
Proposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:23 04:24 06:01
Last Train 23:48 23:54 23:01

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 4 4 4 Ticket Office Staff 8.66 05:00 21:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:15 05:15 06:15 Gateline, Mobile, Dispatch 6.29 04:00 01:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch8.76 04:15 01:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 23:00 22:45 23:00 Security No Yes Ticket Office - Open To Security 2.07 18:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 8.66 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 4 4 4 Staff Type 7 Number of Active TVMs 5 5 5 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 8.66 05:00 21:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 6.29 04:00 01:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing - Open To Gateline, Floorwalkers, Mobile, Dispatch8.76 06:30 19:30customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 2.07 04:15 01:30Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes

(at station) Mobile Ticketing - FTEs per day Staff Type 4 FTEs per day Staff Type 4
Staff Type 5 Staff Type 5

User Defined II - Number Provided Staff Type 6 Retained Ticket Office (staffed by floorwalkers) - Number Provided Staff Type 6
User Defined II - Open From Staff Type 7 Retained Ticket Office (staffed by floorwalkers) - Open From 05:00 06:30 06:30 Staff Type 7
User Defined II - Open To Staff Type 8 Retained Ticket Office (staffed by floorwalkers) - Open To 20:00 19:30 19:30 Staff Type 8
User Defined II - FTEs total (not time of week specific) Staff Type 9 Retained Ticket Office (staffed by floorwalkers) - FTEs total (not time of week specific) Staff Type 9
User Defined II - FTEs per day Staff Type 10 Retained Ticket Office (staffed by floorwalkers) - FTEs 6.05 Staff Type 10

Staff Type 11 Staff Type 11

User Defined II - Number Provided Ticket Office Staff 8.66 06:00 21:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 6.29 05:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch8.76 06:00 21:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security 2.07 19:30 01:15Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Will the station be included within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Will there be any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Will the Station be gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions required? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemption requirements N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 05:09 05:27 07:55
Last Train 00:43 00:43 22:50

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 1 Ticket Office Staff 0.57 06:00 09:59etailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 06:10 Gateline, Mobile, Dispatch Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch Yes Yes
Ticket Office - Open To 09:45 Security No Yes Ticket Office - Open To Security No Yes
Ticket Office - Total FTEs (not time of week specific) 0.57 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 1 1 1 Staff Type 7 Number of Active TVMs 1 1 1 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
 - Number Provided Staff Type 6  - Number Provided Staff Type 6
 - Open From Staff Type 7  - Open From Staff Type 7
 - Open To Staff Type 8  - Open To Staff Type 8
 - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
 - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:46 04:48 06:48
Last Train 23:47 00:19 23:12

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 2 1 1 Ticket Office Staff 4.09 05:00 18:59etailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:30 07:00 08:15 Gateline, Mobile, Dispatch 8.63 04:00 01:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch10.39 04:30 02:15customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 19:00 19:00 18:00 Security No Yes Ticket Office - Open To Security No Yes
Ticket Office - Total FTEs (not time of week specific) 4.09 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 3 3 3 Staff Type 7 Number of Active TVMs 3 3 3 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 4.09 07:00 18:59etailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 8.63 04:00 01:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch10.39 04:00 01:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 1.76 04:30 01:15Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined II - Number Provided Staff Type 6 Retained Ticket Office - Number Provided Staff Type 6
User Defined II - Open From Staff Type 7 Retained Ticket Office - Open From 06:00 08:30 08:30 Staff Type 7
User Defined II - Open To Staff Type 8 Retained Ticket Office - Open To 19:30 15:30 15:30 Staff Type 8
User Defined II - FTEs total (not time of week specific) Staff Type 9 Retained Ticket Office - FTEs total (not time of week specific) Staff Type 9
User Defined II - FTEs per day Staff Type 10 Retained Ticket Office - FTEs per day 2.5 Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 4.09 08:00 17:59etailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 8.63 06:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch10.39 06:00 00:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security 1.76 06:00 00:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10

Details of How Changes will be 
Monitored Post Implementation

See narrative provided in Rows 4-17 above Benfleet Station information.
How do the changes help deliver the Williams Shapps plan to; modernising 

customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.
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Details of How Changes will be 
Monitored Post Implementation

See narrative provided in Rows 4-17 above Benfleet Station information.

DAGENHAM DOCK
DDK
7440

Retail Channels / Retail Staff

All Station Staff 
Breakdown

Ticket Office

TVM

Mobile Ticketing Team (at 
station)

Su
n

User Defined II

Revenue Protection

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

Description of Change Proposal
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How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
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See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
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Ticket Office

Description of Change Proposal

All Ticket Office windows at the stations will close, with staff moving to other areas of the station, where they are better placed to help customers. The change is part of a wider industry 
programme to reduce costs and deliver more efficient customer service. It will be implemented across all train operators in England to ensure customers receive a consistent approach 
wherever they travel. Station opening times will not change and customers will still have adequate access to the same services they do today. There are no changes to current 
arrangements or staffing for Assisted Travel for customers with additional needs. 

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? 

36.3% of customer transactions involve a ticket office. These changes will improve the cost effectiveness of retail operations, avoiding inefficient time spent by staff behind a ticket office window and providing a reduction in overhead costs. Systemic costs of running the ticket office network, such as cash handling provision, IT system maintenance and paper ticketing and printing costs, will also be reduced. Staff released from selling tickets from behind the ticket office window will be redployed to serve customers proactively across the station.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? There is already a high level of easy access for the purchase of tickets through a range of channels including train operator and third party web sites e.g. Trainline and self service ticket machines.  The vast majority of ticket sales come from one of these options, rather than a ticket office. Nationally, [95%] of customer transactions can take place outside of a ticket office and currenty [86%] of them already do; this is expected to increase.

Details of How Changes will be 
Monitored Post Implementation

Independent monitoring under the DfT's new Service Quality Regime will be carried out. Additionally, the TOC will carry out surveys for ticketless travel and security. Other existing 
monitoring and reporting obligations under the National Rail Contract will be maintained e.g. for accessibility commitments. New technologies identified as offering improvements to 
services will be considered for adoption as they become available. The changes align with the Williams-Shapps Plan for Rail, reflecting government policy, and following a national review of how customers buy their tickets. They reflect significantly reduced usage of ticket offices over the past decade, as customers shift to alternative ways of buying tickets.  Passenger Assist activities, which are managed outside the ticket office structure, are not impacted by these changes. Online retail, self service ticket machines and other retail channels are already widely configured to provide easier accessibility for disabled persons and persons of reduced mobility than ticket offices. Provision will be maintained for customers who prefer to use cash and/or who don't have access to digital channels. All station staff will be focussed on providing proactive customer support across the station. 
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Description of Change Proposal See narrative provided in Rows 4-17 above Benfleet Station information.
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If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:46 04:56 06:11
Last Train 23:58 00:01 23:11

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 2 2 2 Ticket Office Staff 5.83 05:00 20:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:15 06:15 07:15 Gateline, Mobile, Dispatch 5.91 04:00 01:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch4.5 06:00 01:30customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 20:30 20:45 21:00 Security No Yes Ticket Office - Open To Security 3.59 04:30 01:30Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 5.83 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 2 2 2 Staff Type 7 Number of Active TVMs 3 3 3 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 5.83 06:00 20:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 5.91 04:00 23:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch4.5 07:00 19:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 3.59 04:15 01:30Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
 - Number Provided Staff Type 6  - Number Provided Staff Type 6
 - Open From Staff Type 7  - Open From Staff Type 7
 - Open To Staff Type 8  - Open To Staff Type 8
 - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
 - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 5.83 07:00 20:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 5.91 05:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch4.5 05:00 00:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:19 04:20 05:56
Last Train 23:43 23:50 22:56

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 2 2 2 Ticket Office Staff 5.37 05:00 19:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:15 06:15 07:15 Gateline, Mobile, Dispatch 2.63 06:00 19:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch6.82 05:00 19:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 20:00 20:00 19:30 Security No Yes Ticket Office - Open To Security 0.86 10:00 15:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 5.37 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 2 2 2 Staff Type 7 Number of Active TVMs 3 3 3 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 5.37 06:00 19:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 2.63 10:00 15:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch6.82 06:00 01:45customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 5.37 07:00 19:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 2.63 10:00 15:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch6.82 07:00 23:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:50 04:51 06:51
Last Train 23:51 00:24 23:15

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 1 1 1 Ticket Office Staff 3.4 06:00 18:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 06:00 08:45 09:00 Gateline, Mobile, Dispatch 7.74 04:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch8.18 04:15 00:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 18:30 18:30 14:45 Security 3.2 12:00 19:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Ticket Office - Open To Security 3.46 12:00 19:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 3.4 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 3 3 3 Staff Type 7 Number of Active TVMs 3 3 3 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 3.4 08:00 18:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 7.74 04:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch8.18 04:00 00:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security 3.2 14:00 21:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 3.46 04:15 21:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 3.4 08:00 15:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 7.74 06:00 23:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch8.18 06:00 23:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security 3.2 12:00 19:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes User Defined II - Open To Security 3.46 12:00 19:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5
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See narrative provided in Rows 4-17 above Benfleet Station information.

Revenue Protection

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.

LEIGH-ON-SEA
LES

7446

Retail Channels / Retail Staff

Ticket Office

TVM

Mobile Ticketing Team (at 
station)

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

Description of Change Proposal

Details of How Changes will be 
Monitored Post Implementation

TVM

Mobile Ticketing Team (at 
station)

TVM

See narrative provided in Rows 4-17 above Benfleet Station information.
How do the changes help deliver the Williams Shapps plan to; modernising 

customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.

CHAFFORD HUNDRED
CHF

7447

User Defined I

User Defined II

Revenue Protection

Description of Change Proposal See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.
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Ticket Office

Description of Change Proposal

Details of How Changes will be 
Monitored Post Implementation

Details of How Changes will be 
Monitored Post Implementation
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How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
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How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.

Revenue Protection

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? 

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.
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Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:54 04:55 06:55
Last Train 23:55 00:28 23:19

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 1 1 Ticket Office Staff 0.86 06:00 10:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 06:30 09:00 Gateline, Mobile, Dispatch 2.8 06:00 21:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch3.46 06:00 00:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 10:00 13:30 Security No Yes Ticket Office - Open To Security No Yes
Ticket Office - Total FTEs (not time of week specific) 0.86 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 1 1 1 Staff Type 7 Number of Active TVMs 1 1 1 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 0.86 08:15 13:45retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 2.8 07:00 16:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch3.46 06:00 23:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 2.8 08:00 15:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch3.46 08:00 15:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:28 04:29 06:04
Last Train 23:51 23:59 23:04

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 2 2 1 Ticket Office Staff 4.2 05:00 19:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:15 06:15 06:45 Gateline, Mobile, Dispatch 4.29 06:00 21:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch7.38 06:00 01:15customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 20:00 20:00 20:45 Security No Yes Ticket Office - Open To Security 2.3 16:00 23:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 4.2 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 2 2 2 Staff Type 7 Number of Active TVMs 3 3 3 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 4.2 06:00 20:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 4.29 08:00 22:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch7.38 04:30 01:30customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 2.3 04:30 01:30Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 4.2 06:00 20:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 4.29 08:00 22:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch7.38 08:00 22:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security 2.3 05:15 01:15Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 05:00 05:58 07:48
Last Train 23:48 23:28 22:41

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 0 Ticket Office Staff 0.57 06:00 09:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 06:15 Gateline, Mobile, Dispatch 2.29 06:00 21:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch Yes Yes
Ticket Office - Open To 09:45 Security No Yes Ticket Office - Open To Security No Yes
Ticket Office - Total FTEs (not time of week specific) 0.57 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 1 1 1 Staff Type 7 Number of Active TVMs 1 1 1 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch Yes Yes
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Description of Change Proposal

Details of How Changes will be 
Monitored Post Implementation

Revenue Protection
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Retail Channels / Retail Staff

All Station Staff 
Breakdown

Ticket Office

TVM

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.

Description of Change Proposal

Details of How Changes will be 
Monitored Post Implementation

See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.
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How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.
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Ticket Office

Revenue Protection

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.

TVM

Mobile Ticketing Team (at 
station)

Mobile Ticketing Team (at 
station)

User Defined I

User Defined II
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Revenue Protection

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? 

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products?

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.
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Revenue Protection

See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.
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Description of Change Proposal

Details of How Changes will be 
Monitored Post Implementation

Ticket Office

TVM

See narrative provided in Rows 4-17 above Benfleet Station information.
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User Defined II - Open To Security No Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? N Staff Type 9 Is the Station currently gated? N Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 05:05 06:03 07:53
Last Train 23:53 23:33 22:46

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 1 Ticket Office Staff 0.57 06:00 09:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 06:15 Gateline, Mobile, Dispatch 0.57 06:00 09:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch0.57 06:00 09:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 09:45 Security No Yes Ticket Office - Open To Security No Yes
Ticket Office - Total FTEs (not time of week specific) 0.57 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 1 1 1 Staff Type 7 Number of Active TVMs 1 1 1 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined II - Number Provided Staff Type 6 Retained Ticket Office - Number Provided Staff Type 6
User Defined II - Open From Staff Type 7 Retained Ticket Office - Open From Staff Type 7
User Defined II - Open To Staff Type 8 Retained Ticket Office - Open To Staff Type 8
User Defined II - FTEs total (not time of week specific) Staff Type 9 Retained Ticket Office - FTEs total (not time of week specific) Staff Type 9
User Defined II - FTEs per day Staff Type 10 Retained Ticket Office - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? N Staff Type 9 Is the Station currently gated? N Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:15 04:25 05:40
Last Train 23:27 23:33 22:40

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 1 1 1 Ticket Office Staff 1.49 06:00 12:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 06:15 08:30 08:45 Gateline, Mobile, Dispatch 0.86 04:00 07:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch3.37 04:00 21:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 12:30 17:15 14:30 Security 2.97 18:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Ticket Office - Open To Security 2.97 18:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 1.49 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 1 1 1 Staff Type 7 Number of Active TVMs 1 1 1 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 1.49 08:00 17:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 0.86 16:00 20:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch3.37 06:00 19:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security 2.97 20:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 2.97 20:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 1.49 08:00 14:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 0.86 15:00 19:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch3.37 06:00 19:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security 2.97 20:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes User Defined II - Open To Security 2.97 20:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:11 04:13 05:49
Last Train 23:36 23:42 22:49

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 3 2 2 Ticket Office Staff 4.4 05:00 18:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:45 06:30 07:30 Gateline, Mobile, Dispatch 7.69 04:00 01:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch6.58 05:00 21:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 18:45 21:00 19:00 Security 7.06 04:00 03:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Ticket Office - Open To Security 1.14 14:00 17:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 4.4 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 3 3 3 Staff Type 7 Number of Active TVMs 4 4 4 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 4.4 06:15 21:15retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 7.69 04:00 23:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch6.58 04:15 23:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security 7.06 04:00 03:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 1.14Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
Retained Ticket Office (staffed by floorwalkers) - Number Provided Staff Type 6 Retained Ticket Office - Number Provided 06:00 07:00 06:00 Staff Type 6
Retained Ticket Office (staffed by floorwalkers) - Open From Staff Type 7 Retained Ticket Office - Open From 20:00 21:00 21:00 Staff Type 7
Retained Ticket Office (staffed by floorwalkers) - Open To Staff Type 8 Retained Ticket Office - Open To Staff Type 8
Retained Ticket Office (staffed by floorwalkers) - FTEs total (not time of week specific) Staff Type 9 Retained Ticket Office - FTEs total (not time of week specific) 3.2 Staff Type 9
Retained Ticket Office (staffed by floorwalkers) - FTEs per day Staff Type 10 Retained Ticket Office - FTEs per day Staff Type 10

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.
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User Defined II

Description of Change Proposal

Revenue Protection

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.

Retained Ticket OfficeUser Defined II

User Defined II

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? 

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products?

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
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Mobile Ticketing Team (at 
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User Defined II

Description of Change Proposal

Details of How Changes will be 
Monitored Post Implementation

See narrative provided in Rows 4-17 above Benfleet Station information.

SOUTHEND CENTRAL
SOC

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? 

Revenue Protection

See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.

SHOEBURYNESS
SRY

7455

All Station Staff 
Breakdown

See narrative provided in Rows 4-17 above Benfleet Station information.

7456

Retail Channels / Retail Staff

Ticket Office

TVM

Mobile Ticketing Team (at 
station)

Retained Ticket Office (staffed by 
floorwalkers)

See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.
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User Defined I

Revenue Protection

Details of How Changes will be 
Monitored Post Implementation

All Station Staff 
Breakdown

TVM

Mobile Ticketing Team (at 
station)

Description of Change Proposal

Details of How Changes will be 
Monitored Post Implementation

See narrative provided in Rows 4-17 above Benfleet Station information.

RAINHAM (GREATER LONDON)
RNM
7454
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Revenue Protection
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Revenue Protection

Retail Channels / Retail Staff
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Mobile Ticketing Team (at 
station)

Revenue Protection



Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 4.4 07:00 19:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 7.69 06:00 21:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch6.58 05:30 23:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security 7.06 04:00 03:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:08 04:31 05:46
Last Train 23:33 23:39 22:46

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 2 1 0 Ticket Office Staff 4.34 05:00 17:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:15 06:30 08:00 Gateline, Mobile, Dispatch 4.91 05:00 21:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch6.58 05:00 21:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 18:00 15:30 15:15 Security No Yes Ticket Office - Open To Security 1.14 14:00 17:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 4.34 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 2 2 2 Staff Type 7 Number of Active TVMs 2 2 2 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 4.34 06:00 15:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 4.91 08:00 15:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch6.58 04:15 23:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 1.14Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 4.34 07:00 15:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 4.91 08:00 15:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch6.58 05:30 23:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:34 04:35 06:35
Last Train 23:35 00:05 22:59

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 2 1 1 Ticket Office Staff 5.06 05:00 19:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:30 06:30 08:15 Gateline, Mobile, Dispatch 3.66 05:00 22:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch6.46 05:00 01:15customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 19:15 19:15 16:00 Security No Yes Ticket Office - Open To Security 0.87 14:00 17:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 5.06 0 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 2 2 2 Staff Type 7 Number of Active TVMs 2 2 2 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 5.06 06:00 21:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 3.66 08:00 19:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch6.46 06:00 23:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 0.87 20:00 23:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 5.06 08:00 17:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 3.66 08:00 19:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch6.46 06:00 22:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security 0.87 15:30 21:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? N Staff Type 9 Is the Station currently gated? N Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:06 04:29 05:44
Last Train 23:31 23:37 22:44

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 2 1 0 Ticket Office Staff 3.4 05:00 17:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:30 07:00 08:00 Gateline, Mobile, Dispatch 4.23 04:00 01:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch5.3 06:00 01:30customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 17:15 15:15 15:45 Security No Yes Ticket Office - Open To Security No Yes
Ticket Office - Total FTEs (not time of week specific) 3.4 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 2 2 2 Staff Type 7 Number of Active TVMs 2 2 2 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 3.4 06:00 15:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 4.23 05:00 23:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch5.3 06:00 22:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5

Retail Channels / Retail Staff

Retail Channels / Retail Staff

Revenue Protection

Retail Channels / Retail Staff

Ticket Office

TVM

Mobile Ticketing Team (at 
station)

Revenue Protection

Revenue Protection

Ticket Office

TVM

Mobile Ticketing Team (at 
station)

See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.
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User Defined II
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See narrative provided in Rows 4-17 above Benfleet Station information.

Retail Channels / Retail Staff

Ticket Office

TVM

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
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Mobile Ticketing Team (at 
station)

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? 

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products?

See narrative provided in Rows 4-17 above Benfleet Station information.

SOE
7457

Retail Channels / Retail Staff

Ticket Office

TVM

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? 

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products?

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)

THORPE BAY
TPB

7460

Mobile Ticketing Team (at 
station)

Revenue Protection

Description of Change Proposal

Details of How Changes will be 
Monitored Post Implementation
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Details of How Changes will be 
Monitored Post Implementation

See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.

Description of Change Proposal See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.
See narrative provided in Rows 4-17 above Benfleet Station information.

Ticket Office

TVM

User Defined I

User Defined II

See narrative provided in Rows 4-17 above Benfleet Station information.

STANFORD-LE-HOPE
SFO

7458

Retail Channels / Retail Staff
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Breakdown
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Details of How Changes will be 
Monitored Post Implementation

SOUTHEND EAST

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products?

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)

All Station Staff 
Breakdown

M
on

-F
ri

Sa
t

Su
n

See narrative provided in Rows 4-17 above Benfleet Station information.

Mobile Ticketing Team (at 
station)

User Defined I

User Defined II

Revenue Protection

Description of Change Proposal



User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 3.4 07:00 15:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 4.23 05:00 23:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch5.3 06:00 21:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? N Staff Type 9 Is the Station currently gated? N Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:43 04:44 06:44
Last Train 23:44 00:15 23:08

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 2 2 1 Ticket Office Staff 3.83 05:00 19:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:30 06:15 08:15 Gateline, Mobile, Dispatch 5.77 05:00 22:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch9.46 04:15 01:15customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 19:15 19:30 16:15 Security 1.37 04:15 08:45Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Ticket Office - Open To Security 2.69 04:15 08:45Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 3.83 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 2 2 2 Staff Type 7 Number of Active TVMs 2 2 2 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 3.83 06:00 19:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 5.77 05:00 20:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch9.46 05:00 20:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security 1.37 04:15 08:45Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 2.69 04:15 00:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 3.83 08:00 16:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 5.77 06:00 16:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch9.46 06:00 18:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security 2.69 05:00 23:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 04:00 04:00 04:00 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 23:59 23:59 23:59 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 05:00 05:02 06:21
Last Train 00:08 00:34 23:21

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 2 3 2 Ticket Office Staff 6.09 05:00 20:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:30 06:15 06:45 Gateline, Mobile, Dispatch 11.53 04:00 03:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch13.46 04:00 03:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 20:15 20:15 20:00 Security 2.51 04:00 03:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Ticket Office - Open To Security 1.77 20:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 6.09 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 4 4 4 Staff Type 7 Number of Active TVMs 4 4 4 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 6.09 06:00 20:59 Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 11.53 04:00 03:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch13.46 04:00 03:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security 2.51 04:00 03:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 1.77 08:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 6.09 06:00 19:59 Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 11.53 05:00 03:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch13.46 04:00 03:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security 2.51 04:00 03:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes User Defined II - Open To Security 1.77 14:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:51 05:01 06:16
Last Train 00:03 00:06 23:16

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 1 1 Ticket Office Staff 0.91 06:00 10:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 06:15 08:30 Gateline, Mobile, Dispatch Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch Yes Yes
Ticket Office - Open To 10:30 14:45 Security No Yes Ticket Office - Open To Security No Yes
Ticket Office - Total FTEs (not time of week specific) 0.91 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 1 1 1 Staff Type 7 Number of Active TVMs 1 1 1 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 0.91 08:00 14:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch Yes Yes
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WEST HORNDON
WHR
7466

Retail Channels / Retail Staff

All Station Staff 
Breakdown

Ticket Office

TVM

Mobile Ticketing Team (at 
station)

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.
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Retail Channels / Retail Staff

Ticket Office

TVM

Mobile Ticketing Team (at 
station)

User Defined I

User Defined II

Description of Change Proposal See narrative provided in Rows 4-17 above Benfleet Station information.

Details of How Changes will be 
Monitored Post Implementation

See narrative provided in Rows 4-17 above Benfleet Station information.

Ticket Office

TVM

User Defined I

User Defined II

Description of Change Proposal

Details of How Changes will be 
Monitored Post Implementation

Revenue Protection

See narrative provided in Rows 4-17 above Benfleet Station information.

TILBURY TOWN
TIL

7462

Retail Channels / Retail Staff

All Station Staff 
Breakdown

Mobile Ticketing Team (at 
station)

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.

Revenue Protection

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.

All Station Staff 
Breakdown Sa

t
Su

n

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

User Defined I

User Defined II

Revenue Protection

Description of Change Proposal See narrative provided in Rows 4-17 above Benfleet Station information.

Details of How Changes will be 
Monitored Post Implementation



Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:16 04:17 05:54
Last Train 23:41 23:47 22:54

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 2 2 0 Ticket Office Staff 3.8 05:00 19:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:15 06:45 07:45 Gateline, Mobile, Dispatch 1.91 06:00 21:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch4.73 05:00 21:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 19:45 16:15 15:30 Security No Yes Ticket Office - Open To Security 2.86 05:00 17:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 3.8 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 2 2 2 Staff Type 7 Number of Active TVMs 2 2 2 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 3.8 06:00 16:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 1.91 12:00 15:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch4.73 04:00 15:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 2.86 16:00 01:45Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined II - Number Provided Staff Type 6 Retained Ticket Office - Number Provided Staff Type 6
User Defined II - Open From Staff Type 7 Retained Ticket Office - Open From Staff Type 7
User Defined II - Open To Staff Type 8 Retained Ticket Office - Open To Staff Type 8
User Defined II - FTEs total (not time of week specific) Staff Type 9 Retained Ticket Office - FTEs total (not time of week specific) Staff Type 9
User Defined II - FTEs per day Staff Type 10 Retained Ticket Office - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 3.8 07:00 15:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 1.91 12:00 15:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch4.73 05:30 14:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security 2.86 15:00 01:15Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:37 04:38 06:38
Last Train 23:38 00:09 23:02

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 1 1 Ticket Office Staff 1.2 06:00 12:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 06:15 07:30 Gateline, Mobile, Dispatch 2.29 06:00 21:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch3.54 06:00 00:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 10:45 13:15 Security No Yes Ticket Office - Open To Security No Yes
Ticket Office - Total FTEs (not time of week specific) 1.2 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 2 2 2 Staff Type 7 Number of Active TVMs 2 2 2 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 1.2 07:00 13:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch3.54 06:00 22:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch3.54 07:00 18:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:14 04:15 05:51
Last Train 23:38 23:44 22:51

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 1 1 1 Ticket Office Staff 3.09 05:00 16:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:45 07:00 07:30 Gateline, Mobile, Dispatch 4.14 05:00 21:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch7.63 05:00 01:30customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 16:45 15:15 15:00 Security No Yes Ticket Office - Open To Security No Yes
Ticket Office - Total FTEs (not time of week specific) 3.09 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 2 2 2 Staff Type 7 Number of Active TVMs 2 2 2 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10

Revenue Protection

Retail Channels / Retail Staff

Ticket Office

TVM

Mobile Ticketing Team (at 
station)

Retained Ticket Office

Retail Channels / Retail Staff

Retail Channels / Retail Staff

All Station Staff 
Breakdown

All Station Staff 
Breakdown

All Station Staff 
Breakdown

All Station Staff 
Breakdown

Mobile Ticketing Team (at 
station)
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Revenue Protection

Ticket Office

Revenue Protection

Ticket Office
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Mobile Ticketing Team (at 
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M
on

-F
ri

WESTCLIFF
WCF
7476

Retail Channels / Retail Staff

Ticket Office

TVM

EAST TILBURY

User Defined I

User Defined II

Description of Change Proposal

Details of How Changes will be 
Monitored Post Implementation

ETL
7471

Retail Channels / Retail Staff

All Station Staff 
Breakdown

Ticket Office

TVM

Mobile Ticketing Team (at 
station)

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.

Revenue Protection

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.
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CHALKWELL
CHW
7469

Retail Channels / Retail Staff

Ticket Office

TVM

Mobile Ticketing Team (at 
station)

User Defined I

User Defined II

Description of Change Proposal See narrative provided in Rows 4-17 above Benfleet Station information.

Details of How Changes will be 
Monitored Post Implementation

See narrative provided in Rows 4-17 above Benfleet Station information.

User Defined I

User Defined II

Description of Change Proposal

Details of How Changes will be 
Monitored Post Implementation

Revenue Protection

All Station Staff 
Breakdown

Mobile Ticketing Team (at 
station)

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.

Revenue Protection

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.



Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 3.09 06:00 15:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 4.14 06:00 15:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch7.63 06:00 01:45customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 3.09 07:00 14:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 4.14 06:00 15:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch7.63 06:00 23:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 05:23 05:27 06:45
Last Train 00:32 00:36 23:46

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 3 2 0 Ticket Office Staff 6.54 06:00 20:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 06:15 06:45 08:30 Gateline, Mobile, Dispatch 29.94 04:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch27.59 04:00 00:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 20:30 19:30 17:00 Security 8.34 05:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Ticket Office - Open To Security 8.26 04:30 01:30Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 6.54 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 4 4 4 Staff Type 7 Number of Active TVMs 3 3 3 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 6.54 06:00 19:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 29.94 04:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch27.59 04:00 00:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security 8.34 05:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 8.26 05:00 01:30Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined II - Number Provided Staff Type 6 Retained Ticket Office - Number Provided Staff Type 6
User Defined II - Open From Staff Type 7 Retained Ticket Office - Open From 06:00 07:00 09:00 Staff Type 7
User Defined II - Open To Staff Type 8 Retained Ticket Office - Open To 22:30 22:00 16:00 Staff Type 8
User Defined II - FTEs total (not time of week specific) Staff Type 9 Retained Ticket Office - FTEs total (not time of week specific) Staff Type 9
User Defined II - FTEs per day Staff Type 10 Retained Ticket Office - FTEs per day 3.63 Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 6.54 08:00 17:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 29.94 04:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch27.59 04:00 03:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security 8.34 06:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes User Defined II - Open To Security 8.26 06:30 01:30Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 05:18 05:20 06:39
Last Train 00:26 00:30 23:39

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 1 0 Ticket Office Staff 1.43 06:00 19:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 07:00 08:45 Gateline, Mobile, Dispatch 13.11 05:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch11.81 04:15 00:59 customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 10:45 12:45 Security No Yes Ticket Office - Open To Security No Yes
Ticket Office - Total FTEs (not time of week specific) 1.43 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 1 1 1 Staff Type 7 Number of Active TVMs 1 1 1 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 1.43 08:00 12:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 13.11 06:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch11.81 04:00 00:59 customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 13.11 06:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch11.81 05:00 00:59 customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 05:08 05:10 06:29
Last Train 00:16 00:43 23:29

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 5 3 3 Ticket Office Staff 9.2 05:00 23:15retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:15 05:15 06:15 Gateline, Mobile, Dispatch 22.57 04:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch28.81 04:00 00:59 customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 23:00 22:45 23:00 Security 15.46 04:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Ticket Office - Open To Security 13.74 04:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Ticket Office - Total FTEs (not time of week specific) 9.2 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5
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Mobile Ticketing Team (at 
station)

Revenue Protection

Ticket Office

TVM

Mobile Ticketing Team (at 
station)

Retained Ticket Office

Revenue Protection

Ticket Office

Mobile Ticketing Team (at 
station)

Revenue Protection

Ticket Office

LIMEHOUSE
LHS

7491

Retail Channels / Retail Staff

Ticket Office

TVM

Mobile Ticketing Team (at 
station)

User Defined I

User Defined II

Description of Change Proposal See narrative provided in Rows 4-17 above Benfleet Station information.

Details of How Changes will be 
Monitored Post Implementation

See narrative provided in Rows 4-17 above Benfleet Station information.

BARKING
BKG

7492

Retail Channels / Retail Staff

All Station Staff 
Breakdown

Ticket Office

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? 

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.
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FENCHURCH STREET

Retained Ticket Office (staffed by 
floorwalkers)

User Defined II

Description of Change Proposal

Details of How Changes will be 
Monitored Post Implementation

Revenue Protection

FST
7490

Retail Channels / Retail Staff

All Station Staff 
Breakdown

Ticket Office

TVM

Mobile Ticketing Team (at 
station)

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.

Revenue Protection

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

See narrative provided in Rows 4-17 above Benfleet Station information.
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TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products? See narrative provided in Rows 4-17 above Benfleet Station information.

How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)
See narrative provided in Rows 4-17 above Benfleet Station information.
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Mobile Ticketing Team (at 
station)

User Defined I

User Defined II

Description of Change Proposal See narrative provided in Rows 4-17 above Benfleet Station information.

Details of How Changes will be 
Monitored Post Implementation

See narrative provided in Rows 4-17 above Benfleet Station information.

Revenue Protection



Staff Type 6 Staff Type 6
Number of Active TVMs 6 6 6 Staff Type 7 Number of Active TVMs 6 6 6 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 9.2 05:00 22:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 22.57 04:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch28.81 04:00 00:59 customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security 15.46 05:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes Mobile Ticketing - Total FTEs (not time of week specific) Security 13.74 05:00 01:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
User Defined I - Number Provided Staff Type 6  - Number Provided Staff Type 6
User Defined I - Open From Staff Type 7  - Open From Staff Type 7
User Defined I - Open To Staff Type 8  - Open To Staff Type 8
User Defined I - FTEs total (not time of week specific) Staff Type 9  - FTEs total (not time of week specific) Staff Type 9
User Defined I - FTEs per day Staff Type 10  - FTEs per day Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 9.2 06:00 22:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 22.57 04:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch28.81 04:00 00:59 customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security 15.46 04:00 00:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes User Defined II - Open To Security 13.74 05:00 00:59Assist in the prevention and detection of crime and antisocial behaviour through proactive tasking deployments across the route, supporting hot spot locations, Provide a clearly identifiable and visible security presence for passengers on stations, Update daily log and activity sheets, Assist c2c staff in times of disruption ensuring customer needs are addressed, Carry out proactive security checks, following the HOT and WHAT protocols, Deliver meaningful crime prevention measures in an interactive and friendly manner in conjunction with British Transport Police, Carry out all other security checks in line with the National Railways Security Programme as applicable, Reduce ticketless travel through ejecting ticketless travellers at stations where identified by c2c staff, Assist with crowd control as requiredNo Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11

Additional Stations as RequiredProposal Information

Station Details

Station Name
Station CRS
Station NLC

Mon-Fri Sat Sun
First Train 04:43 04:53 06:08
Last Train 23:55 23:58 23:08

Current Retail Information Proposed Retail Information

Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include Mon-Fri Sat Sun Staff Type Total FTEs Hours Hours Role Capabilities Does role include Ticket Does role include 
Total Active Windows 3 3 2 Ticket Office Staff 6.63 05:00 20:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Total Active Windows Ticket Office Staff Yes Yes
Ticket Office - Open From 05:15 05:15 06:45 Gateline, Mobile, Dispatch 8.69 04:00 01:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Ticket Office - Open From Gateline, Floorwalkers, Mobile, Dispatch11.13 04:30 01:30customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Ticket Office - Open To 21:00 21:45 20:45 Security No Yes Ticket Office - Open To Security No Yes
Ticket Office - Total FTEs (not time of week specific) 6.63 Staff Type 4 Ticket Office - Total FTEs (not time of week specific) Staff Type 4
Ticket Office - FTEs per day Staff Type 5 Ticket Office - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Number of Active TVMs 2 2 2 Staff Type 7 Number of Active TVMs 3 3 3 Staff Type 7
TVM - Open From 00:00 00:00 00:00 Staff Type 8 TVM - Open From 00:00 00:00 00:00 Staff Type 8
TVM - Open To 23:59 23:59 23:59 Staff Type 9 TVM - Open To 23:59 23:59 23:59 Staff Type 9

Staff Type 10 Staff Type 10
Number of Active MTIS Staff Type 11 Number of Active MTIS Staff Type 11
Mobile Ticketing Team - Open From Ticket Office Staff 6.63 05:00 21:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open From Ticket Office Staff Yes Yes
Mobile Ticketing Team - Open To Gateline, Mobile, Dispatch 8.69 04:00 01:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes Mobile Ticketing Team - Open To Gateline, Floorwalkers, Mobile, Dispatch11.13 04:15 01:30customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes Mobile Ticketing - Total FTEs (not time of week specific) Security No Yes
Mobile Ticketing - FTEs per day Staff Type 4 Mobile Ticketing - FTEs per day Staff Type 4

Staff Type 5 Staff Type 5
Retained Ticket Office (staffed by floorwalkers) - Number Provided Staff Type 6 Retained Ticket Office - Number Provided 06:00 07:00 07:00 Staff Type 6
Retained Ticket Office (staffed by floorwalkers) - Open From Staff Type 7 Retained Ticket Office - Open From 20:00 20:00 19:00 Staff Type 7
Retained Ticket Office (staffed by floorwalkers) - Open To Staff Type 8 Retained Ticket Office - Open To Staff Type 8
Retained Ticket Office (staffed by floorwalkers) - FTEs total (not time of week specific) Staff Type 9 Retained Ticket Office - FTEs total (not time of week specific) Staff Type 9
Retained Ticket Office (staffed by floorwalkers) - FTEs per day Staff Type 10 Retained Ticket Office - FTEs per day 2.84 Staff Type 10

Staff Type 11 Staff Type 11
User Defined II - Number Provided Ticket Office Staff 6.63 06:00 20:59retailing full range of tickets, assisting with ticket vending machines, provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Number Provided Ticket Office Staff Yes Yes
User Defined II - Open From Gateline,Mobile, Dispatch 8.69 05:00 00:59be the focal point for train service delivery, hold train dispatch competency and undertake lockouts, passcom alarm resets, egress handle resets (dispatchers only), provide train running information, carry out security checks where relevant, comply with station procedures/guidelines, automatic ticket gate operation, provide customer service, light litter picking/cleaning, winterisation duties, daily/weekly fire panel tests, accident reporting, fault reporting, ensure contractors and visitors sign in and out, undertake floorwalking duties to assist customers, assist mobility impaired persons, undertake manual PA announcements where needed, assist with ill/injured passengers, work in accordance with cash handing regulations.Yes Yes User Defined II - Open From Gateline, Floorwalkers, Mobile, Dispatch11.13 05:15 00:59customer service, retail ticket office only tickets (Floorwalker at retained ticket office stations only), assist with TVM purchases, offer impartial retail advice, TVM fault finding / maintenance, handling anti social behaviour at stations, safety and security checks, holding dispatch competency and ensuring safe dispatch of trains and lock outs (dispatch only), train service delivery, crowd control, basic station cleaning/presentation, mobility assistance, floorwalking to provide customer assistance, automated ticket gate operation.Yes Yes
User Defined II - Open To Security No Yes User Defined II - Open To Security No Yes
User Defined II - FTEs total (not time of week specific) Staff Type 4 User Defined II - FTEs total (not time of week specific) Staff Type 4
User Defined II - FTEs per day Staff Type 5 User Defined II - FTEs per day Staff Type 5

Staff Type 6 Staff Type 6
Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7 Is the station currently within a Penalty Fares Zone (Y/N) Y Staff Type 7
Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8 Are there any Promise To Pay or Permit To Travel in operation at the station (Y/N) Y Staff Type 8
Is the Station currently gated? Y Staff Type 9 Is the Station currently gated? Y Staff Type 9
Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10 Are any penalty fare exemptions currently in place? Yes / No N Staff Type 10
If yes, describe exemptions N Staff Type 11 If yes, describe exemptions N Staff Type 11
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Description of Change Proposal

Details of How Changes will be 
Monitored Post Implementation

Revenue Protection
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See narrative provided in Rows 4-17 above Benfleet Station information.
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How do the changes help deliver the Williams Shapps plan to; modernising 
customer service at stations and provide a more personal touch for those who 
need additional support at stations (inc  those who cannot/do not want to use 

contactless or mobile tickets)

Revenue Protection

See narrative provided in Rows 4-17 above Benfleet Station information.

TSA Requirement: How does the change represent an improvement on current 
arrangements in terms of quality of service and/or cost effectiveness? 

TSA Requirement: How will members of the public continue to enjoy widespread 
and easy access to the purchase of rail products?
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