
 
 

 
          Appendix 3 

 
Transport Committee – Tuesday, 10 October 2017 

 
Transcript of Agenda Items 7 and 8 – London TravelWatch Business Plan and 

Budget Bid 2018/19 and Performance Report 2016/17 
 

Keith Prince AM (Chairman):  It is nice to see you both again.  Could I kick off, then, by asking if you 

could give a brief overview of your Performance Report and future Business Plan, please? 

 

John Stewart (Deputy Chair, London TravelWatch):  Thanks very much.  I will kick off and 

Janet [Cooke] may well add something to it.  Very briefly, just to highlight one or two things from this 

last year and then one or two key things coming up in the next year, last year we did a lot of work on 

interchanges which was well received generally and we feel that it is an area where we are well placed to 

do work and perhaps to lead the debate.   

 

Another big piece of work last year was obviously the report we did on the ticket offices.  We are 

pleased to say that the recommendations we made there were accepted.  For this coming year, we have 

very carefully monitored to see what happens because there is a big difference between 

recommendations being accepted and them being implemented.  We will be watching that very 

carefully indeed to make sure that the new system, without the ticket offices, does work for passengers 

and if it is not working for passengers, we would want to come back to the whole issue. 

 

A lot of it last year was the whole question of performance of Southern Rail.  It impacted very much on 

the south coast but clearly on London as well.  We had some dealings with Southern Rail prior to what 

happened because the monitoring reports we do regularly on the railways and on Transport for London 

(TfL) picked up some of what we thought might be going to happen.  If anything decent has come out 

of all that business - it may be something that we pushed for, for some time, has now been accepted 

generally - it is that passengers get compensation after a 15-minute delay which was not the case 

before.  It is something that passengers felt very strongly about and, as I say, if anything good came 

out of what was a pretty disastrous situation, that perhaps was it. 

 

The other thing to say, we continue to do our standard work and that includes dealing with the 

complaints.  During the rail crisis, the complaints did go up quite a bit.  They have now evened out 

again but again, it is probably the area which we are best known for. 

 

Moving on very rapidly for one or two things coming up this year and then I will finally deal with the 

costs.  Our thought is that Crossrail and the Elizabeth line will be important.  Also, Oxford Street 

pedestrianisation, when it happens and critically, the knock-on of both those effects on buses in 

particular.  We will be pressing and observing quite hard as to whether the knock-on effect on buses is 

detrimental because, as you well know, there are passengers who can only take buses for one reason or 

another, particularly people with mobility issues.  We would not want to see them disadvantaged with 

these new developments coming in. 

 

The other area, of course, is one you have just been talking about, which is the Mayor’s draft Transport 

Strategy.  We welcome the aspiration to get 80% of journeys by cycling, walking and public transport 

but we do think that is realistically going to be quite challenging and it is going to be particularly 



 
 

challenging in outer London.  It is an area we will be looking at quite strongly and possibly quite 

critically to see that the performance matches the aspiration. 

 

Just one or two other quick topics.  On cycling, the development of the Cycle Superhighways under the 

previous Mayor and under the current Mayor is an important part of reaching that aspiration of 80% of 

journeys and we welcome that.  We also have continued to push for more devolution to TfL of the 

Overground rail services.  So far, that has not gone very far but it is something we will continue to do. 

 

Very quickly perhaps on our Business Plan on the costs, you will see we have put in for a standstill 

budget which we think is probably realistic in the circumstances.  We will be looking at the 

reorganisation of our staff - Janet [Cooke] is doing quite a lot of work on this.  This is not to make staff 

redundancies but in order to use our staff to the best of their abilities and to improve the productivity 

of the organisation.  That will be a key feature of our work during the course of this year. 

 

We will also, during the course of this year, be looking at our premises. The Board of Trustees has asked 

for a special report to come to our next meeting looking at the whole question of premises and the pros 

and cons of moving and, if we do, where we would go.   

 

Finally, Chairman, I am aware that in conversations you have had with some of our trustees that 

possibly next year, you would like a Business Plan with a little bit more detail about nuts and bolts.  

Talking with Janet, we are happy to work with yourself, Chairman, to see how we can develop that for 

this time next year. 

 

Keith Prince AM (Chairman):  Thank you.  Do you want to add to that, Janet? 

 

Janet Cooke (Chief Executive, London TravelWatch):  No.  John has given you a very 

comprehensive overview.  We will just take questions as appropriate. 

 

Keith Prince AM (Chairman):  Lovely, thank you.  The next question is: are there any ways you think 

the Transport Committee and London TravelWatch could work more closely together and more 

effectively? 

 

John Stewart (Deputy Chair, London TravelWatch):  Over the last few years, that is one of the 

positive things that has been happening.  We do, of course, go around and see Assembly Members on a 

regular basis.  What we could possibly do is, working with you and the Deputy Chair, over the course of 

this coming year or maybe even over the course of the next two or three years, identify what work we 

may be doing, what work you may be planning and see how we can co-ordinate that perhaps more than 

we have done in the past. 

 

Keith Prince AM (Chairman):  Thank you.  That is very encouraging, thank you. 

 

Tom Copley AM:  Good afternoon.  Moving on to ticket office closures, do you continue to monitor 

implementation of your recommendations from the ticket office closure review and are you satisfied 

with the progress of TfL?  Who wants to field that one? 

 

John Stewart (Deputy Chair, London TravelWatch):  I will start and Janet may take the difficult 

bit, Tom.  Yes, we are very much monitoring it.  It is going to be one of the key tasks for this coming 

year.  At this stage, we are not satisfied -- 



 
 

 

Tom Copley AM:  You are not? 

 

John Stewart (Deputy Chair, London TravelWatch):  -- that everything has been implemented. 

 

Tom Copley AM:  OK. 

 

John Stewart (Deputy Chair, London TravelWatch):  TfL will probably say that they need a bit 

more time, which we would understand, but what we would not understand is if we were to come to 

you at this time next year and say that the recommendations have not been properly implemented. 

 

Tom Copley AM:  You are giving them a year, is that what you are -- 

 

John Stewart (Deputy Chair, London TravelWatch):  I suppose that is the sort of unwritten 

understanding.  We are giving them about a year because we think that is long enough but if it is not 

working at this time next year, then we would want to consider what to do.  Do you want to add 

anything, Janet? 

 

Janet Cooke (Chief Executive, London TravelWatch):  Just to briefly add on to that; it has been a 

huge undertaking.  TfL has absolutely signed up to agreeing the recommendations.  However, 

sometimes it is a matter of interpretation.  Things that we think we have been very clear on; this is a big 

ask.  As luck would have it, we have a meeting with Mark Wild [Managing Director, London 

Underground] in the morning.  Some of it is how they are addressing--  We are making the 

recommendation, this is the adverse impact on passengers, what are you going to do about it?  That is 

the area where we need to have further discussion and we will do that.   

 

I will just add because this is so important, not because of the Underground and the millions of 

passengers that use it but because you read across the national rail industry and we know this is the 

way people operate; it is trying to keep their costs down which we have no problem with.  This is a huge 

learning, not just for the Underground, but also for the national rail industry.  It is really important for 

us. 

 

John Stewart (Deputy Chair, London TravelWatch):  Maybe just to add; during the course of the 

year, if we felt that progress was not really being made, then we might want to speak with you because 

we do not want to wait a year and find that progress has not been made because, if it has not been 

made, then we would want to make recommendations and I suspect, from the Assembly, you would 

want to make recommendations as well. 

 

Tom Copley AM:  Are there particular areas you want to highlight where progress has been poor? 

 

Janet Cooke (Chief Executive, London TravelWatch):  There is the whole debate around the role 

of the visitor information centres, the hours of opening of the visitor information centres, what they are 

there to do.  The profile of the staff which is something we know that they are working to address that.  

The fact that a ticket office, even if it is not very well used, which is something we are aware of; there 

are some stations where there may be ticket offices but they are not used but they act as a focal point 

for passengers looking for assistance.  The way that TfL are addressing that; it is not an easy one to do.  

That is the area we are probably most concerned about.  If it is a focal point, it has to be very easy for 

passengers not familiar with the station; maybe you do not speak English, first time in London, to be 



 
 

able to find a member of staff.  That is probably the area that is most difficult for TfL and the area that 

possibly we are most concerned on. 

 

John Stewart (Deputy Chair, London TravelWatch):  Particularly there, it follows that would be 

some of the stations where people are coming from outside London, either from abroad or other parts 

of the country.  You arrive on the Eurostar at King’s Cross.  What do you do?  It is not entirely clear.  

The same may be the case at Victoria.  We will be looking at that very carefully. 

 

Tom Copley AM:  We are aware that the recommendation that staff wear bright uniforms has not been 

implemented.  Are you expecting any further progress on that? 

 

Janet Cooke (Chief Executive, London TravelWatch):  I have a feeling that in our December Board 

meeting, we are looking for a one-year on update.  Presumably, Mark Evers [Director of Customer 

Strategy] will come on behalf of TfL.  That is one of the areas we are particularly interested in. 

 

John Stewart (Deputy Chair, London TravelWatch):  You are quite right.  Bright uniforms are not 

there.  If they were, we would all notice them and they are not.  That is the sort of thing where we think 

that some of those issues, as Janet will say, may take longer to implement.  Others, we cannot really see 

why they could not be implemented very quickly and bright uniforms would come into that category. 

 

Tom Copley AM:  It seems to me it is relatively simple to implement. 

 

John Stewart (Deputy Chair, London TravelWatch):  That is right and that is what we will be 

looking at over the course of the year; what are the simple things, what are the quick wins?  We want to 

see them implemented as quickly as possible.  The longer-term stuff, we do understand it may be a bit 

longer term. 

 

Tom Copley AM:  Thank you. 

 

Caroline Pidgeon MBE AM (Deputy Chair):  Can I just clarify?  You are saying that you think you 

have a review in December. 

 

Janet Cooke (Chief Executive, London TravelWatch):  We have a Board meeting and I think - I do 

not have the agenda in front of me - what we are proposing is to have -- because it was a year ago that 

we made the recommendations.  We reported -- 

 

Caroline Pidgeon MBE AM (Deputy Chair):  December is the end of your one-year. 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes.  We are looking to have a how is it 

going report in either December or January; we are one-year on.  

 

Caroline Pidgeon MBE AM (Deputy Chair):  It is not from now for the next year.  It is from -- 

 

Janet Cooke (Chief Executive, London TravelWatch):  Sorry, either December 2017 or 

January 2018, which will one year on since we made the recommendations, yes. 

 

Caroline Pidgeon MBE AM (Deputy Chair):  That is months away, OK. 

 



 
 

David Kurten AM:  I am going to stick with the ticket office closures review you did.  I understand 

that was commissioned by TfL? 

 

John Stewart (Deputy Chair, London TravelWatch):  It was, yes. 

 

David Kurten AM:  How much were you paid to conduct this review by TfL? 

 

Janet Cooke (Chief Executive, London TravelWatch):  It was commissioned by the Mayor’s office 

but the Mayor is the Chair of TfL and TfL was instructed.  Of course, with the new Mayor, they were 

very keen to do anything they could to assist.   

 

We were not paid to do it.  What we did was we negotiated and the Chair and Deputy Chair of the 

Transport Committee were very helpful in this.  What we did was we recharged the costs that we 

incurred in doing it.  We did carry out some focus group research which was really helpful because we 

learnt things from that we would like to learn generally.  TfL commissioned that, it just made it easier.  

They paid for it but, very much, we set the standards, we agreed the questions and we set it.  They 

were not so much paying us but they reimbursed our costs.   

 

The actual direct cost went to about £4,500 worth of staff time.  I would have to go back into the detail 

but it something around £4,000 to £5,000 worth of our staff time that we recharged to them. 

 

David Kurten AM:  It did not affect you financially.  It was like you did it and you just charged the 

expenses to the Mayor’s office. 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes.  We looked at the costs of senior staff 

time, particularly one of our policy officers who was working fulltime with us for a couple of months.  

To be fair, they provided us with one of their trainees.  Most of their trainees are probably pretty good 

but she was a very experienced second-year graduate trainee; she was excellent and she was a great 

help.  She also helped backup some of the other work that we were not doing, particularly around 

interchanges.  I have to say it was a bit of win/win because we spent a couple of weeks, and she was 

very good, teaching her how to see things from the passenger perspective rather than the operator 

perspective.  It was very interesting for her because she had worked with TfL in her first year, on the Fit 

for the Future Programme.  She knew too much, as an operator, about why these things had been put 

in place and she would sit and watch the research and she would say, “No, we have those dark uniforms 

because they are so dirty”, or we have this, that and the other.  It was really useful.  We sent her back 

into TfL having learnt a little bit about it does not matter why you have done it; if passengers cannot 

find the staff or if passengers cannot use the ticket machines, it is not working.  It was a win-win, 

David. 

 

David Kurten AM:  Something good for one of your staff that had to get a bit of extra training but -- 

 

Janet Cooke (Chief Executive, London TravelWatch):  One of their staff would be then sent back 

after three months having learnt a little bit about life from the passenger perspective, which is not 

always the same. 

 

David Kurten AM:  OK.  Just one more question on this.  Were there any other impacts of conducting 

a TfL-commissioned project on your core work as TravelWatch? 

 



 
 

Janet Cooke (Chief Executive, London TravelWatch):  No, because we were very careful to make 

sure, and this is where our prioritisation criteria came in and the discussions we had with your Chair and 

your Deputy Chair.  No, we could see this was so important and the learning that would come from this 

and the importance for passengers not just of the Underground but using London’s transport systems 

generally.  We could see it was really important, but we also had to work out how we could back up 

critical work we were not doing.  No, it was a win-win.  We had to delay some of our work and the 

research that we were doing on small stations.  We have put that back.  We did not publish that.  That 

was about six or seven months late coming through, but we agreed with the Board that that probably 

was not going to be a disaster.  It still came through.  We were able to reschedule things, but nothing 

critical slipped, David. 

 

David Kurten AM:  Fine.  Thank you. 

 

Caroline Russell AM:  I am going to talk about bus users.  In the Business Plans in 2016/17 and 

2017/18, you were discussing new initiatives to improve the representation of bus passengers and so I 

am just really wondering what progress you have made to enhance the bus passenger voice? 

 

John Stewart (Deputy Chair, London TravelWatch):  When you asked the question to the last 

person, they said it was a very good question and you agreed.  That is also a very good question, 

Caroline. 

 

Seriously, bus users and their voices are absolutely critical because, as some of you know, I have been 

working in transport in various fields for many years and I have always felt that it is the bus user that 

has -- most people are bus users.  Their voices are not being heard properly and they have not been 

heard properly for many years.  We see these initiatives - which Janet will describe in some detail in a 

second - as critical to our work because, if we are essentially the complaints body, we need to hear not 

just from the more articulate rail users but from the less articulate and perhaps less confident bus users.  

I see that as a central part of our work.  You may want to describe the details. 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes, I agree.  We think it is really important.  

I have been at the organisation now for nine years and successive boards have really prioritised the user 

because buses are the fully accessible means of transport that is always running and more people use 

the bus than all the other modes.  However, actually getting the voice of users is really difficult, 

Caroline.  This might be something that we can maybe talk to the Transport Committee about how we 

could do more together. 

 

One of the things we are doing, though, is we tried quite hard to develop - because obviously resources 

are an issue - an electronic means of getting feedback from bus users.  That has had limited success, 

but what it did do actually was bring in an awful lot of, I suppose, local authority and representative 

groups signing up, but that was helpful. 

 

We are doing a lot of work trying to work with the community down in the Belvedere Thamesmead area 

because that is an area very much where buses are probably going to change with Crossrail coming in 

around the Abbey Wood area.  We have been talking to your colleagues on the London Assembly, local 

authority representatives and also the housing associations down there and trying quite hard to get bus 

users down there to engage.  It is hard work and we have to be careful of resources, but that is the area 

we will continue to focus on.  We have a long way to go, Caroline, and it would be helpful to work with 

you on that one. 



 
 

 

Caroline Russell AM:  Great.  Are you still running an online bus community? 

 

Janet Cooke (Chief Executive, London TravelWatch):  We are, but we have moved it onto a 

separate Twitter feed because it is more cost effective and we are having to build the numbers up.  

They are going up slowly but we are still talking about tens rather than thousands of users. 

 

Caroline Russell AM:  You had 300 members -- 

 

Janet Cooke (Chief Executive, London TravelWatch):  We did. 

 

Caroline Russell AM:  -- in March 2016 and you are down to tens, are you, rather than 300? 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes, because, to be honest, when we 

looked at it, we realised that a lot of people had signed up for it and we suddenly realised that it was - I 

do not know - Borough X’s transport officer, which was great, but it actually was not Ms X who uses 

the bus and who is not part of the local authority.  It was not just representatives.  We have started 

again.  We have cleaned it up and we are growing slowly. 

 

John Stewart (Deputy Chair, London TravelWatch):  It is still, to be quite honest, a dip in the 

ocean.  If we are perfectly honest, we still have not cracked this idea of getting the voice of the bus 

passenger.  It is something we have to do more work on. 

 

Caroline Russell AM:  It does certainly seem to be something that is crucial.  I also understand from 

our briefing that it is actually not something that is repeated in the 2018/19 Business Plan. 

 

John Stewart (Deputy Chair, London TravelWatch):  It should be, I think. 

 

Janet Cooke (Chief Executive, London TravelWatch):  It is an underlying aspiration rather than a 

headline, “We are going to do something new”. 

 

Caroline Russell AM:  So ... 

 

Janet Cooke (Chief Executive, London TravelWatch):  Sorry, we have not expressed it properly, 

Caroline.  Sorry. 

 

Caroline Russell AM:  Yes, and so that is something that we want to hear some progress on because 

in 2016/17 you were wanting to: 

 

“Give bus passengers a voice by further developing the online bus community and supporting [some] 

new bus user groups.” 

 

In 2017/18 you wanted to: 

 

“Give bus passengers a voice by further developing the online bus community and by supporting groups 

in locations ...” 

 



 
 

You have been doing that work in Thamesmead and Belvedere, but it would be good to see some 

progress on that so that the voice of bus users, which, as John has pointed out, is so important, is in 

there. 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes, we will certainly look at that and when 

we report back to you we will give you more detail. 

 

Caroline Russell AM:  Yes, thank you. 

 

Caroline Pidgeon MBE AM (Deputy Chair):  If your Deputy Chair is saying that this is a priority and 

it clearly had been before, to then drop it completely from your Business Plan going forward -- 

 

John Stewart (Deputy Chair, London TravelWatch):  It should not have been.  It should not have 

been dropped because -- 

 

Caroline Pidgeon MBE AM (Deputy Chair):  I just feel that this is an area that every time you talk 

the narrative is there about how this is a really hard-to-reach community but really important to get 

their views, and yet it is not in your plan. 

 

Janet Cooke (Chief Executive, London TravelWatch):  We will do some editing, Caroline, to bring 

it back to the fore. 

 

John Stewart (Deputy Chair, London TravelWatch):  It should have been there.  As Janet was 

saying, we just possibly took for granted that it was ongoing work and so we did not put it in, but it is 

very much there because, as I said to Caroline [Russell AM] here, it is not something we have cracked 

and it does require a fair bit of work. 

 

Caroline Pidgeon MBE AM (Deputy Chair):  It needs to be in and you need to have a clear 

objective -- 

 

John Stewart (Deputy Chair, London TravelWatch):  Yes, I agree with that. 

 

Caroline Pidgeon MBE AM (Deputy Chair):  -- for what you are going to do on that because it is an 

area which really needs some work. 

 

Finally, you did touch on it in your opening remarks, John: accommodation.  You said you have a report 

coming to the next meeting on this.  Can you give us any further update - or maybe Janet can - on 

what alternative locations you are considering? 

 

Janet Cooke (Chief Executive, London TravelWatch):  We had an informal discussion with the 

Board a few months ago and they have asked us to come back with a business case for three different 

locations - a central London location, a zone 2 location and a zone 3 location - for offices and look at 

what the rent implications are and all the other implications so that they can make some decisions 

about what we do next. 

 

Caroline Pidgeon MBE AM (Deputy Chair):  Do you have a company helping you with that? 

 



 
 

Janet Cooke (Chief Executive, London TravelWatch):  We have someone who has given us advice 

from time to time over the years about our rent reviews and that.  He represents very good value for 

money because he charges quite low rates because he has known us for a long time.  He is helping us, 

but it is getting indicative rents.  Also, he has been really helpful in giving us a feel for what the markets 

are doing in terms of offices and so far he has been right.  Jackie Ballard on our Board is also taking a 

particular interest in that and so she is working with my colleague on trying to focus the work. 

 

Caroline Pidgeon MBE AM (Deputy Chair):  When do we expect to hear about the final plan and 

the timescale for it? 

 

Janet Cooke (Chief Executive, London TravelWatch):  I imagine that we will need to see what the 

Board says when we meet with them, but I am assuming that you will have an update meeting with the 

Chair and the Deputy Chair in the new year.  At that point, that might a good time, when Arthur 

[Leathley, Chair, London TravelWatch] has had a chance to get his feet under the table a little bit.  

Decisions will need to be made in terms of this business year that we are talking about.  That might be 

quite a good time to give you an update then. 

 

Caroline Pidgeon MBE AM (Deputy Chair):  In the New Year when you meet us.  Fine.  Thank you. 

 

Keith Prince AM (Chairman):  Thank you.  Does anybody else have any questions?  No?  All right.  

Thank you very much.  It was nice to see you again.  Can I just thank you for what you have done?  

Also, I would like to put on record formally my thanks to your outgoing Chair, Stephen Locke, who was 

been in post for almost five years and has done a great job.  What I would like to do, actually, is to ask 

Caroline.  Would you like to say something, as you worked with Stephen over that period? 

 

Caroline Pidgeon MBE AM (Deputy Chair):  Stephen really has helped hugely with the organisation 

and getting it to a stable footing where we are now.  We have already met with Arthur in the last week 

or so and we look forward to Arthur taking that forward and the challenges that go with this public 

sector in terms of tightening budgets and the complex workload.  I am confident that Arthur will take it 

forward, but Stephen has got you to a really good place and we are grateful for his work. 

 

Keith Prince AM (Chairman):  Yes, all right.  Thank you very much indeed. 

 

John Stewart (Deputy Chair, London TravelWatch):  Thank you very much. 


