GO-AHEAD GROUP BUILDS ONE OF THE
UK’S LARGEST AND MOST SUCCESSFUL
SMART CARD SCHEMES WITH ACT

IN PARTNERSHIP WITH ACT, GO-AHEAD
GROUP HAS CREATED “THE KEY”, ONE OF
THE UK’S LARGEST AND MOST SUCCESSFUL
COMMERCIAL SMART CARD SCHEMES. THIS
DELIVERS A RANGE OF BENEFITS FOR GOAHEAD AND ITS PASSENGERS, FROM HIGHLY
EFFICIENT SMART TICKETING MANAGEMENT,
TO INCREASED PASSENGER CONVENIENCE,
VALUE AND LOYALTY.
With the key, Go-Ahead Group has broken new
ground in smart ticketing. The scheme is one
of the biggest anywhere in the UK – supporting
millions of passengers and journeys a week. It
is also one of the most sophisticated smart card
schemes ever created in the UK, with a wide
range of features and ticket types that deliver
new value for passengers.

DELIVERING SMART TICKETING ON
A NATIONAL SCALE
The key demonstrates how
smart ticketing can be delivered
and managed effectively on
a national scale. The scheme
supports three of Go-Ahead’s
rail businesses and nine bus
operating companies around
the country, with over 500,000
active smart card users for bus
services, and over 250,000 for
trains.
Transactional data relating to
every single smart card journey
is processed and recorded,
allowing Go-Ahead to report
on ridership across the country
and ensure that passengers
are billed correctly. These
functions are delivered by the
central ACT smart ticketing

platform, which processes over
50 million bus journeys and
over 7 million train journeys for
Go-Ahead Group every year.
ACT’s enterprise platform
helps Go-Ahead to manage
large numbers of smart cards
and passenger accounts
across the country. Dennis
Williamson, Group Retail
Solutions Manager (Bus),
Go-Ahead Group, says, “We
issue around 8,000 new smart
cards a month across our bus
and rail services. ACT helps
us to maximise our operating
efficiency by making the
process as fast, efficient and
automated as possible.”

ACT helps us to maximise our operating efficiency by making the process as fast,
efficient and automated as possible.
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ENHANCING THE PASSENGER EXPERIENCE
ACT technologies that support the key
allow passengers to buy their tickets
however and whenever they want to, with
no need to queue at the station or on the
bus. “Passengers can renew and top up
their tickets online or on our mobile site
with no need to queue, no need to buy a
new ticket for each journey, and – in the
case of bus passengers – with no need to
keep the correct change for the bus fare,”
says Dennis.

The key also speeds up travel for
passengers, who can tap their smart card
on the station gate or in-bus smart card
reader to begin their journeys. “With no
need for manual boarding checks or other
interventions we can minimise queuing
times and delays for our passengers,”
Dennis adds. “This helps us keep
everything running smoothly, especially
in high-traffic areas – improving the travel
experience immeasurably.”

‘‘

With more ticket options
and better value for
customers, we are giving
passengers even more
reasons to travel with us,
and ACT is playing a key
role in that success.

INNOVATING TO MAXIMISE PASSENGER VALUE
Together, Go-Ahead Group and ACT are constantly innovating the key to
deliver great customer experiences.

THE ACT SOLUTION
AT A GLANCE
SMART TICKETING PLATFORM
COMPRISING:
ACT HOPS
A secure, high-volume, transaction
engine, which supports many of the
UK’s rail and bus smart card schemes.
ACT CMS
Enables clients to issue smart cards
and manage customer and card
details, as well as providing insight
into individual customer needs and
preferences.
ACT FULFILMENT SERVICE
Sends tickets purchased online out
to in-field devices to process, making
them available for passengers to collect.

Sean McLaughlin, Group Retail Solutions
Manager (Rail), Go-Ahead Group, says,
“We have worked with ACT to develop a
sophisticated, highly convenient pay-asyou-go ticketing solution for our customers
that bills them accurately based on their
journey start and end-points. We have also
created flexible “smart-carnet” season
tickets that offer big savings for passengers
who don’t have a regular travel schedule.”
In addition to these innovations, Go-Ahead
Group has worked with ACT to develop
a new, award-winning, automated delay
repay solution. “If a service is running late,
the solution alerts smart card passengers
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that they may be eligible for a refund,” says
Sean. “They can then open a prepopulated
form, check that the details are correct, and
submit it for processing, all in a minute or
two.”
By delivering these and other smartticketing innovations that increase
flexibility, convenience and value for
customers, Go-Ahead Group is boosting
customer loyalty and overall competitive
advantage. “With more ticket options and
better value for customers, we are giving
passengers even more reasons to travel
with us, and ACT is playing a key role in
that success.”

24/7 HELPDESK
ACT’s 24/7 ServiceDesk operation,
resourced by ACT’s experienced IT
specialists, ensures any issues are
resolved quickly and efficiently.
MANAGED HOSTING SERVICES
A reliable and highly resilient service,
hosted on high quality hardware in a
secure datacenter environment.
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STRATEGIC PARTNERSHIP FOR SMART TICKETING SUCCESS
The strategic partnership between Go-Ahead Group and ACT is at the heart of the
operator’s smart ticketing success.
"ACT are exceptionally efficient in
managing change requests', says Sean.
"We get constant support to achieve our
business goals, whether development to
support interoperability smart ticketing
projects, or creating a new kind of ticket for
passengers."

All of these factors mean that ACT is far
more than a project-by-project supplier
for Go-Ahead Group. “The ACT team
are not just ITSO experts, although they
certainly are that. They also think in terms
of continual service improvements and
what’s coming next; they are continuously

“We issue around 8,000 new smart cards a month across our bus and
rail services. ACT helps us to maximise our operating efficiency by
making the process as fast, efficient and automated as possible.”
“With no need for manual boarding checks or other interventions, we
can minimise queuing times and delays… which improves the travel
experience for passengers immeasurably.”
Dennis Williamson
Group Retail Solutions Manager (Bus), Go-Ahead Group

innovating, which is a perfect fit with our
own innovation agenda,” says Sean. “We
aim to stay at the forefront of everything
smart ticketing can offer our passengers,
and ACT is helping us to achieve it.”

“ACT are exceptionally efficient in managing change requests', says
Sean. "We get constant support to achieve our business goals,
whether development to support interoperability smart ticketing
projects, or creating a new kind of ticket for passengers.”
“The ACT team are not just ITSO experts, although they certainly are
that. They also think in terms of continual service improvements and
what’s coming next; they are continuously innovating, which is a
perfect fit with our own innovation agenda.”
Sean McLaughlin
Group Retail Solutions Manager (Rail), Go-Ahead Group

KEY FACTS
r Go-Ahead Group has created one of the UK’s largest and most
successful smart card schemes, the key, in partnership with ACT
r The key supports several million smart card enabled bus and train
journeys every week
r Passengers can buy smart card tickets online, on mobile, or at
ticket terminals or travel shops
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ABOUT ACT AND FUJITSU
ABOUT ACT

ABOUT FUJITSU GLOBAL

ACT is a Fujitsu company and provides secure,
enterprise class systems that enable the
monetisation of complex transactions. ACT
is a proven leader in the design, build and
management of smart transaction systems that
help people to make the best of their work, leisure
and travel time.

Fujitsu is the leading Japanese information and
communication technology (ICT) company, offering
a full range of technology products, solutions, and
services.

Clients use ACT technology solutions to speed commuters
through public transport, to help shoppers earn rewards,
to provide access to public services and to make it easy for
visitors to explore new places. Its systems are trusted by retail,
tourism, payments, public sector and transport organisations
large and small, and are at the heart of cities around the world.
The company’s enterprise cloud platform already processes
more than one billion digital transactions per annum and is in
use by global transit operators, payments providers, retail and
tourism brands including: Go Ahead Plc, Arriva Plc, First Group
Plc, National Express Plc, sQuid, The Welsh Government,
Transport Scotland, GTR, Transport for Greater Manchester,
Merseytravel and PayPoint Plc.

For more information, please visit
www.weareACT.com.

Approximately 140,000 Fujitsu people support customers in more
than 100 countries. We use our experience and the power of ICT
to shape the future of society with our customers. Fujitsu Limited
(TSE: 6702) reported consolidated revenues of 4.1 trillion yen (US
$39 billion) for the fiscal year ended March 31, 2018.
For

more information, please see www.fujitsu.com.

ABOUT FUJITSU UK & IRELAND
Fujitsu employs over 14,000 people in the UK &
Ireland, with total revenues exceeding £1.8 billion.
Offering an integrated product and service portfolio, we deliver
consulting, applications, technology products, systems integration
and managed services, including cloud-based solutions, for
customers across both public and private sectors, including retail,
financial services, telecoms, government, defense and consumer IT.

For more information, please see: www.fujitsu.com/uk
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