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Transcript of Item 8 – London TravelWatch Performance Monitoring Report 
 

 

Caroline Pidgeon MBE AM (Chair):  Let us move on to item 8, the performance report of London 

TravelWatch. 

 

Janet, welcome back before us, the Chief Executive, and Glyn Kyle, who is one of the Board Members.  I am 

not sure if you have been before the Committee before but welcome along today.  I just want to express again 

our condolences following the sad death of your Deputy Chair, Ruth Thompson, and please make sure that 

that is passed on. 

 

We have your performance monitoring report.  I do not know if Glyn or Janet would like to answer this.  Just 

briefly give us an idea of where you think over the last year you have had significant impact on transport policy 

and then what your priorities are for the year ahead. 

 

Janet Cooke (Chief Executive, London TravelWatch):  Thanks for having us and it is nice to see those of 

you back again we already know and we already have dates in the diary to meet the other new Members we 

have not met on a one-to-one basis. 

 

Can I also say that I thank Glyn for coming to be my right-hand man.  Ruth was scheduled to come to this 

meeting because neither John [Stewart, Board Member, London TravelWatch] nor Stephen [Locke, Chair, 

London TravelWatch] could make it but Glyn has stepped in to support me.   

 

It is ironic that we have had what I would I say is our most successful year in terms of really making an impact 

and we cannot always do that.  As you know, as well as everybody else, lots of the successes we get can take 

ten years to get there and they do not sound big and exciting because there may be lots of little steps or 

constantly wearing away at lobbying or trying to influence agendas.  This year, it is easier than most years to 

show where we have had a direct impact. 

 

It has been a challenging year because we have had this massive increase in statutory work that the law says 

we have to do, a big increase in casework and increases in consultations around proposed ticket office closures 

in particular, as well as - you have talked about it at length and we do not need to go there - obviously the 

impact of the really poor performance on rail services.  It is something, as you know, Caroline, our board looks 

at.  We do not collect the new information but we look again at the statistics that are already produced from 

the point of view of the passenger and we plot trend lines, which helps our board to really look at the areas 

that need addressing and helps us behind the scenes and sometimes in public if we think we need to and also 

in conjunction with the Transport Committee to get things on the agenda and lobby for change. 

 

As well as the extra, we have had also a very challenging year in terms of staff sickness, as you will see from 

our briefing; exceptional. 

 

Caroline Pidgeon MBE AM (Chair):  Yes.  Give us a couple of examples where you have had an impact. 

 



 

 
 

Janet Cooke (Chief Executive, London TravelWatch):  On the ticket offices, there is also the chance, 

particularly in an environment where for understandable reasons transport operators are trying to cut their 

costs, that there will be people consulting about closing ticket offices.  The scale we have had in the last few 

months was totally unprecedented.  In a sense, we have had four, two of which have been major, and also the 

extent of the responses passengers have made.  We do not have scientific evidence but I am quite sure, for 

example, on the Thameslink and Southern proposals to change their ticket offices - and I say that this is my 

assumption - that passengers who do not normally bother to contribute to these things just thought, “That is 

the final straw”.  We had over 9,000 responses before the deadline and we were just overwhelmed.  We had no 

idea.  Next time we will be better prepared for that, but we had no idea.  We were running to catch up just in 

terms of getting things on the log and we need to have responses from Assembly Members and north of the 

river and south of the river on this. 

 

Then we had a whole batch of responses in after the deadline that we felt we needed to catch up because, 

counting up and having a look at them, we felt that people were taking the time to do this.  With the 

knowledge we have, we have managed to negotiate better outcomes for passengers in all of these. 

 

Caroline Pidgeon MBE AM (Chair):  What have you negotiated?  That is what we have been asking for. 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes, sorry.  What we have negotiated is on the 

London Underground.  We have negotiated that it does not - and it has consulted on the 11 former national 

rail stations - close the ticket offices until it has the new ticket machines in place and they are working 

successfully and for three of the stations that have a particular number of national rail sales, which I do not 

think TfL had appreciated, that it continues to keep those ticket offices open for a further two to three months 

so that we can analyse the data to make sure they are meeting the needs of passengers. 

 

Caroline Pidgeon MBE AM (Chair):  That sounds fantastic. 

 

Janet Cooke (Chief Executive, London TravelWatch):  In terms of the Thameslink ones, we have got it to 

stop the programme it was proposing and to trial its station host proposals in two or three locations; one of 

which is Denmark Hill, quite close to you, Caroline.  We can actually monitor how they are working in practice 

so that passengers do not suffer.  Those are probably the biggest headlines. 

 

We have also managed to get on the agenda, with the support of other organisations, the Government to 

acknowledge that a change is needed in how compensation is given to passengers who continually suffer small 

delays of less than 30 minutes.  That is not what passengers want - they want the services to run reasonably 

reliably - but it does at least sweeten the pill if they know they can claim compensation.  We have that on the 

agenda as well.   

 

Caroline Pidgeon MBE AM (Chair):  That is really good.  Thank you.  Glyn, do you want to tell us a couple 

of the key priorities for London TravelWatch for the year ahead? 

 

Glyn Kyle (Board Member, London TravelWatch):  We want to work as closely as possible with your 

Committee and also support the various work-streams that TfL invites us to work with it on because, together, 

we can do much better things for London’s travelling public.  For a number of the things that are in your work 

programme, we have already delivered some research reports on these things and included some work on 

interchanges and some work on travelling to airports.  We want to work flexibly with the new priorities of the 

new administration. 

 



 

 
 

Caroline Pidgeon MBE AM (Chair):  Lovely.  Thank you.   

 

Caroline Russell AM:  I have a question on how you see walking and cycling within your remit.  A lot of the 

words in the excellent report are talking about the travelling public and users of London’s principal roads.  Do 

you see people who are walking and cycling as those users of those principal roads? 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes, very much so. 

 

Glyn Kyle (Board Member, London TravelWatch):  Completely. 

 

Caroline Russell AM:  Can you say a little bit about how you reach out to walking and cycling in terms of 

getting people’s opinions into your work? 

 

Glyn Kyle (Board Member, London TravelWatch):  We very much consider all of London’s travelling 

public, whatever means of transport they are taking.  We recently held some meetings specifically focusing on 

cycling and invited members of various cycling organisations to join with us.  We continue to do this.  

 

One of our recent substantial pieces of work, which in fact the previous Committee had invited us to do, was 

on some of the impacts of the new Cycle Superhighways and the package of measures that had been 

introduced by the previous administration because we want to ensure that some of the investment behind the 

new programmes are in things which benefit as many Londoners as possible and that the dis-benefits are 

mitigated effectively. 

 

Caroline Russell AM:  Thank you. 

 

Keith Prince AM (Deputy Chairman):  Good afternoon.  Being one of the new Members, it is nice to meet 

you.  My question is about staffing costs.  Clearly, you went over budget in the last financial year and I just 

wondered, firstly, how that came about and what you are doing to mitigate that going forward.  Will you be 

able to catch up and reduce the deficit? 

 

Janet Cooke (Chief Executive, London TravelWatch):  As we have detailed in the report, one of the 

reasons we went over budget was our staff have different terms and conditions to the GLA staff but our terms 

and conditions are analogous.  If the GLA decides to give a cost of living rise to the staff, then we follow the 

same and we get a figure from the GLA to put into our budget.  As we have explained here, some of the 

overspend was because we had not allowed for the cost of living rise that was in there. 

 

We also had to take on extra staff to deal with the ticket office changes and we had to get some extra 

temporary staff in just to help process the numbers and also to pick up on the staff shortages.  Moving 

forward, we are a very small organisation.  We have to make the best use of our resources.  We have frozen 

non-essential expenditure.  This is why we have reserves.  We know that this can happen.  We always say it is a 

risk that we have a lot of statutory work we have to deal with.  This is what happened last year.  This is why we 

have the reserves but you can only go there once; you cannot keep going there.  

 

We had a vacancy recently and we are freezing that vacancy until we are absolutely sure we have sufficient 

funds to carry forward.  We also have a tiny research budget for this year of £7,500 but, once again, we are 

deferring any expenditure on that.  We are freezing it until we are quite sure we can reach the end of the year 

without going further into our reserves because that is not a sustainable position. 

 



 

 
 

Keith Prince AM (Deputy Chairman):  On the cost of living increase, would that not have been on your 

radar or on the horizon if that is something that happens normally or was that just a one-off? 

 

Janet Cooke (Chief Executive, London TravelWatch):  That is one where we have to liaise with the GLA.  

When we are drawing up our business plan and we get guidance as part of the Mayor’s guidance that comes 

out.  We also liaise with your officers at the GLA about what figures we should assume for cost of living.  That 

is a figure where the unions at City Hall negotiated something a bit more than we had expected. 

 

Keith Prince AM (Deputy Chairman):  All right.  That is fine.  What do you feel you could do - or perhaps 

even more importantly what could we do - that would help the less well-off residents who live in the outer 

boroughs and who have to travel into London?  I know that the Mayor has agreed a partial fares freeze, which 

may benefit some but will not benefit others.  What else do you think we could do or what avenues could we 

look at to help these people travelling into London? 

 

Janet Cooke (Chief Executive, London TravelWatch):  One of the pieces of work we did last year in 

conjunction with Trust for London, which looks at poverty, and also London Councils - we did it three-way 

because it made the resources go better and also brought in the different areas of expertise - was a piece of 

research that we called Living on the Edge.  We did look at the impact of people on very low incomes living in 

Zones 5 or 6 who still have to commute into central London for work because that is overwhelmingly where the 

biggest number of low-paid jobs are in hospitality, hotels, cleaning and a whole range of things like that.  We 

came up with some initial recommendations on that and we would like to see the Committee support those 

recommendations.   

 

We were not asking for great big concessions in that but a lot of this is just about making it clearer to people 

on how much they are spending on their travel.  The Hopper fare goes a big way to helping that but there are 

also things that we think Jobcentres could do when people are looking for work because we think that puts 

people off accepting jobs.  In the recommendations we have also put something about schemes and this is 

where we have to work with local councils and TfL to, for example, encourage people into cycling schemes and 

to get people who can perhaps cycle to the next zone.  There are all sorts of things you can look at. 

 

We have just put it on the agenda.  That was the key objective: to get it on the agenda before the Mayor’s 

election and we did that successfully.  We have a follow-up meeting with our partners later this month when 

we will look at what we might do next.  We would like to do a little bit of follow-up on that because we think 

the picture may have changed slightly and we would like to get some questions in the omnibus survey, but 

without further funding that is one of the things that will have to go to the back of the line, I am afraid.  It is a 

good piece of work but it is not in our top priorities. 

 

Keith Prince AM (Deputy Chairman):  Thank you very much. 

 

Caroline Pidgeon MBE AM (Chair):  Thank you, Janet, for coming in.  Thank you, Glyn, for coming in this 

morning. 

 


