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Our role Our priorities for passengers

What we do We: Infl uencing they have received from transport providers to their  We think that: •  journeys should be safe and free from anti-social 
 original complaint, and try to rectify problems or seek behaviour, crime and the fear of crime

London TravelWatch was set up by Parliament to be  •  press for a better deal for London’s travellers We regularly meet and seek to infl uence the relevant  compensation where appropriate. •  services should run frequently and reliably at all 
the offi cial voice of London’s travelling public. We are  parts of the transport industry on all issues which  reasonable times of the day and week •  streets, both footways and carriageways, should be 
funded by the London Assembly and are accountable  •  seek value for money on all transport services in  affect the travelling public including timetables, routes,  Analysing clean, clear of clutter, properly signed, uncongested 
to it via the Transport Committee. We speak up for all  the capital frequencies, fares, ticketing, station standards, access,  •  networks should provide good access, adequate  and well maintained so that they can be used 
those who use buses, the Underground, Docklands 

and river transport, as well as cyclists, motorcyclists, 
pedestrians and other users of London’s principal road 
network. As well as the users of these TfL services 

Light Railway (DLR), dial-a-ride, trams, taxis, cable cars 
 • 

• 

 transport policy and planning decisions

ensure that the particular needs of London and 

help the travelling public understand their rights 

London’s transport users are given due priority in 

 vehicles, safety, personal security and the information 

of public interest organisations, user groups and 

provided both to passengers and to users of London’s 
principal roads. We also work with a wide range 

research bodies to ensure that we remain aware of the 

 We monitor the quality of transport services, 

ticketing including availability and dispensing. We 

cleanliness, accessibility, staff attitudes and behaviour, 
and station and waiting facilities.  We also monitor 

including punctuality, reliability, crowding, congestion, 

 •  staff should be helpful, informed and committed to 
offering high-quality services

capacity and offer easy and convenient 
interchange between different types of transport

 • 
 comfortable, clean, safe, quiet, easy to identify, and 

confi dently by all, and especially by people with 

buses, trams, trains and boats should be accessible, 

mobility or other impairments 

we also represent users of the national rail network  and fi nd good deals by providing information and  experiences and concerns of the travelling public. seek to ensure that they meet the standards travellers  •  information should be readily available,  suitable for passengers with mobility diffi culties or 

in London and the surrounding commuter belt and  advice. expect and deserve.   understandable, relevant, up-to-date and accurate travelling with luggage, shopping or children

international rail passengers using Eurostar.
 •  enable consumers to understand and exercise their 
 Researching
 Connecting •  tickets should be easy to purchase, use and  •  transport providers should communicate clearly 

Our aims rights when things go wrong We commission and carry out research amongst 
consumers, and evaluate and interpret the research  The above activities all contribute to our extensive 

 between different service providers and modes of 
understand, fl exible, and properly integrated  and promptly with their users, be approachable 

and open to suggestions, take complaints seriously 
We aim to secure a better journey experience for  •  work to ensure that transport operators deal with  carried out by others, to ensure that our work to  evidence base. In addition, our own experience of 

 transport and have proper mechanisms for redress when 
everyone travelling in and around London: Londoners,  complaints appropriately and effi ciently infl uence transport policy and operations is based on  using London’s extensive public transport network,  things go wrong.

We are the only statutory transport user body to be 
commuters, visitors and tourists, however they travel. 

 •  speak for passengers and the travelling public in  the best possible evidence.
 basis what transport users go through, helps ensure 

paying for travel, and seeing for ourselves on a daily  •  stations or stops should be well-designed, properly 
maintained, fully accessible and offer a good 

completely multi-modal. discussions with opinion formers and decision  Investigating we remain connected and up to date. quality waiting environment
 makers at all levels: including local councils, 
 the Mayor of London, the London Assembly, the  We examine all appeals brought to us by people 
 Government, Parliament and the European Union. unhappy with the responses (or lack of them) that 

http://www.londontravelwatch.org.uk/home/
http://www.londontravelwatch.org.uk/about/london_travelwatch_area
https://www.london.gov.uk/about-us/mayor-london
https://www.london.gov.uk/about-us/london-assembly


Speaking up for London’s passengers

We speak for people making billions of journeys each year 
in and around London and, of course, pedestrians:
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Chair’s & Chief Executive’s foreword

What a year it’s been! London TravelWatch has an 
enormous amount to be proud of. We have achieved 
signifi cant positive outcomes for London’s travelling 
public, across a wide rage of transport modes. 

For long-suffering passengers on the surface rail 
network, our pressure to improve compensation 
so that it is triggered by delays of 15 minutes has 
now achieved wide acceptance, including from the 
Government. Meanwhile users of all types of station - 
Underground as well as surface rail - have faced major 
reforms to ticket offi ce services. We have successfully 
negotiated a series of better deals - for example to 
ensure that the full range of tickets are easily available 
and that staff availability is not cut back in future.

Bus passengers have also been an important 

priority for us. Although buses are the most used 
form of transport in London, users rarely speak up. 
We have continued to grow our online bus users 
community, which receives up to date information 
and is encouraged to respond to consultations and 
to raise issues with TfL. Meanwhile we have worked 
hard to highlight the problem of the capital’s worst 
performing bus routes, based on the increasingly 
detailed information we have managed to obtain on 
issues such as average speeds and reliability. This data 
has pointed to new bus priority measures that are 
urgently needed. We are pleased that, in response to 
our pressure, TfL has provided new funding for this 
work.

Other successes arise directly from our unique multi-
modal remit. Working in partnership with Trust for 
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London and London Councils, we have highlighted for 
the fi rst time the problems faced by people on low 
incomes forced out of inner London by high housing 
costs, and facing long and expensive journeys to 
work. Our pioneering work on transport interchanges, 
including a report published in summer 2015, 
has opened up a wide-ranging debate on how to 
improve locations served by more than one operator, 
which are often crucially important for passengers 
undertaking complex journeys. Our work on 
improving surface access to airports has led directly 
to an investigation by the Civil Aviation Authority on 
key competition issues.

All this has been achieved at a time when London 
faces huge challenges - of growth, infrastructure 
improvement, construction works and changing 

patterns of consumer demand for travel.  Never 
has a strong user voice been more needed. London 
TravelWatch has also seen a sharp increase in 
casework, with a total of 7,600 contacts during the 
year. This has stretched still further our resources and 
we will continue to prioritise carefully on the basis of 
criteria set by the Board.

We are grateful for the excellent support provided 
by Board and staff colleagues, whose hard work and 
enthusiasm continues to be such a vital asset.

Stephen Locke, Chair
Janet Cooke, Chief Executive

Stephen Locke, Chair

Janet Cooke, Chief Executive



Our achievements

Paying for travel

The cost of travel and the ability to buy tickets easily 
are fundamental issues for passengers. Last year we 
heard from people concerned about how and where 
to buy tickets, how to obtain refunds when necessary 
and how to appeal against the circumstances in 
which penalty fares were charged, as well as from 
those unhappy with high ticket prices.  As well as 
campaigning for fares to be held at a reasonable 
level, we advise people on how to get the best value 
fares and encourage transport providers to simplify 
and clarify their fare structures.  

During the year, several service operators put forward 
proposals to close ticket offi ces or reduce their 
opening hours.

1,700 passengers contacted us about London 
Underground’s (LUL) ticket offi ce closure plans and 
we persuaded them to amend their proposals as a 
result. LUL agreed to delay the closures until new and 
improved ticket machines are installed and working. 
They also agreed that the ticket offi ces at the three 
busiest stations (Harrow & Wealdstone, Queen’s Park 
and Wembley Central), which still sell large numbers 
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of National Rail tickets, would remain open for at 
least two more months after this, to allow for analysis 
of ticket sales. 

Greater Anglia were carrying out works at Roydon 
Station and wanted to permanently remove the ticket 
offi ce on the London-bound platform. This meant that 
many passengers would have to cross the railway 
line to purchase tickets. As a result of our concerns, 
they amended their proposals to include an additional 
ticket machine and CCTV on the country platform 
and customer information screens on both platforms. 
When rebuilding the London platform they made 
improvements to the step/gap between train and 
platform and created a larger waiting room.

Following the consultation on proposed changes by 
Great Western, the operator agreed to withdraw plans 
to change ticket offi ce opening times at Langley and 
Slough after we voiced concern about the number 
of transactions made at these stations meaning that 
more passengers than anticipated would be affected. 

We received over 9,000 responses to the consultation 
on Govia Thameslink Railway (GTR) proposals to 
change ticket offi ce opening hours at 14 stations 

and close ticket offi ces at 41 stations in the London 
TravelWatch area, replacing them with station ‘hosts’ 
on the concourses. We also received a number of 
representations from local authorities, MPs and 
London Assembly members. Most of these responses 
disagreed with the operators’ proposals. Having 
considered the evidence, the Board were concerned 
about the reliability of ticket machines and the 
ability to buy all types of ticket from them, exactly 
how and when the planned station hosts would 
work, and when and where they would be available, 
especially in complex stations. They also queried the 
hosts’ ability to handle cash transactions if ticket 
offi ces were closed. We asked GTR to develop a more 
considered proposal which could be piloted at a few 
carefully chosen stations.

We were pleased to see the extension of Oyster 
Pay As You Go (PAYG) and Contactless payments 
to London Gatwick Airport and fi ve Surrey stations 
along the route in January 2016. Over several years 
we had repeatedly raised the issue with Ministers 
and civil servants at the Department for Transport 
(DfT) pointing out that people were making journeys 
to and from places where they would naturally 

expect Oyster/Contactless to be valid such as London 
Gatwick Airport, where around 6,000 penalty fares 
are issued each year to passengers trying to travel 
using Oyster PAYG. In the fi rst six weeks of operation, 
passengers made 150,000 journeys to and from 
Gatwick Airport using these payment methods, many 
of them visitors to London. We also welcomed the 
extension of Oyster PAYG and Contactless payments to 
Dartford and Swanley during the year, something 
we have also been seeking for some time.

While we welcomed the fact that the rail fare increase 
of 1.1 per cent in January 2016 was the lowest for 
six years, we expressed disappointment that big 
anomalies in the cost of travel still remain from 
different points around London’s commuter belt. We 
called for a fairer and more transparent fares system.                                      

We responded to Transport for London’s (TfL’s) 
consultation on paying by credit or debit card in taxis, 
making the case for passengers being able to pay 
by these means when travelling by taxi without an 
additional fee. TfL removed the additional charge for 
using these means of payment in April 2016 and all 
London taxis will have to accept bank card payments, 

including Contactless payment cards, from October 
2016.

We commissioned research with London Councils and 
Trust for London to better understand the choices 
people who work in low income jobs and jobseekers 
living in outer London have to make about how 
to travel to work. The research Living on the Edge 
targeted those who commute from outer London to 
low-paid work in Zone 1. It found that one in fi ve 
London workers choose the cheapest route to work 
rather than the shortest or most convenient and a 
similar number make sacrifi ces in other areas of their 
expenditure to pay for travel. There is also a lack of 
knowledge about the transport discounts available to 
part-time workers and jobseekers. We made a number 
of recommendations on how to help those struggling 
with travel costs.

Making a difference for passengers

Every year we investigate a wide variety of consumer 
concerns.  Our work ranges from high-level scrutiny 
of policy to assisting individuals unhappy with the 
responses they have received to complaints made to 
transport providers. Regular contact with transport 

 

users gives us the insights which underpin the 
independent, expert advice we give to policy-makers 
as well as informing our research and campaigns. 
When we resolve an issue for an individual user who 
has appealed to us, we will use their experience to 
argue for improvements which make a real difference 
for everyone.

We highlighted the fact that the current way 
of measuring train punctuality using the Public 
Performance Measure (PPM) does not provide 
passengers with the full picture about the 
performance of their rail services as trains can arrive 
up to fi ve minutes late and still be classed as arriving 
‘on time’. We called for a comprehensive published 
comparator of right time arrivals, broken down 
between peak and off peak services in the same way 
it is done for PPM. The Rail Minister acknowledged 
the work we have done on this and committed the 
industry to a greater level of transparency. She also 
confi rmed that Network Rail is reviewing the key 
performance indicators that the industry will use, to 
ensure the passenger experience is more effectively 
measured. We were pleased when Virgin announced 
in April 2016 that train services that do not reach 
their destination within 59 seconds of the scheduled 
arrival time will be classed as ‘late’.

Our quarterly performance monitoring reports provide 
independent scrutiny of operators’ performance 
from the passenger perspective, highlighting areas 
for concern that we raise with operators to secure 
improvements. Over the past year we have met 
several MPs with constituents affected by poor 
service from Thameslink, Southeastern and Southern 
and they have found the background information we 
have provided useful when preparing for debates and 
asking questions in the House of Commons.
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https://www.abelliogreateranglia.co.uk/
http://www.londontravelwatch.org.uk/news/view?id=582&x%5b0%5d=news/list
http://www.londontravelwatch.org.uk/news/view?id=582&x%5b0%5d=news/list
https://www.gwr.com/
http://www.londontravelwatch.org.uk/documents/get_lob?id=4047&field=file
http://www.londontravelwatch.org.uk/news/view?id=560&x%5b0%5d=news/list
http://www.networkrail.co.uk/
http://www.londontravelwatch.org.uk/documents/get_lob?id=4100&field=file
http://www.londoncouncils.gov.uk/
http://www.trustforlondon.org.uk/
http://www.thameslinkrailway.com/?gclid=CjwKEAjw2PK7BRDPz5nDh9GjoGcSJAAybcS3KMEMcGErLdPFD3XAzzYCEdtXroZZeg8Je3vNhbMmThoCGO_w_wcB
http://www.londontravelwatch.org.uk/performance_reports
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commuter rail services out of London Liverpool Street 
from Abellio Greater Anglia to TfL in May 2015. The 
early signs are that improvements have been made, 
many of which have been inexpensive and achieved 
using existing equipment by focusing on getting 
the basics right and saving a few seconds here and 
there. Other benefi ts include more staff working 
from fi rst to last train, with a turn up and go service 
for passengers needing assistance and improved 
information and integration with London’s other 
transport networks.

Our Chair gave evidence to the London Assembly 
Transport Committee during their investigation into 
rail devolution in October 2015 and the Committee’s 
report drew on our evidence. We welcomed the new 
rail partnership announced between the DfT and 
TfL in January 2016, which paves the way for better 
co-ordination of rail services in London and the South 
East. However, we warned that lots more details 
were needed about operating arrangements and 
ticketing. These need to be well co-ordinated and put 
passengers fi rst and close working with passenger 
bodies will be required to ensure that the identifi ed 
improvements are delivered on the ground.

We were disappointed at the response by the Offi ce 
of Rail and Road (ORR) to the Which? super-complaint 
about the compensation process for passengers 
who experience rail delays. We were concerned that 
the response only deals with part of the problem – 
awareness of the current compensation process – and 
ignores the plight of London rail commuters and 
the distinct problems they face. We called for clear 
and decisive action by the ORR to ensure a fairer 
compensation system.

We published our 10 transport users’ priorities to 
improve the experience of transport users in the 
capital ahead of the 2016 Mayoral elections. We 
offered to brief the mayoral candidates from all the 
major parties and the two main candidate teams took 
up our offer. Key policies in the publication include 
ensuring sustained investment to meet London’s 
ever-growing transport needs, reliable bus services 
that keep up with the pace of change and devolving 
further London rail services to the Mayor. Many of the 
priorities require only modest expenditure and could 
be implemented quickly.

We renewed our calls for investment in rail stations 

Standing up for transport users

London TravelWatch responds to consultations from 
the Mayor, London Assembly, the Government, 
regulators and transport providers to ensure that the 
London transport users’ perspective is at the heart of 
policy-making. This is often very different from that of 
passengers elsewhere in the country, given the nature of 
journeys taken and the pressures on capacity. Decisions 
are being taken now which will set the framework for 
years to come and it is important for London’s transport 
users that service specifi cations are right.    

In correspondence with the DfT and in meetings with 
Ministers and MPs, we continued to highlight the 
fact that many London commuters were suffering 
persistent delays of 15-20 minutes on journeys 
scheduled to take 20-25 minutes yet stood to receive 
no compensation. We used our quarterly National Rail 
Performance reports to demonstrate this. We urged 
operators to bring their compensation arrangements 
into line with those of TfL services like London 
Underground, by paying out for delays after 15 
minutes and by paying credit directly to Oyster PAYG 
and Contactless payment card users. 

The main political party manifestos picked up the 
issue ahead of the general election and it now has 
widespread support. In his Autumn Statement, the 
Chancellor announced that the Government would 
take steps ‘to ensure that rail passengers have access 
to compensation when trains are over 15 minutes 
late’. We are working to shape the debate around 
compensation arrangements and are discussing 
further how this might work with the DfT.

We were strong early proponents of the case for 
devolving suburban rail services to the Mayor of 
London so that transport users could benefi t from 
wide ranging improvements TfL have brought to the 
London Overground. We welcomed the transfer of key 

and services in the capital to reduce congestion, 
delays and overcrowding after the ORR’s latest 
estimates of station usage data showed large 
increases in station usage in the London area. We 
warned that, without vital upgrade work, services 
threaten to get more unreliable and station closures at 
Waterloo (and at other key interchange stations 
such as Clapham Junction and Vauxhall) could 
become routine rather than exceptional. 

We expressed concern at evidence that bus service 
performance is deteriorating in central London, 
highlighting particularly slow routes. We warned that 
falling ridership could increase congestion on other 
modes, particularly if some people switch to travelling 
by car. We called on TfL and the central London 
boroughs to do more to improve bus performance 
and highlighted the need to extend the operating 
hours for bus lanes and single red and yellow lines 
and better enforce existing waiting restrictions. In the 
medium term, we want to see a redoubling of efforts 
by TfL and the boroughs to progress bus priority 
schemes. TfL acknowledged the issue and reassured us 
that they are pursuing a number of initiatives with 
operators, including changing routes and schedules, 

adding more vehicles in the peak and working with 
operators to incentivise improvements in reliability.

We were pleased that, following our campaigning 
for a fairer system for passengers who have lost their 
season tickets, the ‘two duplicate tickets only’ rule was 
removed from the new National Rail Conditions of 
Carriage published in July 2015. Previously, passengers 
who had lost tickets more than twice in any 12 month 
period would not get another duplicate ticket and would 
be forced to pay the full price for a new one, which for 
annual season ticket holders could be considerable.

Shaping services and improving access

We want Londoners and visitors to benefi t from 
a wide range of transport options whether they 
want to walk, cycle or take the bus, train, tram 
or Underground.  While great progress has been 
made, more needs to be done to make London’s 
transport networks accessible in the widest sense of 
the word. In all our work, we consider the needs of 
passengers with disabilities and recognise that most 
improvements for these groups benefi t everyone.  

We continued to highlight the diffi culties presented 

 

 

by pavement obstructions, particularly traders’ 
advertising boards. We followed up our Inclusive 
Streets report with a best practice seminar event 
for London highway authorities in June 2015. The 
event was attended by representatives from 20 
London boroughs, the Royal National Institute of 
Blind People (RNIB) and TfL and was introduced 
by Lady Tanni Grey-Thompson, with contributions 
from the The Royal Borough of Kingston on Thames, 
Hackney Council and TfL. Since the event we have 
had discussions with several boroughs about how to 
do more to enforce against highways obstructions. 
Following several years of campaigning by London 
TravelWatch, increasingly supported by other 
organisations, TfL recently adopted a zero tolerance 
approach to highways obstructions on the streets it 
controls.

We responded to the Airport Commission’s report, 
emphasising the need to improve access to all 
London’s airports regardless of the fi nal decision on 
expansion. We also made a submission to the House 
of Commons Transport Select Committee’s inquiry
on surface transport access to airports. Our priorities 
included improving connections, direct rail links from 
South London, North West Surrey and the Thames 
Valley to Heathrow and electrifying the North Downs 
rail route to Gatwick. We also called for Crossrail 
to serve Heathrow Terminal 5 and for incremental 
improvements to public transport connections 
to airports to help to make better use of existing 
capacity.

We took every opportunity to follow up our report
in meetings with the Aviation Minister, Civil Aviation 
Authority, Competition and Markets Authority and 
the ORR. We have also had a lot of dialogue with the 
London airports themselves. Heathrow Airport Ltd 

http://www.londontravelwatch.org.uk/news/view?id=572&x%5b0%5d=news/list
https://www.gov.uk/government/news/spending-review-and-autumn-statement-2015-key-announcements
http://www.londontravelwatch.org.uk/news/view?id=530&x%5b0%5d=news/list
http://www.london.gov.uk/sites/default/files/devolving_rail_services_to_london-final-report.pdf
http://www.london.gov.uk/sites/default/files/devolving_rail_services_to_london-final-report.pdf
http://content.tfl.gov.uk/dft-tfl-rail-prospectus.pdf
http://www.londontravelwatch.org.uk/news/view?id=586&x%5b0%5d=news/list
http://orr.gov.uk/news-and-media/news-and-announcements/2015/orr-statement-in-response-to-which-passenger-compensation-super-complaint
http://orr.gov.uk/news-and-media/news-and-announcements/2015/orr-statement-in-response-to-which-passenger-compensation-super-complaint
http://www.londontravelwatch.org.uk/documents/get_lob?id=4130&field=file
http://www.londontravelwatch.org.uk/news/view?id=567&x%5b0%5d=news/list
http://orr.gov.uk/news-and-media/news-and-announcements/2015/london-stations-continue-to-dominate-top-of-the-stops-charts
http://orr.gov.uk/news-and-media/news-and-announcements/2015/london-stations-continue-to-dominate-top-of-the-stops-charts
http://www.londontravelwatch.org.uk/news/view?id=559&x%5b0%5d=news/list
http://www.nationalrail.co.uk/static/documents/content/NRCOC.pdf
http://www.nationalrail.co.uk/static/documents/content/NRCOC.pdf
http://www.rnib.org.uk/
http://www.rnib.org.uk/
https://www.kingston.gov.uk/
http://www.hackney.gov.uk/
http://www.londontravelwatch.org.uk/documents/get_lob?id=3894&field=file
http://data.parliament.uk/writtenevidence/committeeevidence.svc/evidencedocument/transport-committee/surface-transport-to-airports/written/22541.html
http://data.parliament.uk/writtenevidence/committeeevidence.svc/evidencedocument/transport-committee/surface-transport-to-airports/written/22541.html
https://www.caa.co.uk/home/
https://www.caa.co.uk/home/
https://www.gov.uk/government/organisations/competition-and-markets-authority
http://orr.gov.uk/
http://www.heathrow.com/
http://www.londontravelwatch.org.uk/documents/get_lob?id=4039&field=file
http://www.londontravelwatch.org.uk/documents/get_lob?id=4039&field=file
http://www.which.co.uk/


Passengers complained that it was 
confusing that they were unable to 
use Oyster Pay As You Go (PAYG) or 
Contactless payments for journeys to and 
from Gatwick Airport, with many incurring 
penalty fares.

We repeatedly raised the issue with 
DfT Ministers and offi cials as well 
as highlighting the issue with other 
interested parties. At Ministerial meetings 
we pointed out that people were confused 
when making journeys to and from 
places where they would naturally expect 
London’s Oyster/Contactless ticketing 
system to be valid such as London 
Gatwick Airport, where around 6,000 
penalty fares are issued to passengers 
every year.

Oyster PAYG and Contactless payments 
were introduced for journeys to and from 
Gatwick and fi ve Surrey stations along 
the route in January 2016. Passengers 
made almost 150,000 journeys to and 
from Gatwick Airport by Oyster PAYG/
Contactless payment card in the fi rst six 
weeks of operation. 

Passengers have increasingly been 
voicing their frustration about continued 
delays on Thameslink, Southern and 
Southeastern services and inadequate 
compensation levels.

We continued to highlight to politicians 
and the industry the fact that many 
London commuters were suffering 
continual delays of 15-20 minutes on 
journeys scheduled to take 20-25 minutes 
and stood to receive no compensation. 
We urged them to bring National Rail 
compensation arrangements into line 
with those of TfL services like London 
Underground, by paying out for delays 
after 15 minutes and by paying credit 
directly to Oyster and Contactless 
payment card users where possible. 

The main political party manifestos picked 
up the issue ahead of the 2015 General 
Election and it now has widespread 
support. In November 2015’s Autumn 
Statement, the Chancellor announced 
that the Government would take steps ‘to 
ensure that rail passengers have access 
to compensation when trains are over 15 
minutes late’. We have started the debate 
around compensation arrangements and 
will be discussing further how this might 
work with the DfT to help shape the 
outcome.
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We cost London households less than 1p 
a week

We represent the interests of passengers 
in and around London who make more 
than 13m journeys a day, (around 6m 
by bus, 4m by tube and 3m by train). 
This includes around 1.09 million non-
residents on an average day (domestic 
and international visitors, as well as 
commuters coming from outside the 
capital).

Other numbers

■  Fares including requests for refunds & penalty fares 
(almost half related to Oyster)

■  Passengers unhappy with the way the operator had 
managed their complaint

■  Complaints about staff
■  Service performance including delays & engineering works
■  Lack of accurate information at point of travel
■  Infastructure including issues such as overcrowding
■  Quality on board public transport or at a station/stop
■  Other

Making a difference for passengers

The following examples summarise some of the key achievements already mentioned in this annual review, showing how we follow up 
individual complaints to help improve the overall passenger experience.

You told us We did this This was the outcome

The vast majority of passengers who 
responded to our consultations on LUL 
proposals to close ticket offi ces at the 
11 former Silverlink railway stations 
(Gunnersbury, Harlesden, Harrow & 
Wealdstone, Kensal Green, Kenton, Kew 
Gardens, North Wembley, Queen’s Park, 
South Kenton, Stonebridge Park, Wembley 
Central) and proposed ticket offi ce 
changes by GTR at 41 stations in our area 
opposed the plans.

We formally objected to both sets of 
proposals as we did not think they were 
in passengers’ interests.

LUL agreed to delay the closures until 
new and improved ticket machines are 
installed and working and to keep the 
ticket offi ces at the three busiest stations 
(Harrow & Wealdstone, Queens Park and 
Wembley Central) open for at least two 
more months to allow for analysis of 
ticket sales. GTR agreed to withdraw their 
proposals and develop a more considered 
proposal that could be properly piloted 
at a few carefully chosen stations, before 
any fi nal decisions are made.

  

  

for operators to provide a real person for customers to 
speak to in the event of problems. 

We welcomed Westminster Council’s plans to allow two- 

way traffi c on Baker Street and Gloucester Place, which 
would benefi t bus passengers, pedestrians and cyclists. 
Bus passengers could board and alight on the same 
street and services would be more direct. Pedestrians 
would benefi t from wider pavements, reduced street 
clutter and better and more crossings. Cyclists would be 
able to make much more direct journeys.

We gave evidence in Parliament on behalf of 
passengers to Public Bill Committees on the Trade 
Union Bill and the High Speed Rail (HS2) Bill. Most 
of our objections about the extra burden HS2 would 
place on existing facilities, particularly in the Euston 
area, were dealt with by the changes agreed with TfL 
and Camden Council. Clauses on railway closure in 
the Bill which gave sweeping powers of closure, were 
changed to a  more restrictive and specifi c power that 
gives more protection for passengers.

Engaging with transport users

We aim to make it easy for the travelling public to 
contact us, whether through casework, at our public 
meetings and events, or via our website and social 
media.  We ensure our website is up to date and that 
the frequently asked questions refl ect the queries 
that passengers raise with us. Regular monitoring of 
patterns of use means we know which features are 
most popular with the public.

Our Board and committee meetings, at which we 
discuss current issues in transport, explore problems 
and look at future services, are open to the public and 
we live tweet from them to enable those who cannot 
make it in person to engage with us via Twitter.
Topics last year included Crossrail, bus performance, 

redevelopment of Waterloo Station and proposed 
ticket offi ce closures. Transport Commissioner, Mike 
Brown attended September’s Board meeting. 

Following the publication of our report, Interchange 
Matters, we launched a new Interchange Matters 
blog to stimulate debate amongst interchange users 
and within the transport industry. We hope the next 
year will see more operators begin to respond.

Our performance

During 2015-16 our casework team dealt with 7,631 
written and telephone enquiries and complaints. We 
were able to deal with most of these quickly or pass 
them on to the operator for an initial reply, as we only 
consider investigating cases where the passenger 
has already complained to the service operator.  We 
investigated 856 appeals from members of the public 
travelling in London and the surrounding areas. The 
vast majority of cases concerned service performance, 
including delays and early departure, penalty fares, 
lack of travel information and complaint handling by 
rail operators.  In the latter part of the year we also 
managed a further 16,000 contacts from the public 
responding to consultations on ticket offi ce closures.

We received six requests under the Freedom of 
Information Act 2000, all of which were dealt with 
within the statutory 20-working-day time period.

Our funding

London TravelWatch is funded by the London 
Assembly in accordance with Schedule 19 of the 
Greater London Authority Act 1999.  In 2015-16, 
our grant amounted to £1,081,628 and our total 
expenditure was £1,113,364. Our full audited 
accounts are available on our website. 

commissioned a report into how Oyster/Contactless 
can be extended to Heathrow Express and Heathrow 
Connect. 

Our report, Interchange Matters, gives a passenger 
perspective on the importance of interchanges to 
London’s transport network. It highlights good 
practice at several London interchanges as well as the 
steps transport providers and operators need to take 
to improve the passenger experience at others which 
fall short of the standards that transport users expect. 
The report contains proposals for improving the way 
interchanges are shown on the London’s Rail and 
Tube Services map to make it clearer:

• where stations on different lines are only a short 
walk apart

• where interchanges between two stations don’t 
require an additional fare 

• where passengers actually have to leave one 
station and walk along the street to interchange. 

We pointed out that improving existing interchanges 
and facilitating new ones, such as West Hampstead 
and Brixton, enables better and more effi cient use 
of existing resources and capacity. The passenger 
experience can be signifi cantly improved by better 
co-ordination between providers and operators, 
improvements in layout, information, signage, staff 
training and visibility, as well as continued investment 
in accessibility. We held a productive best practice 
seminar on interchanges in June 2016. 

We responded to TfL’s Taxi and Private Hire Regulations 
Review, expressing our strong support for many of 
the proposals. We were pleased to see adoption of a 
requirement for Private Hire passengers to be sent a 
booking confi rmation with driver and vehicle details, and You can fi nd out about other areas where we have made an impact recently in our new key achievements webpage.

Casework requiring further investigation:

Fares including requests for refunds & penalty fares Fares including requests for refunds & penalty fares 

Casework requiring further investigation:Casework requiring further investigation:

https://www.heathrowexpress.com/
https://www.heathrowconnect.com/
https://www.heathrowconnect.com/
http://www.londontravelwatch.org.uk/documents/get_lob?id=4040&field=file
http://www.londontravelwatch.org.uk/news/view?id=550&x%5b0%5d=news/list
http://www.bakerstreettwoway.co.uk/
http://www.publications.parliament.uk/pa/cm201516/cmpublic/tradeunion/151013/pm/151013s01.htm
https://www.camden.gov.uk/ccm/navigation/
https://twitter.com/
https://interchangematters.wordpress.com/
https://interchangematters.wordpress.com/
http://www.londontravelwatch.org.uk/documents/get_lob?id=4040&field=file
http://www.publications.parliament.uk/pa/cm201516/cmpublic/tradeunion/151013/pm/151013s01.htm
http://www.publications.parliament.uk/pa/cm201516/cmpublic/tradeunion/151013/pm/151013s01.htm
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About us

Our people

Members of London TravelWatch are 
appointed by the London Assembly 
after public advertisement.

Board (as at 31 March 2016)

Chris Brown
Richard Dilks
Glyn Kyle
Stephen Locke (Chair)
Abdikafi  Rage
John Stewart
Ruth Thompson (Vice Chair)

Staff (as at 31 March 2016)

We employ 9 full-time and 9 part-time 
staff:

Sandra Ambo
Keletha Barrett
Tim Bellenger 
(Director, Policy & Investigation)

Mike Brown
John Burgess
Gytha Chinweze
Janet Cooke (Chief Executive)
Margaret Croucher
Jaskiren Deol
Richard Freeston-Clough
Susan James (Casework Manager)
Sharon Malley
Robert Nichols
Fayza Patel*
David Rose
Vincent Stops
Chris Wise
John Wooster
*joined this year

Stuart Coleman from the 
London Pension Fund Authority 
acted as our Finance Adviser 
under a shared services agreement.

Thank you to Mike Spittles, who left us during 
the year for the contribution he made during 
his many years with us. Thanks also to Caprice 
Pompey and Liam Cottle for the work they did 
for us as apprentices.
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