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FP-PFO6

Portfolio: Improvements to new media channels

Outputs

Due to the ever-changing and developing availability of

new media channels, there is a need to plan for future
development and enhanced use of these channels. An
ongoing investment in this service will ensure that TfL
continues communicating with its 22,000 strong workforce,
targeting messages and listening to our diverse customers’

needs. This requires intelligent use of ever-limited resources,

and meeting GLA and Government requirements make
this task all the more challenging. To carry out this task,
it is proposed to introduce an ongoing capital investment
allowance into the new media budget.

Justification

Due to the ever-changing and developing availability of
new media channels, there is a need to plan for future
development and enhanced use of these channels. An
ongoing investment in these services will ensure that TfL
continues to communicate with visitors to the website
(more than 24.3 million in 2006/07), bringing them
enhanced information upon which to base their travel
decisions. In addition, responsibilities for the intranet
(Source) mean New Media acts as a key communication
resource for 22,000 TfL staff, who depend on it for timely
and accurate business information. Improvements to this
channel will ensure TfL can more effectively deliver plans
for our transport network and service running on a
day-to-day basis.

Environmental impacts
Reduced print.

E&l impacts
* Revisit Website Accessibility Initiative standards
* Continue to monitor and improve accessibility standards

Key milestones

To ensure that these channels advance in line with new
technology, an ongoing capital investment will allow
revisiting and improvement of channels on an annual basis.

March 2007: New TfL website launched

January 2008: Intranet enhancements for the business
and extranet provision for partners
January 2009: Internet improvements

January 2010: Intranet improvements

Outcomes

* Compliance with Website Accessibility Initiative and
statutory accessibility and usability requirements

* Reduced print and production costs
* Meets Implementing Electronic Government requirements
* FolA compliance

* Improved internal and external communications, including
with the GLA and boroughs

Narrative on cost changes

Investment over 2002/03-2004/05 focused on bringing
these services together. 2005/06 budget was spent on
the successful relaunch of Source and integration with
SAP tools. In 2006/07 the TfL website was redesigned
and relaunched. The site was split into clear categories,
corporate, customer, business and partners and gave
greater focus to the distinct needs of these groups.

In 2007/08 and beyond the focus will be on further
improving these services, implementing new technology to
ensure that TfL sustains its current status as a world-class
provider of electronic information services and using these
channels to realise further cost efficiencies.
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Project: TfL website redesign

FP-PJ14

Outputs
* New customer and corporate-facing TfL websites
* Introduced content management system to the web

* Improved design based on customer feedback, research
and best practice, and improved customer experience

* Increased take up in key services such as mobile
travel alerts

Justification

Due to the ever-changing and developing availability of
new media channels, there is a need to plan for future
development and enhanced use of these channels. An
ongoing investment in this service will ensure that TfL
continues to communicate with visitors to our website
(more than 24.3 million in 2006/07), bringing them
enhanced information upon which to base their travel
decisions. The corporate site will allow better access to
information about TfL and will have publishing devolved to
TfL staff, ensuring more timely and accurate information is
presented to the public, stakeholders and partners.

Environmental impacts
Reduced print.

E&l impacts

Aim for web accessibility initiative level 2 ‘AA” standard for
new website launched in March 2007.

Benefit cost ratio

Financially positive.

Estimated final cost
2005/06—-2009/10: £2.65m

Key milestones

July 2006: Pre-design phase

September 2006: Produce new designs

November 2006: Application reskinning into new designs

December 2006: Content migration

December 2006: Build completion

March 2007: Website launch

January 2008: Intranet enhancements for the business
and extranet provision for partners

January 2009: Internet improvements

January 2010: Intranet improvements

Outcomes

This investment has greatly improved the customer
experience of the website. Usage has increased and the site
now gives improved access to travel information. Overall,
24.3 million TfL customers who use the website annually are
better informed to make effective travel decisions.

The TfL website developments have been both wide-
ranging in scope and specific to individual passengers.
Around 81.5 million website visits are made per year.
Some of these visits may involve multiple use of different
services, such as real-time travel information, fares,
accessing Oyster or Journey Planner. Assuming that each
visit can be broadly matched to a single piece of travel
information, and assuming a value of 1.64p per visit, this
results in benefits of about £1.34m for 2007/08.

The new site has received several independent awards, and
was nominated as the New Media Awards site of the week
in March 2007.
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FP-PFO3

Portfolio: Customer services integration

Outputs

The programme will involve investment in a customer
relationship management system, sales application and data
warehouse within TfL customer services departments. The
system will replace a range of outdated contact management
and related systems across the modes, many of which cease
to be supported in the short to medium term.

Justification

At the core of CSIP is a cross-modal business change
programme.This has mobilised the often neglected
business change activities crucial to the success of a
systems implementation, including staff communications,
training, end-user engagement, benefits management,
stakeholder management and process mapping.

Outcomes

* Financial benefits: Lower cost to serve and sell; lower
total cost of technology ownership; and greater
efficiency of operations through process automation,
standardisation and a reduction in the duplication of
customer records across modes

* Customer benefits: Satisfaction improvements through better
service and provision of information; more effective retrieval
of customer data and information to answer queries first
time; tailored information services across modes; seamless,
cross-mode service provision; more transparent information
(via self-serve); and improved service continuity

Staff benefits: Staff satisfaction improvements through
access to better tools to carry out roles more efficiently
and effectively, and greater flexibility and work-life balance

Strategic benefits: Supporting TfL strategic objectives;
creation of the “TfL customer’ as opposed to mode
customer; brand enhancement; TfL as single point of
contact; and platform for future strategic initiatives

Key milestones

October 2006:  Project review group approval for
implementation phase
February 2008: LU, Travel Information Call Centres and

Surface Transport (part 1) go live
June 2008:
June 2008:

Oyster goes live
Surface Transport (part 2) goes live

Environmental impacts

* Shorter or more efficient journeys through the provision
of information direct to customers

* Reduced paper and printed material

e Reduced duplication and wastage

E&l impacts

e Improved customer service to all parts of the
community, including tourists

* Ability to provide improved service to non-English
speaking customers

Narrative on cost changes

The costs cover the software, hardware and process
development to implement the changes across the
organisation. The CSIP business case was updated in
September 2006 with market rates from the suppliers.
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Project: Customer services integration

FP-PJ16

Primary category: Enhancing quality of service

Outputs
e Faster access to information for TfL customers
e Coordinated TfL response to customers

* Cost savings through reduced duplication and improved
speed of response

* Enables improved compliance with FolA

* In accordance with implementation date — LU,
Surface Transport and Travel Information Call Centres
second quarter 2008

* By external supplier via Group IM service delivery

Justification

TfL's Group Marketing Vision and Strategy 2004 identifies a
number of key objectives for customer services. These aim to
ensure that TfL customers receive a high quality and seamless
experience when communicating with the organisation.

This application is to support investment that provides
an optimum level of integration across customer service
systems, including telephone, contact management

and knowledge management. In addition, investment is
required to facilitate the business change necessary to
ensure that the identified efficiency benefits are delivered
to the business.

Outcomes

* Integration of customer service processes and
technology across TfL to enable future integration and
business change

* Improved access to information for TfL customers and
improved levels of customer service

* Improved customer perception of TfL as a single entity

Key milestones

October 2006:  Project review group approval for
implementation phase
February 2008: LU, Travel Information Call Centres and

Surface Transport (part 1) go live
June 2008: Oyster goes live

June 2008: Surface Transport (part 2) goes live

Environmental impacts
* Reduced paper and print material
* Reduced duplication and wastage

E&l impacts
* Improved customer service to all parts of the community

* Ability to provide improved service to non-English
speaking customers

Benefit cost ratio
Financially positive.

Estimated final cost
£27.5m

Project element — technology procurement (to include
user requirement specification, solution development
installation, testing, support and decommissioning): £23.5m

Programme and project management — development
and implementation of standards and business process
improvements: £4m
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Programme: TfL ticketing development FP-PRO6

Project locations: London-wide
Manager: Shashi Verma — Director, Oyster card

Outputs
¢ Compliance with Payment Card Industry (PCl) standards

e Compliance with Integrated Transport Smartcards
Organisation (ITSO) standard for transit smartcards

Justification

The Oyster smartcard system introduced in 2003 is now
the largest contactless smartcard in Europe. By August
2007, more than 14 million cards had been distributed.

Enhancements to the Oyster system include the expansion
of pay as you go on National Rail, which will extend the
convenience of Oyster to all rail customers in London.
This will enable customers to use one card for all public
transport across London, with the functionality to load pay
as you go value and period tickets online, over the phone
and at passenger-operated machines.

In addition to increased convenience to customers and
access to the cheapest fares for travel in London, the
Oyster system enables the reduction of fraud and queues
at ticket offices and, hence, the cost of selling tickets.

Outcomes

* Compliance with new data protection standards that will
enable TfL to continue to process payments by credit
and debit cards

* Ability for the Oyster ticketing system to process
transactions by ITSO compliant transit smartcards
issued by other operators

Environmental impacts
Reduced use of magnetic paper tickets.

Primary category: Enhancing quality of service

Key milestones
March 2007 QSA GAP analysis: LU, head office and _
Congestion Charge (PCl standards)

October 2007 QSA GAP analysis: DLR (PCI standards)

December 2007 Complete work packages: Head office 5
(PCI standards) 4
April 2008 Stage 3 (ITSO on prestige proposal)
||

August 2008 QSA audit: Oyster website and DLR
November 2008 Detailed design (ITSO)

November 2008 Complete work packages: Oyster
website and DLR (PC| standards)

suonw 3
N

March 2009 Complete work packages: LU and
Congestion Charge (PCl standards) g
April 2009 Development (ITSO) 2005/06 2006/07 2007/08 2008/09 2009/10
April 2009 QSA audit: Congestion Charge and LU
July 2009 Integration
January 2010 Test/ITSO certification
June 2010 System ready for launch

E&l impacts
e Access to cheapest fares on Oyster

* Contributes to reduced threat of attack, as Oyster
reduces the need to carry cash

Narrative on cost changes

Cost changes are largely driven by the transfer of projects
from other parts of the TfL group (ie PCl standards) and the
DfT funded programme to ensure the interoperability of
National Rail services (ie ITSO).
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Portfolio: CID and SAM development FP-PF10

Outputs
e Compliance with PCl standards
e Compliance with ITSO standard for transit smartcards

Justification

The Oyster smartcard system introduced in 2003 is now
the largest contactless smartcard in Europe. By August
2007, more than 14 million cards have been distributed.

Enhancements to the Oyster system include the expansion
of pay as you go on National Rail, which will extend the
convenience of Oyster to all rail customers in London.
This will enable customers to use one card for all public
transport across London, with the functionality to load pay
as you go value and period tickets online, over the phone
and at passenger-operated machines.

In addition to increased convenience to customers and
access to the cheapest fares for travel in London, the
Oyster system enables the reduction of fraud and queues
at ticket offices and, hence, the cost of selling tickets.

Outcomes

* Compliance with new data protection standards that will
enable TfL to continue to process payments by credit
and debit cards

* Ability for the Oyster ticketing system to process
transactions by ITSO compliant transit smartcards
issued by other operators

Environmental impacts
Reduced use of magnetic paper tickets.

Primary category: Enhancing quality of service

Key milestones

March 2007 QSA GAP analysis: LU, head office and
Congestion Charge (PCl standards)

October 2007 QSA GAP analysis: DLR (PCI standards)
December 2007 Complete work packages: Head office

(PCI standards) 4
April 2008 Stage 3 (ITSO on prestige proposal)
August 2008 QSA audit: Oyster website and DLR ; :
November 2008 Detailed design (ITSO) = 2
November 2008 Complete work packages: Oyster 2
website and DLR (PCI standards) o
March 2009 Complete work packages: LU and ||
Congestion Charge (PCl standards) g
April 2009 Dol ISe) 2005/06 2006/07 2007/08 2008/09 2009/10

Narrative on cost changes

Cost changes are largely driven by the transfer of projects
from other parts of the TfL group (ie PCl standards) and the

DfT funded programme to ensure the interoperability of
National Rail services (ie ITSO). p

April 2009 QSA audit: Congestion Charge and LU
July 2009 Integration
January 2010 Test/ITSO certification }
June 2010 System ready for launch
E&l impacts 4
e Access to cheapest fares on Oyster
* Contributes to reduced threat of attack, as Oyster
reduces the need to carry cash
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Glossary of
abbreviations

3GBP Third generation bus priority
AAMP  Annual Asset Management Plan
AC Alternating current

ALARP  As low as reasonably practicable
APM Asset performance management
AVL Automatic Vehicle Location
BAA British Airports Authority

BCV Bakerloo, Central and Victoria
BVPI Best value performance indicator
CAD Computer-aided drawing

CCTV  Closed-circuit television

Cco Carbon monoxide

Cco, Carbon dioxide

CPO Compulsory purchase order

CRT
CSIP

CTLE
CTRL
DaR
DBFO
DC
DCLG

DDA
DFT
DLR
DPA
DRNP

Cross River Tram

Customer Services
Integration Programme

Croydon Tramlink Extension
Channel Tunnel Rail Link
Dial-a-Ride

Design, build, finance and operate
Direct current

Department for Communities
and Local Government

Disability Discrimination Act
Department for Transport
Docklands Light Railway
Data Protection Act

Directorate of Road
Network Performance
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DSRC
DTES
DTO
E&l
ELL
ELLP
ELT
F&P
FFM
FolA
FRACA

GAP
GIS
GLA

Dedicated short-range communication
Digital traffic enforcement system
Directorate of Traffic Operations
Equality and inclusion

East London line

East London Line Project

East London Transit

Finance and planning

Few-fare machine

Freedom of Information Act

Freight, regeneration, accessibility,
carparking and air quality/noise

Graphics asset portal
Geographic Information System

Greater London Authority
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JNP
KSI
LBPN
LCN+
LEZ
LGV
LIP
LOCOG

LRC
LTCC
LTM
LU
MDT

Global Positioning System
Greenwich Waterfront Transit
Hydrocarbon

Heavy goods vehicle

Her Majesty’s Railway Inspectorate
Information management
Information technology

Integrated Transport
Smartcards Organisation

Jubilee, Northern and Piccadilly
Killed or seriously injured
London Bus Priority Network
London Cycle Network Plus
Low Emission Zone

Light goods vehicle

Local Implementation Plan

London Organising Committee for
the Olympic Games

London Rail Concession
London Traffic Control Centre
London Transport Museum
London Underground

Mobile data terminal

MoU
NLL
NLR
NMP
NO,
NOC
NOx
ODA
OJEU

OPUS

ORN
oVDS
PC
PCI
PCO
PFI
PM,,

PPP
RTIP
RTPI

Memorandum of Understanding
North London line

North London Railway

Network Management Plan
Nitrogen dioxide

Network Operations Centre
Nitrogen oxides

Olympic Delivery Authority

Official Journal of the
European Union

Outstation production
unified system

Olympic Route Network
Offence viewing decision system
Personal computer

Payment Card Industry

Public Carriage Office

Private Finance Initiative

Particulate matter up to
10 micrometres in size

Public Private Partnership
Real-time integration programme

Real-time passenger information
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SCOOT

SO,
SPAD
SSL
SSTA
SVD
T2025
TCC
TDM
TfL
TGB
TGDC

TMA
TPED

TSG
TWA
TWO
uTC
VTI
WEZ

Split-cycle offset
optimisation technique

Sulphur dioxide

Signals passed at danger
Sub-surface lines

Single source of truth for assets
Selective Vehicle Detection
Transport 2025

Transport Co-ordination Centre
Travel Demand Management
Transport for London

Thames Gateway Bridge

Thames Gateway
Development Corporation

Traffic Management Act

Transport Policing and
Enforcement Directorate

Technical Services Group
Transport and Works Act
Transport and Works Order
Urban Traffic Control

Victoria Transport Interchange

Western Extension Zone
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