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Foreword

The English National Concessionary Travel Scheme (ENCTS) continues to provide
millions of eligible people with free travel across England. ITSO Services Ltd (ISL)
has now been supporting ENCTS for over two years and remains the largest ITSO
Licensed Operator by number of Shell Accounts issued.

Since April 2008 ISL has supported the issuance of over 7.6 million passes by 75
Concessionary Schemes, comprised of over 250 Travel Concession Authorities
(TCASs). The ISL HOPS has continued to provide TCAs with data repository and stop
listing facilities; indeed, ISL has once more been at the forefront of the development
of stop listing within ENCTS and continues to maintain the increasing flow of HOPS-
to-POST and HOPS-to-HOPS communications activity. Project activities have largely
concerned the phase out of Mifare® Classic Customer Media from the ITSO
Environment, a challenging task delivered on time and in full by ISL. In addition ISL
has welcomed London Councils into its Operating License, providing support for the
issuance of over 1.2 million Freedom Passes throughout the capital.

Of growing importance to ISL is the continuation of TCA migration: in this financial
year 4 concessionary schemes comprised of 26 TCAs have moved away from ISL to
become individual ITSO Licensed Operators in their own right. However, the need for
further migration in the coming financial year is paramount to the development of not
only ISL, but to ENCTS in the medium and long term. Local Government re-
organisation will have a significant impact as the revision of concessionary
administration to higher-tier authorities will not only reduce ISL Membership but will
forge new working relationships.

Economic vulnerabil it i etntidng yeedespiteihe fenanciad p e d

constraints imposed at the start of this financial year ISL has once again met
deliverables under budget and without compromise to quality of service.

| would like to extend my gratitude to all who have contributed to the successful
delivery of ISL: Department for Transport, ISL-supported TCAs and suppliers, ACT,

(.

| TSO and the I SL team. Hereds to an equally

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 2009/10 for ITSO Services Ltd (ISL), based upon the following key
deliverables set by Department for Transport (DfT) 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;

9 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;

9 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;

9 Provision of independent testing facilities for member TCAs at an agreed rate;

With its current representation of 249 TCAs within ENCTS, ISL supports some of the largest
concessionary schemes in operation. Over 7.6 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, provided
by ACT, and oversees technical liaison with 7 card providers.

In February 2010 Helen Mitchell left the role of Head of Operations & Delivery for ISL to
become Head of Ticketing at Merseytravel PTE. ISL expresses its sincerest gratitude to
Helen for all her endeavours over the last two and a half years to ensure successful delivery.

The current ISL team consists of the following:

Kim Clarke Senior Business Support Officer
Anthony McLaughlin Business Support Officer
Mark Palmer Customer Helpdesk Advisor

Over the course of 2009/10, the ISL team has been contracted to undertake key deliverables
in order to ensure that all stakeholder needs are 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. Registered in England and Wales No. 06317074 6
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Company Structure
ITSO Services Ltd is a company limited by guarantee, created on 18" August 2007 and is
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located at the ITSO office in Birmingham. Figure 1.1 outlines the current company structure.
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Figure 1.1: ISL company structure
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2 Achievements & Milestones 2009/10

2.1 Achievements

At the start of the financial year, ISL was contracted to continue supporting 242 TCAs with
the delivery of ENCTS concessionary passes certified to comply with the ITSO Specification.
With the inclusion of London Councils and the migration of 26 TCAs, ISL is contracted to
support 249 TCAs at the start of the 2010/11. ISL has continued to provide back office
facilities via the ISL HOPS, contracted to ACT, whilst ensuring sufficient ISAM provision for
card providers and TCAs using in-house pass production equipment. ISL manages
approximately 350 ISAMs connected to Perso POSTSs, including approximately 80 ISAMs to
cater for London Councils.

By the end of 2009/10 the ISL HOPS supported over 7.6 million Shell Accounts created by

ITSO certified card providers and in-house producing TCAs, an increase of approximately

1.8 million accounts since the start of the financial year. This financial year saw the first

ENCTS passes created using | SL6s second Shelll C
10,000,000 unique card numbers (ISRNs) for pass production. All ITSO Licensed Operators

were required to cease issuance of Mifare® Classic Customer Media by 31 December 2009,

switching to alternative ITSO-complaint media sources thereafter. Through extensive liaison

with TCAs and supporting providers, ISL met this requirement with all 214 affected TCAs

(not including those retaining derogation for continued, limited Mifare® Classic production or

those already using alternative media sources).

ISL has successfully assisted 4 Concessionary Schemes comprised of 26 TCAs in migrating
away from ISL to become ITSO Licensed Members: Kent County & Medway,
Cambridgeshire County, Northamptonshire County and Nottingham City were provided with
guidance documentation and assistance to ensure a smooth transition.

Continuous working hours support has been provided by the ISL Helpdesk, with direct
liaison afforded to supporting bureaus on behalf of TCAs in order to negate technical issues.
The continuation of the ISL User Group provides regular communication with regional
representative TCAs, whilst the ISL Website and Newsletter ensures that all ISL
stakeholders are fully informed.

2.2 Milestones
Some of the milestones reached by ISL in 2009/10 include:

9 Surpassing 6 million concessionary passes issued by ISL TCAs on 3 August 2009;

1 The complete phase out of Mifare® Classic Customer Media from its ITSO Operating
Licence by 31 December 2009 (except for TCAs retaining derogation);

1 The completed migration of Kent County & Medway Council away from ISL by 26
October 2009, one of the largest Concessionary Schemes with an eligible population
of approximately 488,000;

1 The inclusion of London Councils comprised of 33 London Boroughs on 10 August
2009, for the issuance of 1.2 million Freedom Passes using ISL HOPS & ISAM
facilities.

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

3.1 ISL User Group

In this financial year, ISL has focused much of its TCA relations strategy on the ISL User
Group. Since its inception in June 2009 the User Group has addressed a number of ITSO-
related topics between a group of regional representative TCAs and ISL. The current list of
regional representatives is shown in Figure 3.1 below.

Figure 3.1: ISL User Group - regional representatives

Region Represented

Jane Brudenell Derbyshire County Council East Midlands
John Wiseman Hertfordshire County Council East of England
Pauline Pownceby Watford Borough Council East of England
John Souter Nexus Tyne and Wear North East

Bill Harbottle Nexus Tyne and Wear North East

Roy Steele South Gloucestershire Council South West
Mark McCrickard Stratford-Upon-Avon District Council West Midlands
Jason Read Hull City Council Yorkshire

Some of the key topics discussed by the User Group have included:

Mifare® Classic Customer Media phase out;
Data protection and Privacy Laws;

DfT Consultation distributions;

TCA Migration/smart scheme implementation;
Handheld Verification Devices.

= =4 -4 4 A

The User Group convenes on a quarterly basis and TCAs may liaise either with ISL or their
regional representative in order to raise, discuss or ascertain feedback on current issues. At
the present time the User Group requires regional representation for the South East and
London - ISL would welcome any approaches from TCAs wishing to apply for
representation; this can be made via the ISL Helpdesk (contact details are shown on the
back cover of this document or can be found on the ISL Website).

3.2 ISL Website

The website remains the primary source of documentation and information for all ISL
stakeholders. In June 2009 and in association with ITSO Ltd and Wizzy Design Ltd, the
website underwent a transformation to its current design in order to deliver a more customer-
friendly service. This included:

T ®Quick Launchdé icons |l inking t hdSLNewleterpage

Documents & Links, Events and Contact Information;

1 A Latest News column detailing up to date information from ISL;

ISL Core Values;

1 A helpful Glossary of Terms designed to explain technical and ITSO-related
terminology to non-technical readers;

=

© ITSO Services Ltd. Registered in England and Wales No. 06317074 9

t

[0






