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Basic principles

• Self-sufficient traveler

• One country, one system

• One language

• Owning the whole journey



Travelers need and shall be able to 
make individual decisions about their 
own journey, and all the information 
required shall be given to them for that 
purpose. 

Self-sufficient traveler – OneTicket principle



The public transportation shall be a 
single system, in which there shall be a 
single travel contract, not multiple ones 
on a per service provider basis.

One Country, One System – OneTicket principle



We shall use the same vocabulary 
and structure regardless of vehicle, 

sales channel or service provider. 
A single language- OneTicket principle





If one wants to travel between 
point A and B, you shall not leave 
them in point C

Owning the whole journey – OneTicket principle



Travelers rarely live directly at the 
stops, neither they do work at 
the stations.

Owning the whole journey – OneTicket principle
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The most defenseless traveler is the 
one who lacks both a priori and 
local knowledge, like first-time 
travelers and foreigners

Self-sufficient traveler – OneTicket principle



Technical principles

• Robust

• Resilient

• Smart

• Data-driven

• Demand-oriented



The most sensitive point of 
traveling at a distance is transfer, 
especially in case of disruptions. 

Self-sufficient Traveler- OneTicket Principle
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Methods used
Basic Service Design tools employed
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Principles of Human-Centred 
Design

Implementing ISO 9241-210:2010



The design is based upon an 
explicit understanding of users, 
tasks and environments.
Design needs to step out of meeting rooms and office walls, required rigorous 
environment analysis



Users are involved throughout design 
and development.

CRM database on research participants, plans should be in easy to 
understand format to be reviewed by them



The design is driven and refined 
by user-centered evaluation.
Continous prototyping, usability tested in standardized ways, every acceptance 
milestones need usability test with real users



The process is iterative.

Users need to be involved at most halfway at any milestone – if they are involved 
only at its supposed end, it will be double as long



The design addresses the whole 
user experience.
The whole service is modelled, not only its IT. We need to take into account the 
placing of interfaces, rainy days, service disruptions, users with disabilities, luggage, 
all sorts of traffic and travel situations



The design team includes 
multidisciplinary skills and 
perspectives.

Prototypes need to be reviewed by everyone who will 
be affected by the system



15 Principles of Good 
Services

By Lou Downe, design head of GOV.UK



Results
The structure of OneTicket



Many layers

• IT

• Legal

• Financing

• Organization



Many subsystems

• Electric Ticketing Platform (NEJP)

• Single-touchpoint, omnichannel sales platform (OneTicket)

• Omnichannel Customer Center (ContactCenter)

• Onboard units providing ticket validation, sales and realtime data

• Central Dispatcher System responsible for transfers and intermodal 
disruption handling

• Real-time and after event BI analysis

• Timetable design and negotiation platform



The future is already here – it’s 
just not evenly distributed. 

William Gibson, science fiction writer
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