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Section C


SEEN CASE STUDY DESCRIPTION

HarbourWave Ferries operates passenger and vehicle crossings on several short sea routes. The company is modernising its booking platform to support account registration, online booking and assisted booking through a call centre.

Customers may book online or via the call centre. Online customers must hold a Registered account in order to book, manage details and view booking history. Call centre agents can create bookings for any customer, whether registered or not.

Online booking requires full payment at the time of booking and closes three working days before departure. Working day means Monday to Friday, excluding UK bank holidays.

Call centre bookings placed more than 14 days before departure can be secured with a deposit equal to 25% of the total fare or £100, whichever is higher. If the departure is within 14 days, full payment is required at the time of booking. 

Any balance on a deposit booking must be settled at least three working days before departure. Fares are determined by route, sailing date and time, passenger count and any vehicle. A peak-period premium applies on designated dates published by the company.

Customers with a Registered account receive a 5% online discount when booking online. The discount is applied to the base fare before premiums and add-ons. Optional travel insurance may be purchased for £10 per day. Insurance is an add-on and is not covered by deposits. Other add-ons, such as priority boarding, may be available on selected routes.

Customers can amend a booking up to the online closure point. If details change, the fare is recalculated under current rules at the time of the amendment. Where payment has already been taken, additional amounts are collected before confirmation of the change.

Payments are processed by a third-party Payment Service. Price calculation is performed by a Pricing Engine. Confirmation notices are issued by email and SMS.
For operational and auditing purposes, the platform records booking status changes, price components used in fare calculation and payment outcomes.
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