Ticket Office Closures Consultation — Arun Valley and Sussex Coast Lines
Gatwick Airport — Bosham Littlehampton to Hove

Whilst acknowledging the aims of this proposal is to ensure staff are visible,
accessible and able to respond to the many and varied enquiries from visitors to
stations, there are a number of concerns which we would like to be taking into
consideration and hopefully, addressed before a final decision is made.

i)Statistics on where tickets are sold

A statement on Southern Rail website reads: “The reality is most tickets are now
purchased online or on our ticket machines, in fact 9 out of 10 tickets sold are bought
away from the traditional ticket offices.”

That may be the case overall, but when broken down station by station, we believe
that the rural and smaller stations sell more than 1% of tickets over the counter. At
many rural stations, customers visit the ticket office before the day they wish to
travel, just so that they can spend time with the salespoint officer, to go through all
the different permutations and possibilities, including times of travel and discounted
tickets. The time spent with these individuals is difficult to quantify, but the customer
satisfaction they go away with is huge. Conversely, if a potential passenger finds it
difficult to speak to a member of staff in this way, and consequently ends up buying
the wrong ticket, or a more expensive ticket, the adverse publicity among their
networks will also be far-reaching.

i) Piloting concept

We are aware that GTR has previously trialled the concept of ‘platform hosts’ at
some stations, for example, Chichester, however as we understand it this still
maintained the ability for hosts to sell and address the full range of ticket enquiries.
Before implementing this proposal across the entire Southern Rail network,
consideration should be given to a suggestion put forward by many — to trial the new
way of working at each station in turn, for a set period. This would give customers
an opportunity to understand what the future staffing offer might be, and to be
meaningfully involved in the pilot. At the end of a set period, at some stations,
customers and staff may welcome the new proposals, perhaps with some tweaks
implemented as a result. If however, a station showed a downturn in footfall, or an
increase in sickness absence from staff, it might be because the new system is
unworkable at that particular station in its present form.

iii) Continuation of the ability to sell the full range of tickets

A statement on the Southern Rail website reads:
“97% of ticket types, including the most commonly bought ones by far, can be
purchased either online or on our ticket machines.
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For tickets which cannot be purchased online or at the ticket machines, this applies
to a very small number of tickets — less than 3% for GTR. The intention is that these
will be available to purchase online in the future but in the interim customers would
be able to buy them in person from selected larger stations during staffed hours.”

It is unclear why staff cannot still assist passengers with these purchases at all
stations, perhaps by using the handheld sales devices.

If Southern Rail are directing people to travel to another station in order to purchase
a ticket, or to apply for a railcard, refund or season ticket for more than a month, this
could lead to people deciding to abandon the idea of rail travel altogether. We
believe this issue should be reconsidered.

iv) Proposed Arun Valley Line ticket office assistance hours

We note that a number of stations on the Arun Valley are proposed to have reduced
weekday ticket assistance hours, specifically at Arundel, Billingshurst and
Pulborough. They currently have ticket offices open until 19:25 or 19:30 but are only
proposed to have ticket assistance available until 13:30. There are also later start
times proposed to ticketing assistance at weekends to 9am, while Ford is proposed
to be closed on a Saturday. These stations act as rural hubs for the Arun Valley area
and we are concerned about the changes. The rationale behind these timing
changes, which appear significant, is unclear.

v) Consultation timing

The timing and timescale for this consultation are both a cause for

concern. Responses are requested during the peak summer holiday weeks and the
timeframe for providing them is exceptionally short. Both factors could contribute to
limiting the amount of feedback received and therefore missing insights that could be
used to inform good decision-making. This is most unfortunate and makes the case
for the pilot approach suggested in our paragraph ii) above or for a deferral of the
consultation to a point outside of the summer peak.

Rowena Tyler, Community Development Officer, Arun Valley Line and Sussex Coast
Line Group
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