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1. Summary 
 
1.1 In accordance with the Memorandum of Understanding, this report sets out London TravelWatch 

performance for the first six months of 2010/11. 

 
 
2. Recommendations 
 

2.1 That the Committee notes the financial outturn position of London TravelWatch as at 

30 September 2010. 

2.2 That the Committee notes the performance against the agreed objectives of London 

TravelWatch. 

 

3. Background  
 
3.1 This report sets out performance for the first six months of 2010/11 and the financial position as at 

30 September 2010. It also provides a high-level summary of performance against London 

TravelWatch’s suite of performance indicators.  

 

3.2 The Assembly is asked to note the financial position as at 30 September 2010 and the summary of 

performance against the approved suite of performance indicators.  

 

3.3 The regular monitoring of delivery against the key objectives featured in the London TravelWatch 

Corporate Plan will enable the Transport Committee to maintain an overview of London 

TravelWatch’s performance throughout the year.  The Assembly is asked to note the report and the 

recommendations set out within it.   

 
 



        

4. Issues for Consideration  
 

Financial Outturn 

4.1 The financial position as at the end of September 2010 is summarised below: 
 
 

 

Original 

Budget 

Revised 

Budget 

Actual 

Spend/ 

Year end 

Forecast 

Forecast 

Variance  

   

Income 

to date  

NB () = 

Favourable  

 £ £ £       £ £ 

            

REVENUE EXPENDITURE       

Chairman, Members & Staff Costs  1,207,591 1,205,091 599,134 1,197,474 (7,617) 

Accommodation costs 217,801 217,801 105,320 215,959 (1,842) 

Supplies & Services 141,878 144,378 63,347 170,690 26,312 

Depreciation  35,730 35,730 19,270 38,540 2,810 

      

Total Revenue Expenditure 1,603,000 1,603,000 787,072 1,622,663 19,663 

       

CAPITAL EXPENDITURE       

Asset Replacement 0 0 0 0 0 

Furniture & Equipment 0 0 0 0 0 

Other 0 0 0 0 0 

Total Capital Expenditure 0 0 0 0 0 

       

Total Capital & Revenue Expenditure 1,603,000 1,603,000 787,072 1,622,663 19,663 

       

      

INCOME      

Greater London Authority Funding 1,603,000 1,603,000 801,000 1,603,000 0 

Passenger Focus 0 0 17,457 26,000 (26,000) 

Bank Interest Receivable  0 0 24 50 (50) 

Other income 0 0 0  0 0 

       

Total Income 1,603,000 1,603,000 818,481 1,629,050 (26,050) 

       

      

Surplus / (Deficit) funded from transfer to 

/ (from) reserves – excluding capital 

expenditure 0 0 31,409 6,387 (6,387) 

      

Capital Expenditure  0 0 

 

0 0 0 

      

Surplus / (Deficit) funded from transfer to 

/ (from) reserves – including capital 

expenditure 0 0 31,409 6,387 (6,387) 

 
 



        

Main Variances 

 

4.2 The favourable revenue expenditure forecast of £7,617 for staff costs is the result of various 

changes in the expected outturn such as decisions not to recruit to vacant posts and reductions in 

hours worked. The heading also includes a pay cost which is partly offset by a recharge to Passenger 

Focus as shown in the income section.  

 

4.3 The unfavourable variance of £26,312 on supplies and services costs reflect higher than expected 

costs of £15,000 for legal and professional fees and £11,000 for IT support costs. 

 

Risk Areas 

 

4.4 There are no known areas of financial risk.  

 

 Headline achievements and progress against the Business Plan 

 

4.5 This section of the report highlights achievements made in between April 2010 and September 

2010.  It also reports progress against London TravelWatch’s key performance indicators.  

 

4.6 A major focus for the organisation in the first half of the year was responding to the London 

Assembly’s Review of London TravelWatch. London TravelWatch engaged constructively with 

London Assembly’s review and ensured that the review was properly informed by providing 

comprehensive and accurate background material for the GLA officers in a timely manner.  However 

this was extremely time-consuming, particularly for the organisation’s senior staff. 

 

4.7 Performance against turnaround targets for casework has substantially improved and has resulted in 

very positive outcomes in casework performance as the table of performance indicators later in this 

report confirms. 

 

4.8 London TravelWatch continued to encourage operators to improve their complaints handling and 

approach to customer care and met regularly with transport providers to put forward the consumer 

view. In particular, it was consulted on London Overground’s Customer Charter and secured a 

number of improvements including an extension in the period for claims for delays from 14 to 28 

days bringing it into line with the National Rail conditions of carriage.   

 

4.9 The organisation produced a new ‘How to Complain’ leaflet and published useful information for 

London’s passengers on their consumer rights and how to get the best value for money when 

purchasing tickets. 

 

4.10 London TravelWatch continued to monitor both National Rail and TfL performance on behalf of 

passengers and used this information to highlight areas of persistent poor performance. It was 

particularly pleased to note improvements that have been made to bus route 30 as a result. 

 

4.11 London TravelWatch continued with a major piece of work to promote good practice in station 

standards to improve the passenger experience and this included results of primary research into the 

passenger opinion carried out in conjunction with Passenger Focus at Clapham Junction and Barking 

stations. London TravelWatch promoted a proposal to provide a high quality walk route between 

Euston Station and St Pancras, avoiding the need to use London Underground or Euston Road 



        

station which has been taken up by Camden Council.  It continues to do further work on promoting 

good practice on interchanges addressing issues around walking and buses.    

 

4.12 London TravelWatch successfully persuaded TfL to extend bus route 320 to Catford Bridge Station 

to provide local people with a better interchange with National Rail services and other local buses.   

 

4.13 Unlike the train operating companies, TfL is not obliged to consult with passengers when it proposes 

to change ticket office opening hours.   However London TravelWatch successfully made the case 

that it would be good practice for them to do so and then worked with TfL to help design the 

consultation programme. The public were consulted via TfL’s website. London TravelWatch 

publicised the consultation in public and media, and a public meeting was held to discuss the issue.  

 

4.14 In June London TravelWatch ran a major campaign highlighting the lack of fully accessible (DDA 

compliant) bus stops across London when figures showed that at around half of all bus stops, buses 

cannot get fully into the kerb to enable level boarding and deploy ramps, and that this figure varied 

widely between  boroughs.  It wrote to TfL, every London borough and local newspapers 

highlighting the problem, which generated very good responses and its performance report now 

includes quarterly data on accessible bus stops.  

 

4.15 London TravelWatch responded to the DfT’s consultations on the new franchises on West Anglia, 

Essex Thameside and Greater Anglia lines which affect passengers in north and east London. The 

organisation called for more trains, later evening services and for improved stations in north east 

London; and for improved capacity, better stations and to improve the quality of replacement 

services in east London.  

 

4.16 London TravelWatch published its research into bus passengers’ priorities in London, which set out 

what London’s bus passengers want from their journey. The document provides important evidence 

of what bus passengers think and want from their service. It shows that reliability and punctuality 

are the greatest concerns for passengers, and that London’s passengers have quite different 

priorities to bus passengers nationally. It also published its research into first class rail travel, which 

showed that passengers on shorter journeys felt that first class provision was not necessary, and that 

its abolition could increase the overall capacity on local trains, especially at peak times.  

 

 Progress against London TravelWatch’s suite of key performance indicators 

 

4.17 The following performance indicators relate to the organisation’s performance in its handling of 

casework during the six months from April to September 2010.  

 

4.18 As previously reported, a programming error on the organisation’s database meant that between 

September 2009 and March 2010 complainants did not consistently receive feedback questionnaires 

when their case was closed.  This caused an apparent drop in satisfaction rates because only 

passengers appealing against operator decisions were surveyed and the organisation is not always 

able to resolve issues in the way that complainants hope.  This error has now been corrected. 

 

4.19 A major issue raised by the public in this period concerned the replacement bus service provided 

when the Northern Line was closed for engineering works.  Due to weight of traffic replacement bus 

services were concentrated on the northern section of the route passengers accessing the southern 

part of the route were expected to use National Rail services and change at no additional cost.  



        

Passengers wanted the bus to run the length of the closed line and also complained about the 

regularity and extended journey times of the replacement bus service.   

 

4.20 As usage has increased Oyster card issues have become an increasing feature of the postbag, as 

have penalty fares and the lack of information surrounding prosecutions for fare evaders.  In the 

quarter July to September many complaints were received regarding Southeastern’s late running 

trains and cancelled services. 

 

4.21 London TravelWatch’s casework team continued to achieve successes for passengers who appealed 

to them.  For example, Mr. C put a weekly Travelcard on to his Oystercard but failed to recognise 

there was a negative balance on his card. When he came to use it, it failed to work. As a result he 

lost the value of the weekly Travelcard. After a long dialogue TfL agreed to refund the value of the 

weekly ticket of £46.60.   

 

4.22 After lobbying by London TravelWatch, Transport for London adjusted a passenger fare to reflect 

the cost of a journey where the route indicated on the journey planner that the best available route 

was avoiding central London but the passenger was charged the higher fare that would be due if 

travelling via Zone One.  

 

4.23 Continuing to improve performance against time targets for handling casework was a priority for 

London TravelWatch over the past six months and the new Casework Manager has managed to 

accelerate this performance. 

 

4.24 Further improving quality standards will be a priority for London TravelWatch at the beginning of 

2011-12.  

 



 

 

* Data relates to appeals only      #Data relates to 6 month period between April-September 2010  

 

PI 
no.  

Indicator Performance  2010 
/11 

Target 

Variance 
at Sep 10 

July/Dec      
07 

Jan/Jun  
08 

July/Sep 
08 

Oct/Mar 
09 

Apr/Sep 
09  

Oct/Dec  
09 

Jan/Mar 
10 

Apr/Jun 
10 

Jul/Sep 
10 

  

1a % of newly received cases recorded and 
acknowledged by LTW within 5 days 

79% 69.5% 82.5% 90.5% 96.4% 97.5% 94.9% 98.9% 99.7% 100% 0 

1b % of newly received referred to relevant 
operator within 5 days  

76% 65.3% 73.5% 69.5% 75.3% 75.1% 75.3% 88.7% 98.2% 75% +23 

2   % of replies from operators considered, decision taken on further action within three days of receipt 

2a Reply within ten working days of receipt if 
no further action required 

79% 70.2% 83.8% 67.1% 76.7% 78.5% 77.2% 88.7% 93.9% 90% +4 

2b 
 

Reply within 20 working days of receipt if no 
further action required 

89% 85.7% 91.9% 82.6% 87.2% 89.5% 88.1% 95% 97% 100% -3 

3   % replies to cases dealt with direct  without referral to an operator  

3a Reply within ten working days of receipt if 
no further action required 

92% 87.6% 79.8% 88.0% 94.8% 87.5% 87.2% 97.8% 99.4% 90% +9 

3b Reply within 20 working days of receipt if no 
further action required 

97% 92.9% 98.4% 97.2% 97.3% 97.2% 95.2% 98.4% 100% 100% 0 

4 Mean score for respondents to LTW survey 
expressing satisfaction with outcome of case 

65 66 72 79 66 50* 46*  
66# 

70 -4 

5 Mean score for respondents to LTW survey 
expressing satisfaction with the speed of 
response 

68 63 74 78 72 60* 61*  
72# 

72 0 

6 Mean score for respondents to LTW survey 
expressing satisfaction with handling of case 

74 78 79 84 76 63* 61*  
75# 

79 -4 

7 No. of complaints received relating to LTW’s 
service standards 

0 0 1 0 0 0 0 0 0 N/A N/A 

8 % of complaints received relating to LTW’s 
service standards fully responded to within 
20 working days or the first meeting of the 
Casework Committee after receipt of the 
complaint if a decision is taken that member 
input is needed.  

0 0 100% 0 0 0 0 0 0 100% N/A 



 

 

 Research and Development 
 
4.25 The following performance indicator relates to one of the research and development aspects of 

London TravelWatch’s work during the first six months of 2010/11.  
 

PI 
no.  

Indicator 2010/11 
target 

Performance Variance 

13 % of requests for written / oral 
submissions met by the agreed 
deadline 

 
100% 

 
100% 

 
Nil 

 

4.26 London TravelWatch submitted evidence in June to London Assembly’s Transport Committee 

investigation into accessibility of London Transport’s network and in August to the Transport 

Committee’s investigation into making it easier and safer to walk in London. Also, officers supported 

Assembly members in their trip to Liverpool Street station to investigate accessibility. London 

TravelWatch also responded to 164 other consultations, across all modes. 

 

Staffing Issues 

 

4.27 To further address the subject of knowledge, talent management and succession planning, and in 

the light of new challenges going forward for London TravelWatch, the organisation re-visited and 

identified training priorities accordingly.  There has therefore been a strong on-going commitment 

to learning and development across the organisation at all levels.  

 

4.28 In August London TravelWatch achieved re-accreditation of the Investors in People standard.  

Several areas of strength and good practice were reported during the course of the assessor’s visit 

including‚…The clear top-level priorities and objectives were able to be easily tracked through to 

the various teams and down to staff‛ and that fact there is now ‚…a clearer ‘golden thread’ 

between London TravelWatch priorities, team goals and individual objectives.  This combined with a 

more open leadership and talented people with a ‘can-do’ mindset have created a successful 

organisation of which they are justifiably proud‛ (Investors in People Review Report September 

2010).   

 

4.29 During the summer, London TravelWatch started its own comprehensive internal review and is now 

consulting with staff on what will be a radically different organisation.  Streamlining and refocusing 

its work, and outsourcing its finance and HR functions will enable it to delete up to a third of its 

staffing establishment and enable the organisation to achieve a substantial reduction in costs. 

 

 

5. Legal Implications 
 

5.1 Under Schedule 18 of the GLA Act 1999 (as amended), the Assembly has various powers and duties 

in respect of London TravelWatch. These include the powers to: agree London TravelWatch’s 

budget, appoint members of the London TravelWatch Board, approve officer appointments made by 

London TravelWatch, receive London TravelWatch’s accounts and audit and, under s.251 of the GLA 

Act, to issue guidance and directions as to the manner in which London TravelWatch shall exercise 

its functions.  

 

5.2 The Assembly has delegated its functions in respect of London TravelWatch to the GLA’s Transport 

Committee. The London Assembly and London TravelWatch have agreed a Memorandum of 



        

 

Understanding which establishes a clear and transparent basis upon which Transport Committee, the 

Greater London Authority and London TravelWatch will work and interact with each other. 

 

5.3 Under s.34 of the GLA Act 1999 (as amended), the Assembly may do anything which is calculated to 

facilitate, or is conductive or incidental to the exercise of any of the functions of the Assembly. 

 

 

6. Financial Implications 
 

6.1 There are no financial implications arising directly from this report. 

 

 

 

 

List of appendices to this report: 

 
None. 
 
 

Local Government (Access to Information) Act 1985  
List of Background Papers: 

None 

 

Contact Officer: John Bennett 

Telephone: 020 7983 4203 

E-mail: john.bennett@london.gov.uk 

 


