across 7 zones’ maximum journey times apply.

Maximum Journey Time (minutes)

Monday-Friday Mon-Fri after| Sunday
04:30am -19:00 19:00 and all| and public
day Saturday holidays
across |5 zones 210 235 255
across |16 zones 220 245 265
across |7 zones 230 255 280
across | 8 zones 240 265 290
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Maximum Journey Time (minutes)

Monday-Friday | Mon-Fri after| Sunday
04:30am -19:00 19:00 and all| and public
day Saturday holidays

across |19 zones 250 275 300

across 20 zones 260 290 315

For journeys between:

any of Hampton, Fulwell, Hampton Court, Thames Ditton,
Chessington North, Chessington South, Tolworth and Malden
Manor and

all stations Highbury & Islington to Stratford

the maximum journey time allowed is 20-25 minutes higher. This
is because the 30 minute intervals between South West Trains
services, in conjunction with longer journey times when avoiding
Zone |, are resulting in customers exceeding the current MJTs.

&))

Q ) A same station exit is recorded when a customer touches
their Oyster or contactless payment card on a yellow reader as
they enter a station, but then touches out and leaves the same

station within a set time.

This can happen when customers change their journey plan, for
example, because of service disruption.

If a customer using pay as you go touches in and out at the same
station without making a journey, the following charges apply:

Between 0 and 2 minutes:

© &) A maximum pay as you go fare.

If the customer has touched in and out within two minutes and
then re-enters the same or a different station within 45 minutes,
the maximum fare will be automatically refunded and a new
journey started.

Note: At Southwark station the time threshold is between 0 and |
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minute
Between 2 and 30 minutes:
The minimum pay as you go fare from that station.
If the customer touches in again within 45 minutes at the
same or a different station the minimum fare is not refunded

If the customer touches in again within 45 minutes at the same
or a different station the minimum fare is refunded

e More than 30 minutes:

The system will assume that two separate journeys have
been made, however, both journeys will be incomplete, so the
customer will be charged two maximum fares

These charges are applied to discourage fare evasion.
Customers may be eligible for a refund if they have been
charged for a same station exit. They should speak to a

member of staff or call Customer Services on 0343 222 (234
(08.00-20.00)

We will automatically refund one same station exit charge in
the last seven days.
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Most Train Operating Companies (TOCs) issue their own, branded
ITSO smartcards. The table below shows the ITSO smartcards
which are currently accepted for travel on Bus, Tube, Tram, DLR,
London Overground, TfL Rail and most National Rail services in
London, providing there is a Travelcard season ticket for Zones | -
6 loaded on them. Pay as you go cannot be added to an ITSO

smartcard.

Train Operating Scheme Website

Company name

Chiltern Smartcard | chilternrailways.co.uk
c2c Smart c2c-online.co.uk

East Midlands Smartcard | eastmidlandsrailway.co.uk
Greater Anglia smartcard | www.greateranglia.co.uk
Great Northern The Key greatnorthernrail.com
Great Western Touch gwr.com

Railway Smartcard

Lo.ndon Northwestern Smartcard | londonnorthwesternrailway.co.uk/
Railway

Southeastern The Key Southeastern

Southern The Key southernrailway.com
South Western Touch southwesternrailway.com
Railway Smartcard :
Thameslink The Key thameslinkrailway.com

The range of tickets that can be bought from a TOC and added to
an ITSO card varies according to the operator.

Where tickets are valid on TfL services, or at TfL stations served
by TOC services, customers should touch in and out (touch in
only on buses and trams).
Although the artwork differs for each TOC smartcard, @
inclusion of the ITSO logo is a common design principle.
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Penalty fares and prosecution for irregular travel

When using our services, it is the customer’s responsibility to

ensure that:

e if using a contactless payment card/device, they touch in and
out as required with a card/device that is approved for travel

e if using an Oyster card, they have sufficient credit on their
Oyster card to cover the cost of their journey

e they touch in at the start of their journey and, if using rail, touch
out at the end

e if using a paper ticket or a Travelcard, it covers the whole of the
journey and all the zones in which they wish to travel It is the
customer’s responsibility to have the correct ticket

If a customer travels without a valid ticket, validated Oyster card
or contactless payment card/device they may be issued with a
penalty fare or be liable to prosecution.

A penalty fare of £80 applies on bus, Tube, tram, DLR, London
Overground and TfL Rail services. This is reduced to £40 if paid
within 21 days of the date of issue.

Penalty fares also apply on National Rail services.

Temporary Authority to Travel Tickets (TATTs)

TATTSs are issued by Surface Revenue
Inspectors when an Oyster card, Oyster [ frayelcard |
photocard or magnetic ticket is withdrawn
from a customer due to incorrect use on a
bus. The expiry date on a TATT is variable
but it is a maximum of 21 days from the date
issued. :
The TATT is a paper ticket with panels that
are scratched off according to the ticket type |IEENIZ0187 720157

Expires On Date Scratched Off

and validity required. Details such as sty P 5

Travelcard zones are handwritten. Once 3?‘3&33“5’79
completed, a laminate overlay is affixed over

the ticket to prevent alteration.

L_8us & Tram Pass~_|
Temporary Authority To Travel

Not transferable.Issued subject to conditions - ses over

FPABDULT [ CHILD | 123456
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Inspection of contactless payments on buses

Inspection is similar to Oyster: Inspectors can check if a
contactless payment card/device was touched on the bus reader
and if it is valid for travel.

Inspectors will then ask customers to touch their contactless
payment card/device on the RID forinspection to see if it was
validated on that bus.

If it was not validated, the inspector can issue the customer
with a penalty fare, refer the case for prosecution or take other
action.

Inspection of contactless payments on rail and tram

Inspectors will ask customers to touch their contactless
payment card/device on the RID.

A green light will show on the RID if it is valid.

e The RID will take a record of the contactless payment
card/device and send information to the back office system to
make sure that the card/device was touched in to start a
journey

A red light will show on the RID if the contactless payment
card/device

e is not approved for travel

e has expired

e is in any other way not valid for use

Inspectors will know if the contactless payment card/device
should not be used for travel

RIDs will have a record of contactless payment cards that are not
authorised for travel and therefore could not have been validated.
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Inspection of contactless payments on rail and tram

e RIDs will have a record of contactless payment cards/
devices that have been inspected

e Customers who repeatedly failinspections will be stopped
from using their contactless payment card/device to travel

The inspector may issue a penalty fare notice; refer the case
for prosecution or other action.

Failed Inspection: Valid contactless payment card or
device

If a customer touches a valid contactless payment card/device
on the RID, but did not touched in at the start of the journey, then
post end of day, when the RID data has been transmitted to the
back office, the following will happen:

It ever failed inspection
e A maximum fare is charged
e Customers can continue to use their card to travel

2" failed inspection
e A maximum fare is charged
e Customers will not be able to use their card/device to travel
e Customers with an online account will be advised by email
and account notifications

To resolve:

Customers should contact Customer Services who will
e adjust the maximum fare to the correct fare (if it was charged
for reasons beyond the customer’s control, e.g. gate failure)
e enable the contactless payment card /device to be used for
travel again
e remind customers to touch in and out correctly in the future
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Inspection of contactless payments on rail and tram

3rd failed inspection
e A maximum fare is charged
e Customers will not be able to use their card/device to travel.
e Customers with an online account will be advised by email
and account notifications

To resolve:

Customers should contact Customer Services who will decide if
the card can be used for travel again, depending on the reasons
the customer did not touch in. If Customer Services decides to
allow the card/device to be used again, they will

e adjust the maximum fare to the correct fare (if it was charged

for reasons beyond the customer’s control, e.g. gate failure)
e enable the card to be used for travel again
e remind customers to touch in and out correctly in the future

4" or more failed inspection
e A maximum fare is charged
e Customers will not be able to use their card to travel
e Customers with an online account will be advised by email
and account notifications

To resolve:

Customers should contact Customer Services who will
e Try to identify an issue that stopped a customer touching in
(e.g. gate failure)

If an issue was identified, Customer Services will
e adjust the maximum fare charged to the correct fare
e enable the card to be used for travel again
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Inspection of contactless payments on rail and tram

Failed Inspection: Contactless payment card or device is
not valid

A contactless payment card /device may not be valid for
travel because:
e There are two or more failed revenue inspections and the
customer has not spoken to Customer Services about them
e The contactless payment card /device has unpaid fares
e The contactless payment card /device was not approved for
travel by the card issuer

If a customer touches a contactless payment card/device that is
not valid on the RID, the card will fail the inspection and a red light
will be displayed.

The inspector can issue the customer with a penalty fare notice,
refer the case for prosecution or take other action.
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Refunds for delays

Customers can apply for a refund if their journey is delayed by a
reason within TfL’s control for:
e |5 minutes or more on Tube and DLR services

e 30 minutes or more on London Overground or TfL Rail

services Refunds for delays are not paid for:
e planned service changes and engineering work
e if the reason forthe delay was outside TfL’s control, such as:
o A security alert
o A customerincident (for example, a personill on a train)
o Adverse weather conditions
To apply for a refund, customers should create/sign in to their TfL
online account, even if they travelled with a paper ticket. They
must apply within 28 days of their delayed journey.
If a refund application is successful, the customer will be refunded:
e the pay as you go fare for the journey, if they travelled using a
contactless payment card, Oyster card or Travelcard
e the single cash fare, if they used a single or return paper ticket
Contactless customers: the refund will be sent to the card
account they used to travel.
Oyster customers: can choose to have their refund sent to
e their Oyster card, or
e their bank account or
e as a web credit which can be used as payment against their next
Oyster online order

Paper ticket customers: are refunded directly to their bank
account.

tfl.gov.uk/fares/refunds-and-replacements
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Creating a contactless and Oyster online account

Create an account

Customers can create a contactless and Oyster online
account to manage and monitor the contactless cards, devices
and Oyster cards they use on our services.

Create a contactless and Oyster account

To create an account, customers need to:

Provide an active email
address

Create an account
password

Customers must enter these details
each time they sign in to their
account

Create a six digit passcode

Customers will need to provide their
passcode when calling Customer
Services about an issue relating to
their contactless card or device

Chose a security question
and answer

This is an additional security
question customers may need to
answer when calling Customer
Services about an issue relating to
their contactless card or device

Provide their name and
address

Customer’s name and address must
be the same as the account name
and billing address held by the card
issuer

Once an account has been created, customers will be able to add
their contactless or Oyster card. To do this they need to provide:

Contactless Payment card

Card type

Name on card

Long card number (PAN)*
Card Expiry date
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e Card security code (CVV)*
e Card billing address

* For an explanation of these terms see appendices

Oyster card
e Name
e Address

e An active, valid email address
e Oyster card number

When a customer adds a new Oyster card to their online account,
we need to confirm that they are the card holder. We ask them to:

e Either confirm a security question and answer or

e Give us details of the last journey they made with the Oyster
card. The journey must have been made within the last 8
weeks

Benefits

Customers with a contactless and Oyster account who have
added their contactless cards/devices can:
e See asummary of the journeys made so far today and their
estimated cost
e Access up to [2 months of journey and payment history
e Receive email alerts about their contactless cards/devices
e resolve issues with their contactless cards/devices which
may be stopping them from being able to be used for travel
e Apply forrefunds forincomplete journeys and service delays
e Have details of contactless cards/devices and Oyster cards in
the same account
e Payunpaid fares
Customers do not need an online account to use their
contactless card/device to travel, but they will not get the full
benefits listed above.
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@ Customers with a contactless and Oyster account who have
added their Oyster card can:

e Check what is on their card

e Top up their pay as you go credit and add or renew
Travelcards

e Set up Auto top-up

e Protect their Oyster card

e See their Oyster journey and payment history (last eight
weeks)

e Apply for a refund for incomplete journeys

e Apply for a refund for service delays

My account
This section lists all contactless and Oyster cards that have been
added to the account. ‘Card status’ is shown for each contactless
card (i.e. whether they can be used for travel). Customers can
select each card to see detailed information on its journey and
payment history.

Ll & Welcome back ._
M) My contactless cards 8] My Oyster cards MY ACCOUNT
You hav You have O notifications = T
()] cs- £1.20 Oyster cards +
> : >
Personal details >
Add a new B os il £0.00
contactless payment > >

card

> View My Oyster cards >
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Notifications

If there is an issue with a customer’s contactless card or device
that means they cannot use it to travel, they are notified by email
and when they sign in to their account.

This might happen because:

e The customer’s card issuer has declined payment for a journey
they have already made

e TfL has stopped their card or device for travel

#®

Notifications

A Unable to travel

Revenue Inspaction Issue >

N\ Unable to travel
Pay outstanding fares ?

Visa - 7614

A Unable to travel

Request Approval >
MasterCard - 1343

' Apply for refunds
Provide the missing journey information ?
MasterCand - 757

! Apply for refunds
Provide the missing journey information >

Visa - 8498

Each notification explains what customers need to do to resolve
the issue.
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Notifications are also shown on the customer’'s account home
page. Those that will prevent the customer from

travelling and need immediate attention display a red

warning icon.

Card ready for travel

A

All cards that can be used to travel are shown as ‘Ready to Travel'.
If there is an issue with a customer’s contactless payment card
(for example they have unpaid fares on it, the card will be marked

‘Unable to Travel

Today’s travel

Customers can see the estimated cost of
the journeys they have made so far
today.

They can expand the box to see the
journeys that we have details for.

This is not a final charge; they need to
sign in to their account the day after they
have travelled to see the confirmed
journey details and fares charged.

Travel Statement (journey and
payment history)

TODAY'S TRAVEL )

W) Latest contactless journeys
MasterCard - 7550

Today: £6.70 -

This i

information we currently hold
today and theil

estimated cost. T
please check your travel statement
tomorrow

Learn more @

Amersham - Marylebone MR

£6.70

On bank/credit card statements, the total cost of journeys made

in a day is shown as a single charge. Individual fares and details of
journeys are not shown. Customers can view their full journey and
payment history in their contactless and Oyster account. This is
no different to any other retailer. (For example, a supermarket bill
is shown on a statement as a single charge; the individual items
purchased are not listed).
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Once a customer has added their contactless card or device to
their contactless and Oyster account, they can see the last | 2
months of their journey and payment history. If they have used
their contactless card or device to travel on the network within
that time, retrospective journeys are shown.

TR T PRI T
Contactiess
m e
Date range
August 2019 W
Statement
2H0B2018 £310 —
Nomwood Junction to London Bridge (Mational Rail) £3.10 3
1110872018 €680 — Oyster cards
. - . | datasis
Clapham Junction to Twickenham £2 80
B ; 2
Twickenham to Clapham Junction £2 80
>
03/08/2018 £580 —
Clapham Junction to Kingston £3.00 5
Kingston to Wimbledon £2 80
p 2
Download statement
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Icons are displayed next to journeys on travel statements to
indicate the following:

@ You have reached a daily cap.

@ You have reached a weekly cap.

/1. This indicates that your journey was incomplete.

(@® This journey was corrected automatically so you were not overcharged.
B3 This was a free Hopper fare.

* You have been charged a maximum fare as you had a failed Revenue Inspection
on this journey.

When more than one event happens, a pie chart icon is displayed
showing the relevant colours; e.g. a cap has been reached and an
incomplete journey recorded, a pie chart with one half green and
the other half yellow is displayed.

@

Journey and payment history - Oyster

Customers with a contactless and Oyster account can see their
Oyster card journey and payment history online.

e They must add their card to their account

e They do not need to buy a ticket, top-up online or register
their Oyster card

e They can see up to 8 weeks of journey and payment history,
from the date the card was added to the account.
Retrospective Oyster journey history is not available

e Data is available up to the close of the previous traffic day
(04:30-04:29), and the total charge for travel for each traffic
day is shown

e Customers can select a custom date range

e Data can be downloaded in csv format for Excel or as a PDF
file
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tou rney history
1 os——23

Icons are displayed next to journeys on travel statements to
indicate the following:

Ilcon Meaning Explanation
;E;'i’: Recent Visible in the date header, it covers any
’ journeys date within the past three days. It's there

to show that there might be some journey
data that hasn't been received yet, or
incomplete journeys that may later be
shown as complete.

Capped fare This indicates a cap has been reached.

(Oyster only)

Extension fare This means that the customer has been
(Oyster only) charged for travelling outside the zones
covered by their Travelcard

@ This icon is used for all the following:
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Incomplete Either the start or end of your journey
journey hasn't been recorded

Continuation This journey hasn’t been charged for

of previous because:

journey It counts as a continuation of a previous

journey within the same zones
A Hopper fare journey was made

Unspecified This means that we can't currently show

location where the customer touched in or
touched out, although it might appear
later

Pending This highlights that the transaction detail

transaction isn't available yet e.g. some bus journeys

can take a few days to appear online

Self-serve refunds

Customers with a contactless and Oyster account can apply for a
refund of a maximum fare charged for an incomplete journey.

They can only apply for refunds:

e if anincomplete journey is displayed in their account

e for three incomplete journey charges per calendar month
e within eight weeks of making the incomplete journey

Customers need to enter the name of the station where they
started or ended their journey and why they were unable to touch
in or out.

After applying, customers will receive an email advising them if
their application has been successful. The refund will then be
collected when the customer touches their Oyster card on a
yellow reader as part of a normal journey.
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If a refund application is approved:

Contactless customers will be given the refund in one of two
ways; depending on whether they have travelled on the day the
refund is paid:

e If they have travelled, the cost of their day’s travel is totalled,
and then the refund is deducted before the daily travel charge
is sent to their account.

e If they have not travelled, a payment is made directly to their
contactless card account

Pay unpaid fares

Contactless customers with unpaid fares will see a notification in
their contactless and Oyster account and be sent an email to
advise them. They must pay the unpaid fares before they can use
the contactless card or device again to travel.

e When the same card that incurred the unpaid fare is used to
resolve it, the customers will need to wait 30 minutes before
attempting to use that card/device again for travel. This is to
allow our system to update all readers across the network.

e If a different payment card is used to resolve the unpaid fare,
the customer will still need to re-authorise the contactless
payment card that the unpaid fares were associated with,
before it can be used for travel again. They will get an option
to do this once unpaid fares have been paid.

Customers without a contactless and Oyster account

Contactless customers who choose not to have an account
will only be able to see the last 7 days of their journey history.
They will not receive email notifications about their account or be
able to apply for self-serve refunds.

Each time they want to see the last 7 days of their journey history
or pay outstanding fares customers will have to provide their:

e Card type

e Name on card
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Customers without a contactless and Oyster account

e Long card number

e Expiry date

e Card security code

e Card billing address

Customers without an account will not be able to pay unpaid

fares for any day beyond their 7 day travel statement and will
need to contact Customer Services to resolve.

Customers with joint payment card accounts

Customers with a joint bank account can both use their
contactless card to travel, but management of their contactless
and Oyster account is slightly different.

More than one cardholder with same PAN and expiry date

If more than one cardholder shares the same PAN (long card

number) and expiry date on the front of their cards:

e They will only be able to have one contactless and Oyster
account for all cards

e Journey and payment history for all cards is only available
from one account

e If one card is declined for travel, all other cards attached to
that account will also be declined

e Only the cardholder who created the account can resolve
declined travel status on the cards attached to the account

e All emails are sent to the cardholder who created up the
contactless and Oyster account

e If one cardholder creates an account, other cardholders cannot
sign in as a guest to see the last 7 days of their journey and
payment history

e Only the cardholder who created the account can apply for
refunds online for all cards. However, other cardholders can
apply for refunds by calling Customer Services, but will need
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Customers with joint payment card accounts

to supply the telephone and security question answers for the
account
If neither card is added to a contactless and Oyster account, both
cardholders can see last 7 days travel by each signing in as a guest.

More than one cardholder with the same PAN but
different expiry date

e Cardholders can have separate accounts

e If one cardholder’s card is declined then all other cards
attached to the same account will also be declined

e Only the person who set up the account will receive email and
online notifications

e Other cardholders’ status shown in accounts will wrongly
state that their card is ‘ready to travel

Note that contact centre staff will not know that the cards are

associated if they are in different accounts, so will not know why

a card cannot be used to travel

A contactless card has been replaced with new card with
same PAN but a different expiry date (expired, lost, stolen or
damaged). Replaced card had a declined authorisation:

e If the old card was still declined when the new card was
issued, the new card will also be declined, as it will be regarded
as an associated card

e The new card is declined until the old card has been
reauthorised. However, if the old card cannot be reauthorised
because it is no longer active for the payment account
customers should contact Customer Services to resolve

TfL Customer Services

On-system support is limited if a customer experiences
problems using their contactless card or device on our services.
A key difference between contactless and Oyster is that travel
data is not held on the contactless card or device itself. This
means that our operational staff do not have access to a
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TfL Customer Services

customer’s journey and payment history and cannot resolve
problems at stations, nor can customers check their journey
history at ticket machines at stations.

Customers should try to resolve problems through their
contactless and Oyster account in the first instance.

Contactless and mobile pay as you go - Transport for London

If they do not have an account or cannot resolve the problem,
they can call Customer Services on 0343 222 1234 (08.00 — 20.00).

In some instances, customers may need to contact their card
issuer (bank or credit card company) to resolve a problem with
their contactless card. See appendices for possible scenarios.
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