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Introduction 

Ticket In Ticket Out (TITO) technology works with the EGM to print a bar coded ticket for payouts when the 

collect button is pressed.  

 

These tickets can be: 

 Inserted into a compatible EGM for credit OR  

 Presented at the Cashier for processing OR  

 Inserted into a Credit Redemption Terminal (CRT) for the player to retrieve their funds 

 

TITO specification information is listed below: 

• The maximum value of a Ticket Out transaction from an EGM is $1999.99 

• The maximum value of Ticket In transaction is $1000  

(Note that the credit meter on an EGM cannot exceed $1000) 

• The legislative maximum time for re-insertion into an EGM is 30 days.  After 30 days the ticket must be 

presented at the cashier for redemption 

• All payouts over the value of $1999.99 must be processed as a hand pay and paid by cheque or EFT 
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Benefits  

Ticket-In Ticket-Out, or TITO, is designed to enhance service and improve your patrons experience by 

eliminating the wait for hand-pays or refills 

Benefits of TITO include: 

• Puts your patrons in control - they can quickly cash out, cash in, or keep playing on another machine 

without having to wait for assistance from a gaming attendant. 

• User friendly - patrons just print a ticket and go. 

• Transportable - patrons can use their TITO ticket across all machines with this functionality within your 

venue. 

• Reduction of coin - Eliminates the need for HOPPERS and coins being transferred from one machine 

to another. 

 

Floor Operations 

Patron’s simply: 

 Insert money into the Bank Note Acceptor (BNA) or coin validators and play. 

 When ready to cash out they press the Collect button, a ticket will be generated with a barcode for the 

amount of the credits. 

 The payout will appear in Pay > Payout Entry screen. 

 A patron can then either:  

a. Redeem cash at the cashier 

b. Insert the ticket into the BNA of a TITO enabled machine and the credits will be added to the credit 

meter of the machine 

c. Insert ticket in at the Credit Redemption Terminal (CRT) 

 The payout will be removed from the Payout Entry screen once the ticket has been redeemed. 
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Troubleshooting at the Cashier  

The cashier functions (regarding tickets) are dependent on the ticket’s status 

 

Services  

 Three services are required to be running for TITO to function correctly 

 

Tickets that need to be reset are tickets that present as: 

 Problem Tickets  

 Problem Tickets – Suspect Value 

 

Cashiers may be required to troubleshoot TITO operations in the change box for: 

 Ticket Too Old  

 Ticket Too Large  

 Unclaimed Tickets  

 Ticket Not Found 

 Ticket Already Paid 

 

Services 

The status tray enables you to have a visual cue of the Services working correctly on the Cashier. 

       

  If any of the services are not running, then TITO tickets will not be able to be processed.  

Service Issue Resolution 

 

BOH (Back of House)  Restart Metropolis Business Server 

 

UCE (Universal Collection Engine)  Restart UCE Service 

 

Site Controller  Contact MAX Support 
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Problem and Suspect Tickets 

If the system detects that a ticket status is not zero then the ticket entry will be highlighted red red on the 

Payout Entry screen.  These tickets will need to be investigated and reset before they can be paid.  

Problem tickets can be caused by the below issues: 

• When the ticket was printed the amount on the ticket did not match the meter movement on the 

machine. 

• When the ticket was printed at the EGM, an error occurred and the ticket wasn’t processed correctly, for 

example, the ticket was jammed.  

 

 

Problem and Suspect ticket statuses 

When a ticket that has been flagged in the system a Problem or Suspect ticket the status will change from Zero 

to one of the following. 

Status 

Code 
Description Meaning 

 

Status 1 GCE Retrieved ticket – Not 

Processed 

• The last recorded transaction for the ticket is being 

inserted into an EGM. 

• The payout was not redeemed from the Payout Entry 

screen as the process was not completed. 

 

 

Status 2 
IGMI started CCCE 

transfer 

• The last recorded transaction for the ticket is being 

inserted into an EGM. 

• The process was started to transfer the credits to the 

EGM credit meter, but an error occurred, and the process 

was not completed 

• Payout would remain on Payout Entry screen. 

Status 5 Ticket is Suspect – 

Disabled 

• When the ticket was printed the amount on the ticket did 

not match the meter movement on the machine. 
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Paying a Problem Ticket 

When the ticket was printed at the EGM, an error occurred and the ticket wasn’t processed correctly, for 

example, the ticket was jammed. You must investigate to ensure that the payout is valid and if it is, reset the 

transaction via Payout Entry.  

 

Procedure 

 Open the Pay application 

 Select Cashier 

 Select Payout Entry 

 Scan the ticket to launch Payout Details 

 A Ticket Problem alert “There is a problem with this ticket. Do you want to review the ticket?” displays. 

Select Yes 

 

 Check the Status is “Ticket processing at EGM (status 1)” and the Amount matches the ticket 

 Enter the amount to pay out in Confirm Ticket Amount and select Reset Ticket Status 
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 Supervisor Override (Reset Ticket Status) launches. Enter the Supervisor Name and Password and 

select OK to reset the ticket (additional Supervisor Overrides may appear depending upon your 

systems settings) 

 

 Enter the amount to pay out in Verify Amount and select OK (if the amount entered doesn’t match the 

amount in Payout Details a warning of “Entered amount is incorrect. Re-enter amount or press Cancel” 

displays) 

 

 Check the status in Ticket Scan Status displays “Ticket is able to be collected” and select OK 

 

 Payout Details launches and you can select OK to process the payout 
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Problem Ticket – Suspect Value 

When the ticket was printed the amount on the ticket did not match the meter movement on the machine. You 

must investigate to ensure that the payout is valid and if it is, it can be paid. 

Procedure 

 Open the Pay application 

 Select Cashier 

 Select Payout Entry 

 Scan the ticket to launch Payout Details 

 A Ticket Problem alert with “There is a problem with this ticket. The value is suspect. Do you want to 

review the ticket?” displays. Select Yes on the Ticket Problem alert 

 

 Check the Status in Ticket Problem is “Ticket value is suspect (status 5)” and the Amount matches the 

ticket  
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 Enter the amount to pay out in Confirm Ticket Amount and select Reset Ticket Status (if you enter a 

different amount a Reset Ticket Status error displays “Please enter the ticket amount to confirm reset of 

ticket status”) 

 Supervisor Override (Reset Ticket Status) launches. Enter the Supervisor Username and Password and 

select OK to reset the ticket (additional Supervisor Overrides may appear depending upon your 

systems settings) 

 

 Enter the amount to pay out in Verify Amount and select OK 

 Payout Details launches and you can select OK to process the payout 

 

Other Ticket Rejections  

Some tickets will be rejected at the EGM because the system has detected that they do not fall into the TITO 

payout parameters. 

These tickets include:  

Ticket too old  

• VIC regulations state a ticket can only be redeemed at a CRT or re-used in an EGM if it is less than 30 

days old. These tickets must be processed at the cashier using Pay.  

 

Ticket Not Found   

• This could be because the barcode has not been recorded properly in the database or it is not a valid 

ticket.  

Scan ticket via the Collect Unclaimed screen, If no result then the ticket does not exist in the database. 

 

Amount Too Large  

• Tickets can be printed by the EGM if under $2000, however the Ticket In amount must be $1000 or 

less. Payment has to be made at the cashier using Pay. 

 

Ticket Already Paid  

• The reason for this could be that a collect record already exists for this ticket. Ticket must be 

investigated further 
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Ticket too Old  

Venues can set a time limit between 24 hours and 30 days for a ticket to remain active in the gaming machines. 

Once this time limit has exceeded then a ticket will be flagged as “unclaimed” and cannot be used in a gaming 

machine or CRT. If the automated Collect Unclaimed job has been set, then the transaction is moved from 

Payout Entry to Collect Unclaimed. For example, tickets printed on the same or the previous trading day are 

processed and anything older displays “Too Old” and must be processed by the cashier. If the venue uses 

Unclaimed Payouts, the ticket must be processed via Collect Unclaimed. 

Procedure 

 Open the Pay application 

 Select Cashier 

 Select Payout Entry 

 Scan the ticket to launch Payout Details 

 

 Check: 

a. Floor Number matches the EGM number on the ticket 

b. Amount matches the ticket value 

c. Docket number matches the last four digits of the barcode on the ticket (displayed on Payout Entry) 

 Select  

a. OK to pay by cash 

b. Cheque / EFT to pay by Cheque or Electronic Funds Transfer 

 Enter the supervisor’s login details 
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 Enter the amount in Verify Amount and select OK 

 

 Select OK 

 Check the amount in Cash Payout Required and select OK 

 

 A printout of the pay-out transaction automatically starts, and the entry is cleared from Payout Entry 
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Troubleshooting at the EGM 

The following operations are designed to aid the Attendant with the knowledge of what to do as the first point of 

contact if a gaming machine locks up with a ticket-in problem or if a ticket keeps getting rejected by the gaming 

machine. 

 

Ticket Rejected reasons  

• Ticket Too Old  

• Amount Too Large  

• Ticket Not Found  

• Ticket Already Redeemed  

 

Other Ticket issues  

• Ticket-In Jam – No Credit on Gaming Machine 

• Ticket-In Jam – Credit on Gaming Machine 

• Transfer Out Failed 

• Blank Ticket Printed 

• EGM Printer Empty 
  



TITO Floor Operations & Troubleshooting Guide  Victoria Page 13 

Ticket Too Old  

Ticket is older than what the venue has specified to be paid at the EGM or CRT. Payment has to be made at the 

Cashier 

 

Amount Too Large   

Tickets can be printed by the EGM if under $2000, however the ticket in amount must be $1000 or less. 

Payment must be made at the Cashier - 

 
 
Ticket Not Found  

Ticket does not exist in the Collect table. Scan ticket via the Collect Unclaimed screen, If no result then the 

ticket does not exist in the database 

 

Ticket Already Redeemed   

Ticket has been recorded as already paid. Run Ticket Trace via Floor > Reports > Audit Report > Ticket Filter to 

validate ticket events 
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Ticket-In Jam > No Credit on EGM  

The Player has deposited their ticket into the EGM and the machine displays a Note Acceptor error with no 

credit showing on the credit meter. Player now has no ticket and no credit to prove that a ticket was inserted into 

the EGM.  

Checking ticket at EGM  

 Record ticket details from the player, i.e. the ticket amount, which gaming machine printed the ticket, 

and what time it was printed.  

Check Current Lock Up Error  

 Turn Reset key to enter EGM Audit Mode.  

 Select Current Lockup Menu.  

 Error will be identified by *** preceding the name. The error may be identified as a note jam, but this is 

also applicable for a ticket jam.  

Check the Ticket-In logs on the EGM.  

There should be no entry for the jammed ticket.  

 Turn the Audit Key on the side of the EGM. The Operator Mode screen will be displayed.  

 In Audit mode navigate to the Cash Ticket Log check the ‘Ticket In log’  

 You should be able to print the Ticket In transactions if required.  

Clear jammed ticket (if possible).  

Some venues will not open note stackers during trade.  

 Open the bill stacker  

 Clear the jammed ticket  

 Replace the bill stacker  

 Close the EGM door  

 Clear the error using the Reset Key  

 The EGM should now be in idle mode  

 

Send player to Gaming Supervisor to run a Ticket Trace report. Ticket In, Ticket Out (TITO) Troubleshooting 

Cheat Sheet  

The Ticket Trace Report will determine what processes the ticket has already undertaken on the EGM or CRT. 

By eliminating the ticket-in processes you will be able to identify the tickets current status and how to continue 

processing the ticket, if applicable.  

Procedures of the club will determine how this will be handled if the ticket is in the note stacker and has not 

been retrieved.   
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Running A Ticket Trace Report  

 

 Open the Floor application 

 Select Reports 

 Select Audit Report 

 Enter From and To dates and times  

 Scan the ticket (or enter the barcode into Ticket Filter) 

 Untick the All Events Event Filter  

 Type “Ticket” into Keyword 

 Select 190 Ticket Events 

 Select F3 Run 

 

 The sub-types options load, keep All Sub-types ticked 
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 Select Ok and the Audit Report will display 
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Ticket-In Jam > Credit on EGM  

The Player has deposited their ticket into the EGM, the ticket has been validated and the credit transferred for 

game play, but the gaming machines has locked up and now displays a Ticket Jam error.  

Checking Ticket at EGM  

 Record ticket details from the player, i.e. the ticket amount, which gaming machine printed the ticket, 

and what time it was printed.  

 

Check Current Lock Up Error  

 Turn Reset key to enter EGM Audit Mode.  

 Select Current Lockup Menu.  

 Error will be identified by *** preceding the name. The error may be identified as a note jam, but this is 

also applicable for a ticket jam.  

 

Check the Ticket-In logs on the EGM.  

There should be no entry for the jammed ticket.  

 Turn the Audit Key on the side of the EGM. The Operator Mode screen will be displayed.  

 In Audit mode navigate to the Cash Ticket Log check the ‘Ticket In log’  

 You should be able to print the Ticket In transactions if required.  

 

Clear Jammed Ticket (if possible).  

Some venues will not open note stackers during trade.  

 As the ticket has credited the EGM this ticket will need to be included in the next machine clearances  

a. If the Bill Stacker was opened put the ticket into the stacker  

b. If the Bill Stacker wasn’t opened document that the ticket jammed and keep ticket aside for 

clearance team.  

 Close EGM door.  

 Clear the error using the Reset Key.  

 EGM should now be in idle mode.  

 Player to resume game play as per normal.  
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Transfer Out Failed 

An error has occurred with the EGM and the ticket must be verified. Take the player to the Gaming Supervisor 

or Cashier to verify and pay out the ticket. Once ticket is verified unlock machine and clear the error using the 

Reset Key. 

Verify the Ticket 

 Open the Floor application 

 Select Reports 

 Select Audit Report 

 Enter From and To dates and times  

 Scan the ticket (or enter the barcode into Ticket Filter) 

 Untick the All Events Event Filter  

 Type “Ticket” into Keyword 

 Select 190 Ticket Events 

 Select F3 Run 

 

 The sub-types options load, keep All Sub-types ticked 
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 Select Ok and the Audit Report will display. 
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Ticket Printed Blank 

The ticket paper has been placed into the ticket printer stacker incorrectly. Taking the paper out and putting it 

back into the stacker with the black lines facing upwards enables it to be printed.  

Correcting Paper 

 Open the gaming machine door 

 Take the paper out of the ticket printer stacker 

 Put the paper back into the ticket printer stacker with the black lines facing upwards 

 Close and lock the front door of the EGM 

Paying the Patron 

A blank ticket cannot be scanned at the cashier and to pay the patron. The payout must be verified as existing 

in the Pay application first, then the cashier can manually process the ticket in our system. 

 Make a note of the payout details (date, time, machine ID, etc.) and the amount 

 Turn the Audit key on the EGM to access the Ticket Out Log 

 Check the details are appearing on Pay 

 Highlight the Ticket in the Pay Out Entry Screen from those displayed  

4.1. Double click the mouse to allow manually processing. 

4.2. Select OK 

Printer Empty 

If there isn’t any paper in the ticket printer stacker. Adding paper out and putting it back into the stacker with the 

black lines facing upwards enables it to be printed.  

 

 Unlock the front door of the EGM 

 Add paper to the ticket printer stacker with the black lines facing upwards 

 Close and lock the front door of the EGM 
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Troubleshooting at the CRT 

Ticket Rejected at CRT 

Some tickets will be rejected at the CRT because the system has detected that they do not fall into the TITO 

payout parameters. 

These tickets include:  

Ticket Too Old  

Ticket is older than what the venue has specified to be paid at the EGM or CRT. Payment has to be made at the 

Cashier 

Amount Too Large 

Tickets can be printed by the EGM if under $2000, however the ticket in amount must be $1000 or less at EGM 

or CRT. Payment has to be made at the Cashier 

Ticket Not Found 

Ticket does not exist in the Collect table. Scan ticket via the Collect Unclaimed screen, If no result then the 

ticket does not exist in the database 

Ticket Rejected See Cashier 

Ticket has been recorded as already paid. Run Ticket Trace via Floor > Reports > Audit Report > Ticket Filter to 

validate ticket events 

 

CRT Short Pay 

If a patron redeems a Ticket to the value of $22.60 at a CRT, but the CRT has $20 notes, but has run out of 

smaller change, the CRT may dispense $20 in cash as well as a “Short Pay Receipt” for $2.60 which the patron 

may take to the Cashier 
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Viewing Ticket Logs on the EGM 

The EGM audit mode enables you to select, view and print logs for: 

• The collective number of tickets that have been processed on the EGM since the last reset 

• Tickets that have been printed by the EGM as a ticket payout since the last reset 

• Tickets that have been deposited into the EGM and deemed as a paid ticket since the last reset. 

• Tickets that have been rejected by the EGM for whatever reason, since the last reset. 

This information enables you to track and identify the status of a ticket if any problems occur. 

 

Viewing the Collective Ticket Information 

The Cash Ticket Information screen enables you to view totals for tickets since the last EGM reset. This screen 

displays: 

• the cash value of ticket payouts printed from the EGM,  

• the cash value of tickets deposited to the EGM (paid by EGM),  

• the number of tickets accepted by the EGM, and 

• the number of tickets rejected by the EGM. 

Navigating to the Cash Ticket Information Screen 

 Turn the Audit Key on the side of the EGM. The Operator Mode screen will be displayed. 

 



TITO Floor Operations & Troubleshooting Guide  Victoria Page 23 

 Select the Audit Mode function by pressing the ‘Select’ button on the EGM. The Audit Mode screen will 

be displayed. 

 

 Navigate down to the Cash Ticket Information option by using the ‘Next Item’ button. 

 Select the Cash Ticket Information function by pressing the ‘Select’ button on the EGM. The Cash Ticket 

Information screen will be displayed. 

 

 To print the onscreen ticket information, select the ‘Print’ button. 
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Viewing Ticket Out Logs 

The Ticket Log screen enables you to view the details of individual ticket out transactions that have been 

processed from the EGM since the last reset. The logs are ordered from the most recent ticket payout printed 

(being log no. 001) to the oldest recorded printed.  

Navigating to the Cash Ticket Log Screen 

 Turn the Audit Key on the side of the EGM. The Operator Mode screen will be displayed. 

 

 Select the Audit Mode function by pressing the ‘Select’ button on the EGM. The Audit Mode screen will 

be displayed. 
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 Navigate to the Cash Ticket Log option by using the ‘Next Item’ button. 

 Select the Cash Ticket Log function by pressing the ‘Select’ button on the EGM. The Cash Ticket Log – 

Ticket Out screen will be displayed. 

 

Sample of Cash Ticket Log – Ticket Out screen 

 To print the Ticket Out transactions, select the ‘Print’ button. 
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Viewing Ticket In Logs 

The Ticket Log screen enables you to view the details of individual tickets that have been redeemed by 

depositing a ticket payout into the EGM. The transaction log will display all tickets inserted into the EGM since 

the last reset. The logs are ordered from the most recently paid ticket being log no. 001.  

 Navigating to the Cash Ticket Log Screen 

 Turn the Audit Key on the side of the EGM. The Operator Mode screen will be displayed. 

 

 Select the Audit Mode function by pressing the ‘10 Lines’ button on the EGM. The Audit Mode screen 

will be displayed. 
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 Navigate to the Cash Ticket Log option by using the ‘Next Item’ button. 

 Select the Cash Ticket Log function by pressing the ‘Select’ button on the EGM. The Cash Ticket Log – 

Ticket Out screen will be displayed. 

 Select the ‘Ticket In’ button. The Cash Ticket Log – Ticket In screen will be displayed. 

 

 To print the Ticket In transactions, select the ‘Print’ button. 
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Viewing Rejected Ticket Logs 

The Ticket Log screen enables you to view the details of tickets that have been rejected by the EGM since the 

last reset. The logs are ordered from the most recent ticket ejected from the EGM being log no. 001 to the 

oldest recorded rejected. 

Navigating to the Cash Ticket Log Screen 

 Turn the Audit Key on the side of the EGM. The Operator Mode screen will be displayed. 

 

 Select the Audit Mode function by pressing the ‘Select’ button on the EGM. The Audit Mode screen will 

be displayed. 
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 Navigate to the Cash Ticket Log option by using the ‘Next Item’ button. 

 Select the Cash Ticket Log function by pressing the ‘Select’ button on the EGM. The Cash Ticket Log – 

Ticket Out screen will be displayed. 

 Select the ‘Ticket In’ button. The Cash Ticket Log – Ticket In screen will be displayed. 

 Select the ‘Ticket Reject’ button. The Cash Ticket Log – Ticket Rejects screen will be displayed. 

 

Sample of Cash Ticket Log – Ticket Rejects screen 

 To print the Ticket Rejects transactions, select the ‘Print’ button. 
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Verifying & Updating Machine Details VIC  

As part of the TITO implementation, the Metropolis system requires the below fields to be populated to ensure 

TITO communication between Metropolis and Intralot. 

 

BOS Portal Name Game Name 

VCGLR ID SERIAL 

EGM ID GMID 

GSI Code G2SMachineID 

 

Intralot BOS Portal Machine Information File 

The below Intralot file will need to be accessed to gain the correct EGM specific information. This data is 

required to be entered into the Machine Details page within the Metropolis Game application. 

 

Reference Guide VIC  

Intralot Bos Portal EGM Master File or Annexure 

 

How to Locate/Export BOS Portal / Intralot  
 

 EGM Master File 

This report is used to verify the G2S Machine ID, GMID and Return To Player % with the information in Game. 

• Open BOS PORTAL > Enter Username and Password 

• Select Monitoring Reports > Select EGM Master File 

• Select EGM Status drop down menu to Active > Click Preview 

• Click Export 

• Change file format to Excel / csv > Click OK 

• Click Save 
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Bos Portal EGM Master File Reference Guide 

This report can be downloaded via the Bos Portal and contains EGM information required to be populated into 

Game. 

 

 

Number Bos Portal Name Game Name 

1 Floor Position Floor 

2 EGM Description Name 

3 EGM ID GMID 

4 VCGLR ID Serial 

5 GSI Code G2sMachineID 

6 Denom Denom 

7 Payout % NA – this is current Payout not RTP = RTP 

can be found on the venue annexure 

  

1 
2 

3 4 

5 

6 7 
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Check/Edit Game > Machine Details  
 

How to log in to Game  

From the Metropolis Launcher 

• Double click on the Game application. 

• The Game Login screen will appear. 

• Enter your Username and Password. 

• Select OK 

• The Game application will open 

 

From the Metropolis Hub 

• Log into the Metro Hub. 

• Select Launcher. 

• Double click on the Game application. 

• The Game application will open. 

 

Check/Edit Machine/EGM Details 

The Machine – Edit option allows the user to change any information relating to the machines. 

 

Procedure 

1. Open Game. 

2. Select Maintenance. 

3. Select Machine - All active EGM’s will display. 

4. Select machine to edit. 

5. Select Edit icon. 

6. Edit the following fields in the General tab. 

a. Name 

b. Serial/VCGLR ID 

c. Demon 

Select Yes when warning prompt appears 

d. Manf 

e. Jackpot % 

This information will be located on your IGS Annexure – not mandatory but may affect some reports 

f. GMID/EGM ID  

g. Bpt Scale = 100 

h. Game Type 

i. Hopper Weight 

If EGM still has a hopper and is not TITO enabled 
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j. Refill Amt 

If EGM still has a hopper and is not TITO enabled 

k. Max Bet 

This information will be located on your IGS Annexure – not mandatory but may affect some reports  

l. Player RTP 

m. Ticket Scale = 100 

n. G2SMachineID/GSI Code 

 

NOTE: Fields highlighted Yellow are MANDATORY for reconciliation 

   

  

6a

 6b 

6c 

6d 

6e 

6f 

6g 

6h 

6i 

6j 

6k 

6l 

6m 

6n 

2

 

5

 

3

 

4
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7. Select Options tab. 

8. Edit the following fields if changes are required. 

a. Docket Printer – enable if EGM is now TITO 

b. Has Hopper – enable if EGM is NOT TITO 

c. TITO Enabled – enable if EGM is now TITO 

d. Pathway PIM – enable if EGM has MAX/eBET Pathways 

e. Protocol Version – QCOM or VLC (REQUIRED FOR VAULT USERS) 

  

9. Select Save 

Select No when the warning prompt appears 

 

 

Note: See Screen Information section for further explanation of available options 

 
  

8a 

8b 
8c 

8e 

8d 

9 

7 
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This document should be read in conjunction with any government or regulatory guidelines to ensure all requirements are met. 

© 2020 Tabcorp Holdings Limited. 

This document contains confidential and proprietary information belonging to Tabcorp Holdings Limited and its subsidiaries (MAX) and is 

being shared for the purpose of providing information in relation to MAX’s product and service offerings. 

MAX does not warrant or guarantee the future performance of the venue and accepts no liability for any loss or damage incurred as a 

result of any reliance on the information. It is recommended that the venue undertake its own due diligence and seek independent 

professional advice about the content of this document, as required. 

 


