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Executive Summary
The Joint Transport Committee Tyne and Wear Sub-Committee proposed in July 2022 that
an appraisal be carried out on the Tyne Pass Scheme at the Tyne Tunnels by Transport
North East (TNE). The Tyne Pass Scheme is the barrierless open road tolling scheme
which became operational in November 2021 and has now been in place for almost 10
months.
The Tyne Pass scheme is a major change to the operation of Tyne Tunnels, for the first
time in 55 years allowing traffic to flow freely without being forced to stop and queue at
barriers to pay with coins. However, behind the scenes for the operator TT2 Ltd (TT2), it
involves a complex structure of software and management systems to allow each vehicle to
pay a toll for the journey via high specification camera recognition and automated payment
systems. It has also required 80 new staff to be recruited and trained, the majority working
in a new contact centre with customer agents available online and on the telephone 7 days
a week.
The purpose of the TNE appraisal is to examine various elements of the scheme to
establish which elements have been effective so far, and which elements have required
improvement or still require further improvement.
The appraisal focusses on:
•
•
•
•

the aims of the Tyne Pass scheme;
how the scheme has operated in its first few months;
what the feedback and customer response has been; and
what actions have been taken or are required to improve the scheme.

The appraisal has allowed TNE to critically examine various aspects of the Tyne Pass
scheme and review TT2’s performance in these areas, with particular emphasis on the
elements which have received most feedback from customers and stakeholders.
There has been a high level of customer and stakeholder feedback over the first months of
the new scheme with negative feedback and complaints coming from some customers who
have been subject to toll enforcement processes and have received an Unpaid Toll Charge
Notice (UTCN). Whilst only a small percentage of users receive a UTCN, so far over 13
million customers have used the Tyne Pass system, meaning that even very small
percentages can create sizeable numbers of individuals. The vast majority of customers
are paying the toll successfully under the new system. In July 2022 96.45% of customers
paid the required toll on time.
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This appraisal considers the feedback received and examines what has been done to
respond to it and what further actions TT2 can take. TNE can conclude that there are some
elements which have needed improvement, and with experience and hindsight would have
been done differently or put in place earlier if the system was planned again. Other
elements have been successful and effective and have only required minor changes to
maximise their effect.
Operational elements such as the Tyne Pass roadworks and traffic management have been
successful with few alterations required to the original plan. More technical elements such
as the TT2 app, bank card payment systems and the ANPR (Automatic Number Plate
Recognition) systems have required TT2 to take an evolutionary approach, continuously
analysing data on processes and on customer behaviour and taking steps to make changes
to systems, staff processes and software to improve the customer experience.
Some groups of customers have required TT2 to take multiple actions to cater for their
needs, and TNE considers that ongoing work is required to ensure that these customers
receive a high quality service. TT2 has worked hard to increase the numbers of Pre-Paid
customers to record levels which ultimately improves compliance, but in order to respond to
feedback from Pre-Paid customers it has been necessary to put in place numerous
elements of customer care such as email reminders, website support and the Auto-Top up
facility to assist them.
Other changes for groups of customers have come about directly in response to feedback.
The Hardship Support scheme has now been successfully put in place by TNE and TT2
working together to assist vulnerable customers. Blue Badge customers have also been
well-supported and their feedback has been listened to resulting in the continuation of the
toll exemption for Blue Badge holders and a bespoke registration scheme which allows
them to drive through and access the same experience as other drivers.
At the start of the new scheme there was undoubtedly a learning curve for TT2 and for
customers, as new customer service agents working for TT2 gained experience, and a
better understanding was gained of the way the new payment systems would be used by
customers. This has progressively allowed for improvements to the systems through which
customers contact TT2, whether to better inform customers or minimise the potential for
human error. In addition, the appeal rules have been continuously reviewed to reflect
emerging trends and to add more discretion to the process.
The outcomes of the appraisal are set out in the report in each section, with some elements
of the scheme requiring further action from TT2 or TNE in the future or further monitoring
over the next few months.
Overall, TNE considers that it is important to recognise that the main aims of the Tyne Pass
scheme were to significantly reduce carbon emissions, modernise the payment system and
reduce journey times on the A19 via the Tyne Tunnels. These aims have all been achieved
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successfully within the first few months of the Tyne Pass scheme which is an extremely
positive outcome for the region.
The dissatisfaction of some users around the enforcement process is also recognised and it
is disappointing that any customer has had a negative experience in the early months of the
Tyne Pass scheme. However, TNE has taken action with TT2 to address the issues raised
and make improvements in all areas to respond to feedback.
TNE is conscious that the negative feedback around enforcement has resulted in a
disproportionate focus on UTCNs when in fact the scheme has achieved its aims for the
region and is serving customers well. Only 3.55% of users receive a UTCN and only 14%
of those dispute the UTCN via an appeal. Complaints to TNE and TT2 amount to one
complaint per 20,000 journeys, however the volume of journeys per month (over 1.5 million)
mean that the number of complaints and UTCNs can seem like a large number.
An indication of positive customer response is shown by the numbers of drivers who are
now choosing the Tyne Tunnels to cross the river. In July 2022 a record 1.59 million
journeys were made through the tunnels. This is the highest level of traffic ever seen at the
Tyne Tunnels.
TNE and TT2 are grateful to Tyne Tunnel customers and regional stakeholders who have
shown patience in allowing the system to bed in and allowing time for TT2 to analyse data
and make necessary changes to processes and systems in the early days of the Tyne
Pass. TNE has been impressed with the hard work and dedication of TT2 staff and
management who have attempted to address all issues raised and have continued
operating the tunnels safely and effectively during some challenging times.
Going forward, TNE will continue to monitor the effectiveness of the Tyne Pass scheme and
monitor TT2’s performance as Concessionaire. This can be done both within the
contractual mechanisms which were designed to ensure TT2’s performance in all areas of
operation, and also by TNE officers continuing to work with TT2 on a day-to-day basis to
analyse data and review feedback received from customers in order to come up with
practical solutions to resolve issues raised and to improve the overall customer experience.
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Tyne Tunnels Background
The Tyne Tunnels comprise of two vehicle tunnels (one northbound and one southbound)
and the pedestrian and cyclist tunnels all passing under the River Tyne and linking North
Tyneside with South Tyneside.
The first vehicle tunnel was opened in 1967 by Queen Elizabeth II, and the second was
opened in 2011 having been financed and built via a Concession contract with TT2 Limited
(TT2). The Concession contract is a 30 year design-build-finance-operate contract. The
Tyne Tunnels receive no central government funding nor any local subsidy, with all
operational costs and debt financing costs being met from the tolls charged to users of the
vehicle tunnels.
The Tyne Tunnels are jointly owned by the five Tyne and Wear Councils through their
membership of the North East Combined Authority (NECA) and the North of Tyne
Combined Authority (NTCA). Through the region’s joint transport arrangements the
interests of the local authorities are represented by the North East Joint Transport
Committee (JTC) and the North East Joint Transport Committee Tyne and Wear SubCommittee (TWSC) and administered by officers of Transport North East (TNE). TWSC is
responsible for decision making relating to the operation and toll collection at the Tyne
Tunnels while JTC remains responsible for overall budgetary decisions.
TT2 as Concessionaire was responsible for the part-financing, design and construction of
the new road tunnel, and continues to be responsible for the day-to-day management and
operation of the Tunnels, in accordance with the Project Agreement which is in place from
2007 to 2037. TT2’s performance as Concessionaire is assessed and monitored by TNE,
the officer group that supports and acts on behalf of the JTC.

Background to Tyne Pass scheme
The Tyne Pass scheme for barrierless open road tolling was launched on 8 November
2021. The barrierless scheme has modernised the payment system at the Tyne Tunnels
and provides other benefits for the area, including significantly reduced carbon emissions.
The scheme was approved by the JTC and TWSC in September 2020. The scheme has
been designed, implemented and operated by TT2 following consultation with TNE officers,
in line with the review processes set out in the Project Agreement.
Modernisation of the toll payment system at the Tyne Tunnels was anticipated in the Project
Agreement when was it was agreed in 2007. It has been under consideration for some
time, in order to upgrade from the largely coin-based system to a barrierless open road
tolling system.
The new system works via high specification Automatic Number Plate Recognition (ANPR)
cameras which read every vehicle number plate and register each vehicle journey. The toll
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barriers have been removed altogether and vehicles no longer have to stop or slow down to
make a payment. Customers are no longer required to carry cash in their vehicle and can
choose to pay the toll before or after their journey by a variety of methods, such as a PrePaid account, via an app or at a PayPoint in a local retailer.
The previous outdated system required customers to stop and make payment at the toll
barriers, causing delay for drivers and resulting in unnecessary carbon emissions from
traffic queueing then accelerating after leaving the toll barriers. The Tyne Pass scheme has
taken learning from other barrierless systems in operation across the UK and Ireland.
As anticipated by TT2 and the Tyne & Wear Integrated Transport Authority in the 2007
Project Agreement, it was agreed that the costs and risks associated with the
implementation of the Tyne Pass scheme, as well as the enforcement income, would lie
with TT2. This was ratified by the JTC and TWSC in the decisions made in committee
meetings in September 2020.
The scheme was planned in order to provide the following benefits:
•
•
•
•

modernisation of the toll payment system;
reduced journey times;
reduced carbon emissions; and
creation of new local jobs.

Customer responses to the Tyne Pass scheme
Customer responses to the new system have been generally positive in terms of journey
times, environmental benefits and the cashless system. The reduction in the preference by
customers to use coins as a means of payment had been observed over several years –
indeed at the point of transfer to open road tolling only 17% of customers were paying by
cash whereas three years earlier it had been 50%. Many customers over recent years had
also expressed dislike of the toll barriers themselves, finding the barriered system
intimidating and inconvenient, therefore these customers are positive about the new system
which does not require any stopping at barriers.
An indication of positive customer response is also shown by the record numbers of drivers
who are now choosing the Tyne Tunnels to cross the river. In July 2022 1.59 million
journeys were made through the tunnels. This is the highest level of traffic ever seen at the
Tyne Tunnels and is against a regional backdrop of little or no increase in traffic.
The vast majority of customers are also paying the toll successfully under the new system.
In July 2022 96.45% of customers paid the required toll on time.
However, there has also been negative feedback received from some customers who have
been subject to toll enforcement processes and have received an Unpaid Toll Charge
Notice (UTCN). Whilst only a small percentage of users receive a UTCN, so far over 13
6

Tyne Pass Appraisal Report

September 2022

million customers have used the Tyne Pass system, meaning that even very small
percentages can create sizeable numbers of individuals.
Where customers have expressed dissatisfaction at their receipt of charges and the tolls
due for payment, this sentiment can often be amplified by social media. In January 2022
there were two online petitions, a website and a social media group set up by tunnel users
who are dissatisfied with the enforcement element of the Tyne Pass scheme.
The points raised in the petitions have been addressed and useful customer feedback has
been taken forward where possible. Work is ongoing with some campaigners to provide
clearer information for customers and to take forward suggestions for improvements.
However, given the volume of customers who make use of the tunnels, it is likely the
scheme will continue to receive feedback from a small proportion of customers who have
received a UTCN and are dissatisfied as a result.

Tyne Pass Scheme appraisal
Given that the Tyne Pass scheme has been fully operational for over six months, it was
proposed by the JTC and TWSC that an appraisal be carried out to assess the scheme so
far considering feedback and progress to date, and to consider areas where further
improvements for can be made, focussing on:
•
•
•
•

the aims of the Tyne Pass scheme;
how the scheme has operated in its first few months;
what the feedback and customer response has been; and
what actions have been taken or are required to improve the scheme.

The nature of the contract between TT2 and JTC (represented by TNE) means that the
obligations, responsibilities and performance of TT2 are regularly assessed by TNE to
ensure that its performance as Concessionaire is satisfactory. However, an additional
review was considered useful at this stage to evaluate the Tyne Pass scheme so far and to
plan for the future operation of the scheme as it reaches a more mature stage in its
development. The appraisal will also provide transparency for the benefit of customers and
the wider public, to ensure that they are provided with value for money and a high quality
service.
Various elements of the scheme are appraised below to establish what elements have been
effective so far, and what elements have been improved or need further improvement.
TT2 management and staff have fully engaged with the appraisal and worked with TNE to
critically assess and evaluate the operation of the system in the first months of the new
system, and to plan further improvements for the future.
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The areas under consideration are:
1. Roadworks and traffic management
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2. Payment system and customer service
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3. Payment window ‘Pay by Midnight tomorrow’
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5. Pre-Paid customers
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1. Roadworks and traffic management
a.

How the Tyne Pass traffic works were planned and carried out

To enable the Tyne Pass scheme to function as a barrierless scheme, it was necessary to
remove the toll plazas and barriers located at the Howdon (north) end of each of the two
tunnels. In addition to removal of the barriers, a new road layout was planned to
accommodate the traffic in an open road tolling system. TT2 initially appointed road traffic
engineers to design the works and later appointed civils contractors to remove the toll
plazas, lay the new road surface, install the necessary road safety features and manage the
traffic during the works.
The work was planned to take place systematically over several months, with the aim of
avoiding having to close the tunnels where possible. Contractors worked on the lanes
which had no traffic passing through, whilst vehicles continued to travel safely through two
designated lanes. The intention was that the final stage would lead to a smooth dual
carriageway with a new road surface and permanent signage. That took longer overall due
to the frequent worksite changes, but minimised disruption for motorists.
Over the works period, there were 4 traffic lane changes Northbound and 3 Southbound,
which were required as works were completed on each of the lanes of the former toll
plazas. The lane changes were managed via cones, signage and marketing in advance of
each change.
b.

Feedback and customer response

On the first morning of the new system some drivers drove slowly and several stopped or
pulled into the side of the road, but the majority of drivers quickly adapted to the new
system in place. TT2 initially placed a number of staff in the plaza area to direct traffic and
speak to any drivers who stopped their vehicle, but it became apparent that the presence of
staff was encouraging more drivers to pull in and stop. TT2 therefore decided to bring the
staff presence down to a minimum and moved/added temporary signs where it was clear
that drivers were unsure of the road layout.
The first Monday of the works saw the longest delay, of 11 minutes for users travelling
south bound and 14 minutes for those traveling Northbound. On the following Monday, this
was reduced to 7 minutes and 4 minutes, respectively.1 These were the scenarios where
the traffic was initially split in to two single lanes to allow for a toll lane to be removed.
Subsequent road layout changes were managed in a different way as customers seemed to
understand the lanes better if there was a dual carriageway rather than two separate single
lanes.
1

Based on average journey time which is measured between 2 points on the A19 in each direction using data
supplied by Google.
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Lane changes were managed successfully and there were relatively few issues or
complaints from customers regarding the traffic management after the first week.
An assessment of Road Traffic Accidents (RTAs) in and around the tunnels shows that in
an average month pre-Tyne Pass there were between 1 to 3 minor accidents recorded per
month and this has remained stable post-Tyne Pass. This data suggests that the safety of
the traffic management under Tyne Pass has remained consistent and RTAs have
continued to be at a low level compared with the volume of traffic.
c.

Action taken/required to address any issues

TNE recognises that the traffic management process in the first few weeks was responsive
to the conditions experienced. TT2 staff were observing driver behaviour and adapting the
traffic management approach, for example the withdrawal of staff and the moving of signs
to improve drivers’ awareness of the A187 exit northbound. The delays seen in the first
week were greatly reduced during November 2021. By December 2021, TT2 was able to
report faster journeys for tunnel users than pre-Tyne Pass.
During the works period, each time a lane change was required this was marketed to tunnel
users several days beforehand via:
•
•
•

direct emails to customers (see below examples in Fig 1.1);
social media posts (see below examples in Fig 1.1); and
website information.

Fig 1.1 Examples of messaging to customers about lane changes during road works

TNE considers that this messaging was effective along with the placing of cones and signs
informing users of the new road layout.
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Overall, TNE believes that the works and traffic management element of the Tyne Pass
Scheme has been effective in its aims. The work has been completed successfully, there
have been no significant accidents due to the works and most importantly, both tunnels
have remained fully open to traffic despite the works being carried out.
On review, it is recognised at times of temporary traffic management that users will take
time to understand the changes in road layout and may be cautious on initial use. TNE and
TT2 recognise that the delays during the first week were problematic for drivers, but TT2
adapted quickly and responded to customer driving behaviour to resolve the issues within a
short time frame. If similar works were planned again in the future, lessons learned from
Tyne Pass would include the need to aim for a temporary dual carriageway (rather than two
separate single lanes) which seems to be easier for drivers to understand.
The finalised road layout is now in place and customers have adapted quickly to the
permanent layout. This is reflected in the improved journey times and reduced delays, in
spite of the large rise in numbers of vehicles using the tunnels by spring/summer 2022.
Such traffic volumes would, in the pre-Tyne Pass era, have resulted in major delays and
queues including in the northbound tunnel.
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2. Payment system and customer service
a.

How the new toll payment system was set up

Under the previous barriered system drivers stopped their vehicle at the toll plaza and paid
the toll at the barriers in cash or via an account which originally required a plastic tag to be
shown at the barriers. Under the new toll payment system there are various ways to pay the
toll, none of which require a driver to stop their vehicle at the Tyne Tunnels.
Customers can pay the toll due for each journey before or after their journey by any of the
following means:
•
•
•
•

Pre-Paid account – set up via the TT2 app or on the TT2 website, this allows the toll
to be automatically deducted from the customer’s Pre-Paid account as they drive
through;
Website/app – customers can pay before or after their journey via the TT2 website
or app making an online payment;
Telephone – customers can pay before or after their journey by telephone making a
card payment;
Cash – customers without bank accounts or the means to pay digitally can still pay in
cash at a retail outlet using the “PayPoint” network. Customers using this facility can
simply give their registration number and date of journey to make a cash payment
before or after their journey.

The toll must be paid by one of these means before a journey takes place (up to a year
ahead) or by midnight on the day following their journey (see section 3 below for separate
consideration of the payment window).
Customers who have any payment issues can contact the customer call centre and speak to
a trained member of staff seven days a week. The contact centre was originally open 5
days per week between 08:30 and 16:30. The contact centre hours were extended even
before the start of Tyne Pass following customer feedback. The opening times are now
08:15-19:00 Monday to Friday, Saturdays 09:00-13:00 and Sundays 09:00-12:30.
The contact centre is a new department at TT2 and employs over 70 staff members on terms
and conditions at or better than those prescribed by the Local Government Association’s
“Green Book”. The staff work on two shift patterns during the week. There are a variety of
roles within the centre in order to run daily operations including Resource Planning, Quality
Assurance, Process Improvement and Complaints.
The aims of the payment system and customer service provided by TT2 are to make the toll
payment process as simple and convenient as possible for customers, and to allow them to
obtain assistance quickly if they have any issues with payment.
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On an average day around 11,000 successful payments are made, with typically 96% of
transactions taking place via the app or website.

b.

Feedback and customer response

i. Payment systems availability
In terms of operation and availability, TNE believes that the payment systems have been
very successful and the contractual target of over 98% payment system availability has
been achieved at all times since the systems went live. There has been one occasion in
March 2022 when back-office systems were down for approximately 2 hours but this was in
the early hours of a Saturday morning. TT2 reacted quickly and contacted the systems
provider who was able to fix the issue and restore the systems. The public-facing aspects of
the system were functional throughout and no customer was unable to pay for a toll.

Fig 2.1 Availability of Payment Systems at TT2
100.00%

99.50%

99.00%

98.50%

98.00%

97.50%

97.00%
Q3 2021/22

Q4 2021/22

Public Interface Availability

Q1 2022/23

Back Office Availability

Minimum Service Level

TNE is aware of one occasion of approximately one hour during the current quarter where
the public-facing system ran slowly, but contact centre staff were able to help any
customers who reported problems accessing their information.
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ii. Contact centre
There was originally some criticism of the contact centre opening times and call waiting
times for customers. The criticism of the call centre opening times was based on the fact
that before the launch of Tyne Pass it was closed at weekends and was not open long
enough on weekdays. The primary criticism of call wait times was that customers were
waiting too long in a call queue before getting through to a staff member who could assist
them.
The majority of feedback relating to the contact centre staff has been positive in terms of
the behaviour and manner of the staff themselves and how they resolve matters and assist
people. Customers have commented on the helpful manner and politeness of contact
centre staff, even if the customer was dissatisfied with the final outcome they have
generally commented that the staff on the phone have tried their best to assist.

iii. TT2 app
There was criticism of the TT2 app in the first month of Tyne Pass as it was not fully
operating until one month after “Go-Live”. The app during that period linked users to the
website to manage their Pre-Paid account. Once the new app was available there were
some functionality issues over the following few weeks which also caused complaints from
users if they could not download the app or if a particular feature was not working.

iv. Telephone payment line
The telephone payment line is only used for 2.3% of toll payments so is not a common
choice for payment. However, there has been some feedback from customers that the
voice recognition does not always pick up the correct letters/numbers for the car registration
for some users. Customers have also suggested that TT2 should have a person on the
phone line to make payment rather than an automated service.

v. PayPoint
PayPoint is used a payment method for only 1-2% of journeys. The feedback about
Paypoint in the first few weeks of Tyne Pass was that some shop assistants in retail outlets
did not know the process for a Tyne Tunnels toll payment or did not understand it. The
current most common issue experienced by customers is incorrect entry of vehicle
registration zero or O which leads to a payment not being matched to a journey. This issue
is dealt with by favourable appeal being allowed or call centre staff can help move payment
across to the correct registration when the customer notices the error on their receipt.
vi. Payment reliability and 3DS
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There has also been feedback that payment reliability is an area of frustration for customers
who try to make a toll payment and their card payment fails or is declined. Customers tend
to assume the error arises from a fault with TT2’s systems, even though the rejection is in
most cases by the bank and not TT2.
The card decline rate was affected by the move in March 2022 to 3DS. This was a
requirement for all retailers to move to the more stringent 3DS security protocol for online
payments. The obligation for more information to be input by the customer, as well as
tighter assessment criteria by banks, has resulted in an increase in the number of payment
failures being reported by the Card Acquirer.

c.

Action taken/required to address any issues

i. Payment systems availability
TNE officers were informed on the one occasion that the back-office systems were down. It
is helpful that it was in the early hours of a Saturday morning which is not a popular time for
users to access the system, so very few customers were even aware of the issue. No
UTCNs were issued as a consequence of this. Apart from this one occasion and the system
running slowly for an hour in Q2 2022, there has been 24/7 payment systems availability
since 8 November 2021, which TNE considers to be an excellent result for the new TT2
systems.
ii. Contact Centre
TNE is aware that wait times and call centre opening hours were addressed by making
changes at TT2 contact centre and by better management of the processes and the staff.
Average call wait times in July were 1.4 minutes and the chart below shows the progress
made. The highest average call wait times were 12-14 minutes between April-June 2021
so a vast improvement has been made with current average times just above one minute.
The peak for average call waiting times since Tyne Pass Go-Live in November 2021 is just
above 4 minutes.
Fig: 2.2 Average Call Wait Times
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In terms of the positive feedback relating to call centre staff, TNE believes that this has
been achieved by the TT2 staff training programme in place and the management of the
call centre including motivating staff and monitoring their outputs to maintain a high quality
service. The effective use of data analysis in the contact centre management has also
been significant in supporting and improving business processes.
A site visit in July 2022 by an external auditor in the contact centre evidenced that the
training sessions, including the onboarding and refresher training sessions were effective in
supporting customer service agents to fully understand the processes.
iii. TT2 app
The criticism faced regarding the app was predominantly within the first few weeks after
Tyne Pass Go-Live. This was due to the delay with the app launch, which required users to
complete actions via the functioning website as an alternative. Upon launch of the app in
December 2021, some customers faced difficulties downloading the application onto their
devices; this was due to a caching issue for which TT2 worked closely with its customers in
order to resolve.
Since then, TNE is aware that TT2 has worked with its software provider and with its own
user group to continually test every aspect and to resolve or make improvements at the
earliest opportunity where any issues are found. The app is currently utilised by over
50,000 customers and TT2 is continuing to take on board customer feedback and to invest
in further development.
TT2 identified that any programme of system improvement needed to be prioritised and
coordinated with its technology service suppliers, such as the app and website developers.
TNE has supported the decision to restructure some of the TT2 teams in June 2022 to
create a clearer function within the organisation, with responsibility for prioritisation of
technology development, principally by the creation of a Product Manager role, responsible
16
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for the creation and implementation of a product roadmap which balances needs with
capacity. TNE officers now have a direct link to the Product Manager to raise any issues
and to receive updates on progress.
iv. Telephone payment line
With regards to the automated phone payment line, TNE has noted the concerns raised
and has asked TT2 to respond to the feedback. TT2 has sought to make improvements to
the customer experience and performance of the payment line. The voice prompts have
been changed in response to feedback and the time given for customers to input their card
details has been extended as data was showing that customers were struggling to input
their card details within the time allocated.
The question has been raised to TT2 as to why agents are unable to take payments over
the phone. TT2 has responded to explain that this was not in the original plan or proposal
for Tyne Pass payments and would involve a different level of security for contact centre
staff, as they would need to handle sensitive customer card details. The automated
telephone system does not store or give access to card details and therefore it is far more
secure for customers and is PCI DSS compliant (Payment Card Industry Data Security
Standard). It also allows this to be a 24-hour facility for those wishing to make payment
outside contact centre opening hours.
Recent analysis has been carried out on successful payments using the automated
telephone payment line and for each call made show that around 93% of the calls lead to a
successful payment, suggesting that some of the improvements made have been
successful. The importance of this option for customers is understood and TNE has agreed
that TT2 should regularly review and seek to improve this service. TNE has also requested
that TT2 review other similar providers of a telephone payment service and assess whether
there are other options or further improvements which can be made to this service.

v. PayPoint
The feedback regarding PayPoint and shop staff not understanding toll payments has
reduced significantly as more and more local shops have become used to the toll payments
via PayPoint.
TT2 has put changes in place to assist customers. Following feedback, in the instance that
a shop worker at a PayPoint retail outlet inputs an incorrect digit, a process has been put in
place by TT2 to make it easier for contact centre staff to check directly with PayPoint and
match up a payment with a journey. A rule for appeals has also been put in place so that
any appeal regarding a PayPoint payment with an incorrect digit means that the appeal
would be allowed and any UTCN cancelled. TNE believes that these changes have
benefited the customer and made PayPoint an easier choice for customers to pay the toll.
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vi. Payment reliability and 3DS
TNE has been aware of the customer feedback on payment reliability over the last few
months and concerns that some cards were being declined. TT2 has now carried out
further analysis and has provided regular updates to TNE on improvements made.
TT2 has analysed the card failure rate, and from the data provided by the banks it proved
possible to analyse main causes of failure:
•
•
•
•

29% – invalid card usage (e.g. over limit, excess usage, closed account, card
reported lost);
27% - ‘Do Not Honour’ – most commonly error in address entry or incomplete
information;
9% - CVV error;
9% - expiry date error.

In response to this TT2 has put in place a programme to help reduce such errors for
customers making payment online by minimising the likelihood of an error. Numerous
changes have been made across the website to help the customer with data entry:
•

Customers can no longer click “Pay” without completing their name or address
o Where they attempt to do this, a message appears prompting the
customer to “Please check the information you have provided and try
again”;

•

Introduction of the Post Code Finder to reduce error rates on address input
o Manual input is still available where address look up is not possible i.e.
new homes;

•

Added descriptions to indicate to the customer exactly what information is being
asked of them:
o
Cardholder name: “The cardholder name,
as it appears on the front of the card”
o
Card Number: “The 16 digit number, on the
front of the card”
o
Card Expiry: “The card’s expiry date,
formatted MM/YY (e.g. 07/23)”
o
Card Verification Code: “The last 3 digits of
the security code, usually found on the back of your
card, on the signature strip”;

18

Tyne Pass Appraisal Report

September 2022

•

Updates to outline the address being asked for is the “Billing Address” with an
information pop out to explain why TT2 asks for this information:
“It’s important you provide the correct card billing address as it’s an added layer
of security when making payments online”;

•

Updated the “Error” page to highlight that the
customer should try again and check all information
is correct;

•

Update to the modal on 3DS to say “Your payment
is being processed, this may take some time,
please do not close or refresh the page”;

•

Update to Card Number, Card Expiry and Card Verification Code fields so that in
the event the customer inputs invalid information (e.g. out of date expiry), a red
message appears to inform the customer that the information is invalid.

TT2 has also shared a post on social media to outline advice from the banks on making
payments with 3DS secure. This was posted across Facebook, Twitter, Instagram and
LinkedIn. TT2 also shared this information in a recent newsletter for Pre-Paid customers.

TNE recognises that customers are dissatisfied if they cannot pay the toll easily due to a
card failure, however it is also satisfied from this appraisal that TT2 has carried out
extensive analysis and has put in place measures to improve this situation.
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The chart below shows progress made in customer payment success due to the
improvements put in place. TT2 now reports a 97.5% success rate. This compares with a
similar operation which was reporting a success rate of only 95%. TT2’s Card Acquirer has
also confirmed that TT2’s card payment success rate is within normal parameters.
.
Fig: 2.3 Online Payment Success Rate
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3. Payment window ‘Pay by Midnight tomorrow’
a.

How this was set up and why

The payment window for toll payments is enshrined in the byelaws which were approved by
the Department for Transport in 2021. Payment of the toll must be made by midnight on
the day after travel, explained on signage as ‘Pay by Midnight tomorrow’. This payment
window was decided upon to provide consistency with other toll/road charge schemes in
the UK and Ireland and is based on experience from other operators such as Mersey and
Dartford who also employ a deadline of midnight the next day. It was considered that the
Tyne Tunnels should follow the same deadline as adoption of a non-industry standard
payment window may cause difficulty for tourists as well as locals to this region.
There was also consideration given to whether a longer payment deadline would increase
compliance and allow more people to pay the toll, but data from other UK road schemes
such as Clean Air Zones with a longer payment deadline of 3 or 6 days suggested that
having a longer time period in which to pay could increase non-compliance. This is based
on the theory that the longer people have to pay, the more likely they are to put it off and
subsequently forget.
The customers have between 24 and 48 hours post-journey to make a toll payment.
Depending on the time of day of their journey, they may have time to complete their journey
before paying the toll that same day or if this is not possible, they would have time to make
a payment the following day. There is also the option of paying up to a year in advance for
one-off journeys and Pre-Paid account holders can equally top up their accounts well in
advance of journeys.
A grace period is provided for customers who may be attempting to pay immediately before
the deadline but who experience problems, for example if their online banking is down for
maintenance.

b.

Feedback and customer response

The compliance rate (the percentage of customers making a successful payment on time)
has been gradually improving since Tyne Pass Go-Live as shown below. In November
2021 5.39% of customers failed to make a payment on time and received a UTCN, whereas
by June 2022 this had reduced to 3.48% of customers. July has seen a slight rise to
3.55%, but this was expected based on summer customer profile and the ongoing decline is
expected to resume in the autumn.
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Fig: 3.1 Tyne Pass Journeys vs UTCNs

The most common feedback regarding the payment window is from customers who state
that the current window is too short, with suggestions made by some as to what window for
payment would be best, ranging from 5 to 30 days after travel.
c.

Action taken/required to address any issues

In terms of action taken by TT2, there has been continued online and offline marketing of
the deadline for payment and various payment options, daily social media posts prompting
customers to pay on time, engagement by customer service staff on the topic to customers
and review of systems to ensure all customers with the intent to pay are able to do so.
Before the introduction of open road tolling TT2 undertook an extensive media campaign
with both digital and printed advertisements to educate customers on how to use the Tyne
Pass system and on the payment deadline specifically.
This marketing has helped to ensure that non-compliance remained lower than Mersey and
Dartford at similar points in their lifespan. Going forward, as more users travel through the
tunnels and complete their journeys, it is anticipated that the signage in place, interactions
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with TT2 staff via their contact centre and direct messaging whether via advertising or alerts
will continue to reinforce in the mind of customers the deadline for payment for each
journey. TT2 has also agreed to extend the grace period further to reflect feedback from
customers.
TNE and TT2 have continued to monitor non-compliance and monitor the performance of
other operators in similar environments. There will be more detailed analysis carried out on
this during September 2022 by TNE and the results will be brought to a TWSC meeting in
the autumn of 2022.
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4. Level of enforcement charges
a.

The enforcement process and the level of charges

Customers failing to make a toll payment by midnight on the day following their journey will
inevitably move into an enforcement process to recover the toll for the journey which has not
been paid. Each time a toll is not paid efforts are made to identify the customer, contact
them, and obtain the missing payment. Whilst the recovery process is carried out by TT2,
the toll itself is paid to TNE (acting on behalf of JTC) and so the recovery of the toll is recovery
of public money.
Enforcement is necessary to ensure that the toll is collected and to incentivise future users
to pay their toll on time. Enforcement is also necessary so that those who do pay the toll
correctly are not being unfairly treated by having to subsidise those who do not pay the toll.
The enforcement process is a detailed internal process at TT2 involving ANPR camera
checks, contravention reviews by automated systems and by staff, DVLA requests and
further address checks and interventions before the registered keeper is contacted by post
using DVLA address records for the vehicle. The keeper receives a UTCN which includes
details of the toll due, date of journey and vehicle registration and carries a £30 charge if
paid within 14 days. The charges in place are:
•
•
•

£30 if paid within 14 days;
£60 if paid within 28 days;
£100 thereafter followed by referral to third party enforcement agency.

An appeals service is in place (detailed in this report) to allow individuals to appeal if they
consider that a charge has been applied unfairly or in error. The level of charges was
approved by TWSC in November 2019 and the Tyne Tunnels Byelaws were amended with
Department for Transport approval to reflect these charges.
b.

Feedback and customer response

Unsurprisingly the overall customer reaction from those who fail to pay the toll and receive
these charges is negative, with this charging structure interpreted by some as unethical or a
revenue generating as opposed to recovery scheme. Most complainants do not take issue
with the overall scheme but are annoyed about their own situation and request their own
charge should be cancelled or refunded. However there have been some calls from groups
for wider change and reduction of the charges with requests to arbitrarily reduce the
charges to as little as £5.
c.

Action taken/required to address any issues

At the outset a principle was agreed between TT2 and TNE that the costs of recovery
should be paid by non-payers, not by tunnel users who have paid nor by Local Authority
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rate payers. The actual task of recovering unpaid toll payments is undertaken by TT2 and
the costs of doing so are at TT2’s risk. This means that Local Authorities are not exposed to
any financial risk from the success or failure of the recovery process.
Before the first stage of Tyne Pass (“Pay Later”) was introduced in 2020, modifications
were made to the Tyne Tunnel Byelaws which enshrined an enforcement regime including
prescribed levels of charges which are applied during the recovery process. As part of the
process of approval of the byelaws, the Department for Transport required TT2 to evidence
the typical cost of recovery. This was done to their satisfaction and the charges were
confirmed in the byelaws at the £30/£60/£100 level. This recovery cost has been reviewed
since Tyne Pass became fully operational to assess whether recovery costs are still in line
with this assessment.
At an early stage of Tyne Pass planning, an assessment of comparable schemes was
undertaken to check for reasonableness. A table of comparators is shown below.
It is also relevant that TT2 received an indicative offer from a major provider of open road
tolling systems that proposed a fee to manage the enforcement services consisting of the
full enforcement revenue value plus 5% of the total toll revenue. In other words they could
not manage the recovery process within the £30/£60/£100 regime proposed by TT2 and
would require additional payment.

Fig: 4.1 Other comparable enforcement regimes:
Site

Timescale

Dartford
Mersey
Durham City Charge
London Congestion Charge
Tyne & Wear Local Authority Car Park
Scheme
Tyne & Wear Local Authority on-road
parking Scheme
Tyne & Wear Local Authority Bus Lane
Scheme
Severn River Crossing (now ceased
operating)
Typical Clean Air Zone Scheme
Typical North East Hospital car park
Scheme
Tyne Tunnel Scheme

0-14 days
£35
£20
£50
£80
£25

15-28
Beyond 28
days
days
£70
£105
£40
£60
£50
£75
£160
£240
£50
£75

£35

£70

£105

£35

£70

£90

£40

£80

£105

£60
£40

£120
£70

£180
£105

£30

£60

£100
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Recent data analysis shows that the vast majority of payments (88%) are made at the £30
level. On the basis of other similar schemes this level of charge is considered appropriate.
It is also relevant that the charges are not indexed in the contract with TT2. This means
that the levels will not automatically rise with inflation (unlike the toll charge which is
affected by inflation). Therefore in real terms for customers, the £30 charge will have less
value in 2023 than it had at the start of the scheme in 2021. It also means that TT2 must
take the commercial impact of the reduced value of the charge or it must attempt to become
progressively more efficient at recovery as inflation pushes up its costs.
It is recognised that some who criticise the level of charges may be in financial hardship
especially if they have missed the early payment stage and charges reach beyond the initial
£30. TT2 staff are trained to take account of mitigating personal circumstances including
financial hardship and to use discretion, including considering resetting the discount period
to allow a £30 payment in some circumstances, even when the customer has failed to
engage with TT2 in the early payment stages.
There has also been a Hardship Support Scheme put in place during the early months of
Tyne Pass to assist customers in financial hardship (see below section 7 of this report).
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5. Pre-paid customers
a.

How the Pre-Paid account system works

When the Tyne Pass scheme was planned, one of its aims was to encourage and promote
the use of Pre-Paid accounts, as customers with a Pre-Paid account can easily pay the toll
online and are much less likely than other customers to fail to pay the toll on time in an
open road tolling system. It was therefore considered a high priority that as many drivers
as possible who used the tunnels, registered for a Pre-Paid account. A Pre-Paid account
provides numerous benefits and moves drivers away from cash payments.
Discussions with other open road tolling operators had highlighted that maximisation of the
number of Pre-Paid customers would help to minimise non-compliance. This is because
occasional users are more prone to forget to pay, or are less familiar with the rules. In
addition, because they are unknown to the operator it is more difficult to contact them to
advise payment is required. Critical to that challenge is the applicability of data protection
legislation and especially the limitations in use of registered keeper data provided by DVLA.
A key challenge in the run up to Go Live was therefore the encouragement of Pre-Paid
registrations, because it was clear that this would help minimise non-compliance. In July
2021 the proportion of customer journeys paid for by Pre-Paid was 59%. This has risen to
over 76% in July 2022. This is the highest pre-registration proportion of any mainstream toll
operation, even taking into account that typically a third of Mersey Gateway customers preregister for a nominal cost annual fee.
The main benefit is that a Pre-Paid account in credit means the toll is deducted
automatically and the driver does not have to remember to make a payment online by the
deadline after their journey. The other important benefit is financial as a Pre-Paid account
holder receives a 10% discount on every journey. This is a significant saving for regular
users.
A Pre-Paid account can be set up in minutes via the TT2 app, via the TT2 website or with
assistance from the customer service team for those with limited digital skills. Users can
manage multiple vehicles from one account and can carry out all actions required via the
app on their mobile phone.
b.

Feedback and customer response

The Pre-Paid account is intended to be the premium offering for customers with benefits
that would not be available to one-off users.
Customer feedback from Pre-Paid account holders has been positive from the majority, as
customers notice the benefit of the 10% discount and regular users have praised the faster
journeys and easy payment system via a Pre-Paid account.
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Negative feedback initially related to the app simply linking to the TT2 website, but that
reduced as soon as the app became fully available in its own right. Other negative
feedback has concerned users who have struggled to set up an account online, failed to
add their vehicle registration or card details or have forgotten to make a top-up to their
account when they have made a journey. At the start of Tyne Pass more customers than
expected were failing to top up their accounts and this was resulting in them receiving a
UTCN because no payment could be taken for the journey.
Auto Top-Up has been an important tool to reduce non-compliance and assist Pre-Paid
customers. Auto Top-Up enables a customer to set an amount for automatic top-up eg.
£10 and each time their balance reaches a low level (set by the customer, £5 minimum),
the account will automatically take the £10 from their bank to top-up the account. This
enables customers to drive through the tunnel regularly without having to do anything other
than checking that payments have gone through. Promotion of Auto Top-Up has helped
drive down non-compliance rates, with 13% of customers now paying in this way.
Customers have given feedback about Auto Top-Up and whilst it is clearly valued by
customers as the easiest way to ensure they pay their toll for the Tyne Tunnels, they have
also requested easier ways to use Auto Top-Up online.
One feedback suggestion made by customers was a request for CPA (continuing payment
authority) to be set up for account holders, in which payment for each journey is taken
directly from a customer’s bank account. This method of toll payment has been considered
and investigated by TT2 but it has been established that such systems generally have in
excess of a 5% payment failure rate. This would typically leave around 2,000 customers
every day believing they had paid only to discover this was not the case – often by
receiving a UTCN.
The chart below shows that improved take up of the Pre-Paid account and that high
numbers of tunnel users are choosing a Pre-Paid account as their preferred method of toll
payment.
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Fig: 5.1 Percentage of journeys made by Pre-Paid accounts

c.

Action taken/required to address any issues

Failure to top-up a Pre-Paid account was more common than anticipated at the start of
Tyne Pass with a higher level of non-compliant Pre-Paid customers than expected. This
was addressed by initially analysing the reasons for users failing to top-up and then putting
in place measures to assist Pre-Paid customers such as reminders and prompts.
In December 2021 TNE and TT2 discussed how to improve Pre-Paid compliance and a trial
was put in place TT2 to give customers with a Pre-Paid account, but no balance, the
opportunity to pay the toll to avoid a UTCN. This was done by contacting the customer by
email giving 7 days to make payment using a direct link. 25% of customers did not make
payment on this further opportunity, having been given 7 days’ warning, including a further
reminder.
This assistance for new Pre-Paid customers evolved into a transitional appeal rule which
was approved by TNE and allowed customers with a Pre-Paid account a chance to avoid a
UTCN on appeal if it was their first instance of failing to top-up on time. This rule has
continued to be in place and has proved to be a valuable tool to show Pre-Paid customers
that they are valued as regular and reliable customers for the future.
An issue raised by some Pre-Paid customers was that they had opened a Pre-Paid account
and had forgotten to add their car registration or add funds on their account. This meant
that when they made a journey they had no vehicle registration information in place for the
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ANPR systems to assign their vehicle to a Pre-Paid account, or no funds to deduct the toll,
subsequently resulting in a UTCN. A transitional appeal rule was also added to assist PrePaid customers in these circumstances and allow a first appeal if the customer had made
one of these errors.
TNE and TT2 have discussed a further improvement for Pre-Paid customers following this
appraisal. It is proposed that the Pre-Paid systems should be amended so that it becomes
impossible for a user to set up an account without adding a vehicle registration or without
adding funds to their account. Initially, it was thought that customers would benefit from the
option to add funds at a later date, but in fact customer behaviour shows that it would be
better to take away this choice as it is causing some well-meaning customers to fail to fully
set up their account.
This change is currently being scoped by TT2’s system developer ready to be reviewed and
prioritised in line with other upcoming changes currently being developed to enhance the
customer experience.
Reminders sent to customers by email have played an important part in helping Pre-Paid
customers. They act as a prompt to customers who may have forgotten about a journey or
to remind them of a need to take some action to make a payment. Some auto- reminders
were in place at the start of the Tyne Pass and others have been developed as customer
behaviour and feedback was analysed.
The following alerts and reminders are now in place:
•

Low Balance Alert – this is triggered when a Pre-Paid Customer travels through the
Tunnel(s), their journey is deducted and their balance drops below a pre-determined
threshold set by the customer;

•

Critically Low Balance Alert – this is triggered when a Pre-Paid customer travels
through the Tunnel(s), their journey is deducted and their balance drops below the
cost for a single journey;

•

Insufficient Funds Alert – this is triggered when a Pre-Paid customer travels through
the Tunnel(s) but does not have sufficient credit to pay for their journey. This will be
issued whenever a customer travels without topping up, prompting the customer to
top up before midnight the day after their journey.

In terms of improvements to Auto Top-Up, changes have been made to the notification(s) a
customer receives when their Auto Top-Up is disabled in order to provide the customer with
more information to make an informed decision about what they need to do next to get it
back up and running, should they wish to.
The customer will now receive one of four reasons as to why their Auto Top-Up has failed:
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Not Authorised by the Bank: Unfortunately, the transaction was not authorised when
we tried to take payment. If this error persists, please contact the bank that issued
your card;
User Requested: As per your request, we have disabled Auto Top-Up on your
account;
Payment Token Expired: Your saved card requires re-authorisation. Please log into
your account, delete and re-add your saved card and you will then be able to reenable Auto Top-Up;
Anything else: An error occurred when we tried to take your payment.

TT2 has also updated customer notification to direct them to the help page for setting up
Auto Top Up again should they require guidance on how to set up again.
For those customers who choose not to use Auto Top-Up, TT2 has implemented a series of
auto-notifications on every Pre-Paid account, including a critical low balance notification
and an insufficient funds notification.
Overall, TNE believes that Pre-Paid customers are receiving a premium service as was
intended, in terms of the additional benefits available to Pre-Paid account holders including
the 10% discount, email reminders and Auto Top-Up service. TT2 has been responding to
feedback from customers over the first few months of Tyne Pass to add additional services
and resolve any issues. TNE will continue to listen to all Pre-Paid customer feedback and
work with TT2 to put in place improvements where possible.
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6. One-off customers
a.

Pay for Passage

Pay for Passage is the brand name for the service where customers can pay for one (or up
to 10 journeys) without opening a Pre-Paid account. The service was intended for
infrequent users who want to make a quick toll payment without keeping any balance on an
account and without registering any details other than an email address for the receipt.
Pay for Passage is not as common an option for customers with only 13% of customers
choosing this toll payment option for journeys in July 2022. As a consequence of the
improvements in Pre-Paid volumes, use of Pay for Passage (combined with resultant noncompliance) has reduced significantly, by about a fifth over the last eight months. Data
suggests that many occasional users have migrated from Pay for Passage to Pre-Paid
accounts over the first few months of Tyne Pass, presumably for the convenience.
Toll payment can be made before or after a journey within the payment window, via a
number of methods via phone, website and by cash/card at a PayPoint retailer, allowing for
payment of up to 10 journeys at once, for up to one year in advance. This allows customers
to pay even if they are not sure when they will travel. Note that Pay for Passage does not
come with the 10% discount provided to Pre-Paid account holders.
When all Pay for Passage journeys purchased in advance via the website have been made
the customer is sent an email explaining all credits have been used.

b.

Feedback and customer response

Feedback has been mixed with some users praising the system as easy to use and others
complaining about payment issues such as card declines (see section above in this report
on card declines.)
Experience to date has shown that most customers are able to work out how to use the Pay
for Passage product, although some do still report not understanding how to pay. Some
customers have requested that they are able to see a list of journeys they have undertaken
and paid for.
Some customers are reluctant to give address data for their credit/debit card when making
a one-off payment. This in fact relates to a bank requirement rather than any request for
TT2 to hold customer data, however this causes issues as it generally results in bank
decline to pay.
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Action taken/required to address issues

The issues raised around address data and card declines are not a TT2 issue but a banking
issue. As explained above, 3DS banking security protocols means that the amount of
information that a customer has to enter for even a single journey has risen during 2022.
Data protection limitations also limit the ability to provide a list of journeys undertaken by
that vehicle, since there is no log on protection to prevent unauthorised access to the data
(those protections are enshrined in the Pre-Paid account product).
There are specific segments of customers that will never want to go for a Pre-Paid account
and so an ‘occasional user’ product will always be needed. However, the amount of detail
required to be entered each time merits examination to see if an alternative approach to
banking approval could be used.
In terms of improvements in non-compliance in this group of users, it can be concluded that
this could come from three avenues:
•
•
•

improved usage by customers as they become more accustomed to the new
arrangements;
continuing take up of the Pre-Paid product; and
refinement of the Pay for Passage product to make it more intuitive.

TNE considers that the Pay for Passage product is currently working satisfactorily for
customers who want to pay for one-off journeys, but that TT2 should continue to promote
Pre-Paid accounts which can offer far more benefits, even for occasional customers.
Following this appraisal TNE and TT2 have agreed that TT2 will work with payment
providers and investigate further whether alternative banking processes could be used to
improve the payment issues experienced.
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7. Hardship support
a.

Hardship support requested by TWSC

In December 2021 TWSC requested that a scheme was put in place to support vulnerable
people in financial hardship who are facing unpaid toll charges. While some support was
already in place via TT2, it was considered that further measures could be put in place to
assist people who found themselves in financial difficulties.
In early 2022 work took place between TT2 and TNE officers to devise a suitable process to
help those in severe financial hardship to access assistance, advice and in some cases
remission of the enforcement costs incurred via a UTCN.
TT2 cooperated in the process and was instrumental in setting up arrangement with a
nationally recognised independent debt relief service called PayPlan. This service has
worked in partnership with TT2 and TNE since April 2022 to provide a direct link from TT2
agents and from the TT2 online payment process for vulnerable individuals or those in
financial hardship who accept they have incurred the UTCN, but are in genuine difficulty
paying it.
The service provides:
•
•
•
•
•
•

Support from a trained advisor;
Financial assessment of an individual’s circumstances;
Vulnerability assessment;
Direct links to suitable bodies as required eg. Refuge, GamCare;
Potential options and debt solutions;
In severe hardship cases cases can be referred back to TT2 for remission of
some or all enforcement costs.

In addition, a link with Citizens Advice Bureau (CAB) in South Tyneside has been
established to allow CAB advisors to access a direct link with a TT2 team leader in the
contact centre who can consider particular cases that CAB advisors consider have genuine
merit. This gives CAB a direct access route for vulnerable tunnel users.
b.

Feedback and customer response

Tyne Tunnel users and stakeholders have responded positively to the Hardship Support
now in place, especially those who have benefited from the advice and support provided by
PayPlan and Citizens Advice Bureau.
Feedback from PayPlan and CAB is also positive as they have reported to TNE officers that
TT2 has engaged well and worked closely with them to help tunnel users in financial
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difficulties. CAB have reported that the direct link established has been invaluable in
resolving difficult cases for vulnerable individuals who would find it difficult to deal with their
case directly themselves. Specific examples were given to TNE of cases where TT2 staff
had used discretion to reduce or remit UTCNs in order to help vulnerable individuals when
appropriate mitigating circumstances were presented to them by CAB case workers.
CAB staff also praised the TT2 staff who have worked directly with them for their quick
response time and their pragmatic and reasonable decision making when presented with
difficult cases.
PayPlan have provided data to TNE on how tunnel users referred to PayPlan are accessing
different services via PayPlan. The data shows the outcomes for each referral. A small
percentage of customers referred have gone on to set up long term debt management
arrangements via PayPlan, some have had UTCNs reduced or remitted by TT2, whilst
others have been referred on via PayPlan to charities including MIND, Samaritans and
CALM. In all cases the person has been able to access a trained and qualified advisor to
assess their circumstances and point them towards the best support appropriate for their
needs.
c.

Action taken/required to address any issues

Going forward it is intended that both the PayPlan arrangement and the CAB link stay in
place as additional services for TT2 customers who find themselves in financial difficulties
or hardship. TNE considers that the arrangements have worked well in the first few months
of operation in different ways.
Given that the CAB direct link has been effective for South Tyneside CAB, TNE has asked
that a similar access link should be made available to other similar organisations. TT2 has
actioned this and the service has now been expanded to other debt charities and to CAB
offices across the region.
TNE is also aware that TT2 appeal letters have been updated to assist vulnerable
customers and now incorporate a link to free services to assist any customer who may be in
financial hardship and a link to free independent mental health advice charities.
The arrangements with PayPlan and CAB will be under regular review by TT2 and TNE
officers over the next 12 months. Although these arrangements only affect a small
percentage of TT2 customers, in cases where support has been provided it has been
extremely valuable to the individual concerned.

35

Tyne Pass Appraisal Report

September 2022

8. Misread registration plates
a.

How the ANPR system works

Automatic Number Plate Recognition (ANPR) cameras record individual journeys and
upload vehicle registration information to an electronic database. Once a journey is
completed, customers have until midnight the day after their journey to pay the toll fee.
All Tyne Tunnel contraventions are manually reviewed before progressing, however
weather conditions and some avoidance methods used by drivers to obscure or disguise
registration plates can sometimes lead to registration plate misreads.
However, it is understood that all ANPR operators, including parking enforcement and
ULEZ (Ultra Low Emission Zones) for instance, experience misreads, and it is accepted
that wherever human intervention is required, errors will occur. The intention must be to put
in place processes to minimise the errors as far as possible.
b.

Feedback and customer response

A number of plate mis-reads in the first few months of Tyne Pass meant that TT2 incorrectly
issued UTCNs to registered keepers of vehicles that had not used the Tyne Tunnels for the
journey that was alleged. The initial trend was about 0.03% of journeys which was
consistent with the opening situation for other open road tolling operators and other
operators of ANPR systems.
Some misreads became media stories and generated social media interest including a
story about a lady in the South of England who had never used the tunnels and claimed she
had ‘never in her life been north of the Thames’. She received a UTCN for her vehicle
which had an ‘O’ in the registration. It is believed that the camera had read another
vehicle’s similar registration with a ‘U’ which had a bolt beside it, so the camera system
read it as an O.
TT2 and TNE agreed at this time to review the camera and system processes and attempt
to further reduce the level of misreads.

c.

Action taken/required to address any issues

In review, a number of changes were introduced by TT2, such as monitoring trends to
identify agents that require additional support or training and setting personal objectives on
achieving higher accuracy rates. A second manual check on approximately 25% of the
registration plates deemed at highest risk of a misread was implemented by a team
independent of the contact centre.
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Consultations with industry experts also identified a number of improvements which could
be made to the layout of the screens that TT2’s agents use when confirming registration
plates, to further improve the accuracy rates when conducting reviews. As part of their
continuous improvement process, TT2 carried out an exercise in February and March 2022
with their camera providers and installers, which improved image quality and reduced
misread rates.
Overall, TNE concludes that these measures have improved the situation on misreads from
approximately 400 per month when Tyne Pass went live in November 2021, to typically 120
per month today.
Additionally, TT2 has implemented a regime where they write to any vehicle’s registered
keeper, whose registration plates are unclear and contact details are known, to request that
they take steps to ensure the plate can be more easily read. The terms and conditions of
using the Tyne Tunnels require plates to be clear, to ensure journeys through the tunnels
can be captured and allocated correctly.
TNE recognises that progressive improvement has been seen in this area and comparisons
with other open road tolling operators show close similarities with industry rates. Published
data on regional car parks issuing Penalty Charge Notices, shows a higher rate of error of
0.78% in comparison to TT2’s 0.21% of UTCNs issued.
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9. Appeals
a.

Appeals system

An appeal system is in place as part of the Tyne Pass scheme to allow any driver who
considers they have received a UTCN unjustly to submit an appeal. The appeal process
and the rules for upholding appeals were agreed with TNE before the Tyne Pass scheme
was put in place. An appeal can be made by the registered keeper who has received a
UTCN on the website or via post. There are three levels of appeal, so if a first appeal is
refused there are two further opportunities to submit an appeal and provide additional
supporting documents and information.
Each case is assessed on an individual basis to identify customer circumstances,
vulnerability issues and any other factors which may have impacted the situation. A trained
Customer Service Agent assesses each case against the guidelines. The guidelines are
reviewed on a regular basis, and agreed with TNE. The guidelines ensure consistent
assessment of each appeal including the application of discretion by the agent.
TNE agreed the original set of guidelines for appeals and have a contractual arrangement
with TT2 that no change can be made to them without the agreement of TNE.

b.

Feedback and customer response

Customers have requested more functionality in the online appeals service asking for ability
to attach larger documents and photographs and write more text in the appeal box.
They have also asked for more information on the website to explain the appeal process
and one social media group has asked for more clarity on the whole enforcement process
so that it is clear when a customer may face civil or criminal court action as a result of an
unpaid toll charge.
Some feedback shows customer and stakeholder concern that a high level of upheld
appeals is evidence of wrongdoing on the part of TT2. This was based on the statistics
released by TT2 monthly which shows around 40% of appeals were being upheld.
Customers have also asked for the involvement of independent bodies in the appeal
process as they expressed concerns that TT2 was making all appeal decisions and they
were concerned as to whether there were any checks in place on TT2 staff decision
making.
Customers have also requested that they have access to the Traffic Penalty Tribunal which
is available as a higher level of adjudication for Road User Charging Schemes (RUCS)
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established under the Transport Act 2000. However the Tyne Tunnels is a toll scheme not a
RUCS.

c.

Action taken/required to address any issues

TNE has reviewed the customer feedback and the response of TT2. In terms of the
requests for more functionality for the appeal process online TT2 has refined the process
on the website to make it as simple to understand as possible and has added a section
giving advice and guidance on how to make an appeal. This has significantly reduced the
number of occasions people complain of being short of space (the limit for attachments is 3
files at 5Mb each) for a complaint.
In response to feedback, TNE has agreed to work on an Enforcement Policy document to
provide a customer facing document which explains the use of civil and criminal court
enforcement for unpaid tolls. TT2 will provide input on the processes and a campaign
group member has also shown interest in working with TNE to assist on giving the
customer viewpoint. This work will take place over the next few months with the aim of
publishing the document before the end of 2022.
TNE recognises the concern of stakeholders regarding the high level of upheld appeals,
however it is important to state that the number of appeals being upheld is not an indicator
of the number of UTCNs that have been issued in error. The contract with TT2 Limited
states that staff dealing with appeals must follow a set of rules that are agreed with TNE
and define which appeals must be allowed. Staff are trained to follow the rules in place and
TT2 has no discretion to change these rules without TNE’s agreement.
TNE agreed with TT2 that it could relax some appeal rules in the period following "Go-Live"
of the new system so that it could help customers to make the transition to the new system
under certain conditions, and as a result the level of successful appeals during the first few
weeks of operation was unusually high at 43%.
To counter the concerns about the high level of upheld appeals, TT2 in their monthly public
reporting now differentiate between ‘upheld appeals’ (approx. 5% in a typical month) where
a customer has been successful in accordance with the appeal rules; and ‘allowed appeals’
(approx. 35% in a typical month) where a customer is “excused” as a gesture of goodwill or
allowed in cases where interim business rules have been used. TNE supports the high
level of appeals ‘allowed’ as this was agreed with TT2 as a way to support customers in the
early part of the Tyne Pass scheme. The transitional rules for appeals are reviewed at least
monthly by TNE and TT2 to establish what rules are appropriate based on non-compliance
levels and customer behaviour.
In relation to the requests for independent bodies to be involved, TNE was aware of this
feedback at an early stage and agreed with TT2 that an independent auditor should be
appointed to review appeals regularly throughout the year. The purpose of this
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appointment is to provide independent reassurance to TNE and to customers that appeals
are being determined fairly and in line with the agreed rules.
The independent auditor assesses a sample of appeals randomly selected by them every
2-3 months. The auditor reviews whether each appeal in the sample taken is determined in
line with the appeal rules that exist at the time of the appeal and whether individual
circumstances have been appropriately considered in each case. Feedback is provided to
TNE and to TT2 which including recommendations for improvements. There have been
three audits completed since the start of the Tyne Pass scheme – these took place in
January, April and July 2022 and all involved a 3-day on-site audit. TNE officers were on
site with the auditor on each occasion to witness the work taking place and to discuss the
outcomes and recommendations with TT2.
The three sets of audit results in 2022 have indicated that appeals are being carried out in
line with the rules agreed with TNE, which gives a good level of assurance that staff are
well trained and understand the appeals rules in place. The auditor interviewed staff
members and managers and reviewed internal processes and IT systems. Following each
audit, the auditor has made a number of systems and process improvement suggestions
which TT2 has taken forward.
TNE also recommended the involvement of an independent transport watchdog to provide
another level of independent scrutiny of TT2’s processes. Transport Focus was proposed
as it has statutory oversight of many road and rail operations in the UK, including the
Dartford Crossing. Although Transport Focus does not have a statutory role overseeing the
Tyne Tunnels, nevertheless it was considered by TNE and TT2 that involvement from
Transport Focus would benefit both the systems and the customers.
Transport Focus has agreed to conduct periodic reviews of TT2’s complaints handling,
making recommendations to improve processes. TT2 provides them with a range of
customer feedback data and sample complaints for review and it is also intended that
Transport Focus will run periodic independent surveys of customers to help pinpoint any
further areas for improvement. The first publication of Transport Focus findings is due to be
published in autumn 2022.
In respect of the customer request that they have access to the Traffic Penalty Tribunal as
an independent court to dispute an unpaid toll charge, TNE has reviewed this feedback and
has asked TT2 to explain on their website why this type of tribunal does not apply to the
Tyne Tunnels. The current Tyne Tunnels legislation prescribes a tolling scheme which has
been in place since 2005, whereas RUCS is an entirely different legislative solution for the
operation of the charges and enforcement systems. TT2 has added a section on their
website to explain this to customers. Appeals Process and Further Information – Tyne
Tunnel 2 (tt2.co.uk) In terms of access to an independent court/tribunal to dispute an
unpaid toll charge, this is already available for users as the next stage after third party
enforcement would be the civil court system (County Court), as the sum owed is a civil
debt. The County Court is an independent tribunal and its process allows every individual
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an opportunity to present any facts and evidence to explain why they consider that the debt
is not owed.
TNE consider that the development of the Enforcement Policy document will assist in
resolving any confusion in this area. It is intended that the document will be customer
facing and will explain to customers all potential routes and reasons behind both civil and
criminal action to collect an unpaid toll.
TNE believes that suitable improvements requested to the appeals process have been put
in place by TT2 over recent months and that the involvement of the independent auditor
and Transport Focus provides a level of assurance that a fair system is in place with
independent scrutiny.
TNE is however aware that the appeals rules, systems and processes are a contentious
area for customers and it is important to keep this area under close review to assess
whether further improvements can be made and whether additional measures should put in
place over the next stage of Tyne Pass as the system develops.
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10.

Blue Badges

a.

Blue Badges and disabled users’ exemption in Tyne Pass system

Blue Badge holders and DVLA registered disabled tax-exempt vehicles are exempt from
paying a toll at the Tyne Tunnels under the 2005 River Tyne Tunnels Order. Under the
barriered system the disabled exemption process required the driver or passenger to stop
and physically show a badge to a staff member to prove the exemption and to pass through
the barrier.
During the planning stages of the Tyne Pass system, as it is an open road system designed
for reduced carbon emissions and faster journeys, it was clear that it would not be possible
in the long term to enable disabled users to stop their vehicle at the side of the road and
display a badge. This therefore meant that a change was required to the disabled
exemption. TWSC members proposed in 2020 that a public consultation should take place
to examine all options.
It was noted that most other road operators were strict in their approach to disabled
exemptions and only allowed DVLA registered tax-exempt vehicles an exemption, rather
than allowing Blue Badge holders to be exempt too. Some operators put in place their own
‘Mobility Scheme Permit’ with their own criteria to apply for an exemption. Some examples
are:
•
•
•
•
•

Dartford Crossing (Kent) - no Blue Badge exemption, only exemption is for registered
disabled tax-exempt vehicles
Humber Bridge (Hull) - no Blue Badge exemption, only exemption is for registered
disabled tax-exempt vehicles
M6 Toll (Birmingham) - no Blue Badge exemption but a ‘Mobility Permit’ is available
on application which relates to receipt of certain disability benefits
Mersey Tunnels (Liverpool)- no Blue Badge exemption but a ‘Mobility Permit’ is
available on application which relates to receipt of certain disability benefits and
allows up to 40 journeys per year.
Mersey Gateway Bridge (Widness and Runcorn) – allows exemption for one
registered Blue Badge vehicle per badge holder.

The public consultation took place from 17th February to 14th April 2021. This was
publicised via a dedicated page created on the TNE website for the consultation. The
webpage included:
•
•
•
•

Full consultation document
An online survey
Details of email and telephone contact information
An Easy-Read version of the consultation document (see example page below)
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An audio version of the consultation document

Fig:10.1 Example page from Easy-Read version of Consultation

In order to publicise the consultation and reach out to as many people as possible, a multichannel approach was used, including social media posts, newspaper adverts, targeted
emails and engagement with local groups.
The survey asked for tunnel users’ views and experiences and focused on two potential
options which had been proposed to TWSC in September 2020.
Option 1: Retain only the DVLA registered disabled exemption, but remove the Blue
Badges exemption. Blue Badge holders would no longer be exempt from paying the toll.
Only DVLA registered disabled users would be exempt from paying a toll on driving through
the tunnels under the Tyne Pass system.
Option 2: Continue with both types of disabled exemption with mandatory registration of a
vehicle for Blue Badge holders. Users would apply to register one vehicle number plate on
TT2 systems and would therefore continue to be exempt from paying the toll when using
the registered vehicle.
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Under all options the ability to present a Blue Badge in person at the barriers would no
longer be possible as this was in line with the proposal to move to barrierless open road
tolling.

b.

Feedback and customer response

There was a significant amount of feedback obtained from customers regarding the
disabled exemption at the Tyne Tunnels from the public consultation in 2021. This gave an
opportunity for TNE and TT2 to understand a number of viewpoints regarding the
exemption and how it could work in the Tyne Pass scheme.
The overwhelming response was that Option 2 was the preferred option (73.3%) meaning
that most respondents favoured the retention of both types of disabled exemption. There
was also strong support for the fact that the Tyne Pass would make journeys quicker and
easier for disabled people with respondents indicating that they considered it stressful
having to stop at a barrier and show a disabled badge, when cars were queuing around
them waiting to get through the barriers. Respondents also showed support for the
environmental benefits that the Tyne Pass will bring in terms of reduced congestion and
carbon emissions.
Respondents provided detailed and useful feedback on how they use their exemption
currently for hospital appointments, travelling to work and social visits. They valued the
financial benefit and the accessibility provided by the exemption. Some raised concerns as
to how the registration scheme would work in practice and raised a concern about only
being able to register one vehicle if they wanted to travel in several different vehicles. The
‘Consultation Feedback and Response’ document Consultation-Feedback-ResponseDisabled-Exemptions-FINAL.pdf (transportnortheast.gov.uk) provides more information on
the responses and how feedback has been addressed.
Following the consultation the decision made by TWSC in 2021 was to allow both DLVA
registered disabled vehicles and Blue Badge holders’ vehicles to continue to be exempt
from paying the toll and to allow them to register one vehicle on the ANPR systems via a
registration scheme with the ability to change the registered vehicle once per month. TNE
recommended this decision in order to enable all disabled users to retain the exemption
and to pass through the Tyne Tunnels without stopping and without paying a toll for their
journey. This was intended to align the way that disabled customers use the Tyne Tunnels
with other users, removing the requirement to stop and have to prove their exemption.
TNE proposed that there be no limit on the number of journeys per Blue Badge user and no
requirement to live in the region to benefit from this scheme. TWSC approved this proposal
and it is considered that in comparison to other toll operators in the UK, this is a generous
scheme to benefit disabled people.
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Since Tyne Pass Go-Live in November 2021, feedback from disabled users has been
mostly about the registration process and asking for advice on how to register their vehicle.
The user response to the registration process shows it has been successful as large
numbers of disabled users have been registering a vehicle with TT2 and taking advantage
of the exemption available. In July 2021 there were less than 2000 Blue Badge holders who
had registered their vehicle on TT2 systems. A year later there are currently 14,017 live
accounts for registered Blue Badge holders.
Fig: 10.2 Number of Live Blue Badge registered accounts on TT2 systems

c) Action taken/required to address any issues
TNE has reviewed the registration process for Blue Badges to ensure that TT2 has put in
place a process that is effective and easy to use. In addition to the standard online process
TT2 has set up a postal registration process with a paper form to fill in which can be sent in
by post. This service has been well used, although the majority of Blue Badge registrations
are via the on-line process. TT2 has an aim to process each application for a Blue Badge
within 14 days of receipt and has been successful in achieving this target throughout the
first 8 months of the Tyne Pass Scheme.
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In the short term while disabled users get used to the new process, there has been a
temporary Blue Badge inspection lane put in place by TT2. This was put in place during the
Tyne Pass roadworks with temporary signage directing Blue Badge holders vehicles to an
inspection lane which is staffed by TT2 workers. This temporary arrangement has an effect
on traffic speed and journey times and will not be available permanently under Tyne Pass,
but it has been effective as a transitional arrangement to allow Blue Badge holders to get
used to the new system. Numbers using the lane are reducing as more and more Blue
Badge holders register their vehicle. The temporary inspection lane will end 12 months
after Tyne Pass Go-Live in November 2022. By that stage it is envisaged that most users
will be registered to drive through without stopping.
Staff operating the inspection lane have a dual role; they inspect the Blue Badge provided
to register the exempt journey on the systems; and they also talk to the driver and educate
them on the Blue Badge registration process to encourage them to register on TT2 systems
for a smoother ‘drive through’ journey in the future. TNE is supportive of this transitional
arrangement for Blue Badge users which has assisted them in the move towards the new
system for exempt disabled users.
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Signage

Tyne Pass signage

Signage was discussed and designed at an early stage during the planning of Tyne Pass
with the intention of emulating signage at Dublin M40 which was brightly coloured and
stood out to customers. The intention was to draw drivers’ attention to the signage to make
them aware that they needed to pay a toll and to inform them how the toll could be paid
(online, by phone, by PayPoint).
In terms of number of signs, the priority was to install the maximum number of signs in the
most effective manner that was possible and safe. This is dependent on the assessment
from the road safety audit as well as available locations. The main signs were designed to
provide simple information on the payment deadline and on ‘how to pay’ as the primary
message as well as supplementary signs covering the impact of not paying and reminding
customers to top up their account.
The original planned signage was agreed between TNE and TT2 and was pink in colour
with designs giving details on payment options and explaining the payment deadline.
Following feedback from Mersey Gateway, there was also a phone number included on the
signs and the ‘TT2.co.uk’ website, as Mersey users had criticised the lack of signage giving
a phone number and website address.
In the meantime, temporary signage was also planned and designed for the works period
which gave the same messages but was yellow in colour as per the road safety guidance
on temporary signage. The temporary signage was erected on 8 November 2021. The
signs were moved around as the works moved to different lanes and the road traffic
management required the signs to be moved.
b.

Feedback and customer response

Customers criticised the temporary signage, many saying it was not enough and was
confusing as it was close to roadworks. Some customers also stated that there was too
much signage and the road was ‘cluttered with signage’. Some said the phone number was
unhelpful as they could not write it down in time and it made them consider stopping their
vehicle. Others said the phone number and website address should be repeated more
often.
Other criticism came in the high winds in late autumn 2021 when several signs were blown
over on one evening and customers were unable to see them clearly in the extreme
weather.
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Actions taken/required to address any issues

In terms of the temporary signage, TT2 added extra temporary signs in the very early
stages of the works and also improved their internal processes for checking each sign was
in place following the extreme weather when signs were blown over. TT2 also added a
constant lit up VMS sign (Variable Message Sign) for each tunnel as users suggested that
this type of sign was the most visible during the roadworks.
TNE has considered feedback from users in making the final plans for permanent signage
and several suggestions and ideas have been taken forward. Signage is a factor in the
scheme which is likely to receive criticism, as if someone forgets to pay they usually cite the
signage as the reason. However, it is important to keep listening to the feedback and to
ensure that the signage in place is the best possible messaging in the optimum locations to
help customers understand the Tyne Pass system. TT2 has worked closely with TNE
officers to get the best possible position on the final designs for permanent signage.
The permanent signage designs which included the pink signs were submitted for approval,
but it was considered by the Department for Transport that the colour was not suitable for
UK road signs as it was not consistent with other road traffic signage. It was therefore
necessary to change the design and also some of the proposed wording. The website and
phone number on the signs has been removed from the permanent signage designs on the
basis of advice for the Road Safety Auditor and based on feedback from customers.
The final designs were put through a customer testing process to make sure that the
optimum messaging was used. This was carried out by an independent consultant who
conducted human-centred design of proposed signage including comprehensibility testing
to ISO standards. This showed very high levels of comprehension were achieved for the
key information signs such as the payment window.
The permanent signs were put in place in July 2022 and are now all in place on the TT2
operated land at the tunnels. There are three minor modification signs planned on National
Highways land on the A19 which will be put in place as soon as possible. The photographs
and diagram below give some examples of signage on the north side of the river. There are
further signs on the south side. TNE has asked TT2 to display the signage graphics on the
website.
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Enforcement agencies engaged by TT2
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TT2 has contracted two third party collection agencies, CDER Group Limited and Marston
Holdings, who engage with customers following failed attempts to reach resolution through
UTCNs.
These agencies are well established national bodies who carry out enforcement work for
many other organisations including local councils across the UK. Customers who have not
responded to any letters from TT2 or have not paid or appealed their UTCN successfully
can be referred to these agencies. The agencies’ role is to take further action to collect the
toll due to be paid for the journey taken. At the stage when this referral takes place it is at
the end of the TT2 enforcement process, so at least 42 days after the journey. At this stage
the registered keeper of the vehicle will have received from TT2 the minimum of 3 letters:
an initial UTCN letter, a letter at 14 days and a further letter at 28 days.
The enforcement agencies will send their own letters and they have access to their own
database to enable them to search for other contact addresses if someone has moved
address. TT2 has requested that they do not make any home visits, nor do they have any
authorisation or powers to seize goods. This means that the only contact they can make
with a customer to enforce the toll payment is via letters/emails and by telephone/text
message via their call centre of trained agents. The enforcement agencies incur costs in
carrying out the enforcement process and these are added to the amount recovered. The
maximum amount which can be recovered for a car which has made a journey without
paying the toll; then has been through the TT2 enforcement process; has still failed to pay
and has been referred on to an agency; would be £178.90. This includes the toll payment,
TT2’s enforcement costs and the agent’s enforcement costs.

b.

Feedback and customer response

Feedback has been received from customers complaining about the enforcement process
itself, the wording in letters and texts received and the level of charges. Customers who
reach this stage in the process are unsurprisingly negative about the whole process and the
fact that they are still being pursued for the toll payment for a journey they failed to pay for
over a month earlier.
Some customers reported that they received a letter from an agency out of the blue and the
charges were already at a high level without them having the opportunity to pay TT2 at the
£30 level. TNE has reviewed several cases where this has been alleged by customers and
it has been discovered that in fact the customer had moved address and had not updated
their keeper details with the DVLA, therefore the earlier letters sent by TT2 had been sent
to their old address.
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TNE has asked TT2 to investigate issues raised regarding the wording in letters and text
messages, to ensure that the agencies were giving the correct information and messaging
to customers who had reached this level of the enforcement process.

c.

Action taken/required to address any issues

TNE supports the fact that toll payment must be enforced and customers who fail to pay
must be pursued. It would not be acceptable to condone allowing some customers to pass
through the tunnels and fail to pay for their journey. This would be unfair to the customers
who pay the toll and would lead to an unacceptable position for the JTC budget if toll
payments were not collected. The longer-term effect would be that the tunnels could not
continue to be self-funded and would require additional government funding from central or
local government.
There is only a small percentage of Tyne Tunnels customers who reach the stages where
third party enforcement agencies are used. On average in the first 6 months of Tyne Pass
only 0.75% of customer journeys per month have led to a referral to enforcement agencies.
The feedback regarding the content of letters and texts issued by CDER and Marston has
been taken forward and TNE has noted the steps taken by TT2 to review the wording in
their correspondence to avoid using certain language, whilst remaining clear about any
potential action that could occur, should customers continue to avoid engagement. One
example was around some standard wording in letters which referred to Covid specific
precautions for home visits. TT2 has asked for this wording to be removed and this
suggested that a home visit was possible. Whilst CDER and Marston agents do carry out
home visits for other clients, this is not something that TT2 want for TT2 customers,
therefore this wording was removed in June 2022 from future letters. The whole suite of
agency correspondence has been reviewed again by TT2 and TNE to ensure clarity and
correct language.
TNE considered the TT2 strategy for enforcement from the outset and approved the
involvement of third party enforcement agencies to pursue those who failed to pay the toll.
Both CDER and Marston have access to industry-specific tools that allow them to contact
customers, with a view to reaching settlement of any outstanding payments.
Going forward TNE has asked TT2 to carry out regular third party supplier audits on CDER
and Marston, to ensure that even in the unpopular area of toll enforcement they provide a
quality customer experience that is fair and consistent.
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Lease/hire vehicles

a. How Tyne Pass works for lease/hire vehicle customers
When customers of the Tyne Tunnels drive a hired car or a leased vehicle they are not the
registered keeper of the vehicle. This does not affect payment of the toll as the driver can
easily pay a toll for a vehicle by any of the usual means – Pre-Paid account, via the app,
online, by phone or via PayPoint. However, if the toll remains unpaid after the payment
window then this means that the enforcement process begins and contact is made with the
DVLA who will only provide the registered keepers address. This means that the UTCN
must be sent to the registered keeper, which will be the lease or hire company, rather than
the driver.
Lease and hire companies have their own agreement with the driver as to how they will
deal with charges such as parking charges, congestion charges and tolls. They usually pay
the charge immediately, invoicing the driver afterwards and often adding their own charges.
This means that if a driver wants to appeal against the UTCN they need to establish what
the process is given that the normal route for appeal will be gone as the charge has been
already paid by the lease/hire company.
The process that TT2 use when lease or hire vehicles are issued with UTCNs means that
responsibility for the charge falls on the companies themselves to deal with UTCN cases
and liaise with their customer, should they wish to appeal. Whilst this worked well with
some hire/lease companies, others made it more difficult for customers to find an easy
process to appeal to TT2.

b. Feedback and customer response
Some customers with lease cars who were affected made complaints to TT2 and to TNE in
early 2022 that they found it difficult to make an appeal in circumstances where they had
attempted to pay the toll and just wanted an opportunity to provide evidence and reasoning
in an appeal.
They also complained that they were unable to liaise directly with TT2 to discuss their case.
Data protection regulations mean that TT2 can only liaise with the registered keeper of a
vehicle. This meant that customers needed to appeal directly to the supplier and not TT2,
making it a more prolonged process than customers wished to find a resolution.
Feedback was also received from a group of lease/hire companies which were impacted by
the change via the British Vehicle Rental & Leasing Association (BVRLA), the UK trade
body for companies engaged in vehicle rental, leasing and fleet management. Following
this BVRLA reached out to TT2 to discuss how the changes impacted their members and
what actions could be taken to address their concerns.
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TT2 engaged in discussions with the BVRLA from May 2022 to establish the main concerns
to lease/hire companies and their customers and to work on an action plan to improve the
experience.
It was reported that BVRLA members were not receiving a timely response to their queries
and that some TT2 agents appeared unfamiliar with the new process. It was also reported
that members were asking for clearer information about lease/hire vehicles on the TT2
website.
Customers also complained that refunds were not provided quickly enough. This relates to
cases where an appeal has been allowed and a refund is due, but the refund process
proved problematic as companies found that payment card details used to pay the charge,
could be difficult to identify, and confirming the status of appeals was proving time
consuming and causing delays.

c.

Action taken/required to address any issues

TNE has been able to review the TT2 response to these concerns and can confirm that a
bespoke online contact page has been launched on TT2’s website, and has been promoted
by the BVRLA to its members. The contact page is password protected and used
exclusively by lease/hire companies. For this type of contact, a seven-day service level
agreement has been put in place for TT2 to respond and a selected group of agents have
been specifically trained to deal with those queries and appeals.
In conjunction, changes have been made to the TT2 website. New pages were added to
explain clearly the process that lease/hire companies, as well as customers, should follow,
with frequently asked questions pages hosted in one place online. Feedback from the
BVRLA suggests that the changes have been positively received.
To assist customers better with the appeal process, TT2 has begun to accept blanket
authorisation from lease/hire companies, allowing TT2 to discuss charges with their
customers. This has also been promoted to all BVRLA members. Since the roll-out, TT2
has seen an encouragingly high uptake of member companies signing up to the process,
including a majority of the larger providers.
In relation to refunds, TT2 has also altered the process and now collects standard refund
account details at the point of authorisation and includes the UTCN number on the refund
reference. The TT2 refund validation administration process has been ringfenced within the
contact centre and staff receive regular refresher training on the process.
TT2 has now also identified a key point of contact within lease/hire companies when
blanket authorisation to discuss charges is provided. Now, when an appeal outcome is
reached, both the lease/hire company and their customer receive a copy of the outcome.
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This prompts the lease/hire company to process refunds more quickly when appeals are
allowed, improving their customers’ experience and reducing administrative costs.
TNE has welcomed these process changes which benefit this particular group of
customers. It is noted that there has been a significant reduction in complaints and queries
from companies and customers in relation to lease/hire cars since these changes have
been put in place.
In terms of future improvements there has been a further request from lease/hire
companies for additional services to be put in place. One area is the request for monthly
billing where a lease company can pay all UTCNs on a monthly basis rather than as
individual payments to cut down the admin time required to process each one.
Workshops are currently being held internally at TT2 to understand the scope of this task
and to map out a viable solution. So far, TT2 has identified a major piece of work required
to upgrade billing software, to allow monthly billing. Working closely with their provider, they
are looking to implement a permanent solution and hope to reach an outcome in the coming
months.
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Summary of Tyne Pass appraisal outcomes
TNE has carried out this appraisal as part of its role, on behalf of the JTC, as contract
manager of TT2, the Concessionaire who operates the Tyne Tunnel on a 30-year contract.
This contract has run for 15 years already and will run to 2037. A long term positive
working relationship has been established between TNE and TT2 over the first 15 years of
the contract which has resulted in good outcomes for the JTC and for the people of the
region.
These outcomes include the efficient and safe operating of the tunnels for 15 years
(including during the Covid-19 pandemic) and the collection of the toll throughout which has
allowed the JTC to cover its costs and pay long term debts relating to the tunnels without
any call on local or central government funds. The arrangement with TT2 has also resulted
in the successful construction of the second tunnel which opened on time in 2011 and has
operated successfully ever since.
The Tyne Pass open road tolling scheme is a new development at the Tyne Tunnels and is
the biggest change in operation since the second tunnel was built. The designs and plans
for Tyne Pass were carefully made between TNE and TT2 over several years and have
now been carried out, with the scheme going live in November 2021.
The Tyne Pass scheme is a major change to the operation of Tyne Tunnels, for the first
time in 55 years allowing traffic to flow freely without being forced to stop and queue at
barriers to pay with coins. However, behind the scenes for the operator TT2, it involves a
complex structure of software and management systems to allow each vehicle to pay a toll
for the journey via high specification camera recognition and automated payment systems.
It has also required 80 new staff to be recruited and trained, the majority working in a new
contact centre with customer agents available online and on the telephone 7 days a week.
This appraisal has allowed TNE to critically examine various aspects of the Tyne Pass
scheme with particular emphasis on the elements which have received most feedback from
customers and stakeholders. These elements have been examined to review what has
gone well, what has been criticised and what TT2 has done or can do to resolve
outstanding issues.
TNE can conclude that there are some elements which have needed improvement, and
with experience and hindsight would have been done differently if the system was planned
again. Other elements have been successful and effective and have only required minor
changes to maximise their effect.
At the start of the new scheme there was undoubtedly a learning curve for TT2 and for
customers, as new customer service agents working for TT2 gained experience, and a
better understanding was gained of the way the new payment systems would be used by
customers. This has progressively allowed for improvements to the systems through which
customers contact TT2, whether to better inform customers or minimise the potential for
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human error. In addition, the appeal rules have been continuously reviewed to reflect
emerging trends and to add more discretion to the process.
Compliance has steadily improved (albeit with the expected change in the summer as PrePaid customers reduce in proportion) and this trend is expected to continue as the first
anniversary of the launch of Tyne Pass approaches.
Customer sentiment, measured across all media, shows a strong improvement.
Fig: 14.1 Net Sentiment based on topic Tyne Tunnels

TNE has also noted that the rate of people joining social media groups that discuss issues
with the Tyne Tunnels has dropped substantially.
Overall TNE considers that the Tyne Pass scheme has achieved its initial aims of reducing
carbon emissions, modernising the payment system, creating local jobs and improving
journey times. These aims have been realised in the first few months of the new system as
explained above.
The environmental benefits have been significant as the Tyne Pass scheme has been
successful in reducing carbon emissions in the local area. The effects of cars and lorries
accelerating and decelerating at the toll plaza was the main cause of increased traffic
emissions in the area at the mouth of the tunnels. This has been significantly affected by
the removal of the toll barriers and carbon emissions were reduced very quickly once the
barriers were removed and traffic began flowing freely.
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Fig: 14.2 Carbon emissions under Tyne Pass scheme

However, the dissatisfaction of some users is recognised and it is disappointing that any
customer has had a negative experience in the early months of the Tyne Pass scheme.
TT2 acknowledges that some systems and processes in the first months of the new system
were not as effective as they could be and these areas have benefitted from improved
processes. TNE has taken action with TT2 to address the issues raised and make
improvements in all areas to respond to feedback.
TNE is conscious that as the scheme has matured almost all of the negative feedback is
around enforcement which has resulted in a disproportionate focus on UTCN’s when in fact
the scheme has achieved its aims for the region and is serving customers well. On July
2022 figures, only 3.55% of users receive a UTCN and only 14% of those make an appeal
which means only a tiny percentage of customers are disputing the charge.
Complaints to TNE and TT2 amount to one complaint per 20,000 journeys, however the
comparative volume of journeys per month (over 1.5 million) mean that the number of
complaints can seem like a large number.
Experience from other road tolling operators shows that the launch of a new system is
always an evolutionary process, where customer behaviours are better understood and
process/technology improvements can be implemented. That has also been the case with
Tyne Pass, with areas of concern around the TT2 app, need for a hardship scheme and
strengthening the appeal process all needing to be addressed in the first few months.
Other areas have clearly benefited from the experience of other operators, particularly the
successful activity to increase Pre-Paid account holders to record levels.
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TNE and TT2 are grateful to Tyne Tunnel customers and regional stakeholders who have
shown patience in allowing the system to bed in and allowing time for TT2 to analyse data
and make necessary changes to processes and systems in the early days of the Tyne
Pass.
TNE is also grateful to TT2 staff and management who have worked hard over many
months both before and during the Tyne Pass scheme operation. They have attempted to
address all issues raised and have continued operating the tunnels safely and effectively
during some challenging times.
TNE will continue over the coming months to monitor the effectiveness of the Tyne Pass
scheme and manage TT2’s performance as Concessionaire, with regular reports provided
to TWSC. The management of TT2 as Concessionaire can be done both within the
contractual mechanisms which were designed to ensure TT2’s performance in all areas of
operation, and also by TNE officers continuing to work with TT2 on a day-to-day basis to
analyse data and review feedback received from customers in order to come up with
practical solutions to resolve issues raised and to improve the overall customer experience.
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