than Hill

ransport for London




b

NN

“. Launching EMV:
~contactless payments on
~—— transport

-




Contactless travel |& major
success |
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Planning and collaboratlon
were key to achlevlng this
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Transport operators must focus
on the customer proposition
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Transpoart for London

Customer Experience
Future Ticketing — Phase 2

Customer Experience Map 2.1 — Phase 2 payment process
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Diagram key Interactions
THL reader will perform offline authentication The Daiy Charge will be presentad as one line on
@ ni=racsan when the CPC is touched on the reader and the customer's card statement per travel day.

indicate the result both audibly and visually The transaction date will match the date of the

traffic day that the customer travelled.

THL will provide a comprehensive breakdown of
each charge made by a customer's CPC;
detailing each charge’s related jouneys and
(i) adjustments.
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This map presents a visual representation of a customer successfully using their contactiess payment card (CPC) to travel on Transport for London senvices.
The map shows the customer perspective throughout the process, highlighting interactions and frustrations that can be improved during the solution development.

nhancements

Customer able to choose to use CAC Instead of
cash or Oyster for PAYS travel on the TIL
neswark.

m

No need to obtain an Oyster cand and pay 3
deposit before travelling.

No need to quewE i fop up Dyster carn

Customes able to recelve dally and weekly
capping. Noneed to choose which ckist to bay
In advance.

OIGRORC

Challenges

Customes lacks confidence that contactiess
payment Is safe and secure

Customer unsure It TIL wil charge the comect
fare

Non-iomestic ClEstomer's Issuer charges high
fees for overseas transactions.

Customar unsure If their CRC: (card, moola or
‘sticker) wil ba accepted

@ Cusiomer unsure how to use thelr CPC for travel

Customer does not separabe thelr CPC from thelr
other contaciess cards fo present to the reader,
leading to a cand collsion

Customer does not separate thelr CPC fom thelr
other contactass canms to presant to the raader,
leading o 3 tap from an unintended card (Oyster
or CRC).

Unreqgisiered cusiomer not able iD access a8
much informatian online a5 reglstered
CUSHOMErS.

Miablle or sticker CPC customer may not know
their card detalls (PAM, Expiry, CSC) to enabie
them to accass TIL online / telephons customer
BEMVICE.

Gustomer I not abie o access joumey history
Information unill afler the setiiement reguest has

been made.

Customer thinks transit transaction value Is foo
low on Issuer statement due o weekly capping).

Cusiomer does: not recognise transit transaction
o Is5UEr statameant.

Cusiomer can not find iransit fansaction on
Issuer siatement

MOn-GOMESHC CLSomEr 15 dsplaasat that thelr
fravel charge s mare than expecied due to the
a0aRion of Nigh Tees for VETseas Yansactions.
Customer ks displeased that they have been

eharged on their CPC (unintenasd tap) and | has
resulted In an addiional charge (Le. overdratt).
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Align marketing and
terminology
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Test and pilot
thoroughly
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Feedback.informs key
marketing messages
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Watch out for card clash

Only touch one card on the reader when touching in-and
out to avoid paying with a card you did not intend to use.

Another way to pay
tfl.gov.uk/contactless n))
(@tfiwaystopay
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Get on board quicker
with contactless travel

With contactiess you won't need to
top up to pay for your travel.

Anocther way to pay
tfl.gov.ukfcontactless ]}))

@tfiwaystopay
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Register to stay on
top of your travel costs

Sign up for a TfL online account and register your card so you
can view your contactless journey and payment history.

Another way to pay
tfl.gov.uk/contactless l]))
@tfiwaystopay
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EVER' JOURNEY HATTERS
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Now get better value on
London buses with
contactless fare capping

Daily and Monday to Sunday fare capping is now available on the bus.
Simply use the same contactless card for all your travel and we'll
automnatically work out your best fare.

Another way to pay
tfl.gov.uk/contactless I}))

(@tfwaystopay
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Contactless. The same
fare as Oyster

Contactless normally costs the same
as an adult Oyster pay as you go fare.
Daily and Monday to Sunday capping also applies.

Ancther way to pay
tfl.gov.uk/contactless i}))

@tfiwaystopay
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Fare capping works
out the best value for
contactless travel

To benefit from daily and Monday to Sunday fare capping
simply use the same contactless card for all your pay as you go
travel, and we'll automatically work out your best value fare.

Another way to pay
tfl.gov.uk/contactless “))
@tfiwaystopay
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Daily CPC Journeys on Tube and Rail Services

—MR (incl Overground)

—LUL/DLR

Ml

Average of previous 7 days

Daily journeys
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A Through jourmey between MR and LU is counted as both an LU journey and an MR journey

Motes: Incomplete joumneys are included







Understand the drivers for customer
adoption

Early Adopters spontaneously list a number of benefits that triggered .
them to use Contactless on TfL

One less card to B Easy / simple to
carry use

e 16 15
o o

It caps the fare
9% (weekly
capping)

Most Early Adopters were readyand waiting for Contactlessto arrive on TfL and were genuinety excited to use it

2l Wy diidl po st wsing St povyrment on TR | B Al responcenis D e uesing) Corisciieas on T — s 1000 sedeched for coding with Hamiles: resrraed im0



Two thirds convert after first
use B

Encourage trial through
marketing and payment
iIndustry collaboration

Promote uptake at key
locations and decision points
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