
 

 

                          
London TravelWatch Performance Report to 31.3.17 

1 Introduction  

1.1. This report sets out London TravelWatch’s performance over the past year and 
shows the financial position as at 31 March 2017, information on more recent 
developments arising from last year’s work is also included in the narrative where 
appropriate. It confirms how London TravelWatch has met its key business plan 
objectives and the outcomes it has achieved for transport users.  

1.2. The report summarises the volume and type of casework activity London 
TravelWatch handled during the period and includes a short overview of the main 
issues raised by the public. It also provides a high-level summary of performance 
against the GLA’s own targets for corporate health.  

2 Key areas of achievement     

2.1. 2016-17 has been another successful year during which we continued to make a 
real difference for transport users in and around London.  

 Our Casework team dealt with 10,719 enquiries and complaints. We changed 
our approach during the year to use the requirements of the Consumer Rights 
Act 2015 to argue the passenger case even more strongly with rail operators. 

 Our close monitoring of National Rail services continue to highlight the poor 
performance of the whole Govia Thameslink Railway (GTR) franchise, 
including Southern Rail. We made a comprehensive contribution to the 
Government-commissioned review of Southern’s performance.  Chris Gibbs’ 
final report, published in June, reflected many of our concerns. 

 We held a consultation on GTR’s plans to alter ticket office opening hours at 
many of its railway stations, which generated over 9,000 responses. After we 
raised significant concerns, GTR introduced a pilot scheme rather than rolling 
out the plans all in one go. It also committed that passengers would still be able 
to buy the same range of tickets.  

 For more than two years we have been highlighting that many London 
commuters were suffering persistent delays of 15-20 minutes on journeys 
scheduled to take 20-25 minutes, but were not entitled to any compensation. 
Government and the industry have accepted our case and will now introduce 
Delay Repay compensation after 15 minutes. GTR were the first to do this. 

 The Mayor of London commissioned us to carry out a detailed review of 
Transport for London (TfL)’s Tube ticket office closures programme from the 
perspective of passengers. Our December 2016 report identified significant 
issues that TfL needed to address. Our findings were accepted and TfL have 
drawn up a full action plan to remedy the problems passengers face. 

 We have lobbied hard for the Crossrail Elizabeth Line to directly serve Terminal 
5 at Heathrow Airport and played a significant part in helping to achieve this 
major success for passengers during the year. 
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 Various House of Commons Transport Select Committee inquiries on rail drew 
our evidence in making its recommendations, including the need for more 
transparency on train operator performance.  

 We have continued to emphasise the need to improve public transport access 
to all London’s airports to help ensure best use of existing aviation capacity. In 
2014, we published a report on improving surface access to airports and since 
then we have taken all available opportunities to promote recommendations 
arising from the work, including a submission to the House of Commons Select 
Committee’s inquiry on surface access to airports. We also raised the need for 
Southern rail access to Heathrow in meetings with Ministers during the year  

 We continued to press for measures that will make travel significantly easier for 
a wide spectrum of people. We pushed the railway industry to improve the 
stepping gap between the train and platform, and for boroughs to properly 
implement accessible bus stops, which has now been taken up by every 
borough, except for Bromley. Also, a major supermarket cleared pavement 
clutter outside its stores as a direct result of our action.  

 We held several successful events to help influence policy makers, including 
our “Cycling Cities” event, which we dedicated to the memory of our Board 
member, Ruth Thompson, who died in July 2016.  

3 Progress against the business plan objectives for 2016-17 

3.1. This section highlights progress against London TravelWatch’s key business plan 
objectives for 2016-17 and demonstrates the impact our work has had. 

3.2. During the year, as set out above, we had to take on unexpected but important 
work such as our independent review of TfL’s ticket office closures programme for 
the Mayor; our consultation on GTR’s plans to alter its ticket opening hours; our 
contributions to the Government-commissioned review of Southern’s performance; 
to contribute to the Rail Delivery Group’s proposals to develop a rail passenger 
dispute resolution scheme; and the House of Commons Transport Select 
Committee inquiry on the future of rail.  Although this work was not anticipated in 
our original business plan it fitted with our strategic objectives and we used our 
prioritisation criteria to ensure our ongoing work was not overly deflected by new 
projects. We achieved a range of very good outcomes on behalf of London’s 
transport users. 

Securing fairer rail compensation for passengers 

3.3. When performance problems started on Thameslink and Southern it was clear that 
many rail passengers travelling in and around London, who make relatively short 
journeys of 20-25 minutes, were regularly being inconvenienced by delays of 
around 20 minutes, with no right to any compensation. We have been calling for 
compensation to be available to commuters after 15 minutes since December 
2014 in correspondence with the Department for Transport (DfT), meetings with 
Ministers and MPs, in our publications and through the media. 

3.4. At the beginning of October 2016, the Government announced that rail 
passengers suffering from delays of between 15 and 29 minutes would be able to 
benefit from delay repay compensation of 25% of the cost of their fare. 



 

 

Compensation after 15 minutes would now be included in all new rail franchises. 
Delay repay after 15 minutes has been available on Thameslink and Southern, 
which includes the Great Northern Routes, since December 2016. 

Review of London Underground ticket offices 

3.5. The ability to buy tickets, get easy access to information and access support are 
fundamental issues for passengers. Following TfL’s decision to close London 
Underground (LUL) ticket offices as part of their ‘Fit for the Future’ programme, the 
Mayor of London promised in his manifesto to review passengers’ perceptions of 
safety on the Tube network and their ability to purchase the right ticket easily and 
access the information and support they need to get around London. 

3.6. Recognising our track record of providing independent insight and working with 
TfL on previous reviews, consultations and surveys, the Mayor commissioned us 
to undertake a review of the London Underground ticket office changes 
implemented by TfL. We took a detailed look at how well the system was working 
and whether it could be improved for commuters, occasional travellers and visitors 
to London. Our report identified a number of key issues, including measures to 
make staff more accessible to passengers, provide better visibility of staff and 
update the functionality of ticket machines following the closure of ticket offices. 

3.7. The Mayor welcomed our findings and TfL agreed a full action plan to address the 
problems we identified. As a result of our findings TfL are recruiting new station 
staff to help passengers. They are also reviewing 'focal points' at stations where 
staff can be found and are looking at ways of making staff more visible. They are 
trialling portable hearing loops and additional assistance for people less familiar 
with travelling around the capital. A system which will allow passengers to buy 
boundary extension tickets is also being trialled with a view to rolling this out 
networkwide. TfL are also looking to draw on best practice from other sectors 
including airports, banks, hospitals and phone retailers. 

Fares and ticketing 

3.8. Following our successful pressure to extend Oyster to Gatwick Airport, Swanley 
also came into the Oyster area during the year, which was another long term 
aspiration of ours. As a result of our discussions with Heathrow Airport and TfL, 
work has started to identify how Oyster and contactless could be extended to 
Heathrow Express and Heathrow Connect.  We continue to lobby for more 
National Rail stations to be brought into the Oyster area such as Luton, Stansted 
and Epsom. 

Select Committee rail inquiries 

3.9. The House of Commons Transport Select Committee carried out an inquiry 
examining the main aspects of rail journeys from the perspective of the passenger. 
We submitted several recommendations to the inquiry and in its final report, the 
Committee drew on our evidence including: 

 the need for more transparency on operator performance 

 simpler and more transparent fares 

 the potential of Wi-Fi provision to improve the flow of information via 
websites and online apps 



 

 

 our suggestion that an ‘excess journey time’ performance measure (as 
operates on London Underground) would more accurately capture the real 
experience of passengers. 

 

3.10. Giving evidence to the Select Committee’s rail safety inquiry provided the 
opportunity to highlight previous research we had done on anti-social behaviour as 
well as the problems posed by excessive stepping gaps between the platform 
edge and the train at so many of London’s stations. 

3.11. The Committee’s report on rail franchising also drew on our evidence. 

Rail issues 

3.12. We continued to provide the London passenger perspective into the DfT’s rail 
franchising processes at key stages.  

3.13. Southern Rail passengers continued to suffer from poor service, particularly after 
they put an emergency timetable in place, which withdrew 341 trains a day from 
an already reduced timetable. We continued to express great concern about the 
continuing poor performance and unreliability that these passengers were facing, 
and called for an independent review of the franchise. We wrote to the Rail 
Minister Paul Maynard about the poor performance of GTR services, including 
Southern. 

3.14. The high levels of performance and satisfaction on London Overground and TfL 
Rail coupled with poor performance on several suburban rail services serving the 
capital have ensured that further rail devolution is never far from the transport 
news. We have been putting the case for devolving suburban rail services to the 
Mayor for some time now so were disappointed at the Secretary of State’s 
decision not to devolve parts of the South Eastern franchise.  Nevertheless, we will 
continue to do what we can to try and ensure that the service provided to 
passengers in the Metro area of the new franchise are at least as good as they 
would have been under TfL, as well as to make the case for further devolution in 
the future. 

3.15. We have been a key contributor to the ORR’s work to require operators to update, 
improve and publicise their complaints handling policies. We also continued to 
participate in the ORR’s Consumer Expert Panel 

3.16. Our work on the multi-agency Travel Demand Management Board encouraged 
operators to minimise the impact of engineering works on passengers so they can 
still travel and are well-informed of their choices. We also encouraged more cross- 
industry learning from how unplanned disruption was managed. 

Surface access to London airports 

3.17. Our 2014 report on improving surface transport access to London’s airports has 
been very effective in helping to deliver improvements for passengers and 
continues to produce results. One of our recommendations, an all-day service 
between Woolwich Arsenal and Stratford International, has been recently 
introduced on the DLR and greatly improves access to London City Airport. 



 

 

3.18. The Civil Aviation Authority also picked up several of our recommendations for 
improving the passenger experience in its recent Review of Market Conditions for 
Surface Access at UK airports. These included the point we made about airport 
operators promoting premium rail services to London’s airports over more 
affordable services and the need for impartial consumer information to ensure 
passengers are aware of all the travel options available to them. 

3.19. We supplied the ORR with archive material as evidence to support their case 
about the amount that Heathrow airport could charge Crossrail and others for 
using its tracks into the airport.  The ORR’s decision that the airport could not levy 
excessive charges for track access means that passengers will be able to directly 
access the UK’s busiest airport terminal, Terminal 5. 

Buses 

3.20. Our systematic monitoring of TfL’s key performance indicators meant that we were 
amongst the first to identify that bus speeds had been declining in London, 
particularly in the centre. We joined our voice with others by highlighting the issue 
of slow bus speeds in our performance reports, at Board meetings and in press 
releases, securing a wide range of coverage in the national and local press. We 
are pleased that TfL are introducing longer hours on a number of bus lanes on 
their and borough roads to help improve traffic flows. 

3.21. We also highlighted the large number of bus routes failing to achieve their 
contracted minimum standards and continued to progress our work to produce a 
good practice guide for standards passengers should be able to expect at 
London’s bus stations. 

Accessibility on the transport network 

3.22. Although buses themselves are accessible, bus stops are not always so, with 
kerbs not at the right height, insufficient signage, and clutter on the pavement 
preventing passengers from getting on or off.   We have been highlighting this 
issue for several years, helping push bus accessibility up the agenda. This led to 
the previous Mayor of London introducing a bus stop accessibility target of 95% by 
2016 and committing significant investment to the issue. 

3.23. In 2009, when we started to highlight this issue and press for change, only 41% of 
stops across London were fully accessible. Today the figure is 92.69% and in four 
boroughs: Ealing, Hackney, Kingston and Hammersmith & Fulham 100 per cent of 
bus stops are now accessible. 

3.24. We pushed hard for step-free access to be provided at Bank to the Central Line, 
London’s biggest non step-free interchange, when the station is rebuilt. We have 
kept this issue on the agenda and are still hoping for a positive resolution. 

Tackling unlawful pavement obstructions 

3.25. Every London council has a legal duty placed on them to keep their pavements 
clear of obstructions. However very few do this properly. As a result, many of 
London's streets are dangerous obstacle courses for pedestrians, especially those 
who are visually impaired or who rely on wheelchairs or mobility scooters.  

http://publicapps.caa.co.uk/docs/33/CAP%201473%20DEC16.pdf
http://publicapps.caa.co.uk/docs/33/CAP%201473%20DEC16.pdf


 

 

3.26. London TravelWatch has become an authority on the issue of highways 
obstructions. After much lobbying work, we persuaded TfL to establish a zero 
tolerance approach to unlawful obstructions on their pavements and to actively 
enforce against non-compliance. The Mayor has adopted this approach, including 
the commitment in his manifesto after we flagged it up in our ‘Transport users 
priorities’ document and it is now a TfL priority. TfL are now also seeking to 
persuade the London boroughs to take a similar stance. We have been active on 
social media promoting the campaign, calling on London boroughs to follow TfL’s 
lead to clear their pavements of unlawful obstructions.  

3.27. We asked TfL to engage with Sainsbury’s, who we consider to be one of the most 
prolific obstructers in London. We supplied them with examples of obstructions 
caused by the supermarket. As a result of our intervention, TfL has reached an 
agreement in principle with Sainsbury’s that they would no longer obstruct 
London’s streets. We will now encourage TfL to engage with other major retailers. 

Taxis 

3.28. TfL responded positively to our response to its consultation on taxis and private 
hire vehicles, adopting our key proposals. We argued that there should be no 
more surcharges for passengers paying by card in taxis and that all drivers should 
be obliged to accept payment by card. We also pressed successfully for an 
obligation on private hire companies to have a live telephone customer service 
line, not just a website address.  

Communications and public engagement 

3.29. Our website and the use of social media continue to provide an effective and cost 
efficient way to help engage the public in our work and to disseminate best 
practice to the industry. 

3.30. We continued to ‘live tweet’ from our public meetings. Key topics discussed last 
year included proposed National Rail ticket office closures, our review of TfL’s 
ticket office closures, Crossrail 2, rail devolution, bus performance and 
accessibility on the transport network. 

3.31. We held a ‘Twitter hour’ with the public on 30 March 2017 where we took 
questions from them about buses. The session proved popular, stimulating debate 
amongst bus users. TfL’s Director of Bus Service Delivery and Operations was on 
hand to answer more specific questions aimed at TfL. 

3.32. We continued to review key interchanges in London on our interchange matters 
blog. This year we focussed on the interchanges at London’s airports. 

3.33. There were 225,283 unique visits to our website last year, slightly less than the 
previous year when there were 228,489 unique visits. We received a large number 
of hits as a result of the ticket office consultation we carried out for the Mayor of 
London. 

3.34. The most popular webpages continued to be: ‘money saving tips’; the frequently 
asked question, ‘where can I top up my Oyster card?’ and our page on where to 
send complaints. A lot of the topics covered derive from enquiries we receive in 
casework. We use Google Analytics to drill down and see what sort of information 



 

 

people are viewing and can tailor this information to help reduce the number of 
unnecessary enquiries we receive. 

3.35. Each year our Annual Review highlights the impact our work has made to improve 
the consumer experience for the travelling public in and around London. This is 
sent out to key industry stakeholders and politicians.  

4 Casework  

4.1. During 2016-2017 our casework team dealt with 10,719 written and telephone 
enquiries and complaints. Most of these could be dealt with quickly or passed on 
to the operator for an initial reply, as we only investigate cases where the 
complainant has not already received an adequate response.  The vast majority of 
cases concerned service performance on both trains and buses, including delays, 
early departure, penalty fares, lack of travel information and complaint handling by 
rail operators.  

4.2. We investigated 2,376 appeals from members of the public travelling in London 
and the surrounding areas.  

4.3. The highest number of appeals we received concerned fares and complaint 
handling. 

4.4. Of those complaints that required further detailed investigation, 73% related to 
National Rail (compared to 76% last year). Over the past year, there has been a 
slight 3% increase in the number of appeal cases we need to take forward in 
respect of TfL’s services. Also, there has been a big rise in the number of initial 
enquires we now receive relating to TfL. However, a large number of journeys in 
and around London are multi-modal. The categories are not necessarily exclusive 
and some appeals need us to negotiate with more than one transport operator.   

4.5. From 1 October 2016, the provisions of the Consumer Rights Act 2015 became 
applicable to the rail industry.  These place new obligations on operators to 
perform services with reasonable care and skill, they make any information relied 
upon by the consumer – whether written or spoken – a binding part of the contract. 
As this Act is for all consumers and not only rail passengers, its provisions are 
generic rather than specific; however, it has had a subtle but positive affect on 
appeal outcomes. For example, where we can demonstrate that an operator has 
not delivered services with reasonable care and skill we can press harder for 
compensation, such as in clear cut cases of consequential loss following errors by 
the train operator.  

4.6. Also on 1 October 2016, a revised edition of the National Rail Conditions of Travel 
(formerly the National Rail Conditions of Carriage) was released.  It is clearer than 
any other previous editions with less emphasis on passenger responsibility.  It also 
contains a Code of Practice for all rail operators to follow when conducting 
interview meetings with passengers who have applied for duplicate tickets or 
season ticket refunds. 

4.7. We continue to negotiate with TfL to encourage them to make it easier for 
transport users to make complaints via the website. Whilst we have had some 
success there is still more progress to be made.   



 

 

4.8. We have continued to use feedback from our casework to inform the independent 
expert advice we give to policy-makers as well as informing their research and 
campaigns. 

5 Corporate health  

5.1. As at 31 March 2017, the organisation employed 18 staff, 8 of whom are part-time, 
which equates to 14.75 full-time equivalent posts, a reduction of 0.74 on the 
previous year.  We continued to support the national apprenticeship scheme by 
employing a young adult studying for a Level 3 Diploma in Business 
Administration.   

5.2. Following our assessment visit in February this year we are pleased to have 
retained our Silver Investors in People status. The report was particularly 
complimentary about how our organisational values inform behaviours. We will 
draw up an action plan to address the areas identified for development. 

5.3. Although the level of sickness absence remains high at an average of 11.4 days, 
the return to work of one individual who had been on long term sick leave meant 
the overall position was an improvement on last year. One other member of staff 
was absent for over 2 months with a serious medical condition which contributed 
to the high average figures although the trend in the last quarter was improving.  If 
the two individuals with long term health issues are discounted then the average 
number of days of sickness falls to 7.0, much nearer the GLA target.  

5.4. London TravelWatch has a strict policy on managing sickness absence to ensure 
the number of days lost is kept to a minimum. This includes prompt meetings with 
line managers after any absence and referral to an occupational health specialist 
for cases of intermittent but persistent absence or before return to work from long 
term sickness.  We also remain flexible in supporting individuals managing chronic 
sickness. 

5.5. Individuals had access to a range of learning and development initiatives during 
the year and we continued to provide targeted, strategic, cost-effective 
opportunities for our staff.  Given the pressure on resources we encourage 
individuals to take responsibility for their own learning, develop networks and 
relationships and learn with and from others. 

6 Financial outturn  

6.1. Part 1 of the Annex gives details of expenditure against budget as at the end of 
March 2017. There was an overall underspend against budget of £3.6k for the 
financial year 2016/17. 

6.2. There was an overspend on staff costs of £9.8k despite the fact that we slightly 
reduced our staffing complement. This is because employer overheads on staff 
costs (Pensions and National Insurance) have both risen in recent years and 
because the GLA had agreed higher than budgeted cost of living increases which 
also pushed up our costs as we always follow the GLA’s lead in this. 



 

 

6.3. There was an overspend of £19k on accommodation as a result of a significant 
and unexpected increase in rent. Prudent working allowed £14k of this to be offset 
by reduced expenditure on supplies and services.  

6.4. Depreciation was overspent by £5k. Following the rent increase a change was 
made in depreciation policy to account for the fact an office move may happen in a 
far shorter time frame than was previously intended. 

6.5. The income of £4.7k received from Transport Focus represents cost recovery in 
respect of 50% of the cost of employing a one day per week (0.2fte) Safety 
Advisor who carries out work for both organisations. 

6.6. The other income of £18k was predominantly recovery for costs incurred in 
exploring the setup of a new rail passenger redress scheme for rail passengers as 
well as costs incurred during the review of the closure of TfL ticket offices.   

Risk areas   

 

6.7. With a smaller staff complement, the principal risk for the future is that we will not 
have capacity for an unexpected and unavoidable rise in workload, which might be 
required to fulfil our statutory objectives, without extra expenditure and without 
draining our reserves to an unacceptable level.  

 
 
Janet Cooke 

             Chief Executive, 
             London TravelWatch 
 
 
            24 August 2017 
  

 



 

 

Annex: Performance information 
 
 
1. Financial performance 

 
The financial position as at the end of March 2017 is summarised below: 

 

 Original 
Budget  

Revised 
Budget  

Actual 
Spend/ 
Income  

Variance 
against 
revised 
budget  

 £ £ £ £ 

          

REVENUE EXPENDITURE      

Chair, Members & Staff Costs  781,200 781,200 790,946 (9,746) 

Accommodation costs 134,900 134,900 153,450 (18,550) 

Supplies & Services 106,500 106,500 92,971 13,529 

Depreciation  12,700 12,700 18,010 (5,310) 

     

Total Revenue Expenditure 1,035,300 1,035,300 1,055,377 (20,077) 

      

      

Total Capital & Revenue 
Expenditure 

1,035,300 1,035,300 1,055,377 (20,077) 

      

      

INCOME     

Greater London Authority 
Funding 

1,036,000 1,036,000 1,036,000 0 

Bank Interest Receivable  0 0 23 23 

Other income - Cost recovery 
for setup of a new Ombudsman 
service & the review of the 
closure of TfL ticket offices.   

0 0 18,313  18,313 

      

Total Income 1,036,000 1,036,000 1,058,986 18,336 

      

      

Revenue surplus transfer to 
general reserve  

0 0 3,609 3,609 

 

 

Note: Commentary relating to London TravelWatch’s financial performance is set out in 

section 6 of the preceding report. Costs recovered from Transport Focus towards the cost 
of employing a part time Safety Adviser to act for all passengers have been offset against 
staff costs. 



 

 

2. Corporate health 
 
The following relates to London TravelWatch’s performance against the GLA’s own 
corporate health performance indicators. 
 
 

PI 
no. 

Indicator Performance 
2014/15 

Performance 
2015/16 

Performance 
2016/17 

GLA 
Target 

Variance 

1 The number of 
working days 
/shifts lost to 
sickness 
absence per 
staff member 

 
 

4.7 

 
 

15.1 
 

 
 

11.4 

 
 

6 
 

 
 

-5.4 

2 % of employees 
that are women 

45% 50% 56% 52% +4 

3 % of employees 
from ethnic 
minority 
backgrounds 

 
25% 

 
28% 

 
33% 

 
29% 

 
+4 

4 % of employees 
declaring that 
they meet the 
Equality Act 
definition of 
disability and /or 
have declared 
themselves 
disabled. 

 
 
 
 

10% 

 
 
 
 

6% 

 
 
 
 

17% 

 
 
 
 

13% 

 
 
 
 

+4 

 
 
 
  
 
 
 
 
 
 
 


