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1. PURPOSE OF REPORT 
 
 The purpose of this report is update members in respect of the organisations 

Smart Ticketing Programme and journey towards a London style ticketing solution. 
 
 
2. RECOMMENDATIONS 
 
 It is recommended that the Transport Committee note the contents of the report. 
 
 
3. BACKGROUND 
 
3.1 Members have received previous reports on Smart Ticketing and the progress 

made by the organisation in terms of deployment of Smart Ticketing across the 
transport network within Liverpool City Region. This report looks to update on each 
of the key strands of this programme to ensure members are up to date on 
developments either delivered or in progress. 

 
 Smart Portal 
 
3.2 The organisation launched the Metro Card in December 2019, replacing the 

Walrus Card. This was a phased launch meaning the two smart card brands 
remain in use and will over the next couple of years. All new cards issued are the 
Metro Card. 

 
3.3 There are plans within the next month to roll out the Metro Card to our Over 60’s 

concession card (the local concession scheme) and our Apprentice cards. Again, it 
is expected the two card designs will run simultaneously but all new cards will be 
issued in the Metro Card design. 

 
3.4 The launch of the Metro Card was quickly followed by the launch of our online 

ticket sales portal, Metro Smart. This portal was launched in January 2020 and 
allows the sale of Adult Solo products online. We have seen over 6,993 registered 



cards online since this launch and 3,949 sales, with over 3,500 registrations since 
August 2020. 

 
3.5  Following the outbreak of Covid 19, the developments were paused slightly and a 

review of future priorities undertaken to ensure we were responsive to customer 
expectations. For example, Covid 19 has accelerated customer expectations 
around contactless and online transactions, and demand for season tickets is 
likely to decline. 

 
3.6 As a result of revised priorities, the ability to purchase a Solo Term Time Tickets 

was introduced in August 2020 – reducing demand at our Travel Centres and 
ensuring contactless travel is promoted. We have seen 686 term time tickets 
online since our launch, around 13% of all term time tickets sold. 

 
3.7 Over the next four months, a range of further changes are expected to our Smart 

Portal to further enhance both the products available and also the customer 
services and experience. These include: - 

 

 The availability of Merseyrail only products via our portal – the first rail 
products via our online portal. 
 

 The ability for customers to have multiple cards linking to their account, 
allowing us to then sell young person products via the portal. 
 

 The ability for customers to purchase a Metro Card online and have it sent 
out to them via postal services. 
 

 The ability for customers to report their card as lost or stolen and prevent 
fraudulent use. 
 

 The ability to request a refund online. 
 
 Ticketing Infrastructure Update 
 
3.8 In order to operate a smart ticketing system and continue customer services, the 

need to establish and then maintain/ update infrastructure is becoming 
increasingly critical. This investment over the last number of years has seen 
Liverpool City Region really well placed in terms of trailblazing smart ticketing 
outside of London. 

 
3.9 Following the investment to move all Liverpool City Region buses to be fitted with 

model 2 Electronic Ticket Machines (ETM’s) in July 2019, this investment has 
been strengthened further with the introduction of a new bus company, Warrington 
Buses, allowing additional services within the City Region – particularly in the 
Halton, St Helens and Knowsley areas. 

 
3.10 Plans are also in place to purchase 50 hand held ETM’s, allowing additional 

capacity to be added to our bus network should demand dictate in line with the 
Covid-19 outbreak and network management. Patronage levels during Covid 19, 
accompanied by the need to maintain social distancing, means these hand held 
devices will become critical when the network starts its return to a “new normal”. 

 



3.11 In September/ October 2020, there was a need to renew our security infrastructure 
across the smart ticketing network. This work saw the update the ISAMs, which 
are critical to allow the sale and acceptance of tickets across our retail outlets and 
transport network. 

 
3.12 Work is well underway to build a smart data warehouse – allowing us to capture 

the data usage to better inform future ticket products and developments. We 
expect this to be available in the first quarter of 2021. 

 
3.13 During the first quarter of 2020, work was undertaken to carry out a detailed scope 

of the Mersey Ferries ticketing process, with an aim to moving this towards a 
smart ticketing solution – allowing revenue protection within Ferries itself and 
integrating it with the wider smart ticketing network. The solution has been 
designed and we intend to engage with the market in early 2021 to procure this 
solution. 

 
3.14 Similar scoping work has been undertaken with an App based product, allowing 

the deployment of ticketing via mobile phone Apps. Again, requirements have 
been well scoped and engagement with the market is expected in early 2021 to 
develop this customer offer further. It is hoped that this App will integrate fully with 
our online portal, allowing a seamless customer offer, and in particular offers 
options around our day and flexible ticket products. 

  
3.15 Finally in respect of infrastructure, we will see the deployment of 187 platform 

validators (PVAL’s) funded by TfN go live across the rail network via the end of 
December 2020 – allowing us to retail rail products online and fulfil that purchase 
across all rail station in our region. 

 
Tap and Go Update 

 
3.16 Any London style ticketing system will in effect transfer the need for customers to 

purchase products in advance, to move to a “tap and go” offer, allowing the 
customer to tap each time they enter and exit the transport network, and for the 
ticketing system to be smart enough to cap fares for the customer at the lowest 
possible level. 

 
3.17 Members will recall this development was being progressed via TfN, at a regional 

level, as part of the “ABBOT” process. This initiative and procurement was 
abandoned by TfN in January 2020 and TfN’s focus has moved towards a similar 
proposal within the rail industry, as well as looking at bus and other modes on a 
sub-regional basis. 

 
3.18 Recognising Liverpool City Regions unique position in terms of multi modal 

ticketing, i.e. strong investment across our bus network to date, a closed heavy rail 
network (Merseyrail) and owners of the Mersey Ferries, positive discussions took 
place between DfT, TfN and major bus operators to develop a national solution to 
tap and go ticketing, which could in theory be trialled in the Liverpool City Region. 

 
3.19 These discussions continue and the onus on the development of a “tap and go” 

solution is with the commercial bus operators – working closely with a range of 
Local Transport Authorities across the country. This mass development offers the 



customers and residents of Liverpool City Region the best opportunity to achieve 
the benefits of the tap and go solution. 

 
Other Updates  

 
3.20 Running simultaneously with the above projects, the ticketing team have also been 

undertaking both a governance and zonal review as part of the “building blocks” 
required to ensure seamless ticketing across the region. 

 
3.21 The governance review has seen a refresh of the multi modal/ multi operator 

ticketing agreement. In order to operate across the region, a formal scheme 
agreement has to be in place between all parties. This is a voluntary agreement 
and discussions have been taking place since October 2019 to refresh that 
agreement, ensure it reflects current working relationships due to Smart Ticketing 
arrangements and ensure it allows for further future developments. 

 
3.22 The heads of terms for this agreement have now been agreed between all 

operators and the Combined Authority, with final terms and signature expected by 
March 2021. Whilst this won’t impact on the short term operation of the ticketing 
scheme, this will ensure a sound footing for the years ahead. 

 
3.23 The team have also commenced work around a zonal review. In effect, this will 

review the ticket zones in place across the region, and look to align such towards 
a simpler offer for our customers. 

 
3.24 Whilst the current bus zone across Liverpool City Region is simple for customers, 

largely one zone, our rail and multi modal zones are far more complex. For 
example, on Railpass alone there are 33 different variants of products considering 
the zones and areas in operation. 

 
3.25 To encourage sales and patronage, it is expected that the zonal review will ensure 

the tickets available are simple for the customer to understand and offer the right 
balance between affordability and sustainability. The review is complex and has a 
range of factors considered – with an initial scoping of data undertaken between 
August and October 2020. The next steps will see a review of options before 
further engagement with operators. 

 
 
4. RESOURCE IMPLICATIONS 
 
4.1. Financial 
 
 There are no financial issues associated with this report, as it is for noting. The 

Smart Ticketing programme is funded by the Transforming Cities Fund (TCF) and 
forms an integral commitment to that wider transport programme. 

 
4.2. Human Resources 
 
 There are no HR related issues associated with this report.  
  



 
4.3. Physical Assets 
 
 The smart ticketing programme does see a range of assets purchased by the 

organisation and leased to smaller transport operators to ensure complete 
coverage across the region. In turn, these arrangements are governed by a formal 
lease agreement. 

 
4.4. Information Technology 
 
 The Smart Ticketing programme is heavily dependent upon IT services, with the IT 

team integral to the programme. As this is emerging technology, this can create a 
range of complexities in terms of delivery. The team are working hard to enhance 
the speed of delivery and strike a positive balance between enhancing the 
customer experience whilst working on longer term developments. 

 
4.5 PMO Implications 
 
 The Smart Ticketing programme is a key element of the TCF Programme, and so 

the programme is monitored in detail through regular monthly dashboard reports. 
 
 
5. RISKS AND MITIGATION 
 
5.1 Ticketing, and Smart Ticketing in particular, is a complex matter with a range of 

interfaces which are in turn heavily dependent upon a range commercial matters – 
including suppliers and transport operators. A key element of the programme is 
ensuring positive relationships exist across all areas to manage progress. 

 
5.2 One of the key risks with smart ticketing is that the technology required to 

implement the various solutions are still in development, specifically the multi 
modal, multi operator tap and go solution across a commercial transport network. 
The team recognise this on our approach and engage with suppliers and other 
partners to understand developments. 

 
5.3 The commercial implications of ticketing was complex pre-Covd-19, but has 

become increasingly complex following the Covid outbreak. The team are working 
closely with a range of government departments and operators to help understand 
future arrangements. 

 
 
6. EQUALITY AND DIVERSITY IMPLICATIONS 
 
 As the report is for noting only and does not require any formal decisions, an 

Equality Impact Assessment has not been completed in this case. Ticketing is a 
complex issue with a range of complexities linked to members of our community 
who fall within one of the protected characteristics, for example matters around 
social inclusion etc. This can often vary by mode, so in the development of all of 
our products and services, we aim to consider the wider implications for all 
members of our community. 

  



 
7. PRIVACY IMPLICATIONS 
 
 A Data Protection Impact Assessment DPIA will be completed and reviewed with 

any future development work undertaken, to ensure compliance with GDPR 2018 
and UK Data Protection Law. 

 
 
8. COMMUNICATION ISSUES 
 
 The information contained within this report is linked closely to communication 

plans in the launch of products and services. 
 
 
9. CONCLUSION 
 
 This report summarises key activities within the Smart Ticketing programme to 

ensure Members are aware of topical and relevant issues, along with progress of 
activities included within the relevant service plan and strategy. 
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