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Passenger feedback on Transport for London’s customer service 
 
The experience of passengers who have contacted Transport for London’s (TfL) 
customer service in the recent past played an important role in the Committee’s 
investigation.  It helped highlight some of the areas that TfL should look to improve in 
the future, and gave valuable real world examples of how those issues directly affect 
passengers. 
 
How we gathered passenger feedback 
 
Members of the public were encouraged to contact the investigation to share their 
perspective on how accessible, efficient and passenger-friendly TfL’s customer service 
is.  A range of media was used to gather this data, including: a structured online Q+A 
which was available through the investigation’s website and publicised during the 
launch; correspondence to Committee Members from members of the public; and those 
who contacted the investigation directly through email or post.  Overall, the 
investigation drew on the personal experiences of over 80 people and the data was 
primarily used in Chapter 1 of the Committee’s report. 
 
Key issues raised by passenger feedback 
 
As expected, the over-whelming majority of people who contacted our investigation did 
so because of a bad experience with TfL’s customer service.   
 
Email and phone enquiries were the most popular methods used to make contact with 
TfL, and most related to issues with buses, the tube or fares and ticketing. 
 
Some of the more detailed reasons given for contacting TfL included: 

 Over-charging on London Overground. 
 Refunds for incorrect Oyster charges. 
 Problems with registering and paying for Oyster discount cards. 
 Buying tickets for journeys between TfL and other transport regions. 
 Bus driver behaviour. 
 Congestion charge exemptions for disabled travellers. 
 Clarity and accuracy in audio information being given through the iBus system 

or over station announcements. 
 Safety concerns at a road junction. 
 Delays and inconvenience caused on the tube. 

 
Likewise, the reasons given for their disappointment in TfL’s customer service were 
varied: 

 Failure to respond to repeated messages through phone and email 
 Difficulty in finding the right person to talk to 
 Being passed around to various departments without resolution 
 Customer service workers not having the right information about TfL’s policies 
 The expense of the 0843 number and the length of time customers have been 

put on hold 
 No action taken after an initial acknowledgement of the contact 

 
Passengers also offered suggestions on how TfL could improve the process: 
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 Better data and IT systems which could keep track of issues across departments. 
 Stop using 08XX numbers which were more expensive for those who need to use 

mobile phones. 
 Provide an updated contact list for passenger issues. 
 Be more responsive and consistent when replying to enquiries. 
 Ensure that procedures around initial responses and investigations are followed. 
 Provide more detail in their response and make sure it is addressing the right 

issues. 
 Be more open and constructive in their response. 
 Improve the online form system to allow more actions to be done through the 

website.  
 
About half of those who contacted us had decided to escalate their issue, either 
because they were unhappy with the decision, or how they were treated during the 
process.  Passengers escalated these issues by: using TfL’s own internal escalation 
system; contacting London TravelWatch; involving their local elected representative 
(Assembly Member, Councillor or MP); and their local media. 
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