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How to complain leaflet 
 
 
1 Purpose of report 

 
1.1.  To apprise members of feedback on design of ‘How to Complain’ leaflet. 
 
 
2 Recommendations 

 
2.1. Members as asked to decide how to proceed with the leaflet.  

 
 
3 Information 

 
3.1. The last draft of the leaflet is attached for reference.  

 
3.2. After it was explained that there was no budget this year for a wide distribution and 

design/print for a ‘How to Complain’ leaflet, it was decided that we would do a DIY leaflet, 
which was circulated to committee members for comment. These have been very useful, 
and are summarised below. 

 
 
4 General comments on ‘style’  
 
4.1. It was felt that the leaflet had too much in it, and was, consequently, slightly muddled. It was 

commented that the ‘who London TravelWatch is’ page was unnecessary, and could be 
significantly truncated.    

 
4.2. If the leaflet is just to be photocopied, then photographs should be taken off completely. 

There was a worry that the clip art looked casual and a question whether the photocopied 
leaflet should be two-colour and image-free. We could re-visit this if we upgraded this to a 
fully distributed printed leaflet in 2010/11.  

 
4.3. The Communications Officer is concerned that the design as it is would not easily be 

translated to on-line, which is where it would get, potentially, its biggest audience.  
 
 
5 General comments on text  
 
5.1. The length was mentioned, and it was felt that the leaflet needed to be shorter (see 

previous paragraph). It was also felt that it should be written with less transport jargon and 
in plainer English. It was suggested that we added a sentence about how to approach 
London TravelWatch if the complainant was still not satisfied.  

 
 
6 Cover/Title  
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6.1. The problem London TravelWatch encountered with the last ‘how to complain’ leaflet was 

that some train companies were loath to put a leaflet in its rack that felt negative. We were 
told that the industry kicked itself enough, without a ‘Bad Journey?’ (the last how to 
complain leaflet) leaflet in the rack. 

 
6.2. We need to ensure that the leaflet title is explanatory without being unduly negative, if it is 

going to be placed (when it goes to proper print/design) in train stations. If we decide that 
that is not the audience, then perceived negativity would be less of a problem.   

 
6.3. It was felt that this title could be confused for a leaflet about congestion. A new title needs to 

be decided. This needs to be punchy and self-explanatory.  
 
 
7 Page 2  
 
7.1. It needs to be decided whether we are talking about a process, or processes, as both 

tenses are used in the leaflet. It is also suggested we drop the word process altogether, as it 
can be off-putting and bureaucratic.  

 
7.2. It was suggested that the leaflet should be re-ordered thus: 
 

Record the data 
Who do I complain to? 
When should I complain? 
How should I complain?  
How long does it take?  
What can I do if I’m still not happy? (contacting London TravelWatch) 

 
7.2.1. Record the data 
 

It was suggested that record the data should be a conflation of the present ‘Record’ 
paragraph and the What should I say? section to avoid repetition.  

 
It was suggested that the record bit should suggest that people take down registration 
number, service number and also physical details of the driver to help identification. 
However, it was also suggested that the leaflet explains what the service number is: for 
trains, is it a number or just a scheduled time. For a bus, is it the registration numbers, etc? 
It was thought this needed simplifying.  

 
7.2.2. Write 
 

It was suggested that this bit could be put with the ‘How Should I Say It’ paragraph under a 
‘How to Complain’ section.  

 
7.2.3. When should I complain? 
 

Re: CCTV. We should change the word ‘re-cycled’ to ‘recorded over’ or ‘used again’. It was 
proposed that we should start that paragraph by saying that complaints should be made 
ASAP, and then make the point about ticket refunds afterwards.   

 
7.2.4. Who do I complain to? (suggested that this goes before when to complain)  
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If it is the operator in most cases, we should list those exceptions. It was also said that 
operator is ‘jargon’ and we should use another word: Suggestion: Service provider?  

 
7.2.5. How should I complain?  (taking in the ‘write’ section?) 

 
It was also suggested that we covered e-mail and website complaints here: including (for 
website complaints) telling people to keep all details and print out pages as they go along. It 
was also suggested that we should make clear that a written complaint is not necessary: e-
mail and website forms are just as good. It was suggested that we should not use italics as 
the font.  
 
Re: ‘avoid being angry’. It was suggested that this should only be mentioned once, and also 
that it was, perhaps, patronising. A sentence along the lines of “Do not shout to staff, it may 
not be their fault, and they are not the right people to whom you should complain” etc 
 
It was also suggested that the advice not to send original documents may well conflict with 
procedures (e.g. tickets need to be sent in the original)  

 
7.2.6. How long should it take? 

 
It was asked whether it would be possible to give an average of median time for dealing 
with complaints. Would this be even more confusing?  

 
 
8 Contacts 
 
8.1. It was suggested that we should list all the TOC addresses. (NB: This would probably run to 

two extra pages). It was asked whether we should include phone numbers, as we have not 
advised people to phone. It was suggested that rather than put a CAB address in, it would 
be better to advice people to find about their local CAB in their local library or the CAB 
website. It was suggested we should delete ‘river’, as well as adding ‘taxis’.  

 
 
9 Back page 
 
9.1. There was general consensus that the bit explaining what London TravelWatch is and does 

was unnecessary and also used too high a level of English. One or two sentences would 
suffice. This should include the advice to come to London TravelWatch if one is still 
unhappy with the response.  

 
 
10 Placement 
 
10.1. It needs to be decided where we are aiming this leaflet when it is distributed more widely. 

Previously, the complaints leaflet has been placed in train, tube and bus stations, as well as 
libraries and CAB offices, but we may feel that this is a consumer guide that should be 
aimed at libraries, council offices, CAB offices etc, and people who would not know how to 
complain rather than passengers already at station racks.  
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