
Jonathan Hill 
 

Transport for London 



Launching EMV: 
contactless payments on 
transport 



Contactless travel is a major 
success 

 
Planning and collaboration 

were key to achieving this 
 
Transport operators must focus 

on the customer proposition 
 



Business 
readiness 



Clearly communicate 
proposition  
 
Understand and 
mitigate key 
challenges 
 





Engage key 
stakeholders in a group 
 
Agree roles and 
responsibilities  
 
Align marketing and 
terminology 
 
 



New messages and 
advice for staff 
 
Fewer problems 
resolved in station 
 
Sell the benefits 



Test and pilot 
thoroughly 
 
Feedback informs key 
marketing messages 



Pre pilot 

Education 
and Pilot 

July 
14 

FTP2 Bus 
Launch Sept 

2014 

 
today 

Full Contactless 
Launch 

Business as 
usual promotion 

Aug 
14 

Launch 
Announcement 



Plan customer 
messaging journey 
 
Monitor reactions and 
adapt if necessary  









Post launch 





21% PAYG market share 
after just twelve months 
 
170m contactless 
journeys in the first year 
 
6.1 million unique cards 
seen so far 
 



Understand the drivers for customer 
adoption 



Two thirds convert after first 
use 
 
Encourage trial through 
marketing and payment 
industry collaboration 
 
Promote uptake at key 
locations and decision points 
 
 



What next? 



 
 

Mobile payments 
 
 

Continuous improvement of 
customer proposition 

 
 

Extensions to Gatwick, River 
and Cablecar 



Thank you 
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