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Case Study

Northern Rail - CIS

About Our Client ,
Northern R_ail plays a vital role in the north of England KE_T'ECh

by connecting tens of thousands of people to work,
leisure, education and more every day. Northern Rail

IS the largest train franchise in the United Kingdom in
terms of the size of the network and the number of
weekly services run. Its trains call at 528 stations, about
a quarter of all stations in the country; of these stations
476 are operated by Northern Rail.

The preceding Northern Rail franchise greatly increased
passenger numbers from 73 million to 97 million between

2004 and 2016.
Northern Rail had over 400 stations with mixed hardware and

Challenges)»
software solutions, KeTech used stage migration for minimum

Multi p|e contracts risk of impact. Our client made the decision to keep the existing
hardware on all of the stations, KeTech’s software is scalable and
flexible and therefore had no issues integrating the CIS into the
existing hardware, lowering the cost for our client.

Implementation

01

Northern Rail originally had two separate CIS systems
from KeTech and Worldline — supporting 400+ stations
and their customers. The decision was made to phase out
the existing Worldline system and seamlessly scale the
KeTech CIS to 100% of stations across the estate. Key

to the transformation was the ability for KeTech’s CIS

to drive existing hardware at stations, avoiding
unnecessary change and cost. This enabled Northern
Rail to rationalise the associated support contracts,
mcludlng a single service desk with one set of SLA’S.

Additionally, we enhanced our CIS system in order to improve
operator functionality and system control. Which is particulary
important when controlling large numbers of stations.

Following the implementation of CIS, we worked hand in hand

with Northern Rail to tailor features and cater to their customers
wants and needs.

02 | Central management

Results
KeTech’s ability to deliver and integrate CIS across all
stations enabled Northern Rail to centrally manage and The best CIS on the market
centrally control their capabilities and customer
experience. This eliminated the need for duplicate
resources and, to a degree, confusion/discrete training
across two different systems — especially when a TOC
needs to update software and/or request support.
Ultimately increasing ease of use, eliminating delay and
most importantly delivering the desired cost saving. Developed with the TOC, for the customer.

Enhanced features & options to customise content.

Newly developed/upgraded CIS to benefit the TOC.

03 [ Product evolution Cost effective.

As you would expect, different suppliers meant Regular, on-going engagement with our client
separate product development plans — ultimately regarding new requirements and further refinements.
leading to a lack of consistency for Northern Rail and
it’s CIS operators. Afully managed phased appmach to Timely enhancements.
delivering KeTech’s CIS across all stations ensured
uniformity of journey information and the very best
customer experience for Northern Rail and its customers.

« Support throughout project implementation and

following completion.



