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Department for Transport

Great Minster House

76 Marsham St

London, SW1P 4DR

Web Site: www.dft.gov.uk

3st October 2007

Dear colleague,

ITSO Services Ltd

1. As you know, the decision has been made that the national concessionary bus travel passes will be ITSO compliant smartcards from 1 April 2008 (in England outside London). This letter explains the practical implications of this for all TCAs. 

2. Important - TCAs who are not ITSO Smart
 will need to take some immediate action, as set out at paragraph 9 below, before they can start to produce passes.
ITSO Requirements

3. ITSO is a specification for how approved ITSO smartcards and systems all need to communicate with each other to make a scheme work. ITSO is an “open specification” which means that the details of how to encode (write) data to smartcards and how readers need to communicate with other readers is public information available to any equipment supplier, operator or local authority.

4. In order to produce an ITSO compliant smartcard a TCA would normally need to meet all the following requirements:

· Become an ITSO Member and maintain membership for the duration of the life of the smartcard system

· Carry out administrative functions associated with being an ITSO member (eg responding to any proposed changes of the ITSO specification etc)

· Become an ITSO Licensed Operator

· Obtain a back office system (known as a HOPS) to deal with all transaction data (ie when a smartcard is used on a bus which has a smart reader, an electronic transaction is created and that data needs to be managed) which communicates with all other back office HOPS systems.

· Source and personalise the ISAMs needed to go into its card encoding machines or to be supplied to its card production bureau (an ISAM is the "ITSO Secure Application Module". In essence, it is a chip which holds the personal details of the TCA and is needed before any cards can be printed). 

5. In recognition that it is effectively imposing the format of the new pass on all TCAs, the Department has put in place a contract with ITSO Services Ltd to carry out the above functions on behalf of TCAs who are not currently "ITSO smart". These services will be provided free of charge to TCAs who sign up for the service. 

ITSO Services Ltd

6. ITSO Services Ltd is a not for profit company set up by ITSO Ltd but wholly separate from ITSO Ltd. Its purpose is to provide services to TCAs who need to produce ITSO compliant concessionary travel passes but who are not currently "ITSO smart", which is most TCAs at present.

7. The Department for Transport has signed a three year contract with ITSO Services Ltd, extendable up to a further four years, to provide the following services:

· ITSO Membership – ITSO Services Ltd will secure ITSO membership on behalf of the TCAs who are “signed up” with it. ITSO Services Ltd shall:

· Maintain membership for the duration of the contract,  

· Disseminate all relevant ITSO communications to the TCAs as necessary throughout the duration of the contract.

· Perform ITSO required administrative duties on behalf of the TCAs for the duration of the contract

· Inform ITSO Ltd of current and future states of TCAs 
· Licensed Operator – ITSO Services Ltd will obtain ITSO licensed operator status on behalf of non-smart TCAs. Through the Licensed Operator Service, ITSO Services Ltd will:
· Maintain the Operator Licence throughout the duration of the contract
· Provide the necessary ITSO Ltd interfaces required for the running of the ITSO related services in the specification.

· Provide for and maintain to the ITSO Specification all relevant interfaces and equipment.
· User Support and Guidance - ITSO Services Ltd will provide to non-smart TCAs a comprehensive range of Support and Guidance (for the package of Services provided by ITSO Services Ltd) during smart card project start up, implementation and migration. This service shall include, but is not limited to provision of the following:

· Guidance for the deployment to implement a smart scheme, in the form of generic project plans

· Guidance for the migration to an independent smart scheme, in the form of generic project plans.

· Answers to frequently asked questions

· Telephone support

· All materials will be available either online or as hard copies as appropriate.

· ISAM Provision - ITSO Services Ltd will source, personalise and distribute ISAMs to each TCA’s selected card service bureau(s) in a timely manner. ITSO Services Ltd will: 

· Source ISAMs and ensure access to a stockpile of ISAMs at the best possible price

· Manage the shipping and return of an ISAM should a TCA wish to change their card services bureau or bring the printing in-house. Initial shipping cost are not chargeable, however all subsequent shipping costs are chargeable to the TCA
· Asset Management Service - ITSO Services Ltd shall provide an overlay of security through the direct management of distributed assets (e.g. ISAMs) so that the environment within which the TCAs work is protected.  ITSO Services Ltd will provide this service through an outsourced arrangement and commit to:

· Manage the communication with the ISMS service, 

· Facilitate ENCTS ISAM commissioning and profiling 

· Provide day-to-day communication with ISAMs at remote locations such as card production bureaus.  (For the avoidance of doubt, this will not include the implementation or management of any required communications infrastructure.)
· Concessionary Transaction Collection and Depository – ITSO Services Ltd will deliver this service and will commit to:

· Provide transaction, product account and shell account data (receipt, storage, review and migration)

· Store data for each TCA for a maximum of seven years. 

· Migrate this data, (in an agreed format and in a timely manner) to the TCA once the TCA has established it’s own smart scheme

· Archive data after the agreed seven year period to an agreed specification

· Hot List Processing - ITSO Services Ltd will implement the agreed hot-listing strategy for the national concession, for both smart and non-smart TCAs  ITSO Services Ltd  will commit to:

· Support an ENCTS stop-list programme for non-smart TCAs to enable TCAs to notify ITSO Services of Passes that are no longer valid for use. 

· Create and implement a stop-list process for non-smart TCAs

· Work on the behalf of non-smart TCAs with the wider stop and hot-listing community to develop a national stop and hot-list strategy and framework.

· Make available the ENCTS stoplist to the wider community in accordance with the ITSO Operating Licence and Specification requirements and the strategy developed and implemented above.

· Work with the wider community in the development, design and implementation of a national hot-listing strategy.
· Customer Help Desk - ITSO Services Ltd will provide a post implementation service offering a second line support for TCA Helpdesks relating to TCA related services and a first line support to TCAs who have queries about ITSO and ITSO processes. 

· ITSO Services Ltd shall operate a helpdesk within the hours of 9am to 5pm Monday to Friday (excluding English bank holidays)

· ITSO Services Ltd will provide Second Line Support for the following example areas:

i. Resolution of simple “new” faults.

ii. Resolution of “repeat” faults.

iii. Filtering of known issues and raising of new issues.

iv. Performing simple “root cause” analysis to eliminate problems.

v. Resolution of application errors 

· ITSO Services Ltd will provide First Line Support including assistance for the following example areas, (made available through both online and telephone channels):

i. Provision of answers to frequently asked questions (web based)

ii. Provision of example project plans

iii. Migration advice to help TCAs wishing to establish their own independent ITSO smart scheme

· Testing - ITSO Services Ltd will establish a support service that will provide TCAs with access to an independent review of the quality of smart cards produced, both under the framework and by alternative suppliers, and will provide arbitration services where disputes arise. ITSO Services Ltd shall:

· Provide independent testing to non-smart TCAs at an agreed rate 

· Make available testing to all TCAs and the DfT at the same agreed rate

8. The Department will fund the above services (other than testing) for TCAs who are not ITSO smart up until the point at which they become ITSO smart. It is therefore anticipated that ITSO Services Ltd will be required to provide services only for as long as there are TCAs who are not yet ITSO smart. 

What do TCAs who wish to receive the service need to do now

9. In order to take advantage of these services, TCAs who are not currently ITSO smart must send a letter to ITSO Services Ltd as soon as possible in the format set out in Annex A. They will not be able to produce any passes, even using the Framework Agreements, until this letter is received and acknowledged by ITSO Services Ltd.

10. Letters should be sent to: The Managing Director, ITSO Services Ltd, Room 122, Centro House, 16 Summer Lane, Birmingham,  B19 3SD  
11. By signing up to receive these services, TCAs are agreeing to create, maintain and send to ITSO Services Ltd, a list of lost, stolen or otherwise no longer valid concessionary travel passes in the format to be advised by ITSO Services Ltd. This is necessary to allow ITSO smart areas to know if any passes are being used fraudulently in their area. Areas with ITSO smart readers can "deactivate" live products if they know that they have been reported as stolen etc and the passes or product will then no longer be able to be used in any area with ITSO smart readers. (Further advice on stop-listing and hot-listing, as this is known, will be provided in a Technical Advice Note in due course).

12. ITSO Services Ltd will let TCAs know what format these lists should be in and how often they should be sent to them. 
What will happen when a TCA signs up to ITSO Services Ltd?

13. The first thing that will happen is that ITSO Services Ltd will contact the TCA to acknowledge that they have received their letter and that they will provide the services.

14. ITSO Services Ltd will discuss with the TCA how they intend to produce their concessionary travel passes. They will profile the necessary ISAMs and distribute them to the TCA or its card production supplier.

15. ITSO Services Ltd will continue to provide the above services until the TCA formally writes to ITSO Services Ltd, giving them three months notice of their intention to withdraw from receiving the services. 

Will a TCA receive the full benefits of ITSO as if it was an ITSO smart TCA?

16. No. TCAs will receive only those services needed to produce passes. They will not have access to the benefits of a full ITSO scheme. Most crucially, a TCA will not receive any data on transactions from cards produced in its area or, if their bus companies have ITSO readers, on any journeys undertaken. In order to receive this data, TCAs will need to become ITSO smart, and migrate to its own system.  
What about TCAs who do not wish to use the service? 
17. There is no requirement on any TCA to sign up to receive these services from ITSO Services Ltd. However, if they choose not to do so, they will still need to meet the full requirements of ITSO because this will be part of the specification for the pass set out in regulations. These requirements are summarised above (see paragraph 4), but TCAs should familiarise themselves with the full requirements by contacting ITSO Ltd, or checking their website at http://www.itso.org.uk 

What about TCAs who are already ITSO smart?
18. TCAs who are already ITSO smart will already meet all the ITSO requirements. They are therefore not eligible to sign up to receive any services from ITSO Services Ltd.
What about TCAs who wish to become ITSO smart in the near future?
19. TCAs who are not ITSO smart yet, but subsequently choose to become ITSO smart will effectively migrate away from the ITSO Services Ltd to their own ITSO membership scheme. At that time they will take up membership of ITSO themselves and become an ITSO Licensed member. 
20. ITSO Services Ltd will be able to provide support and guidance to any non-smart TCA who wishes to go ITSO smart. In addition, once an ITSO smart scheme is up and running, they will provide all previous transaction data held in respect of passes produced by that TCA.

Testing

21. ITSO Services Ltd will provide a testing service for TCAs who wish to have an independent verification that their passes are fully ITSO Compliant. This is the only service which is not centrally funded by DfT and is therefore likely to carry a cost for TCAs. 

22. TCAs should discuss any testing requirements directly with ITSO Services Ltd.  
Any questions?
23. If you have any questions about ITSO Services Ltd, please contact ITSO Services Ltd directly at info@itsoservices.org.uk. Alternatively, you can contact the DfT support team at CBTBILL@dft.gsi.gov,uk or call Ian McConnell (07841 947431) or Nick Rawlings ( 07841 947383). 
Finally

24. Please send a letter in the format set out in annex A to ITSO Services Ltd now if you wish to use their services. Until you do, unless you are already ITSO smart, you cannot produce any passes. 
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Richard Bruce

Head of Concessionary Travel

Department for Transport
STANDARD LETTER FOR SUBSCRIBING BODIES TO SIGN 
Annex A
To be sent for the attention of: The Managing Director, ITSO Services Ltd, Room 122, Centro House, 16 Summer Lane, Birmingham B19 3SD.

I, [……………..name], confirm that, until further notice, [……………name of TCA] (the TCA) wish ITSO Services Limited to undertake the following services on my behalf: 

· ITSO Membership – ITSO Services Ltd will secure ITSO membership on behalf of the TCAs who are “signed up” with it. ITSO Services Ltd shall:

· Maintain membership for the duration of the contract,  

· Disseminate all relevant ITSO communications to the TCAs as necessary throughout the duration of the contract.

· Perform ITSO required administrative duties on behalf of the TCAs for the duration of the contract

· Inform ITSO Ltd of current and future states of TCAs 
· Licensed Operator – ITSO Services Ltd will obtain ITSO licensed operator status on behalf of non-smart TCAs. Through the Licensed Operator Service, ITSO Services Ltd will:
· Maintain the Operator Licence throughout the duration of the contract
· Provide the necessary ITSO Ltd interfaces required for the running of the ITSO related services in the specification.

· Provide for and maintain to the ITSO Specification all relevant interfaces and equipment.
· User Support and Guidance - ITSO Services Ltd will provide to non-smart TCAs a comprehensive range of Support and Guidance (for the package of Services provided by ITSO Services Ltd) during smart card project start up, implementation and migration. This service shall include, but is not limited to provision of the following:

· Guidance for the deployment to implement a smart scheme, in the form of generic project plans

· Guidance for the migration to an independent smart scheme, in the form of generic project plans.

· Answers to frequently asked questions

· Telephone support

· All materials will be available either online or as hard copies as appropriate.

· ISAM Provision - ITSO Services Ltd will source, personalise and distribute ISAMs to each TCA’s selected card service bureau(s) in a timely manner. ITSO Services Ltd will: 

· Source ISAMs and ensure access to a stockpile of ISAMs at the best possible price

· Manage the shipping and return of an ISAM should a TCA wish to change their card services bureau or bring the printing in-house. Initial shipping cost are not chargeable, however all subsequent shipping costs are chargeable to the TCA
· Asset Management Service - ITSO Services Ltd shall provide an overlay of security through the direct management of distributed assets (e.g. ISAMs) so that the environment within which the TCAs work is protected.  ITSO Services Ltd will provide this service through an outsourced arrangement and commit to:

· Manage the communication with the ISMS service, 

· Facilitate ENCTS ISAM commissioning and profiling 

· Provide day-to-day communication with ISAMs at remote locations such as card production bureaus.  (For the avoidance of doubt, this will not include the implementation or management of any required communications infrastructure.)
· Concessionary Transaction Collection and Depository – ITSO Services Ltd will deliver this service and will commit to:

· Provide transaction, product account and shell account data (receipt, storage, review and migration)

· Store data for each TCA for a maximum of seven years. 

· Migrate this data, (in an agreed format and in a timely manner) to the TCA once the TCA has established it’s own smart scheme

· Archive data after the agreed seven year period to an agreed specification

· Hot List Processing - ITSO Services Ltd will implement the agreed hot-listing strategy for the national concession, for both smart and non-smart TCAs  ITSO Services Ltd  will commit to:

· Support an ENCTS stop-list programme for non-smart TCAs to enable TCAs to notify ITSO Services of Passes that are no longer valid for use. 

· Create and implement a stop-list process for non-smart TCAs

· Work on the behalf of non-smart TCAs with the wider stop and hot-listing community to develop a national stop and hot-list strategy and framework.

· Make available the ENCTS stoplist to the wider community in accordance with the ITSO Operating Licence and Specification requirements and the strategy developed and implemented above.

· Work with the wider community in the development, design and implementation of a national hot-listing strategy.
· Customer Help Desk - ITSO Services Ltd will provide a post implementation service offering a second line support for TCA Helpdesks relating to TCA related services and a first line support to TCAs who have queries about ITSO and ITSO processes. 

· ITSO Services Ltd shall operate a helpdesk within the hours of 9am to 5pm Monday to Friday (excluding English bank holidays)

· ITSO Services Ltd will provide Second Line Support for the following example areas:

i. Resolution of simple “new” faults.

ii. Resolution of “repeat” faults.

iii. Filtering of known issues and raising of new issues.

iv. Performing simple “root cause” analysis to eliminate problems.

v. Resolution of application errors 

· ITSO Services Ltd will provide First Line Support including assistance for the following example areas, (made available through both online and telephone channels):

i. Provision of answers to frequently asked questions (web based)

ii. Provision of example project plans

iii. Migration advice to help TCAs wishing to establish their own independent ITSO smart scheme

· Testing - ITSO Services Ltd will establish a support service that will provide TCAs with access to an independent review of the quality of smart cards produced, both under the framework and by alternative suppliers, and will provide arbitration services where disputes arise. ITSO Services Ltd shall:

· Provide independent testing to non-smart TCAs at an agreed rate 

I understand that these service will be centrally funded and that, other than where specified, there will be no costs for […………….name of TCA]. 

I, [……………..name], confirm that, so long as ITSO Services Limited undertakes the above services on my behalf [……………name of TCA] will create and maintain a list of lost, stolen or otherwise no longer needed concessionary travel passes and will provide this list to ITSO Services Ltd to an agreed timetable and format for the purposes of hot listing. 
I understand that, at any time, I may write to you to give you three months notice of […………..name of TCA] intention to withdraw from this service. At such a time, we will agree an exit strategy which will include the transfer of all information and assets (including any relevant product OIDs) held by ITSO Services Ltd and relating to [………… name of TCA]. 

Signed for and on behalf of

[full name of TCA]

……………………………….

Name ……………………….

Position …………………….

Date………………………….
� In this letter, "ITSO smart" means a TCA which is a member of ITSO and has the necessary HOPS provision to be able to deal with ITSO data transactions (either on its own or in a scheme with other TCAs). 
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