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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.

2 Information

2.1 Outstanding matters dated prior to 1 April 2009 have been transferred to the
Casework Team for resolution outside of this meeting. Recent matters arising are
listed in the table at Annex A. Details of completed items are listed below, with
meeting date and minute number.

2.2 To request a goodwill gesture from Transport for London (TfL) (19.11.08, Mr J,
minute 144).

TfL was asked to provide a cheque for £50 due to its poor handling of the
complaint. A cheque for £30 for Mr J from Transport for London was sent via
London TravelWatch.

2.3 Oyster card registration and validity (28.1.09, minute 158)

The Communications Officer regularly informs journalists on press work relating
to Oyster cards to advise passengers to register their Oyster cards and to check
the validity of Oyster on national rail. The June London TravelWatch newsletter
will reiterate this message and the website carries this message.

2.4 To discover the arrangements for towing away vehicles on the Transport for
London Road Network (TLRN), and who oversees the London-wide tracing
service (TRACE) (28.1.09, minute 158)

TfL’s response to this query was as follows :

“We recently stopped towing away vehicles from the TLRN but if a vehicle is
causing an obstruction to traffic then it will be moved. When Penalty Charge
Notices (PCNs) are outstanding and a warrant has been issued to baliliffs, the
bailiffs do have the right to remove vehicles if no payment is received. TRACE is
overseen by London Councils. “

2.5 The Fares & Ticketing Committee to take up the issue of 14 day limit on Oyster
refunds (28.1.09, minute 158).



2.6

2.7

2.8

3.1

4.1

5.1

6.1

The Fares and Ticketing Committee received paper FT23, by the Casework
Manager, at its committee meeting on 28 April 2009. TfL was present and
confirmed that it was increasing the time limit for refunds to 28 days in line with
other transport operators.

To request compensation for major disruptions in form of vouchers (22.4.09,
minute 8, Annex C)

On 27 May 2009 the Director, Public Affairs, discussed with London Midland with
a view to modifying policy for annual season ticket holders.

Request that TfL changes its customer complaints phone number (22.4.09,
minute 9)

This was requested on 26 May 2009 and the Chief Executive will discuss bus
complaints in more detail with Vernon Everett and Beverley Hall on 24 June
20009.

Work Plan

The updated 2009-10 Consumer Affairs committee work plan is included for
reference at Annex B. This is a rolling document updated for each meeting to
reflect changing priorities.

Equalities and inclusion implications

None — report is for information only.

Financial implications

None — report is for information only.

Legal powers

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.

Recommendations

That the report is received for information.
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Annex A: Matters arising
Key : Completed items are marked All other items are ongoing.

(i) Request that TfL changes its customer complaints
phone number to an 020-coded number, and that the
poster makes clear that the first point of complaint
must be London Buses.

(i) To devise a leaflet to be sent to initial enquiries on
how to complain.

Liaison

(i) Casework team

London
Date Minute Action TravelWatch Status
owner
19.11.08 144 To request a goodwill gesture. Casework Manager see para 2.2
28.1.09 158 Passengers should be recommended to register their | Communications see para 2.3
Oyster cards, and check the validity of their card. Officer
28.1.09 158 To discover the arrangements for towing away vehicles | Streets & Surface see para 2.4
on TLRN, and who oversees the TRACE system. Transport Policy
Officer
28.1.09 158 The Fares & Ticketing Committee to take up the issue | Fares & Ticketing SeINIIEE see para 2.5
of 14 day limit on Oyster refunds. Committee
22.4.09 8 Recommendations for the policing of first class Director, Research
(Annex A) | seating; priority seating; claiming for the non-provision | @ahd Development
of first class seating; and declassified trains would be | (TBC)
sent to TOCs either individually or through ATOC.
22.4.09 8 To write to TOCs (copied to ATOC, DfT and Casework Manager | May be larger piece of work
(Annex B) | passenger Focus) requesting that their websites give than first envisaged;
clear indication that customers are being redirected to Director, Public Affairs to
third party websites. update meeting
22.4.09 8 To request compensation for major disruptions in Casework Manager see para 2.6
(Annex C) | form of vouchers.
22.4.09 9 (i) Director, Public | [®eInfolEltE see para 2.7

To be included in Casework
Review




London

Date Minute Action TravelWatch Status
owner
22.4.09 11 Members were invited to submit comments by emalil Members

on the work plan to the Chair.

It was agreed that members would provide feedback
to the Director, Public Liaison, on the ‘Dealing with
Your Complaints’ document that had been circulated

before the meeting.
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Annex B : Consumer Affairs workplan

Meeting date

Standing items

Specific ‘Projects’

22 April Minutes Buses
Matters Arising & carried forward * Initial discussion to scope current levels of complaints
from Casework Committee made by bus passengers- from our information also if
Casework Performance Report — to possible from TfL.
include business plan targets and * |nitial thinking about raising awareness with bus
agreed casework targets passengers about how to complain. ?oyster-card size info
Casework Review - update card?
Specific Cases for Committee * Initial thinking regarding auditing of bus complaints.
discussion (Business plan target is 4 audits/year)
Policy Issues arising from Casework | Young People
* st Class tickets — Fair price * Initial discussion about how we engage with this group,
for a fair product? how we increase their awareness of their rights as a
* Information — who is passenger, how we can better hear their concerns
responsible? Passenger Rights Information
Work Plan 2009-10 * Consider input of this committee to a Board Publication on
this theme
* Explore passenger rights issues at present & implication
of new European & other legislation
8 July Minutes Buses

Matters Arising

Casework Performance Report - to
include business plan targets and
agreed casework targets

Casework Review — update & report
on new systems & precedures
Specific Cases for Committee
discussion

Policy Issues arising from Casework

* Progress findings from initial scoping exercise
* Plan ‘campaign’ re: raising awareness of bus passengers
about how to complain — targeted, how?

* Progress on auditing of Bus complaints & other audits
Young People

* Progress plans for engaging with young people
Passenger rights Information

* Update & progress on contribution to Board publication
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Annex B : Consumer Affairs workplan

Minutes

Matters Arising

Casework Performance Report - to
include business plan targets and
agreed casework targets

Casework Review - update & review
of new systems & procedures
Specific Cases for Committee
discussion

Policy Issues arising from Casework

23 September

Buses

* Progress findings from initial scoping exercise

* Progress on ‘campaign’re: raising awareness of bus

passengers about how to complain. Begin monitoring

* Feedback & update on audits undertaken & planned
Young People

* Progress plans for engaging with young people
Passenger rights Information

* Update & progress on contribution to Board publication

Minutes

Matters Arising

Casework Performance Report - to
include business plan targets and
agreed casework targets

Casework Review — update ?final
report — then review April 2010?
Specific Cases for Committee
discussion

Policy Issues arising from Casework

25 November

Buses

* Progress findings from initial scoping exercise

* Progress on ‘campaign’ re: raising awareness of bus

passengers about how to complain.

* Feedback & update on audits undertaken & planned
Young People

* Progress plans for engaging with young people
Passenger rights Information

* Update & finalise contribution to Board publication
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