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Matters Arising 

1 Purpose of report 

1.1. To record matters arising from previous meetings of the Committee and progress on 
their resolution. Matters are listed in the table at Annex A, with details of completed 
items. 

2 Recommendation  

2.1. That the report is received for information. 

3 Information 

3.1. The table at Annex A indicates the current position in relation to matters arising from 
previous meetings of the Committee.  

3.2. The document at Annex B is the response London TravelWatch has received from 
Transport for London in relation to the Equalities Impact Assessment that took place 
when introducing the 0843 telephone service. 

3.3. Updates for inclusion in this report were invited 5 working days in advance of the 
meeting, in writing to the Committee Services team, rather than in person at the 
meeting. 

4 Equalities and inclusion implications 

4.1. None – report is for information only. 

5 Legal powers  

5.1. Section 248 of the Greater London Authority Act 1999 places upon London 
TravelWatch (as the London Transport Users Committee) a duty to consider - and 
where it appears to the Committee to be desirable, to make recommendations with 
respect to - any matter affecting the functions of the Greater London Authority or 
Transport for London which relate to transport (other than of freight).  Section 252A 
of the same Act (as amended by Schedule 6 of the Railways Act 2005) places a 
similar duty upon the Committee to keep under review matters affecting the interests 
of the public in relation to railway passenger and station services provided wholly or 



partly within the London railway area, and to make representations about them to 
such persons as it thinks appropriate.  

6 Financial implications 

6.1. None – report is for information only. 



Annex A 
 

Date Minute Action London 
TravelWatch 

Owner 

Status Complete 

27.1.10 7 To break down the feedback 
questionnaire to look at what mode 
of transport is being complained 
about. 

Director, Public 
Liaison 

Data linkages are not currently possible. This 
will be considered as part of amendments to 
the database. 

Complete 

10.3.10 9 To provide a guide to how cases are 
determined to be in London 
TravelWatch’s remit. 

Casework Manager This forms part of the procedures flowchart. Complete  

12.5.10 C4 To find out what the equality impact 
statement on Transport for London’s 
communication strategy with 
passengers is. 

Committee 
Services 

The equality impact statement is attached at 
Annex B. 

Complete 

4.7.10 4 To follow-up with the Office of Rail 
Regulation (ORR) complaints 
regarding websites. 

Director, Public 
Liaison 

The Director, Public Liaison, has raised the 
matter with Nick Wortley at the ORR who is 
giving further consideration to the issue.  

Complete 

15.9.10 4 To publish the updated Procedures 
Manual 

Casework Manager A short user-friendly document is currently in 
use but is frequently updated to reflect 
changes in procedure. The document is 
stored on London TravelWatch’s central 
server to enable easy access and updating in 
future.  

Complete 

15.9.10 4 To make final amends to the How to 
Complain leaflet (including 
telephone numbers for transport 
operators) and issue to printers. 

Communications 
Officer 

Leaflets are now in the office pending 
decisions about future distribution. 

Complete 

15.9.10 4 To maintain oversight of transport 
operators’ decisions in relation to 
use of tariffed phone numbers. 

Committee 
Services 

Item included for consideration during future 
work planning 

Complete 



Date Minute Action London 
TravelWatch 

Owner 

Status Complete 

15.9.10 6 To amend the casework database 
to ensure Customer Satisfaction 
questionnaires are issued 
automatically to complainants. 

Director, Public 
Liaison 

Questionnaires do not need to be sent to 
every complainant. The R&D Team Support 
Officer ensures forms are sent manually to 
the correct recipients. 

Complete 

15.9.10 6 To amend the casework 
performance report to remove the 
reference to ‘TFL Oyster’ 

Casework Manager The report has been amended to reflect the 
fact that Oyster cases may refer to rail, bus or 
underground. They remain summarised 
under TfL for Target 3. 

Complete 

15.9.10 7 To consider as part of next year’s 
review of performance targets minor 
amendments to feedback 
questionnaire to enable more direct 
comparisons between London 
TravelWatch and Passenger Focus 

Director, Public 
Liaison 

Action to be carried out in early 2011. In progress 

15.9.10 8 To incorporate comments from 
members on the Passenger Rights 
Charter and publish it on the 
website 

Director, Public 
Liaison 

An amended version is being prepared. The 
Policy Officer is working on a Consumer 
Rights page for the website and the 
Passenger Charter will feature as part of that 
page. 

In progress 

15.9.10 9 To consider the introduction of a 
service standard to give informal 
progress updates every 15 working 
days, rather than introducing a 
target based on case closure dates 

Director, Public 
Liaison 

This generally happens on a case-by-case 
basis. However, to introduce an additional 
report on this standard has a cost implication 
and there is currently no budget allocated to 
achieve this. 

Complete 
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