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To:   Mayor, Ladies and Gentlemen 

CONCESSIONARY TRAVEL CARD REPLACEMENT SERVICE 
 
 

1.0 SUMMARY OF THE REPORT 
 
1.1  This report summaries the change to the Concessionary Travel card replacement 

scheme that is being carried out by Transport for Wales in September 2019. 
 
1.2  The travel card replacement scheme has been rolled out across Wales in a phased 

approach by area. The purpose of the card replacement scheme is to look to the 
future travel network plans across Wales and to manage the updating of information 
in line with new regulations.  As stated in 2.3 below, there has been the introduction 
of new regulations such as the General Data Protection Regulations (GDPR).  Re-
application ensures that the customer data held is 100 percent up to date and 
accurate, and that existing card holders agree to the terms of use under the new 
GDPR regulation.  

 
1.3  There are no financial implications regarding costs within this report.  
 
 

2.0 INTRODUCTION AND BACKGROUND 
 
2.1 Councillors will be aware of the recent changes to the Concessionary Travel Card 

replacement scheme as outlined in the letters sent out to all Councillors in August 
and September 2019.  A copy of both letters can be found in appendix 1 and 2. 
 

2.2 As of 9th September 2019 local councils still own the travel scheme, but Transport for 
Wales (TfW) on behalf of Welsh Government and local councils are managing the 
Concessionary Travel card replacement scheme.  Due to the high volume of existing 
cards across Wales (750,000 in total, and 25,000 in Merthyr Tydfil), and the tight 
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timescales for completion of the replacement scheme, it was not realistic that 
Councils would be able to carry out the replacement scheme.  TfW have a committed 
team to manage the replacement which means residents have access to online 
applications, a dedicated support line for help to apply.  There are around 750,000 
cards across Wales, and approximately 25,000 live cards in Merthyr Tydfil. 
 

2.3 The new style cards have been designed with the future integrated transport system 
in mind when the offers on bus and rail services will be expanded.  Also, many 
changes have taken place since the scheme was first put in place 10 years ago, 
such as changes of customer details including addresses.  In additional to this, there 
has been the introduction of new regulations such as the General Data Protection 
Regulations (GDPR).  Re-application ensures that the customer data held is 100 
percent up to date and accurate, and that existing card holders agree to the terms of 
use under the new GDPR regulation.  
 

2.4 The new style cards in circulation are accepted on buses until 31st December 2019. 
After this date, they will no longer work on local buses. 
 

2.5 Those who already hold an old style pass need to re-apply for the new style card so 
that they agree to the new GDPR regulations, and those applying for the first time 
need to apply via TfW. 
 

2.6 Merthyr Tydfil County Borough Council (MTCBC) has been working jointly with local 
agencies such as the Citizens Advice Merthyr Tydfil, Housing Associations and 
libraries to offer drop-in sessions to provide assistance to customers on the 
application process if they feel they are unable to complete the application 
independently. 
 

2.7 During the initial rollout period, issues were experienced with the volume of 
customers trying to access the TfW website. The site was taken down between 
09/09/2019 and 23/09/2019 to make changes to the website to be able to deal with 
the high volumes of traffic. 
 

2.8 There have been problems with customers attempting to renew their travel cards, 
where the cards were initially registered to a different address. This has caused 
errors on the system, but in these instances the communication from TfW to all 
councils has been to advise the customer to apply for a new travel card rather than 
try to update their existing card.  MTCBC staff have been able to assist with these 
applications.  
 

2.8.1 For exiting pass holders, TfW are managing the replacements via the 
TfW website. Alternatively, a paper application form can be 
downloaded from the TfW website or collected from the Civic Centre.  

2.8.2 Brand new applications for over 60’s or a single person’s disabled bus 
pass, can be applied for through the TfW website or the customer can 
telephone TfW for a paper application form. 

2.8.3 Disabled companion passes are still being managed only by the 
Councils and not through TfW. 

 



2.9 TfW have now made PDF versions of the application forms available on their 
website, and have also issued paper copies of forms to Councils to help alleviate the 
pressures on both the online application on the TfW website, and on Councils in 
assisting customers.  

 
2.10 We will be reviewing the number of outstanding cards and are planning to hold mop- 

up sessions in the Civic Centre to allow assistance for those outstanding 
applications. 

 
2.11 In the build up to the launch of the replacement programme, monthly meetings were 

held between TfW and local councils. Regular bulletin updates are received from 
TfW via email to update on any technical matters, and any updates to the process 
such as the recent addition of a downloadable form on the TfW website.   
 

2.12 TfW have requested that any media promotion is published by councils at the same 
time to ensure consistency across the roll out until they’re confident all issues are 
resolved. However, we have been working closely with Corporate Communications 
to update our customers where essential to advise Merthyr residents, and will 
continue to do so with guidance from TfW. 

 

3.0 FINANCIAL IMPLICATION(S) 
 
3.1 There are no financial implications regarding costs within this report. 
 
 

4.0 INTEGRATED IMPACT ASSESSMENT 
 
 

 Positive 
Impacts 

Negative 
Impacts 

Not 
Applicable  

1. Merthyr Tydfil Well-being 
Objectives 

  
0 of 4 0 of 4 4 of 4 

2. Sustainable Development 
Principles - How have you 
considered the five ways of 
working: 

 Long term 

 Prevention 

 Integration 

 Collaboration 

 Involvement 
 

1 of 5 0 of 5 4 of 5 

3. Protected Characteristics 
(including Welsh Language) 

 
2 of 10 0 of 10 8 of 10 

4. Biodiversity 
 

0 of 1 0 of 1 1 of 1 

Summary: 
There is a positive impact concerning Long Term in the Sustainable Development 



Principles. The positive impact is low and changes to the bus pass re-issue programme 
are consistent with other Councils across Wales. 
There are two positive impacts on the Protected Characteristics concerning Age and 
Disability.  
No negative impacts have been identified against the Well-being Objectives, the 
Sustainable Development Principles and Biodiversity. 
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Does the report contain any issue that may impact the Council’s 
Constitution?  
 

No 

 
Consultation has been undertaken with the Corporate Management Team in respect 

of each proposal(s) and recommendation(s) set out in this report.  


