
          
London TravelWatch Performance Report to 31.3.18  

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 2018. 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. 2017-18 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 7,788 enquiries and complaints. We took 
forward 2,468 appeals (a 4% increase from last year) from members of the 
public travelling in London and the surrounding areas. Satisfaction with 
London TravelWatch case handling is high. 87% of people who completed 
our recent survey were satisfied or very satisfied with the way their case 
was handled.  

 Government and the rail industry have accepted the case we have been 
highlighting for several years 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. We welcomed the 
extension of compensation after 15 minutes to Govia Thameslink Railway 
(GTR), South Western Rail and C2C services. 

 TfL continued to implement many of the recommendations from our  2016 
review of the impact of London Underground (LUL) ticket office closures 
on passengers, including making staff more visible and providing clear 
‘focal points’ on station concourses. 

 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. Sainsbury’s 
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supermarket cleared pavement clutter outside its stores as a direct result 
of our action. 

 We published a report on improving surface access to airports in 2014 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, and the scheme is now one of 
those proposed by the Government to be taken forward by priority 
investment. 

 We 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. 

 Chris Gibb’s final report on the Government-commissioned review of 
Southern’s performance, published in June, reflected many of our 
concerns about the poor performance of the whole GTR franchise, 
including Southern Rail - such as the impact of the ticketing anomalies and 
the need for a single station manager.  

 We continued to champion the need for good interchanges. We held a 
successful seminar at which the (then) Director of Strategy and Service 
Development at London Underground and London Rail, made a public 
commitment to start identifying key interchanges and work with partners to 
introduce ‘one team management’ at these locations. 

 We listened to passenger concerns and persuaded Network Rail to 
remove the charge to use toilets at stations they manage. 

 

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 2017-18 and demonstrates the impact our work has had. 

3.2. We achieved a range of very good outcomes on behalf of London’s transport 
users, as set out below in this report. 

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. 

Review of London Underground ticket offices 

3.4. The ability to buy tickets, get easy access to information and access support are 
fundamental issues for passengers. We reviewed 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. 

3.5. TfL agreed a full action plan to address the problems we identified. As a result of 
our findings they 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 trialled portable hearing loops and 
additional assistance for people less familiar with travelling around the capital. 
They found that instead of portable hearing loops, users preferred a ‘text to 
speech’ function on a staff member’s iPad, which also did not have associated 
problems with noise interference that was present with the hearing loops. TfL also 
trialled a system which will allow passengers to buy boundary extension tickets 
with a view to rolling this out network-wide. They are looking to draw on best 
practice from other sectors including airports, banks, hospitals and phone 
retailers. 

Fares and ticketing 

3.6. We discussed with Heathrow Airport and TfL how Oyster and contactless could 
be extended to Heathrow Express and Heathrow Connect. We continue to press 
for more National Rail stations to be brought into the Oyster area such as Luton, 
Stansted and Epsom. 

3.7. We will include recommendations for operators from our research into annual 
season tickets in our response to the RDG’s consultation on fares simplification. 

Transport Select Committee inquiries 

3.8. We contributed to three House of Commons Transport Select Committee 
inquiries during the year on rail safety, rail infrastructure and on mobility as a 
service.  

3.9. 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. 

 



Rail issues 

3.10. Chris Gibbs’ Government-commissioned review of Southern’s performance 
reflected many of our concerns and drew on some of the feedback we gave, 
particularly the need to prioritise the following: - getting peak time travel times 
right for the majority of passengers; maximising right time departure at key 
stations; aligning of Network Rail and GTR and the electrification of the Uckfield 
branch. 

3.11   Southern Rail passengers continued to suffer from poor service. We again 
expressed great concern about the ongoing poor performance and unreliability 
that these passengers were facing and called for an independent review of the 
franchise. We wrote to the (then) Rail Minister, Paul Maynard, about the poor 
performance of GTR services, including Southern. We provided input into the 
GTR timetable consultation during the year, and were pleased that GTR 
responded positively to our comments. This will provide significant improvements 
to passenger journeys, opportunities and reliability across the London and 
Southeast region.  

3.12. Our research into ‘value for money’ showed that passengers place great 
importance on the availability of free toilets and resent having to pay to use them 
having already paid for a ticket to travel. We wrote to Network Rail’s CEO, in 
January 2018 to ask if Network Rail would consider removing charges to use the 
toilets at the stations they manage in London. He replied that Network Rail had 
decided to scrap toilet charges at the stations they manage from April 2019. This 
change will make a significant difference, particularly to older people and those 
travelling with children. 

3.13   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 the case for further rail devolution is never far from the 
transport news. We have been promoting the benefits for passengers 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 try and ensure that the 
services 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 make our case for 
further devolution in the future. 

3.14. We continued to play a part in highlighting the importance of the Crossrail 2 project 
for passengers who will experience further overcrowding if it does not proceed, and 
wrote to the Secretary of State for Transport to highlight our concerns. We received 
a response 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.  

3.15. We have been a key contributor to the Office of Rail and Road (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 (TDM) 
encouraged operators to minimise the impact of engineering works on 
passengers so they can still travel and are well-informed of their choices. We 
particularly challenged the need for more cross-industry learning from how 
unplanned disruption was managed, and continue to push for this. 

3.17. We continued to provide the London passenger perspective into the DfT’s rail 
franchising processes by commenting on the passenger-facing elements of the 
Southeastern franchise bids. 

3.18.   At times of service disruption, information for passengers is often not as 
prominently displayed as it should be at London’s major terminal stations with 
advertising taking priority on electronic screens. We raised the issue in one of our 
regular meetings with Network Rail’s South East Stations Director. As a result 
they agreed to change future contracts so passenger information takes 
precedence over commercial advertisements at times of service disruption.  

3.19.  During the year, despite various issues that delayed its completion, work on 
electrification of the Barking-Gospel Oak line was completed with electric trains 
scheduled for use later in 2018. This scheme was championed by London 
TravelWatch and its predecessors for many years and will, on the introduction of 
new trains, provide significant additional capacity and reduce crowding levels. 

Public transport access to London airports and interchanges 

3.20. 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, influencing the airports, DfT, TfL and the operators. 
One of our recommendations, an all-day service between Woolwich Arsenal and 
Stratford International, has recently been introduced on the Docklands Light 
Railway and greatly improves access to London City Airport.  

3.21. 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. 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 supported the new Mass Passenger Transit system, which would link 



Luton Airport Parkway with the terminal building, construction of which will 
commence shortly. 

3.22. In the longer term, we continue to highlight 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. 

3.23. 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, from December 2019. 

3.24. Our Interchange Matters seminar in January 2018 focused on improving surface 
access to London’s airports with particular reference to Heathrow and Gatwick. 
Both airports’ presentations clearly demonstrated what they were doing in response 
to our recommendations. 

3.25. 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.  

Buses 

3.26. We were amongst the first to identify that bus speeds had been declining in 
London, particularly in the centre, making it harder for passengers to rely on 
buses to get to their destinations and adversely affecting TfL’s revenues as some 
people stop using buses. 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 are 
pleased that TfL are introducing longer hours on a number of bus lanes on their 
and borough roads to help improve traffic flows. 

3.27. We 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. 

3.28.   There is potential to better market the capital’s bus services overseen by TfL  
and encourage people to make more journeys by bus, particularly with bus user 

 numbers declining in London. We have often responded to consultations asking 
 TfL to consider the branding that many successful commercial bus companies 
 outside of London now undertake as part of their marketing strategy. This is more 
difficult in London because of the scale and density of the bus network, but 



nevertheless we have said it is worth trialling. We raised this with the Managing 
Director of Surface Transport. Following a meeting with Barton’s Buses from 
Nottingham, TfL carried out an initial trial in Barkingside with new colour-coded 
buses, which had the main destinations and interchanges listed on the side. They 
announced in February 2018 plans to extend the trial to cover 40 buses across 12 
routes serving Hillingdon, Harrow, Ealing and Hounslow. The initial results from 
the trial are positive and we await TfL’s analysis of the first area trial and the 
commencement of the second area. 

 

Cycling 

3.29. The new Mayor’s Transport Strategy has put active travel at centre stage. A big 
part of this concerns the challenge of increasing levels of cycling in London. In 
December, we published “Cycling in London” which presents our views on the 
policies and programmes that we want to see adopted to encourage and enable 
more cycling alongside more walking and more public transport use. Our report 
concluded that measures to restrain car travel will be needed if the number of 
people cycling in London is to match the levels of many European cities. In our 
report we set out 12 policies to get more Londoners cycling – such as more 
sophisticated roads pricing, tighter parking rules to restrain driving, and car-free 
housing. This stimulated a wide-ranging debate on Twitter and we used the report 
as the basis for a submission to the London Assembly Transport Committee. 

Trams 

3.30. As a statutory consultee, we had an input into the Rail Accident Investigation 
Board’s comprehensive review into the Sandilands tram derailment. We 
subsequently discussed key findings with TfL staff. More recently, we had an 
informal meeting with the Safety, Sustainability and HR panel of TfL’s Board to 
consider the wider response to matters arising from the derailment. 

Accessibility on the Tube 

3.31. There are still large areas of London with little or no step-free access on London 
Underground, making journeys impossible or very difficult for those with reduced 
mobility or travelling with luggage and/or small children in pushchairs or prams. 
We have continued to make the case for step-free access in meetings with 
operators and submissions to TfL, highlighting the benefits for everyone. In 
particular, we have highlighted the fact that many stations could be made more 
accessible by the construction of modest improvements such as ramps from the 
station entrance to the platform. We discussed this at a Board meeting and 
accessibility was the focus of the second of our Interchange Matters seminars 
last year which was attended by the London Underground Managing Director. 

3.32. In January, the Mayor of London announced plans to make 13 more Tube 
stations, which between them account for 33 million journeys a year, step-free. 



These are exactly the type of stations where we have previously campaigned for 
modest investment in ramped access, which can benefit a significant flow of 
passengers. They are also in areas of North West and East London where until 
now there have been relatively few step-free stations. 

3.33. We continue to push TfL for step-free access to be provided at Bank station 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 

3.34. 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.  

3.35. 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. To date 3,317 obstructions 
of the Transport for London’s Road Network pavements have been investigated. 
Over 90% of locations comply.   

3.36. Following our success in getting TfL to engage with Sainsbury’s supermarket on 
pavement instructions, we will now encourage TfL to engage with other major 
retailers. 

Response to Mayor’s Transport Strategy 

3.37. 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. In our response, 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.  

 



Communications and public engagement 

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

3.39. We continued to ‘live tweet’ from our public meetings. Key topics discussed last 
year included the Mayor’s Transport Strategy, Christmas engineering works, 
progress with actions stemming from our review of Tube ticket office closures and 
bus service performance. 

3.40. We have transferred our online bus users’ community to Twitter. We encouraged 
bus users to tweet us with feedback on their local bus stations as part of our work 
on bus station standards. In the year ahead we will also reinstate our bus users’ 
consultation events. 

3.41. We continued to review key interchanges in London on our interchange matters 
blog. This year we finished covering the interchanges at London’s airports as well 
as the interchanges at Finsbury Park, West Ham and Lewisham. 

3.42. There were 178,638 unique visits to our website last year, less than the previous 
year when there were 225,283 unique visits, although the overall trend is 
upwards. One of the reasons for this is likely to be the fact that in 2016/17 we 
received a large number of hits as a result of the ticket office consultation we 
carried out for the Mayor of London. We were also successful in getting a number 
of train operators to make our details less prominent on their websites to prevent 
passengers from contacting us before they have been to the operator.  

3.43. The most popular webpages continued to be: ‘money saving tips’; the frequently 
asked questions; ‘where can I use my Pay As You Go Oyster card’, ‘where can I 
top up my Oyster card?’ and our page on where to send complaints.  

4 Casework  

4.1.    During 2017-2018 our casework team dealt with 7,788 written and telephone 
enquiries and complaints. Most of these could be dealt with quickly or passed 
onto the operator for an initial reply, as we can only investigate cases where the 
complainant has not received an adequate response. The highest number of 
appeals we received concerned fares and complaint handling. Other cases 
involved service performance on both trains and buses (including delays and 
early departures), penalty fares, lack of travel information and complaint 
handling.  

4.2. Of those complaints that required further detailed investigation, 77% related to 
National Rail (compared with 73% last year). Over the past year there has been a 



slight reduction in the number of appeal cases we took forward in respect of TfL’s 
services. 

4.3. Following constant campaigning by London TravelWatch and other industry 
partners, more rail operators are now offering compensation after a delay of 15 
minutes or more. 

4.4. London TravelWatch was consulted on the new version of the National Rail 
Conditions of Travel. Clarification has been given on industry improvements such 
as traveling when there is no opportunity to purchase a ticket before starting the 
journey. Also, further information is given surrounding compensation for onward 
journeys and events that have been affected by delays on the railway. 

4.5     Passengers have contacted us, frustrated that they have incurred additional 
costs because of delayed or cancelled rail services. Some have had to spend a 
considerable amount more on air tickets and hotels without the right to claim for 
consequential loss from a rail operator. We have argued for some time that 
passengers should have the right to claim for consequential loss, particularly 
when making their way to airports and when operators badge their services as 
‘airport services’. The amendment to the National Rail conditions of Travel which 
came in in March 2018 forced train companies to amend their terms and 
conditions to give passengers the right to make a claim for consequential loss. 

4.6. We carried out work with operators to ensure that London TravelWatch’s 
webpage was less visible on all their websites – including TfL. By removing the 
visibility of London TravelWatch’s direct contact telephone number and email 
address, we have reduced the number of initial contacts, (where the passenger 
has not yet contacted the operator), to allow more time to manage the increase in 
the more complex appeal cases. 

5 Corporate health  

5.1. As at 31 March 2018, the organisation employed 17 staff, six of whom are 
part-time, which equates to 13.32 full-time equivalent posts, a reduction of 1.43 
on the previous year. We are currently recruiting to three vacant posts (2.6 fte) 
which will bring our establishment to 15.92 fte.   

5.2. Following a period of individual and collective consultation on a staffing 
reorganisation, the organisation established a new, more effective structure. The 
rationale was to free up some of the CEO’s time from internal operational matters 
in order to concentrate on the strategic development of the organisation, and in 
doing so give greater responsibility and autonomy to others. The eventual 
proposal in place by the end of the year, made use of the expertise and 



experience of our existing staff and required no job cuts. The overwhelming 
response to the restructuring has been positive. 

5.3. The overall level of sickness absence has reduced on the previous year, from an 
average of 11.4 days to 5.6 days in 2017/18 which is below the GLA target. 
Almost 60% of the sickness absence was accounted for by two individuals with 
pre-existing conditions. 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 in managing people who have chronic illness. 

5.4. Staff had access to a range of learning and development initiatives during the 
year and we continued to encourage individuals to take responsibility for their 
own learning, develop networks and relationships and learn with and from others. 

5.5. London TravelWatch remains a healthily diverse organisation. Almost half the 
staff are women, 29% are from a BME background. 12% meet the definition of 
disabled in the 2010 Equality Act. 

6 Financial outturn  

 6.1. Part 1 of the Annex gives details of expenditure against budget as at the end of 
March 2018. There was an overall underspend against budget of £4k for the 
financial year 2017/18. 

 6.2   There was a small net overspend on staff costs. We had a slightly reduced staffing 
complement due to staff turnover in the second half of the year. This  was offset 
by an increase in overall pay due to a higher than anticipated pay award. In 
addition there were increased costs due to maternity leave cover. 

6.3 There was an overspend of £28k on accommodation as a result of an increase in 
rent and a provision for dilapidation costs which could result from an office move. 
This was partly offset by a lower rent due to a reduction in space occupied during 
the year. 

6.4 There was an overspend of £31k on supplies & services cost, partly due to a 
planned spend of £17k on research cost which had been earmarked to spend 
against reserves at the end of 2016/17. 

6.5 Following the much higher than anticipated rent increase in 2016/17, 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. Hence 
depreciation was £13.5k higher than budgeted. 



6.6 We received other income of £78k. This was partly recovery for costs incurred 
from the Rail Delivery Group to help with the setup of a new rail passenger 
redress scheme. We also received additional income from the GLA to offset the 
costs of maternity cover.   

Risk areas   

6.7 With a small staff complement, a principal risk for us continues to be 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.  

6.8 The year ahead presents us with a number of other uncertainties. These include 
IT costs, another maternity leave, an office move, the impact of the new rail 
ombudsman scheme on our work and the bedding in of our revised staffing 
structure. 

6.9 The Board has earmarked £25k of our reserves to meet one-off costs of 
organisational and individual development needs arising from the staff   
restructure and IT changes. 

 

Janet Cooke 
       Chief Executive, 
       London TravelWatch 
             
  30 May 2018 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



1. Financial Performance  
The financial position as at the end of March 2018 is summarised below:  
 

 Original 
Budget  

Revised 
Budget  

Actual 
Spend/ 
Income  

Variance 
against 
revised 
budget  

 £ £ £ £ 

          

REVENUE EXPENDITURE      

Chair, Members & Staff Costs  799,762 799,762 800,391 (629) 

Accommodation costs 132,129 132,129 160,617 (28,488) 

Supplies & Services 91,951 91,951 123,366 (31,415) 

Depreciation  12,158 12,158 25,749 (13,591) 

     

Total Revenue Expenditure 1,036,000 1,036,000 1,110,122 (74,122) 

      

      

Total Capital & Revenue 
Expenditure 

1,036,000 1,036,000 1,110,122 (74,122) 

      

      

INCOME     

Greater London Authority 
Funding 

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

Bank Interest Receivable  0 0 32 32 

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

0 0 77,982  77,982 

      

Total Income 1,036,000 1,036,000 1,114,014 78,014 

      

      

Revenue surplus transfer to 
general reserve  

0 0 3,892 3,892 

 

 

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

PI 
no. 

Indicator Performance 
2015/16 

Performance 
2016/17 

Performance 
2017/18 

GLA 
Target 

Variance 

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

 
 

15.1 
 

 
 

11.4 

 
 

5.6 

 
 

6 
 

 
 

+0.4 

2 % of employees 
that are women 

50% 56% 47% 52% -5 

3 % of employees 
from ethnic 
minority 
backgrounds 

 
28% 

 
33% 

 
29% 

 
29% 

 
0 

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

 
 
 
 

6% 

 
 
 
 

17% 

 
 
 
 

12% 

 
 
 
 

13% 

 
 
 
 

-1 

 
 
 
 
  
 
 
 
 
 
 


