
 

 

                          
London TravelWatch Performance Report to 30.9.17  

1 Introduction  

1.1. This report sets out London TravelWatch’s performance from April to September 
2017 and shows the financial position as at 30 September 2017. Information on 
more recent developments 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.  

1.3. A key milestone was the change of Chair at the end of September 2017. We 
welcomed Arthur Leathley as our new Chair and said farewell to Stephen Locke 
at the end of his five years of service. 

 

2 Key areas of achievement     

2.1. London TravelWatch continues to make a real difference for the travelling public 
in and around London. In the six months to September we  

 kept the issue of falling bus speeds on the agenda with regular updates to the 
Board, press releases and ongoing discussions with TfL officers 

 succeeded in persuading TfL to prioritise bus priority 

 secured funding for research into bus occupant safety  

 generated action to remove pavement obstructions on London’s streets  

 made the case for Crossrail 2 

 worked to improve surface access to London’s airports 

 continued to champion the need for good interchanges 

 dealt with 4,366 enquiries and complaints from the travelling public 

 

3 Progress against the business plan objectives for 2017-18 

3.1. This section highlights progress against London TravelWatch’s key business plan 
objectives for the first six months in 2017-18 and demonstrates the impact our 
work has had for passengers in London. 
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Response to Mayor’s Transport Strategy 

3.2. We held a special board meeting to discuss the draft Mayor’s Transport Strategy 
with the Deputy Mayor for Transport, Val Shawcross, following which we formally 
responded to the consultation.  

3.3. In our response to the draft strategy, we emphasised the great potential for linked 
cycle and rail trips in outer London. There are 137 zone 5 and 6 stations in outer 
London. We included a map demonstrating the area around each of these stations 
within 15 minutes cycling distance to show that often, these stations will be easily 
accessible by bicycle. We want to see the Mayor, London boroughs and station 
operators work together to encourage more cycle trips to these stations.  

Promoting bus priority measures 

3.4. Bus speeds have been declining in London, particularly in the centre. We 
highlighted our concerns in a letter to the Mayor of London and called for more 
action to be taken to tackle the problem. We reiterated the need for more bus 
priority and extending the operating hours of existing schemes as well as extending 
the congestion charge to include private hire vehicles and increasing the 
operational hours of the charge. 

3.5. London TravelWatch is concerned that not enough is being done to deliver bus 
priority on the streets used by London’s bus services. Some bus priority continues 
to be lost to cycle, town centre and other schemes. Where such losses occur, there 
should be complementary improvements to bus priority elsewhere along the routes 
affected. TfL have established a bus priority team and a budget to deliver additional 
bus priority on both their and borough controlled roads which is welcome, providing 
it delivers real improvements. We worked hard to get a budget and bus priority 
team back into TfL after it had been abandoned. Our previous Chair raised this at a 
London Assembly scrutiny. 

Bus occupant safety research 

3.6. London TravelWatch successfully applied for a grant from the Road Safety Trust to 
commission Loughborough University’s Design School to investigate bus occupant 
safety. Three of London’s bus operators are working with us to provide data. The 
work will commence in spring 2018 and be completed by the autumn. 

Research on annual season tickets 

3.7. Every year over 1 million commuters living in and around London pay more than 
£2billion on season tickets to travel to and from their place of work. Yet our recent 
research shows that many commuters feel taken for granted and unrewarded for 
their loyalty, with the majority unaware of the full range of tickets available to them, 
and some paying more than they need to for their daily commute.  

3.8. Our research found that for many people, the renewals process has become 
automatic, with little information and help available to ensure they are not paying 
more than they need to. As working habits and travel times become more flexible, 
and contactless payment is easy, there are many people who no longer need 
annual tickets, but they do not have the right information to decide.  
 



 

 

3.9. The research also found that many commuters prefer to make large purchases 
face-to-face in a welcoming environment as they would when they buy other 
expensive items such as financial services or cars.  

3.10. Many of our recommendations could be quick wins for operators and we will press 
them to improve options for passengers. 

Crossrail  

3.11. We continued to ensure that the investment in the Crossrail Elizabeth Line brings 
maximum benefit to passengers and that there is a direct link to Terminal 5 at 
Heathrow Airport. We provided archive information to assist the case to allow 
Crossrail to serve Terminal 5 from December 2019. 

3.12. There were fears that the Crossrail 2 project would be shelved following its 
omission from the Queen’s Speech and the focus on investment elsewhere in the 
country.  We continued to highlight the importance of the project for passengers 
who will experience further overcrowding if it does not proceed, writing to the 
Secretary of State for Transport and highlighting our concerns. 

3.13. We received a response to our letter from the Secretary of State in which he 
stressed that ‘a thorough analysis is currently being carried out by the Department 
for Transport (DfT) to ensure Crossrail 2 is a robust scheme’. On 24 July, the Mayor 
of London and Secretary of State issued a joint statement announcing plans to 
work together on a financial package ahead of the autumn Budget. We understand 
that interventions from ourselves and others were influential in making the case for 
the scheme. 

Improving public transport access to London’s airports 

3.14. Following the Government’s decision to expand capacity at Heathrow Airport, 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 as set out in 
our 2014 report on improving surface access to airports. 

3.15. We wrote an article in the ‘Transport Times’ on improving surface access to 
London’s airports, particularly in the context of the new East Midlands rail franchise. 
We emphasised the need to improve public transport links to Luton Airport – in 
2016 just 15 per cent of passengers made the journey by rail, the lowest proportion 
of air passengers using public transport to get to any of London's airports.  

3.16. We specifically called for four fast trains per hour, between Luton Airport Parkway 
station and London St Pancras as opposed to the reduction of long-distance inter-
city services included in the franchise consultation document published by the DfT. 
We also support the new Mass Passenger Transit system, which would link Luton 
Airport Parkway with the terminal building.  

3.17. Having recently helped secure the extension of Oyster/Contactless to Gatwick 
Airport and Heathrow in May, we see the next logical step to be extending this 
payment method to Luton and Stansted. This would also help contribute to the 
Mayor of London's draft transport strategy objectives to increase public transport 
use in London and improve air quality.  



 

 

3.18. In the longer term, we have highlighted the strong case for a new interchange 
station at West Hampstead on the Chiltern line. Passengers wishing to access 
Gatwick and Luton airports from locations like Amersham, Harrow and Wembley 
would benefit from this and passengers travelling to other airports would only have 
to change once instead of making multiple changes or travelling by road as they 
currently have to.       

Interchanges 

3.19. We continued to review and rate key interchanges in London on our interchange 
matters blog using the star system passengers told us would be most effective. 
Over the last year we have been focussing on the interchanges at London’s 
airports and we also posted blogs on the interchanges at Wimbledon and West 
Ham. We held a successful Interchanges Seminar at which Gareth Powell, (then) 
Director of Strategy and Service Development at London Underground and 
London Rail, made a public commitment to start identifying key interchanges and 
then working with partners to introduce ‘one team management’ at these 
locations. 

3.20. Our Interchange Matters seminar in January 2018 focused on improving surface 
access to London’s airports with particular reference to Heathrow and Gatwick. 

Tackling pavement obstructions on London’s streets 

3.21. London TravelWatch has been campaigning for years for TfL and the London 
boroughs to keep their pavements clear of illegal obstructions. Only a small handful 
of London boroughs properly enforce against pavement obstructions. These 
obstructions are a nuisance for all pedestrians and a particular hazard for those 
with limited mobility or who are partially sighted. 

3.22. We continued to highlight the issue and made TfL aware that Sainsbury’s 
supermarket was one of the worst offenders, with advertising boards outside many 
of their London stores. Following our intervention and engagement with TfL, 
Sainsbury’s supermarket became the first major retailer to agree to no longer 
obstruct London’s pavements with their advertising boards. The supermarket has 
withdrawn its boards from outside all their stores on TfL’s streets, the ‘Red Routes’. 

3.23. We also began to ‘name and shame’ London boroughs that were choosing not to 
enforce against pavement obstructions on their streets. We 'tweeted' photos of the 
worst obstructions in Camden, Southwark, Islington and Westminster, and are 
publishing comparisons of borough performance to spur them on to undertake this 
important role.  

3.24. Our ‘tweets’ helped to raise the issue and those relating to Camden were 
particularly successful, with local residents and a councillor all joining our calls for 
the Council to take a stronger line against those who obstruct the pavement. 

Trams 

3.25. As a statutory consultee, we provided input to the safety review of the Rail Accident 
Investigation Board investigation into the Sandilands tram derailment on behalf of 
passengers. 

 



 

 

Communications and public engagement 

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

3.27. We continued to ‘live tweet’ from our public meetings. Key issues discussed 
included progress with actions stemming from our review of Tube ticket office 
closures and an update on the work being carried out by the Old Oak and Park 
Royal Development Corporation. 

3.28. There were 93,633 unique visits to our website in the first half of the year, slightly 
less than the same period during the previous year when there were 116,091. 
However, that year we received a particularly large number of hits as a result of the 
ticket office consultation we carried out for the Mayor of London.  

3.29. We successfully got train operators and TfL to amend links to London TravelWatch 
where our details are more prominent than they should be and make it clearer that 
dissatisfied passengers need to complain to the operator before they contact us. 
This is likely to have reduced the number of visits to our website and means that 
the visits we are receiving are of a higher quality. This is backed up by the fact that 
in recent months the average number of pages viewed per user has increased 
slightly and the bounce rate (percentage of single page visits in which there was no 
interaction with the webpage) has fallen slightly.  

3.30. The most popular webpages continued to be: ‘money saving tips’ and the 
frequently asked questions, ‘where can I top up my Oyster card?’ and ‘where can 
I use my Pay As You Go Oyster card?’. A lot of the topics covered derive from 
enquiries we receive in casework. We continue to analyse our website to see 
what sort of information people are viewing and tailor this information to help 
reduce the number of unnecessary enquiries we receive. 

3.31. 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 was sent out to key industry stakeholders and politicians in July and 
generated positive feedback. 

3.32. We attended the London Pensions Partnership’s annual member forum in 
September as we have done over the past few years, taking advantage of the 
opportunity to have a stand and engage with pensioners about transport issues 
affecting them. With backgrounds in the public sector, the attendees are very 
engaged and can provide us with useful feedback on the services they use. 
Comments mentioned in returned surveys included the need for better signage, 
overcrowding, the fact that you can’t use a Freedom Pass before 9.30am and the 
problem of dangerous cycling. 

3.33. In November we hosted the second annual Ruth Thompson Memorial Lecture. The 
lecture was given by Riccardo Marini, formerly of Gehl Architects and reflected on 
how London is doing from a street, urban design and walking perspective. 

3.34. We have now transferred our online bus users’ community to Twitter. We managed 
to double our followers this quarter after targeting community groups in London with 
an interest in the bus service. We have also been putting out updates on Twitter 



 

 

much more frequently than with the newsletter we used to issue by email. We 
currently have more than 100 followers of our @LTWbuscommunity Twitter 
account, having started from a low base and this number continues to grow. We 
plan to change the way we engage with bus users. 

 

4 Casework  

4.1. From April to September 2017 our casework team dealt with 4,366 written and 
telephone enquiries and complaints. Most of these could be dealt with quickly or 
passed on to the operator for an initial reply. 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 1,105 appeals from members of the public travelling in London 
and the surrounding areas. The highest number of appeals we received 
concerned complaint handling and refunds including Oyster and contactless 
payment. 

4.3. Of those complaints that required further detailed investigation, 68% related to 
National Rail (compared to 76% during 2016/17). Over the past year, there has 
been a 14% increase in the number of appeal cases we need to take forward in 
respect of TfL’s services. A large number of journeys of rail journeys into and out 
of London include TfL’s modes. The categories are not necessarily exclusive and 
some appeals need us to negotiate with more than one transport operator.   

4.4. In August 2017, South West Trains were replaced by South Western Rail (SWR).  
By 11 September the old charter compensation method was replaced by the 
more flexible and straightforward ‘delay repay’.  A slight reduction of appeals 
received by SWR passengers has already been noticed. 

4.5. We continue to negotiate with TfL to encourage them to make it easier for 
transport users to make complaints via the website. The link for ‘help and 
contact’ appears at the top and bottom of their home page. This link directs the 
user to the help page which has changed completely and it is now much easier to 
see how to complain, claim refunds, give feedback and ask for help. 

4.6. In July, London TravelWatch launched the new customer satisfaction 
questionnaire which is sent to all passengers at the time their appeal is closed.  
The feedback has been positive and data will be scrutinised with a view to 
continuously improve. 

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

 



 

 

5 Financial outturn  

5.1. Part 1 of the Annex gives details of expenditure against budget as at the end of 
September 2017. At the end of the half year there was an overspend against 
budget of £21k for the financial year 2017/18. 

5.2. There is an overspend of £11.9k on accommodation as a result of the significant 
increase in rent. The overspend on supplies and services of £13.4k was due to 
unbudgeted research work that was commissioned but not completed in 2016/17 
and other expenditure incurred in advance of the profiled budget. 

Risk areas   

 

5.3. With a smaller staff complement, the principal risk for the future is that we will not 
have the 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 
 
 
           1 February 2018 
  
 
 
 
 
 
 
 
 
 
 



 

 

 
 

Annex A: Performance information 
 
 
1. Financial performance 

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

 

 Original 
Budget  

Revised 
Budget  

Actual 
Spend/ 
Income  

Variance 
against 
revised 
budget  

 £ £ £ £ 

          

REVENUE EXPENDITURE      

Chair, Members & Staff Costs  399,880 399,880 394,000 5,880 

Accommodation costs 66,060 66,060 78,000 (11,940) 

Supplies & Services 45,630 45,630 59,000 (13,370) 

Depreciation  6,080 6,080 6,080 0 

     

Total Revenue Expenditure 517,650 517,650 537,080 (19,430) 

      

      

Total Capital & Revenue 
Expenditure 

517,650 517,650 516,000 1,650 

      

      

INCOME     

Greater London Authority 
Funding 

517,650 517,650 516,000 1,650 

Bank Interest Receivable  0 0 0 0 

      

Total Income 517,650 517,650 516,000  1,650 

      

      

Revenue surplus transfer to 
general reserve  

0 0 (21,080) (21,080) 

 

 

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

section 5 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. 

 
 
 
 
 


