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Why a Drivers Charter?
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Why a Drivers Charter?

Å According to one prominent critic, TfL operates

ñThe most punitive, most draconian fining regime in the whole of Europe.ò

Mayor Boris Johnson, February 2008

Å According to another,

ñYouôre all money grubbing thieves and -------sò

Member of Public, March 2009

Å Research shows that neither private motorists nor professional drivers believe TfL acts in their best 

interest

Å Experience with the London Low Emission Zone shows that compliance can be achieved through 

more than traditional enforcement methods

Å Changes made in the structure of the Congestion Charging and Traffic Enforcement Directorate 

(CC&TE) provide an opportunity for a more consistent approach across TfL compliance 

programmes
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Creation of new directorate brings opportunity

ÅAll traffic enforcement activity is delivered within the Surface Transport mode 

of TfL

ÅUntil February 2008, separate teams within Surface were responsible for 

Traffic Enforcement (TE) and Congestion Charging and Low Emission Zone 

Enforcement

ÅOften different approaches were adopted in terms of operational management, 

enforcement policy & customer service delivered to motorists

ÅDelivery of Traffic Enforcement has, to an extent, been ñheavy handedò with a 
rigid application of policy and built around a continuous expansion of CCTV 

enforcement and activity

ÅDelivery of enforcement activity has not been as consistent or efficient as it 

could be

ÅFirst step was to create a single Directorate, Congestion Charging and Traffic 

Enforcement
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A more consistent approach across programmes

Å In July 2008, Deputy Director appointed with overall responsibility for all traffic 

enforcement, CC & LEZ operations

ÅLed, in September 2008, to a large Organisation Change Programme (OCP) 

launched in three areas of the new CC&TE Directorate

ÅStructures delivered through the OCP specifically devised to increase effective, 

consistent, customer-focused management

ÅNew Operational structure also enables further improvements to the operation, 

quality of service and service provider performance

ÅSignificant savings made through:

ï Ending London Wide Removal Services

ï Majority of vehicles removed from parking and loading bays

ï Removals will now only be undertaken for vehicles causing a serious obstruction

ï Scrapped the Congestion Charging On Street Removal contract and Mobile Patrol Units

ï Re-let of  CC/LEZ combined services agreements
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CC&TE Directorate Core Objectives

1. Deliver and improve the Central London Congestion Charging Scheme operations

2. Deliver and improve the Low Emission Zone operations

3. Efficiently implement required scheme changes to the Central London Congestion 

Charging Scheme and Low Emission Zone

4. Develop and implement a flexible, scalable and separable solution for Congestion 

Charging and LEZ

5. Deliver net income in line with Business Plan through cost reduction and operational 

efficiencies

6. Achieve high levels of compliance with traffic and parking controls on the TLRN

7. Improve public confidence and support for Congestion Charging, the  Low Emission 

Zone and traffic and parking enforcement

8. Strengthen our joint work with internal stakeholders, the Police, local authorities, 

transport providers and other partners

9. Attract, motivate and develop the people required to deliver an effective and efficient 

service
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London Low Emission Zone Experience
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Å Purpose is to discourage the most 
individually polluting heavy vehicles from 
being driven in London

Å From 2008, daily charge of £200 for non-
compliant lorries, buses and coaches

Å In combination with other initiatives and 
natural vehicle replacement, LEZ will 
reduce population of London exposed to 
unsafe levels of NO2 and PM10

Å High Rates of Compliance were achieved 
through targeted communications and 
warning letters, rather than PCNs
ï 19,000 warning notices issued
ï 90% acceptance rate for 

representations



London Low Emission Zone Experience 
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TfL Customer Research ïMarch 2009

Å TfL conducted a number of focus groups with a broad range of road users

Å The public does not view TfL as an ally in maintaining safe, free flowing road space
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Not a driver Motivated by money
Authoritarian & 

Inflexible
Blinkered

Å Some policies feel 

as though they are 

put in place and 

enforced by people 

with little care or 

understanding for 

drivers

Å Solely interested in 

public transport

Á Perceived 

eagerness to hand 

out PCNs and fines 

understood as 

money raising 

exercise

Á No idea that all 

money is fed back 

into transport 

Á Some rules and their 

enforcement make 

no allowance for 

natural human error 

Á The use of cameras 

and óunfairô, heavy 

handed procedures 

exacerbates this 

view

Á Not always able to 

see (or maybe does 

not care) about the 

impact of actions 

e.g. small 

businesses, 

business drivers



TfL Customer Research ïMarch 2009
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Å Quantitative surveys back this up

ÅMotorists recognise TfL does have a role to play, but donôt feel we exercise our 
powers fairly



TfL Customer Research ïMarch 2009

Å We presented the Drivers Charter to these groups, asking for their feedback.  The 

Charter was seen as:

ï TfL extending the olive branch ïa willingness to establish more positive 

relationship with drivers

ï Building a dialogue with drivers enhances perceptions of TfL ïa more human 

ófeelô

ï The Charter makes it seem as if TfL are working together with drivers to improve 

the conditions on the roads

ï Many are particularly positive, believing the Charter to be the first stage in a 

more open culture of óconsultationô or dialogue between drivers and TfL
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TfL Customer Research ïMarch 2009

Å The Charter addresses the issues drivers identify as most important to them
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More driver friendly
Not all about the 

money
A little more flexible Less blinkered

Á TfL better 

understand the 

issues faced by 

drivers 

Á Drivers more willing 

to accept PCNs in 

light of more 

measured, flexible 

approach to TE as 

laid out in the 

Charter 

Á They make 

allowances when it 

is appropriate to do 

so

Á TfL exhibit a 

willingness to 

discuss the issues  

Á More conscious of 

the needs of 

different drivers e.g. 

small businesses, 

professional drivers  



TfL Customer Research ïMarch 2009

Outcomes not completely clear cut:

Å A degree of cynicism towards Charter

ï Some outraged that ónewô initiatives arenôt already in place

ï A feeling that other elements are too good to be true

Å Importantly, despite favourable reactions, some concern about whether initiatives will be 

implemented

Å Represents a challenge to TfL to deliver against their promises and demonstrate their willingness 

to change the relationship with drivers

Å Must build trust

ï Motorists believe Congestion Charging accounts a way to get more money
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TfLôs Drivers Charter
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TfLôs Drivers Charter

Å The Charter consists of four main themes, each supported by specific actions

1. We are going deliver a more commonsense approach to help drivers

2. We are making it easier for drivers to stop where they need to and use loading bays 

without worrying about being issued with a penalty

3. Where we do issue a penalty we will make the process as simple and straightforward as 

possible

4. If we make a mistake we will apologise and automatically cancel the penalty

Å The Charter is currently under development

ï Some elements still undergoing trials

ï Stakeholder engagement continuing
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We are going deliver a more commonsense approach to help drivers

Å By not issuing penalties to vehicles that accidentally óclipô bus lanes, or if forced in to a bus lane to 

let an emergency vehicle pass

Å By not issuing penalties if we can see vehicles are only slightly covering the yellow box junction 

with their back or front wheels and not causing an obstruction

Å By only enforcing on Bank Holidays at locations we would enforce on a Sunday

Å By issuing Warning Notices before penalties for first time offences or at new locations

Å By reviewing enforcement at locations where we are issuing a high level of penalties and where 

drivers claim that the signs are confusing

Å By simplifying our red route bus lane restrictions where possible so there will be one time 

restriction applicable on the same stretch of road
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An Example ïYellow Box Junctions

Background

Å Research shows that Yellow Box Junctions are widely understood and supported by drivers

ï The public can easily see the consequences when a junction is blocked

Å Compliance is generally good

ï TfL has ceased using bus-based cameras for enforcement

The Problem

Å The TSRGD can lead to certain YBJs covering more road space at a junction than required for 

traffic management purposes

Å Drivers of buses, lorries and other long vehicles feel victimised when issued PCNs for YBJ 

contraventions when cut up by other drivers.

TfLôs Response

Å We will not issue PCNs to vehicles which are overhanging a junction, but not impeding the flow of 

traffic

Å TfL will no longer issue PCNs where the video evidence shows a driver has entered a YBJ with a 

clear exit, only for that exit to be blocked by an overtaking vehicle

Å We are engaging with bus operators, providing video evidence for training purposes
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Instruction to camera operators
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We are making it easier for drivers to stop where they need to and use loading 

bays without worrying about being issued with a penalty

Å We are allowing taxis to stop on red routes to allow customers to use cash machines

Å We are undertaking trials on changing the observation period in loading bays from 5 minutes to 20 

minutes before we issue a penalty as we know it often takes longer than 5 minutes to pick up or 

deliver a load
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