
Helping the Ontario (Canada) Ministry of 
Transportation introduce and manage an 
integrated electronic fare management 
system for public transit in the Greater 
Toronto area.
Toronto is the largest city in Canada, home to nearly 2.5 million 
people. A total of 5.5 million people reside in the Greater Toronto 
and Hamilton Area (GTHA). The responsibility for managing 
the area’s transportation infrastructure and services falls to 
Metrolinx—an agency of the Government of Ontario committed 
to promoting a regional view to transportation and transit.   



Business challenge
Like other large metropolitan areas, 
Toronto suffers from significant traffic 
congestion. In fact, despite having the 
second largest public transportation 
system in North America, the GTHA is 
the fourth most congested urban area 
on the continent.1  

A recent report by the Organization 
for Economic Co-operation and 
Development2 confirms Toronto’s 
congestion woes and points to the fact 
that 71 percent of area residents rely on 
personal vehicles for their commutes. 
This dependence on automobiles 
presents a number of problems. In 
addition to high levels of pollution, 
Toronto area residents face some of 
the longest commutes in the developed 
world (averaging 79 minutes per day). 
This gridlock phenomenon translates 
into CAD $6 billion (about USD $6.15 
billion) in lost productivity each year. 
Making matters worse is the widely held 
belief that the GTHA’s population will 
rise by more than two million over the 
next 20 years. That most likely means 
another million cars on the road and an 
average commute time of more than 
two hours. 

The provincial government clearly 
recognized that things needed to 
change and in 2006 established 
the Greater Toronto Transportation 
Authority. This agency—now known as 
Metrolinx—was tasked with developing 
a seamless transportation system that 
moves people and goods efficiently, 
economically and in an environmentally 
sustainable way. The agency’s Regional 
Transportation Plan, titled “Big Move,” 
outlined a set of strategies to develop 
reliable, convenient and fast transit, 
safer bikeways and walkways, and less 
congested roads. One of these strategies 
involved introducing a secure, multi-
modal fare card system for the region’s 
public transit. 

1. Philip Preville. “Toronto’s Traffic Time Bomb.” Toronto Life. April 2008.  
http://www.torontolife.com/features/monster-jam/?pageno=1. Retrieved 15 April 2010. 

At the time, each of the area’s public 
transit agencies had its own fare 
structure and fare-payment system. This 
meant that commuters taking multiple 
modes of transportation—buses, 
streetcars, trains or the subway—to 
reach their final destination had to pay 
multiple fares or have different transit 
passes, tickets or tokens for their trip. 
Metrolinx believed that an easy-to-use, 
integrated fare management system 
utilizing a single fare card would attract 
more public transit riders and offer a 
more consistent and seamless transit 
service. 

The Ontario Government asked 
Accenture to not only help bring the 
vision for a GTHA public transit fare 
card system to life, but also manage the 
new system for 10 years. Several factors 
influenced this decision. Accenture 
had deep skills in systems integration 
and application management, as well 
as a proven fare management solution 
framework. It also brought vast 
experience in helping other public sector 
organizations such as The Netherlands 
Trans Link Systems national fare card 
program achieve high performance. 

How Accenture helped
In 2006, Accenture was selected to 
design, develop, deploy and operate 
the seamless fare card system, dubbed 
PRESTO. The goal was to introduce 
the PRESTO system in a phased 
approach through 2011, ultimately 
accommodating more than two million 
passengers a day across the GTHA’s 
transit agencies. 

As the prime systems integrator and 
project management lead, Accenture 
assumed overall responsibility for 
project delivery and, in particular, the: 

•	 Design, development and 
implementation of a scalable, 
multi-supplier smart card system 
that enabled interoperability among 
numerous transit agencies and modes 
of travel. 

•	 Development of the overall solution 
architecture, based on the Accenture 
Fare Management Solution for 
eTicketing. This solution framework, 
built on open standards and a 
service-oriented architecture, was 
specifically designed to enable 
multi-agency interoperability, reduce 
implementation risks, and support 
a comprehensive set of necessary 
functions—from financial and asset 
management to business intelligence 
and reporting.

•	 Field testing, implementation and 
ongoing maintenance of equipment 
across multiple modes.

With less congestion, 
fewer automobile 
emissions and 
more convenient 
travel options, the 
initiative is a key 
enabler of the 
region’s continuing 
economic growth 
and a significant 
contributor to an 
improved urban 
quality of life. 



•	 Interactions with the participating 
bus, subway and commuter rail 
operators to not only help them 
transition from their legacy fare 
management systems, but also to 
ensure that the new system’s design 
and configuration met their fare 
policy and accessibility requirements, 
as well as performance targets.

•	 Overall deployment planning, training 
and communication to enable a 
smooth customer rollout.

•	 Ongoing management and delivery 
of back-office services such as 
customer service (via a number of 
channels, including phone, interactive 
voice response, mail, Internet, e-mail 
and in-person outlets), card order 
fulfillment, financial management, 
reconciliation and settlement, 
security, and management reporting.

•	 Ongoing management of 
infrastructure and systems operations 
services, including application 
maintenance, network/system 
monitoring, security management, 
system hosting and disaster recovery. 

•	 Full lifecycle support for smart card 
transaction processing, including 
activation, activity status monitoring, 
utilization and balance tracking, 
registration and replacement.

Importantly, Accenture also managed a 
team of industry-leading hardware and 
software service providers to create 
and operate the multi-modal, multi-
agency system. Each of these providers 
was responsible for critical solution 
components. Thales Transportation 
Systems supplied all field-related 
equipment such as card readers, 
control gates, fare card sales terminals, 
and global positioning systems for 
fare calculation, as well as central 
system software components. TELUS, 
the Canadian telecommunications 
provider, supplied infrastructure 

support, including data center 
hosting, network services to link all 
field equipment to the data center, 
and backup and recovery sites and 
processes. Professional services firm 
IBI Group provided transportation 
consulting, planning, implementation 
and transition services, and Giesecke 
& Devrient, the global provider of 
banknote and securities printing, 
managed the production, initialization 
and distribution of PRESTO 
contactless fare cards. 

These providers, under Accenture’s 
direction, built a comprehensive 
electronic fare payment solution for 
an initial set of nine participating 
public transit systems in the greater 
Toronto and Hamilton region: GO 
Transit (the interregional train and bus 
operator), Oakville Transit, Burlington 
Transit, Brampton Transit, Mississauga 
Transit, Hamilton Street Railway 
Company, York Region Transit, Durham 
Region Transit and the Toronto Transit 
Commission (TTC). The team launched 
a pilot of the new system in 2007 on 
four bus routes, two transit stations 
and Union Station in Toronto. With 
the pilot, the team delivered the first 
release of the system’s software, 
which enabled approximately 80 
percent of the solution’s potential 
functionality.  As of May 2010, 
four of the nine transit agencies 
have implemented PRESTO.  This 
includes GO Transit, Oakville Transit, 
Burlington Transit and the TTC.  This 
is a significant industry achievement, 
which demonstrates the success of 
PRESTO in achieving multi-transit 
agency interoperability starting on 
day one.

Today, the team is configuring the 
final 20 percent of the system’s 
software and rolling out the new 
fare management solution to the 
remaining transit systems and 
additional transit locations. Within 

the next year, all nine participating 
transit agencies will be using PRESTO. 
The system’s modular design will allow 
it to support additional agencies in the 
future, if and as needed. For example, 
Ottawa's OC Transport system is 
committed to joining PRESTO in 2012. 

High performance 
delivered 
Accenture’s High Performance Business 
research confirms that public transit 
agencies are increasingly applying smart 
card technologies to meet consumer 
demands for convenient, affordable and 
efficient travel options. Yet, Accenture’s 
research and experience also shows 
that achieving desired value from 
electronic fare management solutions 
can be difficult. Fare management 
systems are inherently complex. To 
be successful, they must address the 
needs of multiple stakeholders and 
support multiple modes of travel. 
The systems must be open, reliable, 
scalable and flexible to adjust over 
time to continually shifting demands.

With Accenture’s help, the Ontario 
Ministry of Transportation has created 
just such a fare management system 
for residents and transit agencies of 
the greater Toronto and Hamilton 
areas. The PRESTO system, currently 
being phased in across the region, 
represents a key component of the 
Ontario Government's "Big Move" 
strategy by encouraging an increase in 
transit ridership and a reduction in the 
community’s reliance on automobiles.

With less congestion, fewer automobile 
emissions and more convenient travel 
options, the initiative is a key enabler 
of the region’s continuing economic 
growth and a significant contributor 
to an improved urban quality of life. 
According to Kathleen Wynne, Minister 
of Transportation, “With PRESTO 
commuters can travel across multiple 



transit systems with just one card—it's 
simple and convenient. This smart 
fare card is part of the McGuinty 
government's integrated transit plan 
to make public transit easier to use. 
Improving public transit is also part of 
the Open Ontario plan to create jobs 
and opportunities across the province."

Ultimately, the PRESTO system is 
expected to accommodate more than 
two million passengers each day. They 
will be able to travel from Hamilton 
to Oshawa to Ottawa, a distance of 
about 575 km (360 miles) with a single 
smart card. As stated by Ernie Wallace, 
Executive Project Director of PRESTO, 
customer convenience is a key benefit. 
“You can tap your card. It takes care 
of all your transactions and payments. 
From a customer convenience viewpoint, 
it’s secure. You don’t have to worry 
about where you are in a particular 
system, or whether you’ve crossed the 
boundary in the greater GTA. It gives 
you an integrated, transparent ride 
across the GTA. You can buy the card 
online. You can order it by phone. You 
can buy it from the service agents 
that are at the various GO stations.”

As the system rolls out, GTHA residents 
will notice important changes 
to their traveling experience:

•	 Waiting in lines at ticket gates and 
searching for exact change while 
boarding a bus, train or subway 
car will be frustrations of the past. 
Travelers can load value onto their 
registered PRESTO cards by using 
machines in stations or via the 
Internet and then travel the transit 
system seamlessly with the simple 
tap of their card. 

•	 Registered passengers can retrieve 
their transit transaction histories 
via the Internet or through the 
interactive voice response system.

•	 Enhanced security protects the 
value on the PRESTO cards, even if 
they are lost or stolen.

•	 High-quality, round-the-clock 
customer service channels help 
passengers with issues or questions 
about the new system. An 
interactive voice response system 
answers calls within three rings. 
More than 80 percent of callers 
wanting to speak with an operator 
are connected within 30 seconds. 
And first-call resolution already 
exceeds 80 percent. 

•	 Loyalty campaigns (e.g., charging 
less for frequent trips or providing 
discounted transfers between 
service providers) are making travel 
more economical. 

Transit agencies stand to benefit,  
as well. 

•	 The fare management system 
automatically calculates and 
distributes the correct allocation of 
revenues from a common “e-Purse” 
that stores card value electronically

•	 By sharing a common fare 
management platform, agencies 
are able to reduce their operating 
costs. Self-service sales via the 
Internet and fare card terminals 
reduce the agencies’ cost of sales 
and ticket distribution. 

•	 Built on a common, open-
architecture standard, the new 
system is highly flexible, which 
means card retailers, providers of 
transit-related services and new 
transit agencies can potentially join 
the PRESTO network and existing 
agencies can modify or extend 
their services easily. 
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•	 The PRESTO cards provide public 
transit agencies with information 
about travel patterns, which they can 
use to continuously improve service 
and respond more effectively to 
fluctuating ridership demands. 

In all these ways, the system is helping 
to redefine what high performance 
means in the public transport industry. 
As Ernie Wallace explains, “The PRESTO 
fare card is not only enhancing service 
quality for millions of passengers, but 
also improving operating returns for 
the participating transit agencies. 
Accenture, along with its highly 
skilled team of service and equipment 
providers, has made our vision of a 
secure, multi-modal fare management 
system a reality. The investment 
we’ve made will enhance the region’s 
livability for generations to come.”

About Accenture
Accenture is a global management 
consulting, technology services 
and outsourcing company, with 
approximately 211,000 people serving 
clients in more than 120 countries. 
Combining unparalleled experience, 
comprehensive capabilities across all 
industries and business functions, 
and extensive research on the world’s 
most successful companies, Accenture 
collaborates with clients to help them 
become high-performance businesses 
and governments. The company 
generated net revenues of US$21.6 
billion for the fiscal year ended August 
31, 2010. Its home page is www.
accenture.com.

To learn more about Accenture and fare 
management please visit  
www.accenture.com/publictransport. 


