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Caroline Pidgeon MBE AM (Chair):  Wonderful.  All right.  Let us move on to London TravelWatch 

performance report and recruitment, item 6.  First of all, I welcome Arthur Leathley, Chair of London 

TravelWatch - great to see you again - and Janet Cooke, Chief Executive of TravelWatch.  Welcome today. 

 

First of all, we want to look at your performance and look at the report we have before us.  I know a number of 

Members had some questions.   

 

Caroline Russell AM:  Thank you, Chair.  Just picking up on the Business Plan, we have seen the newer 

version that came after the version we saw last October [2017].  I have been looking through and there are 

about 20 or 21 actions that were due for completion at the end of quarter 4 of 2017/18.  I am just wondering 

how many of those have been completed.   

 

Janet Cooke (Chief Executive, London TravelWatch):  You are talking about the Business Activity Update 

that we sent, the informal one -- 

 

Caroline Russell AM:  Yes.  That is it, yes.   

 

Janet Cooke (Chief Executive, London TravelWatch):  -- not our Business Plan for the year that we are 

now in.   

 

Apart from what we updated the Committee on, which was that our work around station travel planning had 

slipped because of lack of staff - we are going to be picking that up later in the month and into July - 

everything else is broadly on course. 

 

There have been a few changes; for example, our office accommodation.  At the time we sent the report to you 

we said we had put an offer in on premises.  That one fell through because the landlord made a separate deal 

elsewhere but, having said that, we have now put an offer in and literally as of yesterday we have heads of 

terms.  We are about to start our due diligence and think we can probably save about 20% to 25% on our 

current costs.  We still have to evaluate it.  Other than that, we are on course. 

 

Caroline Russell AM:  That is good news about the accommodation.  You say that you are on course.  This 

was updated in February [2018] and quite a lot of the things on it were not completed at that point.  Are you 

saying that between February and now, there are things that are not complete on here that are now?   

 

Janet Cooke (Chief Executive, London TravelWatch):  Caroline, I am so sorry.  We met with Keith [Prince 

AM] and Caroline [Pidgeon MBE AM] in the meanwhile and we gave them an updated version, which we 

updated in April [2018].  I am sorry, that is what I am referring to.   

 

Everything that we were talking about was broadly on course.  The thing that we had delays on was promoting 

work around station travel planning and the money that train companies are meant to be putting into travel to 



 

 
 

stations to work on that.  That had slipped, along with our small stations work, because we had been 

short-staffed.  Once again, that we are picking up in July when we have another member of staff starting in 

our policy team.  That was the key policy area where we had slipped.   

 

Our Board was expecting to get an official request from London Overground to potentially vary some of the 

ticket office opening hours, which I believe is something in their franchise.  That slipped slightly because they 

decided to delay doing that until after the local elections.  We have not yet received a request for that from 

them so we have not done that piece of work.  That is a response to them.  We are expecting we will get a 

request from them fairly soon on that one.   

 

Caroline Russell AM:  Just to take one at random, there is an audit with the train operating companies of 

their station travel plans - which fits into something we had just been talking about earlier - and analysing how 

those fit with the aspirations for improved station access by walking and cycling, particularly in outer London.  

What kind of output would there have been for that audit? 

 

Janet Cooke (Chief Executive, London TravelWatch):  That is the one I said has slipped but we will be 

picking up in July.  We have done the initial work around looking at what station travel planning is aiming to 

achieve.  What we now need to do is have detailed discussions with each of the train companies to see what 

they are planning to do, what they should be doing and what they have done, and then see how we bring 

together what is in the Mayor’s Transport Strategy with what the train companies should be doing as well.   

 

Caroline Russell AM:  You are expecting that work to be completed in July? 

 

Janet Cooke (Chief Executive, London TravelWatch):  No, we are expecting that work to start in July and 

to run through, I would say, for another few months.   

 

Caroline Russell AM:  OK.  Yes, that is quite a slip. 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes.  That was the main slippage in terms of our 

policy team.   

 

Caroline Russell AM:  OK, but other things - the pulling together of updated statistics about major airports, 

those kinds of things - are all done? 

 

Janet Cooke (Chief Executive, London TravelWatch):  That is in hand, yes.  We are on course with that.  

We have the new statistics and we are going to be updating our reports ready for publication by September 

[2018].   

 

Caroline Russell AM:  OK, so the statistics part is done and then the report will be completed in September.  

Yes.  The other thing I was particularly interested in was the agreeing of the objectives for Board members.  

Has that been completed? 

 

Arthur Leathley (Chair, London TravelWatch):  Yes.  I can talk to that.  We have set out the objectives for 

the Board generally and for individual Board members for the year. 

 

Caroline Russell AM:  That is all -- 

 



 

 
 

Arthur Leathley (Chair, London TravelWatch):  That is completed.  We have been through a complete 

process. 

 

Caroline Russell AM:  That is sorted.  That is very good to hear.  Of the things that were unable to be 

completed, there was the train access travel planning.  Was there anything else that was unable to be 

completed? 

 

Janet Cooke (Chief Executive, London TravelWatch):  We had planned to promote rail devolution in local 

terms when we meet with the Transport Minister.  That meeting we have not been able to get yet.  We have it 

in a few weeks’ time.  That is delayed through circumstances beyond our control.  We talked about the London 

Overground ticket office requests.   

 

There is also our bus station standards piece of good practice work.  Recognising that these are major 

interchanges where there is very little laid down, we have been doing some work to demonstrate what we think 

good practice is around bus stations.  That work has been slightly delayed once again through the staffing 

shortage.  However, that is in hand and we are hoping to have something we can publish in the next two 

months.  We have a draft report but our Board need to sign it off and it then needs a couple of iterations.   

 

Caroline Russell AM:  Are these staffing shortages something that is now resolved or is that an ongoing 

situation? 

 

Janet Cooke (Chief Executive, London TravelWatch):  As of two weeks’ time we will be fully staffed in 

our policy team, back to what we were a couple of years ago. 

 

Caroline Russell AM:  Great.  Thank you.   

 

Caroline Pidgeon MBE AM (Chair):  Arthur, as Chair, do you want to just give us a general update on 

business planning and how you are going to improve it to make it more transparent going forward? 

 

Arthur Leathley (Chair, London TravelWatch):  Yes, thank you, Caroline.  First of all I would like to say, 

looking back over the last year, that Stephen Locke was Chair for much of the period and I would just like to 

extend my gratitude to him for helping with the handover, which was pretty smooth, and also for the work that 

he has done over just over four years.   

 

In terms of looking forward, I will be building on what Stephen and the Board have done before.  There is an 

element of transparency here.  We have talked about the Business Activity Plan, which we introduced at the 

start of this year.  The intention of that - just as you have picked up, Caroline [Russell AM] - is so we can show 

a rolling programme of work and we can see very clearly if there is slippage.  We have to be very open about 

that.  If anything has slipped for whatever reason, we can explain that.  Perhaps in the past it has not been as 

clear as that as to when work is expected to be completed.  Sometimes these are moveable feasts, I recognise 

that, but if there is any slippage then we can explain it fully to yourselves but also to other stakeholders if 

there has been any fall-back.  That is the basis of work.   

 

The Board now has developed it as part of their routine when they are speaking to Janet [Cooke] and other 

officers to delve into this and say, “When is this going to happen?” and to get an understanding.  We do 

recognise that things do fall behind for all sorts of reasons, elections and all sorts of other elements; we just 

have to know about that as it happens so there are no surprises come the end of the year.   

 



 

 
 

Caroline Pidgeon MBE AM (Chair):  Janet, over the last year what do you think have been the couple of big 

successes you would say you have had as TravelWatch?  Where have you added value? 

 

Janet Cooke (Chief Executive, London TravelWatch):  The biggest success we have had in terms of 

influencing industry on behalf of passengers is probably the outcomes from the review we did of the impact on 

passengers of closing the ticket offices on the Underground.   

 

Caroline Pidgeon MBE AM (Chair):  We are going to come on to that in detail in a second. 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes.  I would say that is huge because that has 

been picked up by the national rail industry as well.  It is used as good practice.  Arthur can talk on that.   

 

I would also say our work on interchanges, promoting best practice at interchanges and influencing other 

people.  We have seen lots of little improvements as a result of things that we have been calling for.  

Interestingly, the latest version of the rail and Tube planning map - I do not know if you have looked at it - for 

the first time includes walkable interchanges.  That is huge.  We just saw it.  We have been asking for that and 

we were told these things could not change.  The things that local people know are now on the map.  We 

continue to influence through that.   

 

Getting people together to talk about best practice is getting more and more powerful.  We are getting good 

practice out there and people are taking it forward without us having to nag them.  I would say those are 

probably the two key areas, Caroline.   

 

Caroline Pidgeon MBE AM (Chair):  Lovely, thank you.  Let us move on to ticket office closures.     

 

Keith Prince AM:  Thank you.  Good morning.  Talking about ticket office closures, you did some work that 

was paid for by Transport for London (TfL), I believe, and in your report you did a review of it.  My question is: 

are you happy with the outcomes?  Do you feel that TfL has taken on board all your recommendations or is it 

maybe a little bit too optimistic in your review there? 

 

Arthur Leathley (Chair, London TravelWatch):  Things have moved forward quite significantly even in just 

the last few weeks, Keith.  We were a bit frustrated, if I am honest.  Being new to it, we expected things to 

move rather more quickly than has actually happened.  We made a lot of points about visibility of staff, quality 

of information and accessibility for people.  We felt that was moving a bit slowly.   

 

We have heard just this week that many of the recommendations are now being implemented or have been, 

such as the number of staff in post, 325.  Making those staff available to passengers is absolutely crucial.  That 

is something that we pushed for and we thought that was not moving at the pace that we had hoped.  That 

certainly has now.   

 

In terms of visibility of staff, again we were told just yesterday that staff will have the tabards, probably in red.  

We thought that would be quite a simple thing to introduce.  It seems to have taken a bit longer, partly 

because they want reversible tabards that can then be used in an emergency situation.  They can be reversed 

to be orange.  Those sorts of things have just taken a bit longer than we had hoped.  In terms of help points, 

more help points are being introduced and again it is being made very clear to passengers where they are.   

 

If you had asked me three months ago, I would say I was very frustrated.  Now, there has been significant 

progress. 



 

 
 

 

Keith Prince AM:  Thank you.  Do you have any timelines?  They said that they are going to take on board 

what you have said around tabards, more staff and staff being more visible.  It is not so much about having 

more staff, it is really about people being able to find the staff.  Do you have any timelines on when they are 

going to deliver what they have promised? 

 

Arthur Leathley (Chair, London TravelWatch):  Janet, did you have a particular time on that? 

 

Janet Cooke (Chief Executive, London TravelWatch):  We had Mark Wild [Managing Director, London 

Underground] to our Policy Committee yesterday and he gave us those, but I do not actually have those notes 

in front of me.  For the new uniforms, to make those visible, we are talking weeks, if not earlier.  We can 

confirm this to you, Caroline, after the meeting. 

 

Caroline Pidgeon MBE AM (Chair):  It would be helpful.   

 

Janet Cooke (Chief Executive, London TravelWatch):  The staff, I believe, are already in post. 

 

Arthur Leathley (Chair, London TravelWatch):  Yes, they are in place.   

 

Janet Cooke (Chief Executive, London TravelWatch):  They have been piloting making the focal points 

which take the place of the ticket office so passengers know where they can find someone if there is no one 

on.  They have been trialling those.  I would have to get back to you as to exactly what we have agreed with 

them in terms of when they will come through but you can certainly see them. 

 

Keith Prince AM:  You do have some timelines?  You will share those with the Committee? 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes, I will show them to you, yes.   

 

Keith Prince AM:  Lovely.  OK.  Do you intend to evidence that what they are saying has happened?  Say, for 

instance, the new tabards will be out by the end of July.  Will you be doing any work to evidence that that has 

happened? 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes, we will be doing informal monitoring.  That is 

part of the way our policy staff work.  They will be doing mystery shops of some of the key stations.  We do 

not have the resources and it would be inappropriate to do a complete check but we will be taking 

opportunities -- 

 

Keith Prince AM:  You spot check, do you not?  You spot check. 

 

Janet Cooke (Chief Executive, London TravelWatch):  We go through Tube stations -- 

 

Keith Prince AM:  If you are happy, you are happy.  If you are unhappy -- 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes.  We did agree with Mark Wild yesterday that 

we will have another formal catch-up on progress later in the year, I think it was. 

 

Arthur Leathley (Chair, London TravelWatch):  Yes.   

 



 

 
 

Keith Prince AM:  I am sure if you let us know when the timelines are and when it is likely to happen -- 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes, we will do. 

 

Keith Prince AM:  -- every Member of the Committee will help you in spot-checking if the tabards are in 

place. 

 

Janet Cooke (Chief Executive, London TravelWatch):  This is great. 

 

Caroline Pidgeon MBE AM (Chair):  I am sure we can inspect tabards.  Lovely.  Let us look at finances.   

 

Tom Copley AM:  Thank you, Chair.  Just to be clear, you have a new office sorted? 

 

Janet Cooke (Chief Executive, London TravelWatch):  We are about to start our due diligence, Tom, but 

hopefully we have it sorted.  This is the third one we have pursued.  I am fairly confident.   

 

Tom Copley AM:  What were the main reasons for your expenditure being £74,000 higher than budgeted in 

2017/18? 

 

Janet Cooke (Chief Executive, London TravelWatch):  As it is broken down there, we had not budgeted 

for the massive increase that we had in our rent from the fire service.  That is a key part of that.  We also 

overspent on our supplies and services budget.  Some of that we planned to because we did some research into 

the needs of season ticket holders and we had earmarked money from the previous year’s reserves to fund 

that.  It was about £17,000.  The balance of that was consultancy fees to support us in a staff restructure, 

which is funded from the money we received from the Rail Delivery Group.  That money helped to fund it.  We 

did say to them that if we are going to input to help to develop the Ombudsman scheme, we need to 

restructure because we cannot free up senior resources otherwise.  Those are two of the key reasons.  We had 

a change in our depreciation policy as well, but critically it is the accommodation and the extra supplies and 

services. 

 

Tom Copley AM:  Assuming that all goes well with this office that you are hoping to sign a contract on, those 

extra costs will be coming to an end?  OK.  Those are one-off costs? 

 

Janet Cooke (Chief Executive, London TravelWatch):  We hope for a breakeven budget this year.   

 

Arthur Leathley (Chair, London TravelWatch):  Absolutely.   

 

Keith Prince AM:  I am looking at your Finance Performance Sheet.  I do not know if you have one of those 

in front of you.  Can I start by asking, we have here, “Original budget”.  We then have a second column saying, 

“Revised budget”.  Why did you feel the need to have a revised budget? 

 

Janet Cooke (Chief Executive, London TravelWatch):  We did not.  This just is something in terms of the 

convention of how we send our figures through to you.  We did not ever formally revise our budget for the 

year.  This is customary practice.  This is the way that we are required to put the figures in.   

 

Keith Prince AM:  OK.  Looking at the income section, under, “Other income”, you have put that you have 

£77,982 in other income.  That seems to have come from cost recovery for set-up of a new Ombudsman 

service and the review of the closure of TfL ticket offices.   



 

 
 

 

Janet Cooke (Chief Executive, London TravelWatch):  That, I am afraid, is a mistake.  What it should have 

said is what it says in paragraph 6.6 of the narrative, which is that we did get some additional income from the 

Greater London Authority (GLA) to offset the costs of maternity leave. 

 

Keith Prince AM:  All right.  I was going to say because, as far as I was aware you were aware of the ticket 

office income.   

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes.  No, that was last year.  I am really sorry.   

 

Keith Prince AM:  That answers that question. 

 

Janet Cooke (Chief Executive, London TravelWatch):  We like to have something in there for you to find. 

 

Keith Prince AM:  You had some money for maternity leave -- 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes.   

 

Keith Prince AM:  -- and the set-up   Are you able to break those down? 

 

Janet Cooke (Chief Executive, London TravelWatch):  I do not have the exact figures but I think it was 

approximately £40,000 for the costs of the maternity leave and the balance was cost recovery from the Rail 

Delivery Group.   

 

Keith Prince AM:  £40,000 each, roughly.  That is fine.  I appreciate that you were hit around the back of the 

head with the accommodation costs, which you may or may not have seen coming, but you have managed to 

overspend in every single budget area. 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes.   

 

Keith Prince AM:  That, to me, suggests poor management. 

 

Janet Cooke (Chief Executive, London TravelWatch):  We also had money coming in.  For example, part 

of the overspend on supplies and services was planned.  We had earmarked some of the surplus carried forward 

from the previous year because we had not finished the research on season ticket holders.  Part of that was 

planned.  The second part of it was essentially the consultancy costs associated with reviewing our staff. 

 

Keith Prince AM:  Yes.  If it was planned, why was it not in the budget? 

 

Janet Cooke (Chief Executive, London TravelWatch):  It came during the year.  When we put the budget 

bid in we had not planned to do a staff restructure and we certainly had not planned to have to do it in the 

way that we did.  The fact that we had the additional money from the Rail Delivery Group meant that we could 

fund support to properly check our skills and do a lot of staff interviewing.   

 

Keith Prince AM:  I am a bit confused.  You are saying that you had some extra money in that you were not 

expecting to get in.   

 

Janet Cooke (Chief Executive, London TravelWatch):  Not at the stage that we put our budget bid in, no. 



 

 
 

 

Keith Prince AM:  Where is that shown?  You have an original budget. 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes.   

 

Keith Prince AM:  You chose not to do a revised budget when you knew you were having some more money 

in.  Then in your actual spend income, you have not shown that money coming in.   

 

Janet Cooke (Chief Executive, London TravelWatch):  We have shown -- 

 

Keith Prince AM:  You said you had some money in.  You have not shown it in your accounts.  How does that 

happen? 

 

Janet Cooke (Chief Executive, London TravelWatch):  We put it in under actual income.  Sorry, Keith.   

 

Keith Prince AM:  You put it under where? 

 

Janet Cooke (Chief Executive, London TravelWatch):  “Actual income”, £77,982. 

 

Caroline Pidgeon MBE AM (Chair):  It is the other income on the narrative. 

 

Keith Prince AM:  It is in the middle of that lot as well. 

 

Janet Cooke (Chief Executive, London TravelWatch):  It offsets it.  Sorry.   

 

Keith Prince AM:  What you said earlier was not true, then?  It was not £40,000 for the maternity leave and 

the rest of it was for the Ombudsman.  There was another item as well.  How much was that? 

 

Janet Cooke (Chief Executive, London TravelWatch):  The two items of cost recovery were the set-up of 

an Ombudsman scheme, the cost recovery, and the additional money we got from the GLA to offset our 

maternity costs.   

 

Keith Prince AM:  That is what you used to offset your increase in -- 

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes. 

 

Keith Prince AM:  All right.  Sorry, I did not quite understand what you were saying.   

 

Janet Cooke (Chief Executive, London TravelWatch):  Yes.  Sorry. 

 

Keith Prince AM:  That was why I said I was a bit confused.  All right.  That is fine.  That covers me. 

 

Caroline Pidgeon MBE AM (Chair):  You are OK with that? 

 

Keith Prince AM:  Yes.  No, that is fine.  No, sorry, there was one other question.  You probably do not have 

to under the accounting structures but you make reference to “reserves”.  I just wonder what your reserves are 

currently. 

 



 

 
 

Janet Cooke (Chief Executive, London TravelWatch):  The financial audit is just being finalised at the 

moment.  Our free reserves are in the region of £73,000 -- 

 

Keith Prince AM:  You have no reserves that are earmarked?   

 

Janet Cooke (Chief Executive, London TravelWatch):  -- and we have earmarked about £25,000 of that, 

part for training and development costs associated with the restructure and part for information technology 

(IT) costs, partly to update but particularly because of complying with the requirements of the changes to the 

data protection rules.  We have identified some changes we need to make, for example, to some of our IT 

programmes so that we can automatically anonymise data and things like that.   

 

Keith Prince AM:  That is very sensible.  Thank you. 

 

Arthur Leathley (Chair, London TravelWatch):  Just to reassure the Committee, the Board has looked at 

these and said for next year we want to have a reduced reserve.  In view of the accommodation changes and 

the IT changes as a one-off, it is reasonable. 

 

Keith Prince AM:  Thank you.   

 

Caroline Pidgeon MBE AM (Chair):  Thank you very much.  I do not see any other Members indicating.  

Thank you very much, Arthur and Janet, for coming before us today.  We are setting up a meeting with the 

Board and lead Members of this Committee - it will be open to all Members - to come and meet you all and 

have a catch-up. 

 

 


