
Customer Service and Operational  
Performance Panel  

Date:  6 June 2018 

Item: Actions List 
 

This paper will be considered in public 

1 Summary  
1.1 This paper informs the Panel of progress against actions agreed at previous 

meetings. 

2 Recommendation  
2.1 The Panel is asked to note the Actions List. 

 
List of appendices to this report: 
Appendix 1: Actions List 
Appendix 2: Accessible Transport Update 
Appendix 3:  Priority Seating Week Coverage 
 
List of Background Papers: 
Minutes of meeting of the Panel on 24 January 2018. 
 
 
 
Contact Officer: Howard Carter, General Counsel 
Number: 020 3054 7832 
Email: HowardCarter@tfl.gov.uk 

mailto:HowardCarter@tfl.gov.uk


Customer Service and Operational Performance Panel Actions List                                               Appendix 1 
(reported to the meeting on 6 June 2018) 
 
Actions from the meeting held on 24 January 2018: 
 
Minute No. Item/Description Action By Target Date Status/Note 
05/01/18 Quarterly Customer Services and Operational Performance 

Report 
Panel Members to be invited to attend any discussion of staff 
sickness and attendance at the Safety, Sustainability and 
Human Resources Panel.  
 
Data on the gender of train operators to be provided to 
Members. 

 
 
Secretariat 
 
 
 
Nigel Holness 
 

 
 
As 
appropriate. 
 
 
Following 
the meeting. 

 
 
 
 
 
 
Information circulated. 
Completed. 

06/01/18 Night Tube One Year On 
Staff to review data available on night tube and night bus users. 
 
 
 
Details of the cost of providing the night tube service would be 
provided.  
 
     
 
 

 
Nigel Holness 
 
 
 
Nigel Holness 
 
 

 
Autumn 
2018 
 
 
6 June 2018 
meeting. 

 
To be incorporated into 
report on agenda on Bus 
Strategy 
 
Informal briefing to be 
provided after the 
meeting. 
 
 
 
 
 

07/01/18 Customer Information Strategy: Signage and Wayfinding 
Members to be informed of any assisted travel journey trips 
which they could join in the future.  

 
Julie Dixon 

 
- 

The assisted travel 
journeys formed part of 
the audits carried out in 
stations, with the dates 
provided in the report at 

         



the meeting. The audits 
have now been 
completed with no more 
planned as all step free 
stations have now been 
audited.  
Representatives from 
IDAG attended some of 
the audits.  Closed. 

10/01/18 Date of Next Meeting 
The next two meeting dates to be reviewed.  

 
Secretariat 

  
Revised date agreed for 
11 September 2018. 
Completed. 

 
Actions from previous meetings: 
 
Minute No. Item/Description Action By Target Date Status/Note 
49/11/17 Accessible Transport 

A further update would to be provided. 
 
Peter Fletcher 

  
Attached at Appendix 2 
and 3. Completed. 
 

 

         



Appendix 2
  

Accessible Transport Update 
 
Station Audits 
Step free wayfinding audits have been carried out at all LU step free stations, 
with a report compiled for each station. This sets out where there are gaps in 
wayfinding and checks that the signage trail, for example to lifts, are correct. 
Our supplier has already started to fix these gaps or errors at a number of 
stations, including London Bridge and Kings Cross. 
 
Accessibility Engagement 
We are planning on holding a second ‘Access all Areas’ event. We have 
secured space at Excel on the 13 November 2018. A group is being set up to 
plan the event and we would welcome input from the CSOPP panel around 
the event content. 
 
Awareness of Products and Services 
We help a ‘Priority Seat week’, w/c 23 April 2018. The campaign ran across 
various channels, including media activity, station PA announcements 
including announcements by Dr Amit Patel, stickers on trains, a series of 
posters across the network and social media (see attached). 
 
 
 
 



Coverage Review - April 2018 

Appendix 3



Overview ... 
  

• Priority Seating Week was a joint initiative created by the Press Office, Stakeholder 
Engagement and Design, with help  and support from the other Customer teams. 

• The objective was raise awareness about Priority Seats and who they're intended to be 
used by, as well as promote the ‘Baby on Board’ and ‘Please Offer Me A Seat’ badge. 

 
• The week coincides with the first anniversary of the ‘Please Offer Me A Seat’ badge. 

 



Activity during the week... 
 

• Newly designed Priority Seating signs were installed on 
selected London Overground and Jubilee line trains 
 

• Dr Amit Patel recorded a special Tube PA announcement 
asking fellow passengers to offer their seat if asked 

 
• Posters in Tube stations featuring customers, including 

pregnant women and people with visible and non-visible 
impairments, talking about the difference a seat makes to 
them   

 
• Live Facebook chat with Tommy’s pregnancy charity  
 

 



Coverage highlights...  
• 100 per cent positive coverage across TV, radio, 

online and print  
• Including interviews with customers and 

journalists sharing their experiences of how TfL’s 
badges and priority seating has helped them  
 
 

  



Coverage highlights – local media...  



Interview series with The Metro throughout 
the week... 

 

  



Stakeholder Engagement... 
• Stakeholder support and involvement in the 

campaign was crucial to its success 



Stakeholder Engagement... 

• Stakeholder Engagement worked with charities 
to secure customers to feature in the campaign 
at no cost.  



Yammer highlights... 
• The campaign has been well received  internally, 

with staff sharing their stories  



S oc ial  Media hig hl ig hts ... 
• On TfL channels alone, the campaign has  been hugely successful so far 

• Over 350k impressions (amount of times post has been seen) 
• 9k engagements (likes, shared comments, etc  
• Engagement rate 2.6 % (very good) 



S oc ial  Media hig hl ig hts ... 
• The campaign also received support from third parties and journalists 



S oc ial  Media hig hl ig hts ... 
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