
 

 

Appendix 2 

Strategic priorities 

Our work in 2018-19 will continue to be driven by the need to improve outcomes for 
transport users.  On behalf of transport users we will work to ensure that: 

 We support and advocate initiatives which make best use of scarce capacity 
on all London’s transport networks, promoting infrastructure changes that will 
help do this. 

 London has a transport system that is well-integrated and accessible to all, 
with convenient interchanges, easy-to-use ticketing and good customer 
service. 

 All decisions about transport in London take account of transport users’ 
needs and priorities. 

 The travelling public are well-informed by service providers, they get high 
quality and timely information about services available, fares and ticketing 
and any disruption to their journeys.  

 Our work is delivered by an efficient and responsive organisation. 

Underpinning our work will be our belief that passengers should get the best value for 
money possible for the price they pay for their ticket; that services should keep pace with 
demand, running frequently and reliably at all reasonable times of the day and week; and 
that journeys should not just be safe but also feel safe.  All transport users should have 
easy access to an effective complaints service from transport operators and providers, 
backed up by a robust appeals system when they are not satisfied with the response they 
receive. 

Corporate strategy 

The strategic priorities that underpin our work are: 

 Maintaining an efficient system for handling appeals casework and for 
responding to consultations.  

 Developing an independent evidence base of the views and needs of 
current and future transport users in London, especially those facing 
barriers to travel. 

 Maintaining awareness of current transport service and future policy issues 
in our area.  

 Becoming increasingly influential advocates on behalf of the travelling public 
to policy makers, regulators and operators. 

 Building effective partnerships with stakeholders where it is in the interests 
of travellers to do so. 

 Ensuring transport users feel their concerns are represented. 

 Further developing as an efficient and responsive organisation. 


