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Agenda
Customer Service and Operational Performance Panel
Thursday 13 June 2019

1 Apologies for Absence and Chair's Announcements

2 Declarations of Interest
General Counsel
Members are reminded that any interests in any matter under discussion must
be declared at the start of the meeting, or at the commencement of the item of
business.
Members must not take part in any discussion or decision on such matter and,

depending on the nature of the interest, may be asked to leave the room during
the discussion.

3 Minutes of the Meeting of the Panel held on 13 February 2019(Pages 1
- 6)

General Counsel

The Panel is asked to approve the minutes of the meeting of the Panel held on
13 February 2019 and authorise the Chair to sign them.

4 Matters Arising and Actions List (Pages 7 - 56)
General Counsel

The Panel is asked to note the updated actions list.

5 Quarter 4 Customer Service and Operational Performance Report
(Pages 57 - 164)

Managing Directors, Customers, Communication and Technology, London
Underground and Surface Transport

The Panel is asked to note the paper.
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11

Healthy Streets Check for Designers (Pages 165 - 168)
Director of City Planning

The Panel is asked to note the paper.

Borough Engagement (Pages 169 - 172)
Director of City Planning

The Panel is asked to note the paper.

London Underground Station Action Plan (Pages 173 - 178)
Managing Director, London Underground

The Panel is asked to note the paper.

TfL and Metropolitan Police Vision Zero Action Plan (Pages 179 - 190)
Director of Compliance, Policing and On-Street Services, Surface Transport

The Panel is asked to note the paper.

Customer Accessibility Programme - 2018/19 Delivery Update (Pages
191 - 216)

Managing Director, Customers, Communication and Technology

The Panel is asked to note the paper.

Assisted Transport Services (Pages 217 - 250)
Managing Director, Surface Transport

The Panel is asked to note the paper.



12

13

14

15

16

17

Review of Bus Services to London's Hospitals - 2019 Update (Pages
251 - 256)

Managing Director, Surface Transport

The Panel is asked to note the paper.

Strategic Risk Update - Operational Reliability (Pages 257 - 258)
Managing Director, London Underground

The Panel is asked to note the paper and the supplementary information on Part
2 of the agenda.

Member suggestions for future agenda discussions (Pages 259 - 260)
General Counsel
The Panel is asked to note the forward programme and is invited to raise any

suggestions for future discussion items for the forward programme and for
informal briefings.

Any Other Business the Chair Considers Urgent

The Chair will state the reason for urgency of any item taken.

Date of Next Meeting

Thursday 12 September 2019 at 10.15am.

Exclusion of Press and Public

The Panel is recommended to agree to exclude the press and public from the
meeting, in accordance with paragraph 3 of Schedule 12A to the Local
Government Act 1972 (as amended), in order to consider the following items of
business.



Agenda Part 2

18 Strategic Risk Update - Operational Reliability (Pages 261 - 266)

Exempt supplementary information relating to the item on Part 1 of the agenda.
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Agenda Iltem 3

Transport for London

Minutes of the Customer Service and Operational Performance Panel

Committee Rooms 1&2, Ground Floor, Palestra, 197 Blackfriars Road

London, SE1 8NJ

10.15am, Wednesday 13 February 2019

Members

Dr Mee Ling Ng OBE
Dr Alice Maynard CBE
Bronwen Handyside
Anne McMeel

Val Shawcross CBE
Dr Lynn Sloman

Executive Committee
Howard Carter
Vernon Everitt

Gareth Powell

Staff

Mark Evers
Jonathan Fox
Siwan Hayward

Geoff Hobbs
Michael Hurwitz
Claire Mann
Lilli Matson

Will Norman

Sue Riley

Chair

Vice Chair
Panel Member
Panel Member
Panel Member
Panel Member

General Counsel

Managing Director, Customers, Communication and
Technology

Managing Director, Surface Transport (for Item 4)

Chief Customer Officer

Director, Rail and Sponsored Services (for Item 4)
Director of Compliance, Policing and On-Street Services,
Surface Transport

Director of Public Transport Service Planning (for Item 9)
Director of Transport Innovation (for Item 10)

Director of Bus Operations, Surface Transport

Director of Transport Strategy (for Items 7 and 8)
Walking and Cycling Commissioner (for Item 7)

Secretariat Officer

01/02/19 Apologies for Absence and Announcements

An apology for absence was received from Dr Nelson Ogunshakin OBE.

02/02/19 Declarations of Interest

Members confirmed that their declarations of interests, as provided to the Secretariat
and published on tfl.gov.uk, were up to date and there were no other interests to
declare that related specifically to items on the agenda.

03/02/19 Minutes of the Previous Meeting

The minutes of the meeting held on 14 November 2018 were approved as a correct
record and signed by the Chair, subject to the following amendments:

Page 1



Minute reference 36/11/18 be changed from “steps” to “slips” and minute reference
38/11/18 to be changed from “dissipated” to “disparate” and delete “organisational
structure of the”.

04/02/19 Matters Arising and Actions List

Claire Mann provided an oral update on lessons learnt from the bus safety incidents
report (action 32/11/18). Lighting and visibility had been improved at the site of one of
the incidents and the junction was being reviewed in terms of traffic light timings.

In relation to the other incident, the bus driver had been arrested for suspicion of the
use of drugs. The frequency of random drug and alcohol testing by the bus companies
had been reviewed and was higher than other transport industries of around 10 per
cent. Members would be provided with the comparison of overall drug and alcohol
testing amongst other transport sectors and be advised if bus companies worked with
drug and alcohol support agencies. [Action: Claire Mann]

Mark Evers updated the Panel on the London Underground Station Action Plan (action
40/11/18). New reversible hi-vis red vests were now being used by station staff to
increase visibility and customer information zones were being installed across the
network, over a six week period. A final paper would be submitted to the next meeting,
including a response from London TravelWatch. [Action: Mark Evers]

Gareth Powell and Jonathan Fox provided an update on the Gospel Oak to Barking
services (action 35/11/18). New trains were being tested with the software, and driver
training was due to start at the end of February 2019. In parallel, the customer service
software was being subjected to the verification process until the end of March 2019.

In the interim, four car trains were being used, and from the middle of March 2019,
three four car trains would be utilised. This would match current capacity but would
reduce frequency and would be supplemented by a rail replacement bus service. The
customer experience would be improved by improving access from bus to train and
better passenger communication.

The option of using trains from other London Overground services had been
considered but the impact on capacity and resilience on the rest of the network
outweighed any short term benefits.

Staff would consider how to re-build trust and relationship with customers through a
community event, such as sponsorship of the London Overground festival at Crystal
Palace. [Action: Gareth Powell]

Similar train delivery issues were being encountered on other lines. The Chair
requested early warning to Members of any significant service issues.

The Panel welcomed the regular updates being provided by Jonathan Fox to Panel
Members.

Issues around the proposed closure of London Overground ticket offices were

discussed (action 29/09/18). London TravelWatch had carried out the review on behalf
of the Department for Transport and supported the closure of 27 out of 51 stations,
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based on volume of ticket sales via the ticket office at each station. Discussions were
ongoing between Arriva and the Department for Transport. TfL did not manage
operational issues of the service but clearly set out standards for customer service
outcomes, and these were embedded in the contracts.

The lessons learnt from the London Underground Station Action Plan had been shared
with all partners. New improved ticket machines had been ordered by Arriva to further
assist passengers.

Comments raised by Panel Members would be fed into the consultation and a briefing
on the issue arranged before the date of the next meeting. [Action: Gareth Powell]

Siwan Hayward would provide further information on the trend of physical violence on
rail related services. [Action: Siwan Hayward]

The Panel noted the Actions List and the oral updates.

05/02/19 Quarterly Customer Service and Operational Performance
Report

Vernon Everitt, Siwan Hayward, Claire Mann and Mark Evers jointly presented the
Quarter 3 2018/19 Customer Service and Operational Performance Report.

A paper on the joint TfL and Metropolitan Police Vision Zero Action Plan, and how
these initiatives were being assessed, would be presented to the next meeting.
[Action: Siwan Hayward]

Members welcomed the volume of crime detections and positive outcomes, resulting in
a falling trend on the bus and tram networks. Further data on response times to driver
code reds would be provided. [Action: Siwan Hayward]

The increase in staff absence caused by assaults was noted, with the primary drivers
being revenue disputes and passenger intoxication. TfL had commissioned a review of
its current approach to support staff who were victims of crime at work, including hate
crime, to determine how to improve responses and reduce risk. Bus drivers had also
been briefed on current security threats of knife and acid attacks.

The increase in customer complaints during Quarter 3 was attributed to a number of
service issues across the network, including disruption on the London Overground and
industrial action on London Underground. The substantial increase in use of
contactless payments also led to a rise in the number of contact centre calls.

Members welcomed the use of scorecard data throughout the report and also noted the
increase in staff commendations. The Panel congratulated staff on the upward trend in
customer satisfaction.

It was agreed that in future reports, narrative explanation be used to explain any
significant variations in performance.

Members also welcomed the inclusion of additional step-free access information. The
reduction in the use of Dial-a-Ride was partly due to improved access on mainstream
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transport, but also reflective of a decline in community provision and the use of online
services.

Further details on TfL’s travel mentoring service would be included in the Assisted
Transport Services update at the next meeting. [Action: Joyce Mamode]

All Board Members would be invited to attend Access All Areas, a free public exhibition

about disabled and older people’s access to transport, being held on 19 March 2019.
[Action: Secretariat]

Members thanked staff for the improvements made to the report as requested.

The Panel noted the report.

06/02/19 Taxi and Private Hire Vehicle Compliance

Siwan Hayward presented the overview of the work of TfL’s taxi and private hire
compliance team.

TfL’s analysis of the Department for Transport’s response to the task and finish group
on statutory guidance for taxi and private hire licensing would be circulated to Panel
Members. [Action: Gareth Powell/Helen Chapman]

Information on accessibility checks and compliance would be sent to Dr Alice Maynard
CBE; and an invitation to attend a site visit to see such checks in action would be
extended to all Board Members. [Action: Siwan Hayward]

The Panel noted the paper.

07/02/19 Strategic Overview of Cycling in London
Lilli Matson and Will Norman introduced TfL’s strategy to grow cycling in London.

Levels of cycling increased in areas with new investment, and the numbers of cycle
trips in London every day now equated to over 700,000. More work was needed in
providing digital information to cyclists as well as pro-active work in hard to reach
groups.

Members welcomed the report and the considerable progress in promoting and
supporting cycling in London, and the associated benefits, and supported the use of
Local Implementation Plans to meet the Mayor’s Transport Strategy outcomes. Other
benefits realised included increases in local spending.

Members would be invited to experience the cycling infrastructure later in the year.
[Action: Will Norman]

The approach to promoting cycling in outer London required a different strategy over a
longer period of time, but had huge potential for growth.

Members were assured that TfL was working closely with local cycling clubs and that
the quality of provision of cycling infrastructure would be maintained across London.
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The data for digital mapping of walking and cycling on London routes had been made
available by TfL for open sourcing, but non-screen options also needed to be
developed, for safety reasons.
Engagement with disability groups had taken place, including Wheels for Well Being
and the Royal National Institute of Blind People (RNIB). Members would be advised of
the outcome of issues raised by the RNIB to previous cycling schemes.

[Action: Lilli Matson]
An annual update would be scheduled in the Forward Plan. [Action: Secretariat]

The Panel noted the paper.

08/02/19 Borough Engagement and Active Travel

Lilli Matson presented the paper on TfL’s engagement with the boroughs to help
achieve the active travel outcomes of the Mayor’s Transport Strategy.

The Panel noted the paper.

09/02/19 Bus Strategy Update — Next Steps

Gareth Powell and Geoff Hobbs introduced the paper on progress with TfL’s bus
strategy. It also provided additional detail to that set out in the Mayor’s Transport
Strategy.

London’s bus services needed to respond to customers’ and the capital’s changing
needs. This required a programme of work covering safety, environmental
performance, the customer experience, driver welfare and the nature of the bus
network itself.

With regard to network planning, TfL was looking to increase bus ridership and
sustainable mode share through faster journey times and improved reliability. The
growth was expected to come predominantly in outer London, though the introduction
of the Ultra Low Emission Zone could be significant as well.

An annual update would be scheduled in the Forward Plan. [Action: Secretariat]

The Panel noted the paper.

10/02/19 Future Mobility Business Model

Michael Hurwitz presented the overview on some of the emerging technologies and
services impacting on transport in London.

TfL currently had no powers of licensing over dockless bicycles but could enforce
parking and street littering regulations where cycles were abandoned or causing
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obstruction. It was also engaged in discussions with varying cycle start ups to try and
ensure good practice.

TfL’s aim was to utilise new initiatives and innovations to enhance the outcomes of the
Mayor’s Transport Strategy.

The Panel noted the paper.

11/02/19 Member Suggestions for Future Discussion Items

Howard Carter presented the Forward Plan, which would be updated to reflect
comments and suggestions made by Members during the meeting.

The paper was noted.

12/02/19 Any Other Business

There was no urgent business.

13/02/19 Date of Next Meeting

The next scheduled meeting was due to be held on Thursday 13 June 2019 at
10.15am.

Chair:

Date:
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Agenda Item 4

TRANSPORT
FOR LONDON

EVERY JOURNEY MATTERS

Customer Service and Operational
Performance Panel

Date: 13 June 2019

ltem: Actions List

This paper will be considered in public

Summary

1.1  This paper informs the Panel of progress against actions agreed at previous
meetings.

Recommendation

2.1 The Panel is asked to note the Actions List.

List of appendices to this report:

Appendix 1 — Actions List

Appendix 2 — RNIB response on previous cycling schemes

Appendix 3 — Taxi and Private Hire Vehicle Licensing: Protecting Users
Appendix 4 — Code Red data

List of Background Papers:
Minutes of meeting of the Panel on 13 February 2019.

Contact Officer: Howard Carter, General Counsel
Number: 020 3054 7832
Email: HowardCarter@tfl.gov.uk
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6 abed

Customer Service and Operational Performance Panel Actions List

(reported to the meeting on 13 June 2019)

Appendix 1

Minute No. |Iltem/Description Action By |Target Date | Status/Note

04/02/19 (1) | Matters Arising —drug and alcohol | Claire 13 June LU, Network Rail and Train Operators generally
testing Mann 2019 random test 5 per cent of employees. All major bus
Members to be provided with the meeting. companies provide a drug and alcohol help and
comparison of overall drug and alcohol support service if any employee voluntarily declares a
testing amongst other transport drug or alcohol dependency. Most companies also
sectors and be advised if bus provide access to an occupational health specialist
companies worked with drug and and referral to related support agencies.
alcohol support agencies.

04/02/19 (2) | Matters Arising — LU Station Action | Mark Evers | 13 June Report on agenda. Completed.
Plan 2019
A final paper to be submitted to the meeting.
next meeting, on the London
Underground Station Action Plan,
including a response from London
TravelWatch.

04/02/19 (3) | Matters Arising — London Gareth Following This action is under review pending an update
Overground relationship with Powell the meeting. | discussion with City Hall.

customers

Staff to consider how to re-build trust
and relationship with customers
through a community event, such as
sponsorship of the London
Overground festival at Crystal Palace.
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Minute No. |Iltem/Description Action By | Target Date | Status/Note

04/02/19 (4) | Matters Arising — Closure of Jonathan Before 13 Press release circulated on 18 April 2019 and further
London Overground ticket offices | Fox June 2019 briefing offered. Completed.
Comments raised by Panel Members meeting.
to be fed into the consultation on
closure of London Overground ticket
offices and a briefing arranged, before
the date of the next meeting.

04/02/19 (5) | Matters Arising — crime on TfL Rail | Siwan 13 June As per the data provided at the last meeting; Q2
Further information on the trend in Hayward 2019 2018/19 the crime rate on TfL Rail (excluding the
crime TfL Rail and on rail related meeting. Paddington — Heathrow Ext so as to compare like to

services to be provided.

like) shows an increase of 27.7%, we have also seen
an increase across the rail network — DLR (16%),
London Overground (11%) and London Underground
(12.2%) which aligns with BTP national trends of 9.5%

The number of crimes reported on TfL Rail is relatively
low, so percentage increases can be misleading. For
example, criminal damage increases showed 57%,
but was only an additional four incidents over a three
month period, and robbery increased 150% but only
an increase of three incidents in the same period.

The rise in Q2 was driven by theft of passenger
property and criminal damage, which has been a
continued concern, and Crossrail has assigned
additional security staff to increase protection and
patrol.
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Minute No. |Iltem/Description Action By | Target Date | Status/Note
05/02/19 (1) | Quarterly Customer Service and Siwan 13 June Report on agenda. Completed.
Operational Performance Report — | Hayward 2019
Vision Zero Action Plan meeting.
A paper on the joint TfL and
Metropolitan Police Vision Zero Action
Plan, and how these initiatives were
being assessed, to be presented to
the next meeting.
05/02/19 (2) | Quarterly Customer Service and Siwan 13 June Information attached at Appendix 4. Completed.
Operational Performance Report — | Hayward 2019
Drive code red response times meeting.
Further data on response times to
driver code reds to be provided.
05/02/19 (3) | Quarterly Customer Service and Vernon 13 June Incorporated into report on agenda. Completed.
Operational Performance Report Everitt/ 2019
Future reports to include narrative Gareth meeting.
explanation to explain any significant | Powell/
variations in performance. Brian
Woodhead
05/02/19 (4) | Quarterly Customer Service and Joyce 13 June Report on agenda. Completed.
Operational Performance Report — | Mamode 2019
Assisted Transport Services meeting.
Further details on TfL’s travel
mentoring service to be included in
the Assisted Transport Services
update at the next meeting.
05/02/19 (5) | Quarterly Customer Service and Secretariat | Following Invitation sent on 14 February 2019. Completed.
Operational Performance Report the meeting.

All Board Members to be invited to
attend Access All Areas, a free public
exhibition about disabled and older
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Minute No.

Item/Description

Action By

Target Date

Status/Note

people’s access to transport, being
held on 19 March 2019.

06/02/19 (1)

Taxi and Private Hire Compliance
TfL’s analysis of the Department for
Transport’s response to the task and
finish group on statutory guidance for
taxi and private hire licensing to be
circulated to Panel Members.

Following
the
meeting.

Helen
Chapman

Information circulated on 3 May 2019 and attached at
Appendix 3. Completed.

06/02/19 (2)

Taxi and Private Hire Compliance —
test purchase

Information on accessibility checks
and compliance to be sent to Dr Alice
Maynard CBE; and an invitation to
attend a site visit to see such checks
in action to be extended to all Board
Members.

Following
the
meeting.

Siwan
Hayward/
Secretariat

Information sent on 18 February 2019 and invitation to
all Board Members. Completed.

07/02/19 (1)

Strategic Overview of Cycling in
London- cycling infrastructure
Members to be invited to experience
the cycling infrastructure later in the
year.

Will
Norman

Summer
2019

To be programmed.

07/02/19 (2)

Strategic Overview of Cycling in
London - RNIB concerns
Members to be advised of the
outcome of concerns raised by the
RNIB to previous cycling schemes.

Lilli Matson

Following
the meeting.

Information circulated. See Appendix 2. Completed.

07/02/19 (3)

Strategic Overview of Cycling in
London — annual update

An annual update to be scheduled in
the Forward Plan.

Secretariat

Scheduled on Forward Plan.
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Minute No.

Item/Description

Action By

Target Date

Status/Note

09/02/19

Bus Strategy Update — Next Steps
An annual update to be scheduled in
the Forward Plan.

Secretariat

Scheduled on Forward Plan.

Actions from previous meetings

Minute No.

Item/Description

Action By

Target Date

Status/Note

36/11/18 (1)

Quarterly Customer Service and
Operational Performance Report
— passenger intoxication

A report on passenger intoxication
to be submitted to a future
meeting.

Brian
Woodhead

13 June 2019
meeting.

Briefing scheduled following the meeting.
Completed.

36/11/18 (2)

Quarterly Customer Service and
Operational Performance Report
— anti social behavior

A deep dive on anti-social
behaviour and low level crime to be
arranged for a future meeting.

Siwan
Hayward

13 June 2019
meeting.

Briefing scheduled following the meeting.
Completed.

36/11/18 (3)

Quarterly Customer Service and
Operational Performance Report
— Healthy Streets checklists

A more detailed report on Healthy
Streets checklists to be submitted
to a future meeting.

Lili Matson

13 June 2019
meeting.

Report on agenda. Completed.

28/09/18

Mapping of Customer Groups
A report on the outcomes of the
customer gain insights across TfL
to be presented to a future
meeting.

Vernon Everitt

27 November

2019 meeting.

To be reported as part of ongoing work on Spotlight
on Customer Programme. An item on the
Accessibility Delivery Programme is included
elsewhere on this agenda. An item on turning
customer gain point into action will be presented to
the November 2019 meeting of the Panel.
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APPENDIX 2

. . TRANSPORT
Customer Service and Operational FOR LONDON
Performance Panel

EVERY JOURNEY MATTERS
Date: 29 April 2019
ltem: Actions Update

At the Panel meeting of 13 February 2019, Members asked to be advised of the outcome of
issues raised by the Royal National Institute of Blind People (RNIB) to previous cycling
schemes.

Tactile Plans of New Cycle Schemes

RNIB:

Request for tactile plans for new cycling infrastructure in London.

TfL Response:

In reference to the CS4 consultation:

Measures taken to show the plans in different formats and raise awareness with targeted
stakeholders:

(a) identifying and emailing relevant stakeholders, inviting them to respond to the
consultation. Organisations included, but were not limited to, the British Dyslexia
Association, Age UK London, Guide Dogs, Royal National Institute for the Blind,
Action on Hearing Loss and Inclusion London;

(b) ensuring that the materials were written in plain English, and available on request in
different formats, such as Braille, large print or other languages;

(c) making sure that public events were held in accessible locations and at different
times of the day and that large scale materials were available to review; and

(d) considering how best to reach our target audiences and tailoring the way of

communicating with them. For example, by preparing hard copies of our online
material for those not able to access our website.
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APPENDIX 2

Bus Stop Bypasses
RNIB:

RNIB identified concerns regarding bus stop bypass crossing design recommendations
following a TfL sponsored study.

TfL Response:

The initial findings of the TfL sponsored study were shared with the RNIB at the Bus Stop
By Pass Working Group in October 2017. However, the RNIB still had some concerns, in
particular whether blind and visually impaired people have the confidence to cross the
cycle track and address how to find a crossing when alighting from a bus.

The monitoring results from the trial of Zebra crossings at bus stop bypasses were
published in July 2018, as part of a new cycle infrastructure monitoring report, which also
included analysis of new design techniques associated with signal-controlled junctions.

Recommendations on the design of bus stop bypass crossings built on the results of these
findings, which noted that cyclists were more aware that they should give way to
pedestrians on the Zebra crossing compared to an uncontrolled crossing, and that the
addition of a tactile tail allowed people with visual impairments to more easily find the
crossing. We have also met with a number of boroughs, including Waltham Forest and
Enfield, to brief them on the findings of this research, and will work closely with boroughs to
discuss any future design options.

Bus Stop Boarders

RNIB:

Pedestrian/cyclists interaction concerns at bus stop boarders.

TfL Response:

TfL is conducting research at bus stop boarders in Enfield, Waltham Forest, Kingston and

Camden, using video monitoring to observe behaviours of pedestrians and cyclists. The
results of this report are expected in summer 2019.
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Taxi and Private Hire Vehicle Licensing:
Protecting Users

Transport for London response to the
Department for Transport consultation on
Statutory Guidance for Licensing Authorities

TRANSPORT
MAYOR OF LONDON FOR LONDON
EVERY JOURNEY MATTERS
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Introduction

Transport for London (TfL) is a statutory body established by the Greater London
Authority Act 1999 and is the licensing authority for London’s taxi and private hire
industries. It is the largest licensing authority in the country, being responsible for
licensing over one third of all taxis and private hire vehicles (PHVs) in England.

Taxis and PHVs play an important role in delivering passenger transport services in
London and it is important that standards set by TfL ensure the safety of passengers
and other road users and provide appropriate levels of service.

Improving safety and security across the transport network is the key priority for the
Mayor of London’s Transport Strategy and the Mayor has set out a Vision Zero
approach to safety on London’s streets whilst ensuring the transport system is safe
and secure for all passengers.

We welcome the opportunity to respond to this consultation on the draft Statutory
Guidance and have included our thoughts on each of the proposals. In addition to
these comments we urge the Government to introduce legislation that will create a
statutory definition of plying for hire, place controls on cross border hiring, and allow
TfL to cap the number of private hire vehicles.

While we support the Government’s commitment to introduce minimum national
standards for the taxi and private hire industries and urge the Government to bring
forward legislation without delay, we see the Statutory Guidance as an opportunity to
raise and harmonise safety standards across the country in the interim, ensuring that
passengers have the confidence that any taxi or PHV they use is safe and fit for
purpose, and we welcome the opportunity to comment on the draft Statutory
Guidance.

It is encouraging to note that much of what is in the draft Statutory Guidance is
already within TfL policy and we look forward to working with the DfT to further
develop the recommendations in the draft Statutory Guidance where appropriate.

Our responses to the specific questions posed in the online response form are set

out below in the format of that form. However, there are some additional aspects of
the draft Statutory Guidance that we wish to comment on and these comments are
included at the end of this response.
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4. Administration of the licensing framework

3. The draft statutory guidance recommends that all those involved in the
determination of licensing matters should receive training covering licensing
procedures, natural justice, child sexual abuse and exploitation, disability and
equality in addition to any other issues deemed locally appropriate (paragraph 2.18).

Do you agree with the recommendation?
Yes v
No

No opinion

TfL comments

It is important that all those involved in licensing decisions, at every level, are
aware of their responsibilities and the legislative environment in which they make
these decisions. Licensing decisions must be properly considered, fair,
proportionate and consistent, and decision makers must be appropriately trained
to ensure this.

It is important that training does not simply relate to procedures, but also covers
the making of difficult and potentially controversial decisions, knowing when to
escalate cases, and remembering that through statutory appeals processes, the
decisions of licensing authorities are subject to the scrutiny of the magistrates’
court. While licensing authorities should deliver such training to their own
members and officers, the DfT should provide formal guidance on the content and
structure.

We believe the training and formal guidance should be expa