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Foreword

The English National Concessionary Travel Scheme has reached the milestone of its

first birthday and ITSO Services Limited (ISL) has been at the heart of its delivery in

serving non-smart TCAs. The pressures to meet the demands of the 1% April 2008

rollout date were successfully overcome and with over 5.7 million concessionary
cards issued since t hesuppodshneoraSlield Acconntsehpnt i o n ,
any other Licensed Operator in the ITSO Environment.

Like some of the more arduous bus journeys our concessionary passholders have
undertaken over the past year, ISL has had to negotiate difficult routes and obstacles of its
own in order to obtain delivery of its key objectives, deliverables which have been met under
budget and without compromise to levels of service. The implementation of a multi-purpose,
ever evolving asset management system, the ISL HOPS, has taken great diligence and
expertise on the part of ISL and Applied Card Technologies Ltd (ACT). This HOPS service is
central to the day-to-day operations of ISL in storing shell creation messages, facilitating
stop listing provisions and managing the flow of HOPS-POST and HOPS-HOPS messaging.
Likewise, the cementing of relationships across ENCTS over such a short period of time has
proved challenging yet rewarding; ISL now has a network of extensive stakeholder
relationships via initiatives such as the ISL User Group, the ISL Newsletter and events such
as the TCA Liaison Days 2008 and the ITSO Customer Media Alternatives Conference
20009.

In the first year of ENCTS ISL has played an integral role in the successful migration of the
first TCA to the level of a fully smart, independent ITSO scheme. With a remit covering just
seven years to 2014, the requirements for TCA Migration reinforce our expectations for
further migration in 2009/10. ISL is preparing for the fresh challenges it faces in the coming
financial year, particularly in respect to the restricted funding it retains and the obstacles
involving the phase out of Mifare® Classic Customer Media as well as the anticipated key
role in the re-issue of Greater London Freedom Passes. Yet we remain confident that these
objectives, and others, can be met with success.

I would like to extend my gratitude towards all those who contribute to the successful
delivery of ISL: member TCAs, Department for Transport, Suppliers, ACT Ltd, ITSO Ltd and
the ISL team. We have all travelled a great distance in the first twelve months of ENCTS,
here is to an equally successful journey in 2009/10.

Neil Scales
Chair, ITSO Services Ltd
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1. Introduction

The annual report set forth in this document details the activities and achievements over the
financial year 2008/09 for ITSO Services Ltd (ISL), based upon the following key
deliverables in regards to the English National Concessionary Travel Scheme (ENCTS):

9 Provision and maintenance of ITSO membership, not only to ensure member TCAs
are informed and administered to requirement, but to ensure ITSO Ltd are aware of
TCA future intentions.

1 Provision and maintenance of an ITSO Operating License, ensuring that the
necessary ITSO services relating to the ITSO Specification are upheld.

1 Provision of ongoing support to member TCAs, including guidance documentation
and helpdesk support.

9 Provision and administration of ISAM stocks for member TCAs at the best possible
price.

1 Provision and management of HOPS services for member TCAs, storing data for a
maximum of seven years and providing technical services within.

9 Provision and administration of a hot listing process for member TCAs, in order to
reduce fraudulent use of concessions.

1 Provision of independent testing facilities for member TCAs at an agreed rate.

With its current representation of 252 TCAs in ENCTS, ISL supports some of the largest
concessionary schemes operating in ENCTS. Over 5.7 million concessionary passes have
been issued under its auspices, with TCAs ranging from small districts with populations of
less than 50,000 to large PTEs with populations of over 1 million. In addition, ISL has
authorised the largest number of Shell Accounts in the ITSO Environment via the ISL HOPS,
courtesy of partners Applied Card Technologies Ltd (ACT), and oversees technical liaison
with six certified bureaus.

The ISL team was established in March 2008 and consists of the following members:

Helen Mitchell Head of Operations & Delivery
Kim Clarke Senior Business Support Officer
Anthony McLaughlin Business Support Officer

Mark Palmer Customer Helpdesk Advisor

Over the course of this financial year, this team has been contracted to undertake key
deliverables in the company6s infancy iare order
catered for. In addition, ISL calls upon services available from ITSO Ltd to cover aspects

relating to finance, marketing, compliance & security, registration and technology functions.

© ITSO Services Ltd 2009. Registered in England and Wales No. 06317074 5
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1.1 Company Structure

ITSO Services Ltd is a company limited by guarantee; it was created on 18" August 2007
and is registered to the ITSO Ltd office in Birmingham. Figure 1.1 outlines the company

structure.
Figure 1.1 ISL Company Structure
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1.2 ISL Staff Biographies
Helen Mitchell Head of Operations & Delivery

Helen joined ITSO Ltd in October 2007 as Head of Business Development, with the

additional position as Head of Operations & Delivery for ITSO Services Ltd. On joining

ITSO,He |l en 6 s empwas io eralde 253 non-smart TCAs on issuing ITSO compliant
concessionary passes whilst meeting the 1st April deadline through ISL, with responsibility

for the day to day running of the company, its strategic direction and technical development

and implementation. Helen oversees all aspects of financial planning and reports to both the

ISL Board and Department for Transport on company operations. Prior to joining ITSO,

Helenwas Proj ect Manager f or Ches IPiojece inOleed withy Co un «
the scheme since 2001 Helen had specific responsibilities both for its development to the

ITSO standard and for its geographical and functional expansion.

Kim Clarke Senior Business Support Officer

Kim joined ITSO/ISL in March 2008 after four years as Project/Account Manager for the
Scottish National Entitlement Scheme and Association of Train Operating Companies
(ATOC) at Novacroft. Ki més pr i foclBlpi$ te manage project activities for TCA
members who are implementing smart ticketing schemes and in particular to support the
implementation and migration of members into and out of ISL. This role requires a significant
level of TCA support, particular in regards to TCA relationships with the ISL HOPS and card
providers. In addition, Kim represents ISL in both the ITSO Licensed Operators Group and
the ISL User Group.

Anthony McLaughlin Business Support Officer

Anthony joined ITSO/ISL in March 2008 after two years at consultant Transport & Travel
Research Ltd. Ant hony 6s pr i maforySL isdosoyersaesdaybtd-day technical
aspects of the company, particularly in relation to the ISL HOPS and card providers with
topics such as ISAM provision and HOPS messaging queries. In addition, Anthony
co-ordinates various public relation and marketing exercises conducted by ISL, including the
ISL Website and ISL associated events.

Mark Palmer Customer Helpdesk Advisor

Mark joined ITSO/ISL in March 2008, after five years service as a Housing Services Advisor

for Bromford Housing Association. Mar k6s principle role is to adm
acting as a first point of contact for TCA members and disseminating information through

distribution emails. Mark oversees the submission of stop list data from individual TCAs to

the ISL HOPS, ensuring that poor data submitted by TCAs is revised before being
re-submitted.

© ITSO Services Ltd 2009. Registered in England and Wales No. 06317074 7



@ = Annual Report 2008/09

2. Achievements & Milestones 2008/09
2.1 Achievements

Over the course of financial year 2008/09 ISL has been contracted to support 253 non-smart
TCAs with the delivery of ENCTS concessionary passes certified to operate within the ITSO
Environment. Since October 2007 ISL has been able to provide back office facilities in the
form of the ISL HOPS, contracted to Applied Card Technologies Ltd, whilst ensuring ISAM
provisions have been made to both contracted card providers and TCAs producing
concessionary passes in-house. Discounting test ISAMs, ISL provided 891 ISAMs before the
1% April 2008 deadline for ENCTS rollout.

By the end of this financial year ISL had authorised the production of over 5.7 million
concessionary shell accounts by ITSO certified card providers, with the majority of these
shells being circulated in time for the 1°* April 2008 ENCTS rollout; by 18" April 2008, ISL
had authorised the production and circulation of 4.3 million concessionary shell accounts. In
order to ensure that sufficient capacity was provided to member TCAs, ISL issued a second
shell OID 0110 to run concurrently with shell OID 0100, thus providing an additional capacity
of ten million card shells.

As part of its commitment to provide member TCAs with relevant and practical information,
ISL undertook a series of communication strategies. In May and June 2008 ISL presented a
series of TCA Liaison Days to provide introductory guidance to TCAs and to gauge topical
issues and problems facing TCAs within ENCTS. Over 150 TCA representatives participated
in events held in Birmingham, Leeds, Bristol, Brighton and Cambridge. ISL also co-hosted
the ITSO Customer Media Alternatives Conference in March 2008 in London, providing the
opportunity for ISL TCAs to gain a firm understanding of the phase out of Mifare® Classic
Customer Media from the ITSO Environment as well as providing the opportunity for these
non-smart TCAs to view demonstrations of ITSO certified Point of Service Terminals (such
as electronic ticketPO8Tg GaplaHORS equipsient. k nown as 0

Additionally, ISL has provided continuous working-hours support via the ISL Helpdesk as
well as practical and technical support to TCAs and card providers through direct mailing
and the ISL Website. ISL is committed to assisting ISL TCAs as they migrate away from ISL
through direct support and guidance documentation. With the first ISL TCA completing
successful migration to full ITSO status, more ISL TCAs are expected to follow suit.

2.2 Milestones
Some of the milestones reached by ISL in 2008/09 include:

§  Surpassing 5 million concessionary smart cards on 22" July 2008;

§ The creation of the ISL User Group on 26" February 2009, formed of various
regional TCA representatives across England to discuss relevant and common
ENCTS issues;

1 The establishment of ISL stop listing & hot listing functions within the ISL HOPS;

1 The registering of smart area journey transactions by ISL TCA concessionary passes
to the ISL HOPS via HOPS to HOPS transactions on 16" February 2009;

1 The successful completion of integration support for all ISL associated card
providers;

© ITSO Services Ltd 2009. Registered in England and Wales No. 06317074 8
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3. Marketing & Communications Summary

As part of its delivery ISL has actively sought to provide relevant and knowledgeable
information to its TCA membership over the course of the financial year. This section details
the variety of communication strategies ISL has employed for this.

3.1 Events

In May and June 2008 ISL undertook a series of TCA Liaison Days, which were held in
conjunction with Department for Transport. Events in Birmingham, Leeds, Bristol, Brighton
and Cambridge were designed to provide TCAs with the opportunity to meet the ISL team
and discuss topical themes such as stop listing and TCA migration, as well as providing a
platform for open discussion between TCAs and ISL. The events were attended by a variety
of TCAs from across England, as well as representation from smart schemes including
CENTRO and NoWcard and attendance from the Government Officer for the South West,
Andrew Seedhouse. Figure 3.1 shows some images of the TCA Liaison Day held at the
Birmingham City Council House.

Figure 3.1: TCA Liaison Day Images - Birmingham

As a result of these TCA Liaison Days, ISL took on board TCA concerns and suggestions to
improve service levels; some of the key suggestions for improvement included:

1 The provision of more information relating to in-house pass production and TCA
migration;

1 The provision of business rules for stop listing;

1 The development of general TCA Questions & Answers to be presented on the ISL
Website;

1 The provision of more in-depth reporting relating to the ISL HOPS (e.g. number of
shells per ENCTS scheme);

1 A development in the channels of communication adopted by ISL to provide
information to TCA members;

Each TCA Liaison Day provided ISL with an enhanced understanding of its TCA
membership, giving the opportunity to discuss imperative issues and gauge individual TCA
stages of progression (in doing so ascertaining which ISL TCAs are closer to implementing
their migratory journeys out of ISL).

© ITSO Services Ltd 2009. Registered in England and Wales No. 06317074
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On 12™ March 2009, ISL co-hosted the ITSO Customer Media Alternatives Conference in
London as a pre-curser to the phasing out of Mifare® Classic Customer Media from the
ITSO environment. The event was chaired by Neil Scales, ITSO Chair, and was designed to
give guidance to ITSO Licensed Operators and other implementing members on the phase
out of Mifare® Classic Customer Media, the practical and technical implications of the phase
out and an in-depth examination of the alternative media available.

A broad spectrum of representatives from across the ITSO membership were in attendance;
Personalisation Equipment, POST & card suppliers were invited to exhibit, in order to give
first hand advice to delegates on the impacts of this phase out. Figure 3.2 depicts some of
the images from the event.

Figure 3.2: ITSO Customer Media Alternatives Conference i Images

Over 170 people from across the transport sector attended the event and a significant
number of delegates were representatives of ISL TCAs. This event provided the
membership with a comprehensive understanding of the issues at hand, as well as giving a
useful insight into additional non-transport applications and commercial ticketing options that
are available.

In conjunction with the conference, ITSO produced a Customer Media Alternatives
Handbook to further explain the range of media available to members through the ITSO
Environment, this was initially distributed to ISL TCAs who attended the conference and
subsequently was supplied to all remaining ISL TCAs in order to ensure that all ISL TCAs
were fully aware and suitably informed of the phase out of Mifare® Classic media.

3.2  Direct Communication
ISL provides direct communication to its TCA members through a variety of forms:

9 Email Distribution i TCAs are informed on a variety of topics via ISL distribution lists;
Helpdesk i A telephone service operates Monday to Friday from 09:00 to 17:00;

ISL Newsletter i Issued for TCAs to provide updates on relevant ISL topics;

Postage i Mailing is undertaken for the provision of hard copies or ISAM deliveries to
in-house TCAs;

=A =4 =4

© ITSO Services Ltd 2009. Registered in England and Wales No. 06317074
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Email circulations provide the bulk of communication to the TCA membership and are
suitable for relaying information on a number of topics, which are outlined in Figure 3.3

below.
Figure 3.3: ISL Email Distribution Topics by frequency
Topic | Description Target Frequency
ISL Newsletter Notifying TCAs that the latest issue of the ISL Every 1-2
o , . ISL TCAs
Notification Newsletter is available months
ISL HOPS Notification of scheduled downtime for the ISL ISL Every 1-2
Maintenance HOPS to undergo maintenance/upgrades TCAs_/card months
providers
These relate to specific information ISL may ISL
Requests for require from TCAs, for example shell stock Every 3-6
. . TCAs/card
Information levels or changes to card provider contractual id months
Status providers
ISL Website Notification of documents recently added to Everv 3-6
documentation the ISL website, e.g. ITSO cost calculator or ISL TCAs y
. months
notification event feedback forms
Notification from | \nformation released by ITSO Ltd to Licensed Every 3-6
ITSO Ltd Operators is re_layed to ISL TCAs for ISL TCAs months
reference and information
Event . L
information or Information and invitations for ISL TCAs to ISL TCAS Every 6-9
L attend ISL related events months
invitations
Specific information relating to individual
Oth_e_r . topics, e.g. Local Government Re- ISL TCAs Every 6-9
notifications ;s months
organisation

During this financial year, ISL has circulated 33 group emails to TCA members and card
providers.

3.3 ISL Website

The ISL Website was created in March 2008 and updated in August 2008 to act as a primary
source of information for ISL TCA members, in association with ITSO Ltd and Wizzy Design
Ltd. It covers a broad range of topics, including:

Mifare® Classic Phase Out: Information and guidance;

News: Listing each issue of the ISL Newsletter;
Documents and Links: ISL, ITSO and DfT Documentation and Links
Stop listing: Guidance notes and stop listing template
Events: Information and guidance

ISL User Group: Information and list of group representatives
FAQ: Frequently Asked Questions

About ITSO Services
Contact Details

Directions

ITSO Implementation Map:

Company details

Telephone and Email details

For the ITSO office, Birmingham

Detailing the various ENCTS implementations

= =4 =4 4 -8 -4 8 -4 -4 - -9
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The ISL Website has proved to be an invaluable tool for the provision of information to TCA
members, which is reflected in the number of hits the website has received over the financial

year.

Figure 3.4 illustrates these hits below.

Figure 3.4 ISL Website Page Hits 2008/09

H Homepage

H MIFARE Classic Customer Media Phase Out
4 News

® Documents and Links

H Stop listing

i Events: TCA Liaison Days 2008

H Events: ITSO Customer Media Alternatives Conference
H|SL User Group

4 FAQ

i About ITSO Services

M Contact Us

i Directions

i Concessionary Implementation Map

In total, the ISL Website received 29,964 hits over the course of the financial year, an
average of 115 hits per day. With more information anticipated for addition to the website,
ISL expects that traffic will increase over the course of 2009/10.

34 ISL Newsletter

The ISL Newsletter is typically issued every 1-2 months, providing TCA members with
updated information on relevant topics and issues for the given period. It is issued in
accordance with Department for Transport and is published via the ISL Website under the

6 News O

= =4 =4 4 A

ISL Project Updates;

Mifare® Classic Phase Out guidance information;

Stop listing technical guidance and examples of submission;
Smart scheme pass production updates;

Supplier certification and integration information;

s Twficp disgussed in the ISL Newsletter include:

The newsletter is an important tool in the dissemination of information from ISL to member
TCAs, it is envisaged that new publications will continue to be issued every 1-2 months

subject to necessity.

© ITSO Services Ltd 2009. Registered in England and Wales No. 06317074 12
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4. TCAT Card Provider Relationship Summary

A key component in the successful production of ENCTS passes under ISL is the
relationship between card providers and TCAs. A number of ITSO certified card providers
have been contracted by the TCA membership, initially to provide the bulk of concessionary
passes for the 1% April 2008 rollout and subsequently to provide post-bulk passes.

Figure 4.1 detailss ome of the key figures involving | SLOs

contracted card bureau providers over the course of the financial year.

Figure 4.1: Featured figures in ISL - TCA - Bureau Relations

I 252

Bureaus contracted Bureaus operating Bureaus operating TCAs moving
by ISL TCAs under ISL at the start under ISL at the end supplier in the
of 2008/09 of 2008/09 financial year

In addition to these contracts, some ISL TCAs have taken the decision over this financial

year to produce concessionary passes on site with equipment supplied by their certified card
provider, thesehauee KNOA®NO .asFiddwnr e 4. 2-hodsenot es
TCAs in operation by the end of the financial year 2008/09.

Figure 4.2: In-house ISL TCAs (to 31/03/2009)

TCAs issuing passes
via contracted supplier

TCAs issuing passes
in-house

By the end of the financial year 20 ISL TCAs were producing passes on approximately 40
in-house POSTSs.

© ITSO Services Ltd 2009. Registered in England and Wales No. 06317074 13



