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1. Summary

The survey

1.1  This was the fird ever nationd survey of ticket retailing performance at dations by
train operators.

1.2 It provides, for the firgt time, a robust measure of ticket retailling performance across
the ralway as a whole and for different kinds of transactions which will dlow
performance standards to be set.

Survey results

1.3  Ovedl, the indudry is achieving an accurecy leve for retalling a Sations of about
90% across al* train operating companies (TOCs) and al transaction types.

1.4  The highest scoring transaction for TOCs as a whole is for graightforward immediate
travel transactions with no dternative route or fare options, with a success rate of
96%. The lowest is 66% for advance purchase involving travedl on a Sunday with a
Sunday return aweek later.

1.5 Tdephone enquiry bureaux (TEBS) were tested only on advance travel scenarios and
had a success rate of 84% overdl. Ther highest score was 89% for Sunday trave
enquiries and the lowest 76% for APEX-type enquiries.

16 Cudomer service scores were very high with 95% of transactions marked as
courteous.

The Regulator’s conclusions
1.7  Ovedl peformance shows there is dill congderable room for improvement and no

grounds for complacency. Any falure can have a dgnificant effect on individud
passengers and, at wordt, could deter them from using the railway again.

! Except Virgin CrossCountry, which does not operate any station ticket offices.
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Staff are generdly doing the best they can for passengers with the tools they have.
There is no evidence of any systematic bias. Accuracy is the main issue rather than

impartiality.

The survey has reveded some dgnificant indudry-wide issues that need urgent
atention - advance purchase tickets need to be retailed much better and urgent action
is needed to improve information for disabled passengersin particular.

The Regulator’s action programme

1.10

111

1.12

1.13

The Ticketing and Settlement Agreement (TSA) -the agreement that includes what
TOCs must do when sdling tickets - mugt be changed to include new enforceable
performance standards for ticket retailing and regular performance monitoring.

Better training and better systems are essentid. If TOCs do not make satisfactory
progress voluntarily, enforcement action or licence modifications may be necessary.

TOCs and the Association of Train Operating Companies (ATOC) must provide
reports by the end of January 1998 on the action they have taken on arange of issues.

There should be a follow-up survey in 1998 to measure what improvements have been
achieved both by the industry as a whole and by each individua TOC. It is a priority
for the next survey to produce reliable information on how each TOC is performing
againg the industry average.
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2. Background to the survey

The January 1997 Policy Statement

21 The Regulator's policy dsatement in January 1997 announced his intention to
undertake a nationd programme of mysery shopper surveys. This approach to
measuring ticket retailing performance had been dmost unanimoudy supported by
those who had responded to the earlier consultation document.

The Regulator’s aims and objectivesfor the survey

22 The key objectives for the survey, edablished in the consultation and policy
documents were to:

provide reliable information, across the network, about what kinds of tickets
ae realed consgently and accuratdy and which are not; the degree of
complexity at which problems begin to arise; and whether there are consigtent

patterns;
provide arobust basdline againgt which to monitor future performance;

identify aress for remedid action, both for individud train operators and for
the industry as a whole, so that action could be proportiond to the size of the
problem and effectively targeted; and

provide input to the two-year review of the TSA, paticulaly in rdaion to
gpecific performance targets but dso the adequacy generdly of the current
retailing obligations and associated regulatory powers.

23 To meet those objectives, it was important that the survey should be representative,
not only of the whole industry, but dso of the full range of ticket types that the
industry offers to passengers. Previous surveys of ticket retalling had been both
limited and sdective, concentrating on only a smal number of potentid journeys on
gpecific routes or on a single attribute, such as cost. They did not, therefore, provide a
reliable picture of the scae of any problems across the network or, importantly, of
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what operaors individudly or collectively needed to do to improve their performance
in away which would benefit them and their passengers.

ORR appointed Steer Davies Gleave (SDG) to advise on methodology, survey design
and interpretation of results, and NOP Mystery Shopping to carry out the survey itsdf.
Because this survey was the firg of its kind, it was decided to carry out a further
independent review of methodology and the results before publishing a report. The
review was caried out by the Director of the London School of Economics
Methodology Inditute, and included consideration of the key issues of survey design
which need to be incorporated into future monitoring programmes.

The following section describes the methodology used to ensure the survey was a
redigtic test of operators’ ticket retailing performance.

November 19957 « OFFICE of the RAIL REGULATOR
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Approach and methodology

I ntroduction

31

Many passengers, especidly experienced ones, know what ticket they need for their
journey and ask for it. This survey approached ticket purchase from the point of view
of the inexperienced or uncertain traveller who is not aware of the options available or
is unsure about what product will meet their needs. The survey therefore explored
how wel the industry performs in Stuations where a passenger’s needs have to be
established and options explained before a ticket can be sold. It was therefore a test of
the qudity of advice as wdl as the accuracy of the transaction itsdf, rather than
amply atest of atypicd ticket office day.

The scenario-based approach

3.2

The survey was desgned around nine different scenarios which smulated a range of
Stuations and transactions representative of those experienced by red passengers. The
scenarios ranged from the draightforward (eg. a requirement for immediate travel) to
the more complex (including season ticket and advance purchase transactions). The
requirements tested were as redigtic as possble. There was no dedire to devise trick
questions which would catch daff out: that gpproach would have negated the point of
the exercise.

The scenarios

3.3

The following table describes the nine different scenarios tested. They covered a wide
range of transactions, including journeys where there were severa choices of routes,
operators and fares.
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Scenari | Time of Return | Classof | Customer | Additional features
0 Travel Date travel Priority
Number
Turn up and go
1 Immediate Same Standard | Journey No alternative route / price
peak/off peak day time combinations
4 Immediate In7 Standard | Cost Alternative routes/prices,
peak/off peak days eg. vialnot viaLondon
time
First class
2* Immediate Same Firgt Comfort First class an option on at
peak/off peak day least part of journey
3* In8days time | Same First Comfort Some discounted advance
weekday off day purchase
peak
Advance purchase
5 In 2 weeks 7 days Standard | Cost APEX or other quota—
time off peak after restricted options available
outward
journey
Remote sale scenario
6 In2days time | Same Standard | Cost Enquiry made at a gtation
peak day different to where journey
was to begin. Some
aterndive routes
Season ticket scenario
7 Peak Standard | Annud Some multi-modal options
commuting Season in metropolitan aress.
ticket Some multi-leg, multi-
operator journeys
requested
Sunday return scenario
8 “next Sunday” | “Sunday | Standard | Cost Alternative routes/prices.
after” Posshility of enginering

works.

November 19957 « OFFICE of the RAIL REGULATOR




Accurate and impartial retailing - Report on the first national survey

Whedlchair user scenario

9

In 2/3 days Same Standard | Accessihbility | Need to minimise

time (not day for disabled changes. Questions
Sunday) travdlerina | asked by “friend” of the
whed chair passenger

* Scenarios 2 and 3 were combined in the analysis of results to obtain more robust figures for first class

transactions asawhole.

Sampling

34

3.5

The reaults of the survey are based on a totd of 3,705 retail enquiries made at 933
daffed stations, across al the scenarios and across dl TOCs. For each TOC, the main
or largest dations were pre-sdected (including the dtations operated by Railtrack)?
with the other stations randomly selected to provide a geographic spread and a range
of dation dzestypes. Haf the transactions were undertaken in weekday peak periods
(07.00-10.00 and 17.00-19.00) with the remainder spread across weekday off peak
periods and the weekends. Schedule 17 of the TSA - which specifies opening hours
and retalling capabilities of each daffed dation - was used as a reference point, for
example to ensure that advance purchase enquiries were not made at times when
individua dations advertise a retalling redriction. Some dations, particularly busy
commuter stations, do not sall advance purchase tickets in the morning pesk.

The TEB results are based on 894 enquiries made across TEBs which, a the time of
the survey, were part of the Nationd Ral Enquiry Scheme (NRES). These enquiries
were confined to the sx advance purchase scenarios. With the help of ATOC, the
mystery shoppers were able to access each TEB's individua telephone line direct
rather than using the 0345 484950 nationd number, to ensure the transactions were
evenly spread. Andyss, however, has focused on establishing a basdine of nationd
performance (see para4.23).

The shoppers' brief

3.6

The mysery shoppers were fully briefed in advance of the exercise They were
required to undertake the transaction as if it would lead to a sde - though in fact

2 At these stations, the ticket offices are operated by TOC's.
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tickets were bought only in scenario 1. They were dso required to present ther
transaction in such a way that the ticket staff would have to ask enough questions to
ensure that they would sl the right ticket to meet the shopper’s needs, i.e. they did
not smply ask for the ticket they wanted. In effect, they smulaied the kind of
transaction that would be carried out by an inexperienced traveller who is not aready
aware of the choices and options available. The shoppers were a representative mix of
gender, age, socio-economic group, ethnic backgound and passengers with a
discbility.
The shoppers recorded arange of information for each transaction:

Scenario type, sation, time, date, characteristics of mystery shopper;

Queuing times;

Number of ticket windows open for type of travel sought;

Time taken to complete transaction;

Questions asked by the ticket office clerk;

Types of ticket and prices a which sold or quoted;

Train times and routes quoted;

Reference to engineering works likely to affect the journey(s);

Information sources referred to by the ticket office clerk;

Any other information volunteered by the ticket office clerk; and

The quality of customer service offered.
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Marking theresults

3.8

39

Each transaction sheet was andysed to determine whether the ticket offered was the
most appropriate to meet dl the shopper’'s specified needs. The Nationd Fares
Database (NFD) was used as the reference point.

Any transaction which did not matich any of the options in the fares database was
individudly checked and re-checked, eg. against temporary promotiond offers,
before being clasdfied as a fal. A lig of fal caegories was dravn up and each fall
was alocated to an appropriate category for each TOC.

Verifying theresults

3.10

311

The marking process reveded a number of instances where the fare charged was
10/20p higher or lower than the fare shown in the NFD. Further investigation, with
ATOC's help, reveded that, in some cases, fares due to be implemented in January
1997 had been adjusted after the date at which the NFD closes down to enable fares
manuds to be printed. These late changes are permissble within the fares setting rules
and such changes are programmed into ticket machines so that passengers are actudly
sold the correct fare. However, it means that there can be discrepancies between
information held on ticket machines and fares manuds, so0 that fares manuds and the
NFD from which they were derived are not necessarily a sound source of base data.
This is particularly relevant in the case of remote sdes, where saff may have b look
up a fae in a manua or other publication if the journey is not beginning a tha
dation. Although this affects only a very smal proportion of the millions of fares held
on the database, the discrepancy was concentrated in the ‘turn up and go' scenarios
which account for the largest proportion of TOC busness and s0 had a
disproportionately large effect on the initid results.

An initid detalled check on a smdl number of the late fares change discrepancies
revedled some cases where the resut was open to interpretation, eg. where a
requirement for the fastest journey had resulted in the sde of a ticket for the next train
in a few minutes time. Because we intended to publish the survey results - the firg
time any such information about retalling performance would be made public-we
decided, in the interests of fairness, to alow each retailing TOC to see and comment
on its own results. ATOC commented on the TEB results on behaf of dl TOCs Of
the dtation ticket office transactions origindly marked as fails, TOCs chalenged about
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42% on various grounds. Those chdlenges and the evidence on which they were
based were then re-examined by SDG and, in case of doubt, by ORR. As a result,
about haf the chalenges were reclassfied, either as passes or as transaction errors.?
About 50% of the TEB fails were chalenged, and these were reclassified as passes or
transaction errors.

Weighting the results

3.12

3.13

To ensure the overal results were representative, the find scores were weighted so
that for each scenario, and for the industry as a whole, the overal result would
properly reflect the proportion of sdes across the network made by each retailing
TOC.

Separate results were produced usng volume and vaue weights The volume
weighting reflects the number of any ticket type sold. It therefore better represents the
chances of any passenger, buying a ticket at any dation, being offered the right or the
wrong product. The vaue weighting reflects the contribution each ticket type makes
to total sdes recapts. It therefore better reflects operators commercia relationships
in terms of revenue accurately collected on which dlocations between operators and
commisson payments are based. The differences between the two methods are
relaivedy smal overdl. This report uses volume-weighted results except where stated
otherwise.

Timing of survey

3.14

The survey was caried out in two waves, in Januay and March 1997. This was s0
that any practicd problems identified during the fiddwork could be corrected and
would not affect the whole survey. It was not designed to measure changes, since the
time between the waves was too short to capture any dgnificant movements in
performance. Only minor changes were made. between the two waves, and to dl
intents and purposes, it was asingle survey.

3 A transaction error iswhere the mystery shopper’ s record of the transaction was either incompleteor
open to such adegree of interpretation that the transaction could not be accurately marked. In such cases,

standard practice is to remove such transaction, from the survey sample.
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Verification of methodology

3.15 Fadllowing the verification of results with TOCs, a separate exercise was undertaken to
independently verify the methodology, for two main reasons:

@ to ensure the methodologicd and datistical robustness of results
intended for publication; and

(b) to identify ways in which the methodology adopted for this firs
national survey needed to be developed and taken into account for future
surveys.

3.16 This veification exercise confirmed that the scenario-based methodology was
fundamentaly sound, that the survey had produced robust results for the industry as a
whole, and that, having established a basdine, it provided a sound basis on which
future surveys could build. The survey did not, however, produce satisticaly reliable
comparisons of each individud TOC's performance. This was because the range of
TOC peformance reveded by the survey was redively narrow. In addition, the
probability bands aound each TOC's peformance were rdaivey wide and
overlapped to a dgnificant extent. As a result, it was not posshle to rank TOCs in
order of performance in a way which was both accurate and fair. But, now that this
fird survey has established base information on the indusiry average and the range of
results, the next survey wave will be able to be designed to ensure daidticaly reliable
measurement of individual TOC performance againg the industry average.
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Thekey findings

I ntroduction

4.1

This section of the report gives the key results of the mystery shopper survey. The
results are weighted by the volume of each ticket type sold except where explicitly
dated otherwise. Annex B gives the statistical confidence limits for key resuilts.

Results of the station ticket office survey

Overall results

4.2

As mentioned in paragraph 3.1, the survey tested the accuracy of advice given to
passengers who are not aware of the options available. It did not test the accuracy of
transactions where the passenger asks for a specific ticket. To thet extent, the results
may understate, to some degree, actua performance across dl transactions at ticket
offices. Tests for impartidity concentrated on the scenarios where dternative routes
and fares were available. The overdl result across dl scenarios and dl TOCs was a
pass rate of 90%, which provides a measure of performance for the national network
asawhole.

Results by scenario

4.3

There was a wide variation in the success rates for different scenarios. As expected,
the sraightforward ‘turn up and go’ scenarios scored very wel, while performance
declined as the scenarios became more complex. The whedchair access scenario is
not included in the average because current systems do not cepture ticket data in a
way which adlows the proportion of sdes to whedchar users to be identified. The
results of that scenario cannot therefore be weighted in the same way as others, so the
unweighted result is given separately after the overal average.
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NEaEroer froled .-:l!'_i':l..- £1 = ECTEN Kl .".::,- seerarin Craliome o .-':'_::.I'lr.-'.-'.".:
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Reasonsfor failure

4.4

The following paragraphs condder the man reasons for falure in each of the
scenarios.

Standard turn up and go

4.5

4.6

This was the smplest scenario which, for the vast mgority of TOCs, represents thelr
core business. Across the railway as a whole, over 80% of dl tickets are sold for
immediate travel. In the south east, a large proportion of such tickets are chegp day
returns (or equivaents) to London. As a result, this was dso the most successful
scenario, with a96% pass rate.

The most common reasons for failure were that the fare quoted was too high or too
Low (24% and 27% of fails respectively) - even after discrepancies between the NFD
and late fares changes had been taken into account. Since tickets were actudly
purchased in dl transactions, we will expect TOCs to examine in detal why such
erors occurred. Another of the main reasons for falure was that a Travelcard was
sold rather than the point-to-point ticket which was wanted. Although the mgority of
passengers may wel want or need a Travelcard this should not be an automatic
assumption. In many cases, the error could have been avoided if the booking office
clerk had asked one more question to be certain that the passenger’s needs were
understood and being met. In a smal number of cases a sngle was sold, rather than a
refurn, or an off-pesk fare when travel was a a pesk time. Agan, checking
understanding of the passenger’ s needs would probably have prevented the error.
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Standard turn up and go - alternative routes and fares

4.7

4.8

In this scenario, dternative routes were available at different prices (eg. via and not
via London), some using the services of different operators. The test was to ascertain
the passenger’s needs and priorities to give the best possible advice. This was one of
the scenarios which tested for potentid bias in favour of the retailing TOC's services
over those provided by other TOCs. Analyss of the results has shown no systematic
bias. In the successful transactions, retailers offered the route and fare which met the
passenger’s needs, regardless of the TOC involved, while errors were due to more
generd factors which worked both for and againg the retaling TOC in different
Cases.

Agan, the most common reasons for failure were that the fare quoted was higher or
lower than it should have been (17% and 18% of fals respectively). Another mgor
reason (19% of fails) was that the sde was refused: staff smply refused to go into the
options and sl a ticket, and gave no advice on dternative means of buying a ticket.
Thisisasggnificant faling which is being pursued with the TOCs concerned.

First Class

4.9

The firg cdass scenario dedt both with tickets for immediate travel and advance
purchase tickets. The two main reasons for falure in this scenario (accounting for
amogt 60% of fails) were ether that a sandard fare was quoted or a single fare, rather
than a firgd class fare. Agan, this shows an inattention to passengers needs which
could be improved by checking understanding.

Advance purchase

4.10 This scenario was dructured around an enquiry for travel in 2 weeks time which

would generdly qualify for an advance purchase, quota redtricted ticket, referred to in
this report genericdly as an APEX-type ticket. The overwheming reason for falure
(40% of fails) was that an APEX ticket was not quoted a dl. TOCs have suggested
that one reason is likely to be that locd daff have sufficient knowledge to know that
the quota for a particular train has been filled ad so do not bother mentioning it. We
have consdered this carefully but given that the mysery shoppers did not ask for a
paticular tran but dated the transaction with a more generd enquiry about the
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chegpest ticket for travel on a given day, and given the prevdence of the error, it is
unlikely that the TOC explanation can hold good in dl cases.

Ancther common reason for falure was that the sde was refused or faled to be
completed. As with other scenarios where this was a factor, there was ro reason for
this to occur. All transactions were carried out at times and a dtations where there are
no published redrictions on the purchase of advance purchase products. While one
can sympahise with gaff faced with a potentidly time-consuming transaction when
other customers are waiting, it is not acceptable just to send away a prospective
passenger without at least offering an dternative, eg. to ring NRES or to come back
a alessbusy time,

Remote sale

4.12

4.13

This scenario involved enquiring about travel a a dation other than the one a which
the journey was to begin. Travel was in two days time and during the morning pesk
before 08.00. In this scenario, at sations without access to FACETS (the computer
sysem which provides information on al nationd fares), daff were mogt likdy to
need to refer to afares manua for the rlevant information.

The wrong type of ticket being offered accounted for 40% of falls. a sandard Saver or
SuperSaver fare when a cheagper advance purchase product was available; an off-peak
fare not vdid for the journey being made; or a single being quoted when a return was
needed. Although, as in previous scenarios, these errors might have been avoided by
checking understanding of the passenger’s needs, it is dso posshle that they reved
some difficulty with the correct use of fares manuds. Other main reasons for falure
agan were that a fare too high or too low was quoted (each accounting for 15% of
fals). It is not dear why this should have happened and further invedigetion is
needed by the TOCs concerned.

Season tickets

4.14 This scenario tested the advance purchase of an annual season ticket. Options were

avaldble induding a mult-modd ticket (eg. Travelcard) within London and
Passenger Transport Executive (PTE) aress. The routes tested were comparaively
difficult, i.e not excdusvdy to and from London or another large regiond
employment centre.
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In 52% of falls, the quoted price was higher or lower than it should have been, which
may indicte some lack of darity in the indructions for caculaing annud season
ticket fares which makes it difficult for gaff when faced with an unusud or unfamiliar
request. In another 30% of cases, a multi-modal ticket or add-on was quoted when it
was not requested - reinforcing the point about checking understanding of passengers
needs.

Sunday return

4.16

4.17

This scenario, amongst other things, tested whether daff mentioned a least the
posshility of engineering works which might affect the journey requested. There was
aso the possibility of dternative routes and fares to provide a further check on bias.

This was the lowest scoring scenario with only a 66% pass rate. Two thirds of failures
resulted from not offering the chegpest APEX-type product which was available for
the journey. As with the advance purchase scenario, it is possible that in some cases,
daff knew the APEX-type quota was full, but, for the same reasons given in
paragraph 4.10, this seems unlikely generdly. In 9% of cases, a higher priced route
was offered rather than the chegpest, but there was no bias in favour of the retaling
TOC: the error was as likely to work againgt them asin their favour.

Wheelchair user

4.18

4.19

This was a reatively smdl sample which, as mentioned in paragrgph 4.3, cannot be
incorporated into the industry-wide weighted results because the proportion of such
tickets sold cannot be separately identified within current sysems. The priority in this
case was to minimise the number of changes and to provide the journey which offered
gppropriate facilities (e.g. wheelchair spaces and ble toilets).

More than hdf the fails (55%) were because the most appropriate route, which
minimised the number of changes, was not quoted. In a further 15% of cases, the
shopper was not given complete information about appropriate facilities. This is
important because whedlchair users and other passengers with a disability need a high
degree of assurance about thelr journey before they travel.
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Service quality

4.20

The mystery shoppers were asked to assess the service they received againgt a number
of different aspects of customer sarvice. Overdl, the results show tha customer
sarvice levels across dl TOCs are generdly of a very high sandard. Bdow are the
overd| results for anumber of different attributes.

Servirre I"::'n.-.'.".":_:.

Anribute Percentuge

L _AMETTEsy | ; |--I:\.
Service winhoun delay | ] 04
Full asennion gIvEn I__ |IZ-1
Conhdence | X ] BT
Pleasane closing statemiene | |H'|

Queuing times

4.21

The survey covered how long the mystery shopper spent queuing before being served.
The results across the railway as a whole do not reved widespread or sgnificant
problems of excessve queuing times, though there are particular problems with some
TOCs because of surgesin demand at particular times.

Clucuing time Percentage of transactions

Lisdecr 3 Filiniabcs |__ T — BT
-5 mimures I_l

Crier 5 minaoss I_ll'

Results of the telephone enquiry bureaux survey

4.22

As explained in section 3, telephone enquiry bureaux were aso surveyed in six of the
nine scenarios (i.e. not including the immediate travel scenarios for which an enquiry
by telephone would have been unredigtic). The results are unweighted, since there is
no information on the proportions of different types of enquiry made to TEBs They
are not therefore directly comparable with the dtation ticket office results. The overdl
result across al the surveyed scenarios was a pass rate of 84%. The table below shows
the success rate for each scenario.
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TERy — Sueceess wae i:i::.' LCENGEFID |"r.|'r.rr.e-'.:'.r:3_r.|'_.l.'.:'f.",|

scenario numberfype Base Percentage

23 First Clase 92 r | 9
B Sunday return 254 | | 5
i Bemers 255 [ | &7
9. VWheelchair raveller 29 S = | 86
5. APEX oype 264 [ 5 = 176

Overall (unweigheed) 894 [ B4

4.23 The TEB resaults have not been split down further either by TEB location or by TOC.

The main reason for the TEB survey was to establish a basdine againg which future
performance can be monitored. Since the surveys took place mostly before April,
when ATOC sgnificantly restructured the NRES sarvice, closing some TEB locations
and merging others, only the nationa results are comparable or relevant to the NRES
Stuation now.

Reasonsfor failures

424 The man reasons for the TEB falures are not dissmilar from the reasons in the

dation ticket office survey. The most sgnificant reason was that an APEX-type ticket
was not quoted when it was available for a particular journey. In addition, there were
a number of instances where a discounted fare was avallable cheaper than the one
quoted. Some errors were due to a more highly priced route being quoted when the
priority was cost but, as with the dtation ticket office survey, this error was not
systematically biased in favour of one operator over another.
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Service quality

425 As with ddion ticket offices, TEB customer service scores were very high. The
following table shows the ratiings given on a number of dtributes reevant to

telephone enquiries.

Axtribune

Fll sivetition ghvck
Plessant closing staterment
Conhdence

Wekiome grecting

OfFee 0 help

195

| 20
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What the results mean

The Regulator’s overall conclusions

5.1

5.2

5.3

In generd, the survey does not bear out the headlines from previous more limited
aurveys, that as many as nine out of ten transactions are inaccurate or that there is a
dggnificant problem of bias. An important concluson from this survey is that there is
no evidence of sysematic hias in the retalling sysem. Retal daff are not favouring
ther own company’s products over others that might be more suitable for the
passenger. Overdl, they are focused on the need to provide the product that the
passenger wants regardless of the identity of the train operators involved. The
accuracy with which those products are sold is the issue on which TOCs need to take
action.

The average success rate of 90% across the industry masks two sgnificant points.
Ore is thet this average is heavily weighted in favour of the draightforward, ‘turn up
and go' transactions, which account for the vast mgority of tickets sold, and which
scored a very high success rate of 96%. The next most successful scenario was ten
percentage points lower than that. The other is that any falure can have a serious
impact on an individud: a wrong ticket may leave a passenger out of pocket or a
wordst, can cause sgnificant inconvenience or disruption to a journey, eg. if an excess
fare has to be paid or travel plans have to be changed. A 90% success rate is not
therefore cause for congratulation or complacency.

It was to be expected that the more complex scenarios would have lower scores, but
some give ggnificant cause for concen. On the advance purchase APEX-type
scenario, (scenario 5) dmost one in five transactions was incorrect, mostly because
the cheagpest advance purchase fare was not quoted. This tends to bear out the concern
highlighted in the ealier policy Satement: that TOCs are introducing additiond
products, with sometimes complex redtrictions or minor varigtions from exising ticket
types with too little regard for the ‘retallability’ of such products, i.e. whether saff
have everything they need to be able to understand them and sdl them properly.
Although such sdes account for only about 5% of al sdes naiondly a the moment,
that proportion is likey to increese - so the question of ‘retailability’ needs urgent
attention.
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The Sunday travel scores (scenario 8) were aso unacceptably low, with more than
three out of ten transactions incorrect. Again, the outstanding reason for falure was
that the chegpest advance purchase ticket (generdly an APEX ticket) was not offered.
More postively, the great mgority of shoppers were ether informed about
engineering works, or were told to check on engineering works nearer the time of
travel. However, in generd terms, this scenario reinforces the need for TOCs
individudly and collectivdly to examine carefully the range of products offered for
leisure travel, particularly since this is a market they will have to grow to achieve ther
franchise plans and commercid aspirations. It is dso the market which is likdy to use
the railway less frequently and need more assurance that buying the right ticket is an
easy and reliable process.

This point is highlighted and reinforced by the score for the whedchar traveler
scenario (scenario 9) where one in five transactions was inaccurate, mostly because of
ingppropriate or incomplete information. It is vita for travelers with disabilities to
have accurate information and a high degree of confidence that this is so. If not, then
many will be detered from usng the ralway a dl and the objective of making the
rallway more accessible will not be achieved. This is an area which aso needs urgent
attention.

The TEB reaults ae possbly better than might have been expected overdl,
conddering the results of earlier, more limited surveys, but 4ill not generdly good
enough. For the last year, as the NRES has been introduced, the priority has been to
make accessng the sarvice easer, with a sngle nationd number and to incresse
capacity to satify demand. It was dways acknowledged that qudity of information
was the next item o the agenda. The survey results provide a sound basis for setting a
benchmark and working towards measurable improvements.

I mproving performance

5.7

The survey has highlignted a number of areas where dgnificant improvements in
performance can be achieved rdativey quickly. In paticular, additiond briefing to
daff to remind them of the importance of asking the right questions could reduce
many of the failures, eg. day rather than longer period returns being sold, standard
rather than firgt class being quoted.
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Other findings reinforce the need for TOCs to invest in improved systems to support
the efforts that saff are making. Current ticketing systems such as APTIS are quick
and easy for draightforward sales. Improved systems are needed to dlow gaff to meet
the various preferences passengers might have and to identify and explan the
ticketing options that will suit their needs as quickly and eedsly as APTIS currently
meets draghtforward questions. Further training, both in product knowledge ad
more generd retaling skills, mugt aso be a priority, but this on its own will not be
enough to ddiver the improvements that are needed in an environment where new
ticket products are increasing rapidly.

More generdly, the current arrangements in the TSA, which provide the mechanism
whereby operators comply with ther licence obligations, do not provide adequate
incentives to improve performance. Those arangements need to be changed to
incorporate clear retailing performance standards and a systematic monitoring regime
which will alow improvements to be measured and standards to be enforced.

The current arrangements aso place passengers at a disadvantage. They do not know
what standard of retailing services they are entitled to expect, and have no easy means
of knowing that they have been sold the right product to meet their needs. Some
operators are dready making a promise to passengers in various publications that they
offer impartia retaling of dl tickets to al dedinations and back that up with
information on eg. fares for competing services. Such ‘retalling promises, with better
information to passengers, need to be developed and extended across the industry as a
whole. Passengers have a right to be better informed, to understand the options they
have, and to know how well the retailing service is being delivered.
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6. Action programme

Action programme

6.1 One of the key objectives of the survey was to identify the areas where remedid
action was needed, to ensure that action was effectively targeted. The results show
that a wide range of actions is needed, both at the level of individua TOCs and across
al TOCs.

Enforcement action by the Regulator

6.2  The survey has identified some cases where TOCs appear to be in breach of specific
TSA obligations, primaxily:

the obligation to use reasonable endeavours to ensure ticket offices are open a
the times specified; and

the obligation to offer for sde the full range of nationd fares products.

6.3  These cases have dready been examined in detal with the TOCs concerned who have
provided assurances that they will comply with their obligations. The Regulator will
continue to keep these issues under review and, if perssent falures occur, forma
enforcement action may be taken.

6.4 As explained in paragraph 5.9, the TSA does not currently contain any performance
dandards in relation to accurate retailing performance. This means that the Regulator
canot take enforcement action agangt TOCs who retall inaccurately. This is
therefore a key area where TOC obligations and the Regulator's powers need to be
strengthened. The following paragraphs describe how this needs to be done.

Developing performance standards

6.5 The TSA is currently being reviewed by the industry - as provided for by the
agreement itself. The Regulator has dready set out to ATOC his objectives for the
review, including that it should focus more effectively on performance as perceived

by passengers.
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In relation to retailing, this means developing the TSA to incorporate:

an obligation to retall accurately with redress for passengers where this is not
achieved;

a performance standard which requires improved performance and which can
be properly enforced;

a requirement for regular monitoring of performance from the passengers
perspective to a specification agreed with the Regulator and the Franchisng
Director; and

aright of regulatory audit of the results to provide an independent check.

The Regulator has dready had preiminary discussons with ATOC about the changes
needed. He is encouraged that TOCs appear to accept in principle the need to establish
a regula programme of performance monitoring, and that they ae conddering
various ways of improving the TSA in this area He bdieves that both he and the
industry have aufficient common interest in raisng dandards for changes to be
implemented by agreement. But, as was made clear in the recent objectives for
passenger tran and dation operators, the possbility of licence modifications cannot
be ruled out if agreement cannot be reached.

The ‘retailing promise

6.8

6.9

The Regulator's policy dtatement on accurate and impartid retaling proposed a
retailing objective asfollows:

“Providing accurate information and advice on journey and ticket options -
irrespective of which company provides the train service - to alow passengers
to make an informed choice; and providing the means to purchase the product
that best meets their needs’.

In their response to the policy datement, TOC Managing Directors, without

exception, supported those objectives and committed themselves to work towards
their achievement. What is needed now, however, is a trandation of that ‘misson
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datement’ into a podtive commitment to passengers about the retaling service they
are entitled to expect.

As pat of the review of the TSA, the Regulator will wish to discuss with ATOC how
best to implement a specific TOC commitment to passengers to retail the product that
best meets ther needs and to provide compensation if they fal to honour that
‘promise’. The Regulator is aware that some TOCs dready have some ideas aong
those lines, and will wish to explore these further. One option is for such a 'promisg
to be included in Passenger's Charters, but given that retailling TOCs cary out tha
function, in effect, for the industry as a whole, there is a case for a mandatory
provision to be included in the National Conditions of Carriage.

Immediate action by TOCsto remedy failings

6.11

The survey found severa cases where fares quoted were higher or lower than they
should have been. There was no pattern to these mistakes and no obvious reason why
such mistakes should occur. Pat of the reeson may be that fares manuas and
computerised systems may show different information - perhaps as a result of late
fares changes after fares manuas have been printed. The Regulator expects TOCs to
identify urgently how these fallings arose and to take gppropriate remedid action, in
teems of improved daff briefing and training, clearer retall indructions, better
communication of fares changes or, where necessary, sysems improvements.

Monitoring progress

6.12

6.13

The Regulator beieves tha a follow-up survey should be carried out in 1998 so that
progress can be measured. He congders it a priority that the next survey should aso
produce rdiable results of each individud TOC's performance agang the indusry
average. This survey now provides a sound base from which to develop a programme
of continuous monitoring. ORR is prepared to carry out a follow-up survey, but the
Regulator believes it is time for TOCs to take on the responshility for measuring their
own performance with gppropriate independent verification of the methodology and
results, as envisaged in the TSA changes outlined at paragraph 6.6 above.

Before any follow-up survey takes place, the Regulator wants TOCs and ATOC to
report what action they have taken as a result of the current survey. He therefore
wishes to receive, by the end of January 1998, reports as follows:
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From each retailing TOC.- Action taken to improve performance & their retall
outlets.

From ATOC: Action taken on the following issues.

product retailability;

better communication of fares changes,

a systems development plan;

faresinformation for passengers,

qudlity of information provided by NRES; and

improving the service to disabled passengers specificaly.

The Regulator has a programme of regular meetings with the TOC Managing
Directors a which he will discuss not only the steps individud TOCs are taking to
improve performance, but dso the ways in which they are contributing to the
collective work needed to tackle industry wide issues. As he made clear in his
regulatory objectives he is looking to the industry to work together postively to
deliver their obligations - particulaly on information and systems issues, which are
critical if the indudtry is to ingpire confidence and encourage more people to travel by
rall. If voluntary cooperation has not resulted in clear, agreed action plans in these
aress by the beginning of next year, the Regulator is ready to consder more forma
enforcement of exiging obligations and, if necessary, licence modifications to
strengthen those obligations.

November 19957 « OFFICE of the RAIL REGULATOR



Accurate and impartial retailing - Report on the first national survey

Appendix A: Glossary of terms and
abbreviations

APEX Cheap advance-purchase tickets requiring a seat reservation to be made
(including those without “ APEX” in their name)

APTIS  Themost commonly used ticket-issuing machine for ticket offices

ATOC  Association of Train Operating Companies

NFD Nationa Fares Database

NRES  Nationd Ral Enquiry Scheme (telephone enquiry service)

ORR Office of the Rail Regulator

PTE Passenger Trangport Executive

SDG Steer Davies Gleave

TEB Telephone enquiry bureau

TOC Train Operating Company

TSA  Ticketing and Settlement Agreement
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Appendix B: Statistical confidence limits

Scenario Scenario description Confidence L ower Upper
number interval confidence | confidence
limit limit

Ovedl All scenarios +/-1.6% 88.8% 92.0%

result

Scenario 1 Standard turn up and +/-1.6% 94.5% 97.8%
Q

Scenario 4 Turn up and go, +/-3.2% 83.3% 89.6%
dternative routes/fares,

Scenarios Firg class +/-7.3% 74.9% 89.6%

2/3

Scenario 5 Advance purchase +/-4.9% 77.0% 86.7%
(APEX-type)

Scenarios 6 Remote sde +/-4.0% 73.5% 81.6%

Scenario 7 Season ticket +/-6.2% 79.8% 92.2%

Scenario 8 Sunday return +/-5.1 % 60.6% 70.8%
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