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GNLRT ADVISORY COMMITTEE 

9th September 2014 

LETTERS FROM MEMBERS OF THE PUBLIC 

 

1. SUMMARY OF ISSUES 

1.1. Three letters have been received from members of the public since the last meeting of the 
Committee, all of which relate to the receipt of penalty fare notices for not having a valid 
ticket or not having validated a pass when travelling on the tram system. 

 

2. RECOMMENDATION 

2.1. The views of the Committee are sought. 

 

3. INTRODUCTION 

3.1. The Committee has been informed at recent meetings of the Penalty Fare System that has 
been established by Tramlink Nottingham for anybody found to be travelling on the tram 
system without a valid ticket or without having validated their pass.  Following an intensive 
and long running awareness campaign and a period when revenue inspectors issued only 
warning notices to passengers, penalty fare notices were first issued from 23rd June.  The 
penalty fare is £50 and anybody issued with such a notice has the right to appeal under a 
three stage appeals process. 

3.2. Generally, in recognition of the fact that the system is new and still bedding in, the operator 
will review any penalty fares that are appealed to ensure that, where passengers have 
demonstrated a reasonable explanation for not having had a valid ticket or pass, the 
penalty fare is waived, and, generally, anybody who has made a genuine mistake in the 
validation of a pass for which they have paid, will be issued a warning notice as a first 
offence.  The operator also checks if ticket machine equipment and validation were 
operating correctly. 

3.3. Since an independent appeals panel has been established to adjudicate on any appeals 
that reach the third stage of the process, it is not possible for this Committee to intervene in 
any individual appeal decisions.  The Committee is however asked for its views on the 
specific complaints that have been made about the procedure in the letters received. 

 

4. CORRESPONDENT A (Appendix A) 

4.1. Correspondent A is a Kangaroo pass holder who was issued with a penalty fare notice on 
23rd June for not having validated her card before boarding the tram.  She appealed against 
the notice and, following rejection of the appeal at the first stage, she appealed again and 
was successful.  Correspondent A raised a procedural concern that she was not issued 



 

 
 

instructions on how to validate her card before boarding a tram and that she had not 
received a bespoke response to her written complaints regarding how she was treated.   

4.2. Tramlink Nottingham has confirmed that Kangaroo season tickets are now all smart and are 
only valid for travel when validated prior to boarding a tram (or bus).  It is of note that 
Tramlink are unable to communicate directly with Kangaroo card holders because they do 
not hold details of their names and addresses.  This matter has been raised at the 
Kangaroo Operator’s Group and the City Council, as scheme administrator, has clarified the 
matter on its website and in printed material, to ensure that card holders are made aware of 
the need to validate prior to boarding a bus or tram. 

 

5. CORRESPONDENT B (Appendix B) 

5.1. Correspondent B is an irregular tram user who last used the tram two years ago, when she 
purchased a ticket from a conductor.  She was recently issued with a penalty fare notice 
when revenue inspectors boarded the tram that she was using and she did not have a 
ticket.  She claims that she was not aware that the system had changed.  She has since 
been informed by a colleague that some customers who have been found to be travelling 
without tickets have been advised by revenue protection staff to get off the tram at the next 
stop, buy a ticket and continue their journey. 

5.2. The correspondent, who has submitted two appeals, feels that the operator is not 
implementing a consistent policy and that she has not been treated fairly.  Two letters of 
appeal have been submitted by the correspondent, both of which have been rejected. 

5.3. Tramlink Nottingham have advised that Nottingham Trams (NTL) operate a number of 
revenue protection exercises aimed at both educating the public as well as checking tickets 
and issuing Penalty Fares.  Passengers found to be without a ticket, who have yet to board 
a tram will be directed to the ticket machines and validators rather than be issued with a 
penalty fare.  In addition, since the launch of penalty fares NTL have utilised spare drivers to 
provide on stop advice to passengers in a similar way to the ambassadors utilised in April 
and May. It is possible that either of these could be what Correspondent B’s friend 
witnessed although without further details there is insufficient information to investigate 
further. 

 

6. CORRESPONDENT C (Appendix C) 

6.1. Correspondent C states that, when he boarded a tram on 29th June, he was unaware that 
the new ticketing policy had been introduced and was hence expecting to buy a ticket from 
a conductor.  He was therefore unable to produce a ticket when requested by a revenue 
inspector and was issued with a penalty fare notice.  The correspondent’s appeal against 
the issue of the notice, on the grounds of there being insufficient signage at the tramstop, 
has been rejected at the first stage, but he considers that his appeal has not been given full 
consideration because the letter issued by Nottingham Trams has standardised content and 
that individual cases are therefore not considered on their merit. 

6.2. Tramlink has confirmed that a standardised letter is sent at the first stage of appeal 
because it would be impractical to send individual responses to each appellant and would 
run the risk of errors being made.  It is however possible for an appeal to be successful at 
the first stage if the tram operator’s records demonstrate that a customer was unable to buy 
or validate a ticket or pass because the ticket machine or validator wasn’t working correctly 
at the time. 



 

 
 

6.3. The signage at the tramstops and on the trams meets the requirements set out in the 
Nottingham Express Transit System Order 2009.  In addition throughout the awareness 
campaign and since off tram ticketing was launched additional signage has been posted on 
tramstops (e.g. shelter flashes, information posters) and throughout trams as well as on the 
Passenger Information Displays, website and on social media.    In order to further raise 
public awareness of the need to buy tickets or validate passes before boarding the tram a 
new campaign has been initiated to refresh the posters on and around the system. 

 

Contact Officer: Andy Holdstock 

Telephone Number: 0115 8764199 

E-mail:  andrew.holdstock@nottinghamcity.gov.uk 
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