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FOREWORD 

I believe the subject matter of this report is one of the identifiers of a 

civilised society and one in which we demonstrate our concern for our 

fellow human beings. I am grateful for the support of Councillors Foley 

and Neaverson in encouraging and enabling me to undertake the enquiry.  

I must acknowledge with gratitude the contribution of the many LB of 

Merton officers who made it possible, such as the Scrutiny team (Rosie 

McKeever in particular), Kris Witherington who facilitated the survey and 

all those who contributed their expertise that I have listed separately.  

Most of all I need to record the time and energy, support, encouragement,  

invaluable advice and expertise of Alderman Southgate, without whom I 

doubt this report could have been produced.   

I hope everyone who reads it finds it thought provoking and will join me 

in looking for significant change.  
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RECOMMENDATIONS 
 

1. Adequate provision of toilets for public use should be recognised 
as an essential aspect of Merton’s public health policy, the 
fulfilment of which is a matter of civic pride.  
 

2. Merton should work with London Councils and London Assembly 
Members to argue that the provision of toilets available for 
public use should become a statutory duty on local authorities, 
to be supported by ring-fenced government funding. In addition 
it should act in anticipation of a statutory duty, commit funding 
for such provision and ring-fence it until 2026.  
 

3. Merton’s existing Community Toilet Scheme (CTS) has failed. 
The CTS should be relaunched and adequately resourced to 
ensure it is effective and serves a useful purpose. 

 

4. How should the new Community Toilet Scheme be operated in 
order to make it successful and enduring? The evidence 
suggests the following: 

 

(i) To demonstrate its commitment to Merton, the Council 
should take the lead by being the first to pledge its assets 
to the new CTS.  Public sector organisations like the NHS 
should then be asked to pledge their assets, followed by 
the voluntary sector and not for profit organisations eg. 
churches. No payments are proposed. 

(ii) Use case studies from Wimbledon and other London 
boroughs with successful CTS’s to demonstrate the value of 
toilet provision in attracting customers to town centres as 
retail and leisure destinations, especially holders of the 
“grey £” who are otherwise likely to stay at home. 

(iii) The need for toilets in each town centre should be mapped 
based on footfall, and compared with existing provision.  A 
plan should be drawn up to address the shortcomings, 
using information such as the audit carried out by Age UK 
in Merton (AUKM) to identify potential members for a new 
CTS. 

(iv) In seeking candidates for a new CTS for Merton, learn from 
the membership profile of successful CTS’s such as 
Richmond, and select pubs, supermarkets and larger 
retailers likely to provide high quality facilities for their 
customers. 

(v) Examine the strengths and weaknesses of each town 
centre to decide how best to present the positive case for 
CTS membership.  Payment may be more influential in 
some town centres than others. 

(vi) Employ signage, print and on-line channels to build 
awareness and usage of the new CTS  
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(vii) Payment for enrolling businesses into the CTS can be used 
selectively and proportionately, to ensure coverage where 
there would otherwise be gaps 

(viii)  It cannot be assumed that the CTS concept is familiar or 
understood, so a new scheme for Merton will require 
extensive publicity when it is launched to build awareness. 
Assurances of hygiene and cleanliness will be needed to 
win acceptance, especially among the vulnerable groups 
who have the most to gain from the scheme 

(ix) Given the evidence of commitment of volunteers to 
improving toilet provision in Merton, the opportunity should 
be given to involve them in the ongoing monitoring of the 
standards of toilets maintained by CTS members in Merton. 
In addition, Councillors should be encouraged to “buy into” 
the CTS in their own wards by publicising it to their 
residents and visiting their CTS members. The Council’s 
formal Scrutiny processes can be used to check the 
development and performance of the new CTS. 

 
Special cases 
 
5. Maintain pressure at the highest level, using all levers available to 

ensure TfL honours its commitment to the feasibility study to restore 
toilets at Morden station, and press for the reintroduction of provision 
as a matter of urgency. 
 

6. Explore the use of the licensing system to make the grant of late-night 
licences conditional upon access to staff toilets for delivery drivers. 

 

7. Information published on CTS members must clearly indicate the type 
of facilities available, particularly in relation to disabled users. As the 
leader of place and principal driver of the new CTS, the council should 
review its property assets in Merton to identify one or two realistic 
potential candidates for accommodating Changing Places Toilets (CPT’s), 
related to the areas of greatest need. 

 

8. Look for opportunities to amend Supplementary Planning Documents 
(SPDs) that would encourage businesses to join the CTS when applying 
for planning permission.  Consider the use of CIL funds to provide public 
toilets in vacant town centre premises where the CTS fails to achieve 
adequate coverage. Instruct the Planning department to use S106 
agreements to ensure more than minimal provision in new 
developments. 
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INTRODUCTION AND OBJECTIVES 
 

Public toilets meet a fundamental human need, yet there is no statutory 

requirement on local authorities (or any level of government) to ensure 

adequate provision. This is an astonishing omission, given that other 

aspects of public health are subject to extensive regulation. Yet the 

subject is hardly ever discussed; The Merton Story (2021) makes just one 

incidental reference to toilets in its 131 pages. 

The London Loos Paper, a research study published by Age UK in 2022, 

highlighted the consequences of inadequate provision in the capital, and 

stimulated our interest in conducting a review of toilet provision 

specifically in Merton. Further to a meeting on 9th November 2022, the 

Sustainable Communities Scrutiny Panel authorised Cllr Stephen Mercer, a 

member of the panel, to undertake a rapporteur enquiry into toilet 

provision with the following terms of reference:  

1. To understand the impact of toilet provision on perceptions and 

behaviour of older residents in Merton, plus the disabled and those 

with health conditions requiring more frequent visits to the toilet. 

 

2. To map toilet provision in Merton (cf. websites such as the Great 

British Toilet Map), including toilets in retail and commercial 

premises as well as public toilets. 

 

3. To measure awareness of the Community Toilet Scheme (CTS) in 

Merton, and its history since it was introduced in 2009. 

 

4. To explore ways of expanding and increasing awareness of the CTS, 

including barriers to its extension such as business attitudes and 

public reservations about using toilets intended for customers only. 
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METHODOLOGY 
 

The enquiry used a range of data collection techniques, as follows: 

1. Focus groups – to get participants to describe their coping 

mechanisms and behaviours if they need the toilet while out, and 

whether they felt inhibited from going out. 

• Merton Park Ward Residents’ Association (MPWRA)  

– 17 January 2023 

• Wimbledon Guild (WG) - 25 January 

• Age UK Merton (AUKM) – 30 January 

• Merton Centre for Independent Living (MCIL) – 31 January 

The focus groups were moderated by Peter Southgate. 

2. Desk research, including the following published reports: 

• The Provision of Public Toilets – Department for Communities and 

Local Government (DCLG) 2007/8 

• An Urgent Need – the State of London’s Public Toilets – Greater 

London Authority (GLA) 2006 

• The Toilet Paper – Improving London’s Loos- GLA 2021 

• The London Loos Paper – Age UK London (AUKL) 2022 

• Still Dying to Spend a Penny – Greenwich LB 2022 

• Taking the P*ss – the Decline of the Great British Public Toilet – 

Royal Society for Public Health (RSPH) 2019 

• Community Toilet Scheme Review – Richmond LB 2023 

• Improving Public Toilet Provision in Times of Financial Hardship – 

Age UK/ London Councils seminar – April 2023 

• London Loos in Focus: Local Authorities’ Community Toilet 

Schemes – AUKL 2023  

 

3. Expert witnesses, including: 

• Sarah Xavier (Future Merton) 

• Barry Causer and Dan Butler (Merton Public Health) 

• Alan Goode and Megan Hatton (Safer Merton) 

• Mark Humphries (Infrastructure and Technology Division) 

• Jonathan Turner and Alan Trumper (Greenspaces) and Andy 

Robinson (idVerde) 

• Jonathan Berry (Planning) 

• Cllr Alan Juriansz (Richmond LB) 

• Laura Tilbury (Lewisham Local) 

• John Merriman (Love Morden) 

• Craig Hurring (Love Wimbledon) 

• Marc Doherty (Centre Court) 

• Victoria Norman (Wimbledon Village Business Association) 
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• Chris Larkman (Raynes Park Association) 

• Gregory Hamilton (Elys) 

• James Pickard (TfL) and Leonie Cooper (AM for Merton and 

Wandsworth)  

• John McGeachy (Age UK London) 

 

4. Mystery shopper and visits to CTS and other Merton sites with 

toilets, predominantly undertaken by Julie Johns of Merton Age UK. 

A list of the sites visited is attached as APPENDIX I; some of these 

may be regarded as potential CTS members. 

 

5. On line survey project managed by Kris Witherington (Community 

Engagement) and hosted on Merton’s website. A total of 961 self-

completion questionnaires were returned between 6 March and 17 

April 2023.  The survey was publicised in “My Merton” and email 

newsletters.  The full results and the questionnaire are attached as 

APPENDIX II. 

 

The questions for the survey were piloted in a Teams meeting with 

Merton’s Community Champions on 22nd February, and amended 

prior to publication. 

  

The sample for the survey was self-selecting; it does not purport to 

be demographically representative of the population of Merton.  

However, it is representative of the target audience of people more 

likely to need public toilets in Merton.   

 

• 73% say they need to use the toilet more often than 

other people  

• 22% consider themselves to have a disability   

• 2 in 3 are age 55 plus (23% are 55 – 64, 30% are 65 – 

74 and 11% are 75 and over).   

• 2 in 3 (64%) are female (the recommended provision is 

twice as many toilet cubicles for women as for men)   

• Nearly all (98%) live or work in Merton.        
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FINDINGS 
 

1. The consequences of inadequate provision 

 

1.1 The provision of toilets has been called “the barometer of 

civilisation” in which case the readings for the London boroughs 

have been low and declining for the past 25 years. 

 

“We are supposedly a civilised, progressive society – what 

happened?”      (Survey) 

    

London had 486 public toilets in 2000, falling to 419 in 2005 and 

393 in 2011.  No estimates are available after 2011, but the 

decline has continued, because toilets that were closed during 

the pandemic have not re-opened. 

 

1.2 Just as the number of public toilets in London has fallen 

dramatically in recent years, so the need for them has grown.  

Everyone needs to go to the toilet, just as they need to eat, 

sleep and breathe. It is a universal requirement, but it affects 

some more than others. The four groups more in need of public 

toilets are: - the elderly (65 and over), the disabled, mothers 

with babies and toddlers, and sufferers from Crohn’s disease and 

colitis. 

 

1.3 The largest of these groups is the elderly (1.1m in London) and 

their numbers are growing.  In Merton the population aged 65 

and over is forecast to increase by 43% over the next 15 years, 

while those aged 85 and over will grow by 52%. 

 

1.4 From our survey 77% of those aged 65+ said they need to use 

the toilet more often than other people.  The lack of public toilets 

makes them think twice before going out; 50% “always” and 

31% “sometimes” consider the availability of public toilets where 

they are going in Merton before leaving home. 

 

1.5 The effects of this constraint are well documented.  20% don’t 

feel able to go out as often as they would like (RSPH), otherwise 

known as the “loo leash”.  More than half (56%) restrict their 

fluid intake before going out to avoid the need to find a toilet.  

Such deliberate dehydration can have serious consequences, 

especially for those with existing medical problems such as 

cystitis. 
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1.6 Because these coping and avoidance mechanisms are hidden 

from view, the lack of toilet provision is not recognised as a 

public health issue.  Yet inadequate provision is preventing older 

residents from going out and taking part in activities that would 

improve their quality of life, both mentally and physically. 

 

“I’m not even old, but I drive more because if I walk places I 

know I might get cut short.  At least if you drive you can nip 

home quickly”      (Survey) 

 

1.7 Ratings of public toilet provision in Merton are extremely low, 

with more than 9 in 10 rating it either “poor” (45%) or “very 

poor” (48%).  If this measure were included in the Resident 

Satisfaction Survey, ratings as low as this would surely lead to 

demands for improvement.  But because the lack of provision 

and its consequences for health and well-being are hidden from 

view, both have been effectively ignored in council policies over 

the years. 

 

Recommendation 1. 
Adequate provision of toilets for public use should be recognised as an 
essential aspect of Merton’s public health policy, the fulfilment of which is 
a matter of civic pride.  
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2. Statutory provision 

 

2.1 Local authorities are under no statutory obligation to provide 

public toilets. The Public Health Act 1936 gives them the power 

but not the duty to provide public toilets. Successive enquiries 

have highlighted the consequences of this omission, and pressed 

for legislation to address it. 

 

2.1.1 The DCLG Select Committee report in 2007/8 recommended that 

“the Government imposes a duty on each local authority to 

develop a strategy on the provision of public toilets in their 

areas” while leaving it to each local authority to decide how to 

plan and utilise its own strategy. 

 

2.1.2 In its 2021 report “The Toilet Paper” the GLA Health Committee 

endorsed the call for provision to be statutory, and went further 

on how this might be funded: “The government should make the 

provision of public toilets a statutory duty for local authorities, 

and the Mayor should be leading on this issue for London with 

London Councils for the provision of ring-fenced funding to 

enable this to be achieved” 

 

2.1.3 The Levelling Up and Regeneration Bill 2023 is currently making 

its way through Parliament, and includes clauses to impose a 

statutory duty of toilet provision. However, at the time of writing 

it is feared that the relevant sections may not have survived as 

the Bill moves through its committee stages. 

 

2.1.4 With financial pressures increased by the costs of Covid and the 

Ukraine war, once again the temptation is considerable to save 

money by avoiding expenditure where no statutory duty exists.   

 

Recommendation 2.  
Merton should work with London Councils and London Assembly Members 
to argue that the provision of toilets available for public use should 
become a statutory duty on local authorities, to be supported by ring 
fenced government funding. In addition it should act in anticipation of a 
statutory duty, commit funding for such provision and ring fence it until 
2026.  
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3. Current toilet provision in Merton 

 

3.1 The current Community Toilet Scheme (CTS) was launched in 

2009 to plug perceived gaps in toilet provision in Mitcham and 

Morden: “There is less need for a formal CTS in Wimbledon than 

in Mitcham and Morden as the town centre is better served on an 

informal basis” (Cabinet - March 2009) 

 

3.2 This selective approach coupled with a lack of resourcing meant 

that when a scrutiny review was undertaken later the same year 

there were just four participating businesses – three in Morden 

(including the Civic Centre) and one in Mitcham. 

 

3.3 Currently five participants are listed on Merton’s website, 

but none of them display signs to show they are CTS 

members, and two have signs on the door saying 

“Customer use only” 

 

3.4 Unsurprisingly, awareness of the current CTS is extremely low.  

Just 2% of survey respondents describe themselves as “fully” 

and 14% are “partly” aware.  That leaves 6 in 7 of the target 

audience totally unaware of the scheme. 

 

3.5 It is clear that the existing scheme is not working and needs a 

complete overhaul. 

 

3.6 Without a CTS to ensure decent provision of toilets, Merton is 

faced with financing and maintaining them from Council funds. 

Maintenance of a pair of toilets costs in the region of £5,000 per 

year, so that to add 50 or 60 such facilities across the Borough 

would cost over £250,000 extra per year (an estimate of 

maintenance costs is included as APPENDIX III). It has been 

made clear in discussions that this is not a realistic option, given 

current pressures on the Council and council tax payers. 

 

3.7 An alternative for Merton is to stop its spending on the CTS and 

rely entirely on informal provision by the private sector.  This 

would be to ignore the considerable evidence of unsatisfied need 

and run completely counter to the will of residents clearly stated 

in the recent survey.  

 

3.8 The logical conclusion is that some type of CTS is the only way of 

adequately providing for need at a level of cost which is 

acceptable to the Council.  
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3.9 Richmond and Lewisham are examples of South London 

boroughs which have tackled the problem with reasonable 

degrees of success. Richmond is identified as the ‘poster child’ of 

CTS schemes, being the first borough to implement such a 

scheme. However, even there the scheme is currently under 

review; in the last few years membership has fallen from 70 

participants to less than 50. A committee has been established to 

consider the problem and identifies the lack of a dedicated officer 

as a key cause of the decline (their report is attached as  

APPENDIX IV).  

 

3.10 Lewisham by comparison has in the same time frame grown its 

scheme from 51 to 69 participants, supported by a funded officer 

from a charity, Lewisham Local. The Richmond/Lewisham 

comparison strongly suggests that even a well established CTS 

needs significant drive and ongoing support from an officer or 

equivalent.  

 

Recommendation 3    

Merton’s existing Community Toilet Scheme (CTS) has failed. The CTS 

should be relaunched and adequately resourced to ensure it is effective 

and serves a useful purpose. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Page 31



 

-9- 
 

4. How should the new Community Toilet Scheme be operated 

in order to make it successful and enduring?  

 

i. Role for Merton in new Community Toilet Scheme 

 

4.1 Given near zero awareness of the present CTS, plans for a 

relaunched CTS start with a blank sheet.  Although there is no 

statutory obligation on the council to provide toilets, people do 

expect it to take the lead: 

 

“It should be the responsibility of local government to 

provide public toilets” (MPWRA) 

 

As the leader of place, the council should take the opportunity 

to build its new CTS by starting with its own assets.  Popular 

and well managed CTS’s are a source of civic pride in 

Richmond and Lewisham.  Merton can similarly build civic 

pride by committing its own assets and demonstrating its 

commitment to being the lead partner in the new CTS 

network.  The council should be first mover in pledging its 

assets before asking others to do so. 

 

4.2 At present only the Civic Centre in Morden opens its toilets to 

the public.  As a guiding principle, all council buildings 

that serve the public should make their toilets available.  

This includes libraries, leisure centres, community centres, 

and parks and open spaces. 

 

4.3 Currently only Wimbledon Park and Cannizaro have 

maintained toilets, but other parks can provide access to 

toilets when staffed for specific purposes eg. paddling pools 

during the summer, and events such as festivals and firework 

displays.  Toilets are provided in changing rooms on recreation 

grounds when pitches are booked, and these should be open 

to the public for the duration of the booking. 

 

4.4 The council has a further opportunity to increase toilet 

provision in the borough when granting “meanwhile” leases on 

its property assets. Enterprises in receipt of grant funding on 

condition of delivering social value outcomes often benefit 

from very low rents. The provision and maintenance of toilet 

facilities open to the general public is a source of social value, 

and could be written into the terms of the lease. 

 

4.5 Once the council has committed its assets to the new CTS, 

other public sector organisations that provide toilets for their 
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customers should be requested to make their toilets available 

to the general public.  These include NHS medical centres, 

DWP employment centres, DVLA test centres (etc) and other 

premises where security considerations do not preclude public 

access. 

 

4.6 Many voluntary organisations in Merton (such as Wimbledon 

Guild and Age UK) have close working relationships with the 

council, and could be invited to make their toilets available to 

the public on request during the hours they are staffed.  Not 

for profit organisations such as churches and charities will be 

open during the day for various activity groups, and could 

make their toilets available on request at these times, subject 

to adequate supervision. 

 

4.7 Only when the council has secured the co-operation of the 

wider public and not-for-profit sectors should the business 

sector be approached to join the new CTS. 

 

Suggestion 4(i) 

To demonstrate its commitment to Merton, the council should take the 

lead by being the first to pledge its assets to the new CTS.  Public sector 

organisations like the NHS should then be asked to pledge their assets, 

followed by the voluntary sector and not for profit organisations eg. 

churches.  No payments are proposed. 

 

 

4.8 There are economic as well as health consequences as a result of 

inadequate toilet provision.  More than half (52%) of those in our 

survey say they would be “much” more likely to visit shops, cafes 

and other businesses in Merton with an improvement in public 

toilet provision, and a further 35% say they would be 

“somewhat” more likely – making nearly 9 in 10 more pre-

disposed to shop or visit in Merton. 

  

“An ageing population needs toilet provision.  A borough 

that fails to provide toilets is missing out on business, 

people spend more money when they know they can stay 

out for longer” 

(Survey) 

 

The managers of Elys and Centre Court believe the availability of 

toilets on their premises attracts footfall and increases dwell 

time, making customer purchases more likely.  Conversely, Age 

UK found that 40% spend less time in a destination because of 

the lack of loos. 
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4.9 The well documented success of Community Toilet Schemes in 

Richmond and Lewisham is because businesses are convinced 

they are integral to their attraction as shopper destinations.  

Wetherspoons’ own surveys show that good toilet provision ranks 

high on customer requirements of a pub. 

 

4.10 Wimbledon is the borough’s only major shopping centre, and of 

its six town centres it is the only one where a majority (72%) of 

survey respondents are confident they could find a suitable toilet 

if they needed one. Correlation does not impute causality, but 

toilet provision is regarded by major retailers in Wimbledon as an 

essential pre-condition for attracting and retaining customers.  

 

Suggestion 4(ii) 

Use case studies from Wimbledon and other London boroughs with 

successful CTS’s to demonstrate the value of toilet provision in attracting 

customers to town centres as retail and leisure destinations, especially 

holders of the “grey £” who are otherwise likely to stay at home. 

 

 

4.11 Perceptions of how easy it is to find a toilet vary enormously 

across Merton’s six town centres: 

“If you needed one, could you find a suitable toilet in: 
 

 n= 961 

 % 

Wimbledon town centre 72 

Morden  22 

Colliers Wood 14 

Raynes Park 7 

Wimbledon Village  4 

Mitcham  1.5 
 

This provides a starting point for mapping where the perceived 

shortcomings in provision are, which can be set against the Great 

British Toilet Map (GBTM) to identify actual gaps in coverage.  

However, the fit is only approximate, as the GBTM has been 

found to be out of date and unreliable in some parts of the 

borough. 

 

4.12 Although it does not cover the whole borough, members of Age 

UK in Merton (AUKM) have undertaken an extensive audit of 

toilets that could be accessible to the public in various areas. 

This demonstrates the potential for much increased provision via 

a new CTS.  However, at present these are mostly toilets for 

customer use only. 
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Suggestion 4(iii) 

The need for toilets in each town centre should be mapped based on 

footfall and compared with existing provision. A plan should be drawn up 

to address the shortcomings, using information such as the audit carried 

out by Age UK in Merton (AUKM) to identify potential members for a new 

CTS.  

 

 

4.13 In the absence of signposted public toilets, those in need must 

rely on knowing where other toilets are to be found and asking 

permission to use them as a non-customer – or just using them 

anyway.  This can pose an awkward dilemma; only a minority 

feel confident about asking to use the toilet if they are not a 

paying customer: 

 

n=854 Café Shop Pub 

 % % % 

Very confident 5 4 9 

Somewhat confident 15 16 32 

Not very confident 45 39 33 

Not at all confident 35 40 27 

 

However, there is more variation in confidence to use pub toilets 

than for either shops or cafes. This may be to do with pubs being 

perceived as male domains; whatever the reason, women, the 

elderly, the disabled and those who need the loo frequently are 

all less confident about using the toilet in a pub. 

 

4.14 Of the three types of outlets rated, pubs are more likely to instil 

user confidence than either shops or cafes. 

This is partly based on brand reputation: 

 

“If I’m down the high street I usually use the one in 

Wetherspoons” (WG)  

 

Confidence also has to do with size and how easy it is to find the 

toilet as a non-customer: 

 

“I think I’d still feel obligated to buy something, but less so in 

Waitrose than in a café because they’re bigger” (MPWRA) 
 

Survey respondents cited other examples of sizable operations 

making toilets seem more accessible for non-customers such as  

Sainsbury’s and Marks & Spencer in Colliers Wood, and Elys in 

Wimbledon (surely the most popular and best maintained toilets 

in the borough). 
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Analysis of the types of outlets selected in Richmond and 

Lewisham confirms the evident suitability of pubs, supermarkets 

and large retailers for CTS membership. 

 

Suggestion 4(iv) 

In seeking candidates for a new CTS for Merton, learn from the 

membership profile of successful CTS’s such as Richmond, and select 

pubs, supermarkets and larger retailers likely to provide high quality 

facilities for their customers. 

 

 

Building a new CTS for Merton in partnership with business 

 

4.15 To be successful and sustained, a new CTS for Merton must be 

planned at the strategic level: 

• Political commitment from the Cabinet by the portfolio 

holder and Director for Civic Pride 

• Recognition of toilet provision as a key aspect of public 

health policy and integration into borough planning 

• Growth item in the budget for a dedicated CTS officer (or 

equivalent C.I.C.) and annual payments to c.50 CTS 

partners 

• Appointment of dedicated officer or C.I.C with proven track 

record to work with BID’s or equivalent organisations in 

each town centre to enlist businesses as CTS partners  

 

4.16 Improving toilet provision in Merton can only be achieved 

through a reciprocal arrangement between the council and the 

business community i.e., a new CTS in some form.  The 

council needs partners to offer their toilet facilities, as the cost 

of building or re-opening its own toilets is prohibitive.  In 

exchange, partners currently receive £600 in Merton, and 

£800 - £1000 in Richmond depending on the facilities offered 

eg. for the disabled. Larger payments might be appropriate 

depending on the circumstances.  

 

4.17 However, the success of a CTS does not depend solely or 

mainly on the financial contract between council and partner.  

Both parties need to have a positive view of the value of the 

CTS, not only to the business community but also to the wider 

public.  Elys and Wetherspoons provide toilets without 

payment from the council because they see it as a service to 

their customers and as part of their civic responsibilities to the 

wider community. 
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4.18 Persuading potential CTS partners to sign up will be more 

challenging in town centres where there are no positive role 

models as there are in Wimbledon.  Small independents may 

take some convincing that the positives can outweigh the 

negatives for their business.  But the benefits CTS 

membership can bring in terms of increased trade could 

exceed the value of any annual payment.  A Tower Hamlets 

survey found 90% were “likely/ highly likely” to return as 

customers after being permitted to use the toilet. 

 

Suggestion 4(v) 

Examine the strengths and weaknesses of each town centre to decide how 

best to present the positive case for CTS membership.  Payment may be 

more influential in some town centres than others. 

 

 

4.19 Drawing on lessons learned from successful CTS’s in Richmond 

and Lewisham, the council can assist CTS members through 

marketing support, giving them prominent positions in Merton 

Local for example.  Both Richmond and Lewisham host on-line 

interactive maps allowing anyone searching for a toilet in a 

particular location to see what the identified CTS member 

offers such as specialist goods or services, and opening hours. 

 

4.20 Not everyone looking for a toilet while out and about will have 

the resources or ability to search online, however.  Older 

people in particular are more likely to be digitally excluded.  

For them there is no substitute for signs on the street, or on 

the premises themselves.  This is evident when 

communication preferences are cross analysed by age. 

 

Best ways to communicate toilet locations in Merton: 

 

 All <55 55-64 65+ 

  (888) 

% 

(290) 

% 

 

(204) 

% 

(366) 

% 

Signs on the street 75 68 70 82 

Sign on the premises 60 60 64 59 

Toilet location app 31 36 36 24 

Map on council website 19 23 17 16 

Large map eg. outside station 10 9 8 12 

Small paper map 2  1 4 

 

It is evident that information on the locations of CTS members 

needs to be communicated through multiple channels, digital 
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and analogue.  Given that awareness of the CTS will have to 

be built up from a near zero base, a multi-channel strategy 

offers the most chances of reaching the widest spread of the 

target audience. 

 

Suggestion 4(vi)  

Employ signage, print and on-line channels to build awareness and usage 

of the new CTS  

 

4.21 A thriving CTS will improve the quality of life for the many who 

need the toilet frequently, and will assist in regenerating the 

borough’s town centres.  In acknowledgement of their 

contribution, the council should recognise CTS members as 

Community Champions, and use its media communication 

channels to thank and promote them. 

 

4.22 Payment for signing up to the CTS may not be appropriate in 

many cases.  Public sector, voluntary and not for profit 

organisations will take part out of a sense of civic 

responsibility.  This will also be the primary driver for large 

retailers like Elys and Centre Court who provide toilets now, 

and meet the cost as a customer service.  National or regional 

chains in retailing, pubs and restaurants, and entertainment 

cannot easily authorise payments to individual branches.  So 

payments can only be made to independent, owner-managed 

businesses, and should be kept to the minimum required to 

achieve adequate coverage of each town centre. 

 

4.23 Inadequate coverage forces the burden of provision onto a 

smaller number of participants, who may then seek to 

withdraw from the scheme.  Alternatively, the public 

recognition of the social value added by participants, financial 

compensation and increased business might make other 

businesses eager to participate. The CTS should incentivise 

where necessary, retain the option of accepting or excluding 

participants and adjust financial support up or down as 

necessary.    

 

4.24 Apart from the need to achieve critical mass, the amount paid 

can be referenced to what other London boroughs are paying.  

Tariffs should reflect opening hours and the facilities available, 

with more paid for wheelchair access, mother and baby 

change options, a greater number of toilets and proximity to 

areas of high demand.  The amount paid is not intended to 

meet maintenance costs on a stand-alone basis. 
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Suggestion 4(vii) 

Payment for enrolling businesses into the CTS can be used selectively and 

proportionately, to ensure coverage where there would otherwise be gaps  

 

 

4.25 A Community Toilet Scheme for Merton might be expected 

to overcome all the misgivings people have about using 

toilets in premises where they are not paying customers.  

In practice, it’s not quite so simple; possibly because the 

CTS1 concept is new and unknown to most people, only half 

would feel confident using it: 

 

n=854  65+ Frequent Disability Female 

 % % % % % 

Very confident 20 18 18 12 21 

Somewhat confident  30 26 30 28 31 

Not very confident 28 28 28 31 28 

Not at all confident 22 28 23 29 20 

 

The irony is that those who might benefit most from a CTS seem 

to have less confidence about using it than others.  So it is the 

elderly, the disabled and those who need the loo frequently who 

are more likely to express misgivings.  However, women (52%) 

have more confidence than men (44%). 

 

Users do differentiate between toilets they experience, and 

based mainly on accessibility and cleanliness, they adjust their 

preferences for future visits accordingly. 

 

Suggestion 4(viii)  

It cannot be assumed that the CTS concept is familiar or understood, so a 

new scheme for Merton will require extensive publicity when it is launched 

to build awareness.  Assurances of hygiene and cleanliness will be needed 

to win acceptance, especially among the vulnerable groups who have the 

most to gain from the scheme. 

 

 

 

 

 

 

 
1  Definition for survey: “The Community Toilet Scheme involves payments to private businesses such as cafes 
and shops in Merton, in return for making their toilets available to people who are not paying customers”  
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Sustaining a successful Community Toilet Scheme 

 

4.26 The new CTS envisaged for Merton will be a complex 

organisation with many partners drawn from the council itself, 

the wider public sector, the voluntary sector and not-for-

profits, and the business sector.  Staff and owners change 

constantly, creating a shifting landscape for the new CTS to 

track.  Once established, it will need ongoing support if it is to 

be sustainable.  Scaling back on officer support has proved a 

false economy in neighbouring boroughs. 

 

4.27 While many council departments will be involved in the new 

CTS (i.e., waste, economy, facilities, licensing) one officer/ CIC 

must be responsible for its implementation and ongoing 

support.  It is proposed they should report to the Director for 

Civic Pride.  Health and hygiene standards for the CTS will be 

subject to policies overseen by the Director for Public Health, 

and maintained by the appropriate regulatory services. 

 

4.28 Provision of public toilets (or more accurately, the lack of it) is 

a subject that has generated widespread interest in Merton, as 

evidenced by the survey attracting almost 1,000 responses.  

Merton members of Age UK London have devoted hours of 

their time and energy to mapping potential sources of toilet 

provision in the borough, although their work has not covered 

all town centres. Clearly, improving toilet provision is a cause 

that people care about passionately, and one ideally suited to 

the engagement of the voluntary sector. 

 

4.29 It is proposed to invite the Age UK volunteers who have 

already done so much work to map Merton’s toilet potential, to 

form the nucleus of a group of volunteers to monitor CTS 

members and file regular reports on the standards observed in 

their toilets.  Volunteers can also help by reporting 

developments on the high street as businesses change hands.  

They would report to the officer/ CIC responsible for the CTS. 

 

4.30 Members of the public can also report any concerns they may 

have about standards in toilets provided by CTS members, 

much as they can now to Environmental Health.  These 

complaints should be seen by the officer/CIC responsible for 

the CTS. 

 

4.31 Councillors should be encouraged to visit CTS members in 

their wards, promote them to their residents and feedback 

informally to the CTS officer.  This would demonstrate their 
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commitment to Merton’s CTS and support for its members; it 

is as much about building relationships with businesses in 

their wards as it is about monitoring standards. 

 

4.32 The ongoing performance of the new CTS should be monitored 

by scrutiny, and the Sustainable Communities Panel is the 

most appropriate body. The relevant officer should be asked to 

report initially at 6 monthly intervals, and thereafter annually.  

  

Suggestion 4(ix) 

Given the evidence of commitment by volunteers to improving toilet 

provision in Merton, they should be given the opportunity to involve 

themselves in the ongoing monitoring of the standards of toilets 

maintained by CTS members in Merton. Councillors should be encouraged 

to “buy into” the CTS in their own wards by publicising it to their residents 

and visiting their CTS members. The Council’s formal Scrutiny processes 

can be used to check the development and performance of the new CTS.  

 

Special cases/ special needs  

5.1  Public transport 

 

5.1.1 Although there is a need for public toilets at all transport 

interchanges, the need is especially acute at termini.  On the 

Underground, passengers may have been travelling for an 

hour or more by the time they reach the end of the line, and 

some will be experiencing stress and discomfort if they cannot 

find a toilet immediately. 

 

5.1.2 There are 28 termini on the London Underground network, of 

which 22 have toilets, either inside or outside the gateline.  Of 

the six that do not, three have well signed toilets nearby eg. in 

the bus interchange.  All three without toilets or alternative 

facilities are on the Northern Line, now approaching its 

centenary. 

 

5.1.3 The most egregious example is Morden, the terminus for the 

Underground and a key interchange and terminus for several 

bus routes, including 24-hour services on routes 93 and 154, 

and night service on route N155.  To make matters worse, 

toilets were available at Morden station within living memory: 

 

“It drives me mad, because I know that station has a toilet” 

(MPWRA) 
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5.1.4  Since 2016 the need has increased as a result of the all-night 

service on Friday and Saturday. Passengers who have spent 

the evening in central London travel southwards, with no 

station providing toilets south of Elephant and Castle, and 

arrive at Morden in the early hours of the morning with no 

toilet provision in the area of any sort.    

 

5.1.5 The inevitable consequence of the lack of provision is the 

misuse or abuse of the short passageway leading through to 

the car park, otherwise known as “p*ss alley”.  This is 

notorious amongst local residents who see it as a disincentive 

to visiting Morden: 

 

“It doesn’t encourage anyone to go shopping in Morden” 

(MPWRA) 

 

5.1.6 Elected members from the former Leader of the council to 

Merton Park Ward councillors have been lobbying for more 

than 20 years for the toilets at Morden station to be re-

opened, but without success.  Progress was made on a very 

recent2 site visit with the AM for Merton and Wandsworth, 

when the challenges were recognised and TfL confirmed there 

would be a feasibility study into how toilets might be re-

provided at Morden station.  

 

5.1.7 Local Assembly Member Hina Bokhari has acknowledged the 

problem and is supportive of efforts to secure new provision. 

Her recent letter on the topic is attached as APPENDIX V. 

 

Recommendation 5 

Maintain pressure at the highest level, using all levers available to ensure 

TfL honours its commitment to the feasibility study to restore toilets at 

Morden station, and press for the reintroduction of provision as a matter 

of urgency.  

 

 

 

 

 

 

 

 
2 21st April 2023 
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6  Itinerant workers 

 

6.1.1 A large and growing proportion of the workforce has no fixed 

place of employment, and therefore no certain access to 

toilets during their work shifts.  They include key public sector 

workers such as policemen, ambulance crews and postmen, 

and also those who are employed as delivery drivers, 

sometimes precariously. 

 

6.1.2 Anecdotal evidence suggests these itinerant workers come to 

informal arrangements that rely on their shifts following a 

regular route or pattern, so they know where the toilets are.  

While this may work well for public sector employees such as 

policemen and postmen who are generally held in high regard 

by the community, it works less well for delivery drivers who 

are not known to their customers. 

 

6.1.3 Take away delivery drivers face a particular problem at night 

when toilet facilities available to them during the day are 

closed.  The nature of their employment means they are 

generally classed as self-employed, and often on minimum 

wage, without the benefit of the terms and conditions applying 

to payroll workers. 

 

6.1.4 Take away outlets are bound to provide toilets for their own 

staff, but these are rarely available to delivery drivers, 

especially at night time when the outlet is closed to walk in 

customers. 

 

6.1.5 The licensing of food and drink outlets, and the amendment of 

existing licences, allows an opportunity to set conditions 

relating to toilet access that seem unlikely to be opposed.  

 

 

Recommendation 6 

Explore the use of the licensing system to make the grant of late-night 

licences conditional upon access to staff toilets for delivery drivers. 
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7. Disabled access 

  

7.1 The survey shows that 22% consider themselves to have a 

disability, although this may not be visible3 - just 1 in 4 (23%) 

of this group find their disability makes it difficult or 

impossible to use a toilet in a standard cubicle. 

  

7.2 If people who need the loo frequently (73% of those surveyed) 

have to plan their outings around the availability of a toilet at 

their destination, imagine the additional planning involved for 

someone in a wheelchair, with fewer options open to them: 

  

“We use it as a meeting place, but you have to make sure 

it’s an accessible Starbucks, because not all of them are – 

it’s a bit of a minefield” (CIL) 

 

When health conditions are combined with a limited number of 

accessible toilets within wheelchair range, the disabled may 

find themselves stuck at home involuntarily: 

 

“I have a condition, I ought to drink plenty of water, but I 

can’t drink plenty of water if I know I’m going out, I have to 

limit myself …. I drink at home to try to get 2 litres in” 

(MCIL) 

 

This underscores the extent to which a lack of accessible toilet 

provision for the disabled impacts their quality of life, and runs 

counter to Merton’s equalities policies for those with protected 

characteristics, including age and disability. 

 

7.3 The audit form used for “mystery shopper” visits to toilets in 

various locations across the borough recorded whether they 

were accessible to a wheelchair user, and whether they had 

baby change facilities.  Toilets in small independent outlets 

were less likely to be accessible: 

  

“It’s got to be accessible as well, sometimes these places 

are out the back, it’s difficult to manoeuvre – a very narrow 

opening” (MCIL) 

 

 

7.4 Changing Places Toilets (CPT’s) are now compulsory in new 

public buildings4 with a capacity of 350 or more, including 

 
3 Remember respondents to the survey are not representative of the population of Merton as a whole. The 
2021 Census records 14% of Merton residents living with a disability.  
4 Defined as “places of assembly, recreation and entertainment” 
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retail premises (2500m2+) and sports and leisure centres 

(5000m2+). CPT’s are spacious (12m2) to accommodate the 

needs of a severely disabled user and carer, and equipped with 

a hoist and changing table.  The government has set up a fund 

to meet the cost of installing CPT’s with grants administered 

by local authorities.  12 London boroughs applied in the 

second round of funding, and were awarded grants averaging 

£40,000-£50,000 per CPT.  However, the full cost of 

purchasing and installing a stand-alone modular CPT unit is 

estimated at £88,000.  

  

7.5 There are now 1839 CPT’s in the UK.  Merton has three, in 

Morden Leisure Centre, the AELTC grounds, and Tesco Extra in 

New Malden.  Romulus propose to instal a fourth as part of 

their re-development of Centre Court. 

  

7.6 The Merton Centre for Independent Living (MCIL) makes the 

case for more accessible toilets across the borough, but 

especially in the East.  More CPT’s could improve the quality of 

life for the severely disabled, who are otherwise effectively 

trapped in their homes. MCIL nominates the Civic Centre, 

community spaces like Vestry Hall and local leisure centres as 

potential sites for CPT’s. (Their submission to the review is 

attached as APPENDIX VI.) 

  

Recommendation 7 

Information published on CTS members must clearly indicate the type of 

facilities available, particularly in relation to disabled users. As the leader 

of place and principal driver of the new CTS, the council should review its 

property assets in Merton to identify one or two realistic potential 

candidates for accommodating Changing Places Toilets (CPT’s), related to 

the areas of greatest need. 
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8 Planning 

 

8.1 Merton’s local plan includes the strategic health and well-being 

policy HW 10.1 which states “we will continue to improve and 

promote a more active and healthier lifestyle of our residents, 

tackle the causes of ill health (physical and mental), and 

health inequalities”  The first section of our report shows how 

inadequate toilet provision militates against the achievement 

of an active and healthy lifestyle by limiting the time some 

people can spend away from home before they need the loo: 

 

“I shop for elderly neighbours who do not feel confident to 

go out based on this issue alone”   (Survey) 

 

Yet the local plan makes no reference to public toilet provision 

as an essential element to the realisation of an active and 

healthy lifestyle. 

 

8.2 Medium to long term improvement of the quality and number 
of facilities available to residents can be accelerated if private 

developments can become part of the solution. Building 
regulations set minimum levels of toilet provision for buildings. 

However, where visitors to buildings are concerned there is 
some room for interpreting the appropriate toilet provision 

narrowly or more generously; more than minimum provision 
can help those in need to ‘go before you go’.  

 

8.3 The London Plan (2021) includes policy S.6 – Public toilets, 

which requires large scale developments5 that are open to the 

public, and large areas of the public realm, to provide and 

secure the management of free publicly-accessible toilets 

suitable for a range of users. These should be available during 

opening hours, or 24 hours a day where access is from the 

public realm.  Changing Places toilets are part of the 

requirement. 

In smaller developments, the London Plan suggests accessible 

toilets may be provided as part of a CTS or through the 

Community Infrastructure Levy (CIL) 

 

8.4 Merton’s local plan is now in the final stages of approval and 

cannot be amended. Although they are not statutory, 

supplementary planning documents (SPD’s) may offer scope 

to improve toilet provision as they come up for review.  

Specifically, A3 (Food and Drink) Use was adopted in 1999 

making it the oldest SPD not to be revised.  It stipulates that 

 
5 Defined previously at 7.3.4  
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businesses seeking a change of use from A1 (retail) or A2 

(professional and financial services) to A3 (food and drink) 

must apply for planning permission.  In most circumstances 

the introduction of food and drink services will require toilets 

being made available to customers, either from existing 

facilities or new build.  Where local CTS coverage is 

insufficient, businesses can be encouraged to join Merton’s 

scheme as part of the grant of planning permission. 

 

8.5 The Public Toilet Research Unit (PTRU) undertakes design 

research to improve toilet provision for all, including 

innovative projects to re-provide public toilets using vacant 

premises.  Their research could be relevant to Mitcham and 

Morden, both town centres looking to restore their viability 

and vitality yet lacking obvious candidates to join Merton’s 

CTS.  In the absence of alternatives, vacant town centre 

premises could be re-purposed for new uses eg. start-up 

business hub or community centre, with public toilet facilities 

built on.  Construction costs could be met from CIL because 

public toilets are being created in an area where none existed 

before, thus adding social value.  Ongoing maintenance would 

be provided by the tenant, as a condition of the lease. 

 

8.5 S106 agreements are concluded in relation to larger 

developments and these include obligations relating to 

material planning considerations. The Planning Department 

should be asked to identify more than minimal toilet provision 

as a material planning consideration when S106 agreements 

are being concluded.  

 

Recommendation 8 

Look for opportunities to amend SPD’s that would encourage businesses 

to join the CTS when applying for planning permission.  Consider the use 

of CIL funds to provide public toilets in vacant town centre premises 

where the CTS fails to achieve adequate coverage. Instruct the Planning 

department to use S106 agreements to ensure more than minimal 

provision in new developments.  
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Toilets visited by Age UK Merton February – March 
2023 

 

 

 Leon 5 Wimbledon Hill Road London SW19 7NF 

 Dundonald Recreation Ground Dundonald Road 
SW19 

 Wimbledon Station (South West TFL trains) the 
Broadway SW19 7NL 

 Morden Park Leisure Centre London Road 
Morden SM4 site 

 Waitrose 25 Coombe Lane SW20 OBS 

 The Raynes Park (pub) 32 Coombe Lane Raynes 
Park, SW20 OLA 

 Waffle Jacks 8 Merton Park Parade London 
SW19 3NT 

 Costa Coffee Unit A, 213 Worple Road Raynes 
Park, SW20 8QY 

 Costa Coffee 363-365 Kingston Road, 
Wimbledon Chase, SW20  

 Starbucks Coombe Lane, Raynes Park, SW20 
OJY 

 Raynes Park Library 21 Approach Road, SW20 
8BA 

 The Leather Bottle, 277 Kingston Road, 
Wimbledon Chase, SW20 3NW 

 Wimpy 56 London Road, Morden SM4 4EF 

 Lower Morden Garden Centre/Blue Diamond 
Lower Morden Lane SM4 4SJ 

 National Trust Morden Hall Park SM4 5JD 

 Tesco KT 3 4PJ Different form format 

 Sainsburys (formerly Savacentre) 1 Merton High 
Street /SW19 1DD 

 Ely's 16 St .George's Road London SW19 4DP 

 Waitrose Alexandra Road Wimbledon SW19 

 John Innes Park Mostyn Road Merton Park 

 Centre Court Wimbledon SW19 8YA  
 

Colliers Wood - 

Dunelm  

Aldi  

Next/Café Nero 

Nandos 

Starbucks 
TK  Maxx 

APPENDIX I 
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Review of public toilet provision 

1 

 

 Question Response       %                                                       % Figures 
1: Please tell us how you would rate public toilet 

provision in Merton? 

Very good 

Good 

Satisfactory 

Poor 

Very poor 
 

1 

1 

5 

45 

48 
 

 

 

n=961 

2: How often do you consider the availability of public 

toilets where you are going in Merton before leaving 

home? 

Always 

Sometimes 

Occasionally 

Never 
 

50 

31 

13 

6 
 

 

n=957 

3: If someone were to ask directions to the nearest public 

toilet in your local area, how confident of its location 

would you be? 

Very confident 

Somewhat confident 

Not very confident 

Not at all confident 
 

6 

12 

26 

56 
 

 

n=946 

4: If you needed one, could you find a suitable toilet in 

the following town centres? 

 

 

Wimbledon town centre 

Wimbledon Village 

Morden 

Colliers Wood 

Mitcham 

Raynes Park 
 

Yes No 

72 28 

4 96 

22 78 

14 86 

1.5 98.5 

7 93 
 

 

n= 928 

n=886 

n=887 

n=865 

n=869 

n=868 
 

5: The Community Toilet Scheme involves payments to 

private businesses such as cafes and shops in Merton, 

in return for making their toilets available to people 

who are not paying customers.  Are you aware of the 

Community Toilet Scheme in Merton?  

Fully aware 

Partly aware 

Not aware at all 
 

2 

14 

84 
 

 

 

n=934 

6: How confident would you feel going into each of the 

following where you are not a paying customer, and 

asking to use the toilets. 

 

Café in Merton 

Shop in Merton 

Pub in Merton 

Member of the 

Community Toilet 

Scheme in Merton. 
 

Very confident Somewhat 

confident 

Not very  

confident 

Not at all confident 

5 15 45 35 

14 16 39 40 

19 32 33 27 

20 30 28 23 

 

 

n= 931 

n=917 

n=913 

n=898 
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Review of public toilet provision 

2 

 

 

 Question Response       %                                                       % Figures 

7: Thinking about information available to help people 

locate toilets in Merton, which of the following would 

be the best ways to communicate that information? 

Signs on the street 

Large Map on the wall 

Small paper maps 

Maps or list of locations 

on the council website 

Toilet location app 

Sign or sticker on 

premises 
 

75 

10 

2 

19 

 

31 

60 

 
 

 

 

 

n=931 

8: Please tell us if an improvement in public toilet 

provision would make you more likely to visit shops, 

cafes or other businesses in Merton? 

Much more likely 

Somewhat more likely 

No more likely than now 

Don’t know 
 

52 

35 

11 

2 
 

 

n=928 

 

9: In order to encourage more toilet provision in Merton, 

would you be willing to pay for the use of toilets, as a 

contribution to the costs? 

Yes 

No 
 

52 

48 
 

 

n=927 

10: What is the maximum you will be willing to pay? 20p 

50p 

£1 

£2 

Other 
 

33 

48 

17 

1 

1 
 

 

 

n=481 

 

11. Please tell us if you have any other comments about 

public toilet provision in Merton. 

Listed verbatim – 531 responses 

  

About you 
12: What is your age group? 15 or under 

16-24 

25-34 

35-44 

45-54 

55-64 

65-74 

75 or over 

Prefer not to say 
 

* 

1 

4 

10 

17 

23 

30 

11 

3 
 

 

 

 

 

n=892 

13: Please tell us if you have any children aged 5 or under? Yes 

No 
 

10 

90 
 

n=887 
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3 

 

14: Would you say you or someone in your care need the 

toilet more often than other people? 

Yes 

No 
 

73 

27 
 

n=886 

About you 

15: Do you consider that you have a disability? Yes 

No 
 

22 

78 
 

n=882 

16: Does your disability make it difficult or impossible for 

you to use a toilet in a standard cubicle? 

Yes 

No 
 

23 

77 
 

n=190 

17: Are you? Male 

Female 

Other 

Prefer not to say 
 

33 

64 

0 

3 
 

 

n=871 

18: Which of the following options best describes your 

sexual orientation? 

Heterosexual or straight 

Gay man 

Gay woman or lesbian 

Bisexual 

Prefer not to say 

Other 
 

79 

1 

1 

1 

17 

0 
 

n=848 

19: Do you……..? 

 

 

 

 

 

 

Live in Merton 

Work in Merton 

Live and Work in Merton 

Do not live/work in 

Merton  
 

78 

3 

17 

2 

 

n=677 
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and in maintenance of toilets (eg by way of the provision of attendants). The following sets 

out some of the information gathered on the issue of cost.  

 

Estimate of maintenance costs for a standard toilet (not Changing Places):  

Assumptions:  

2 toilets 

5 minutes per clean (2.5 minutes each) – includes preparation etc. 

10 cleans per day 

360 days per year 

Cost of labour, including employment costs, and assuming London Living Wage = 

£15.64/hour 

5/60 x 10 x 360 x £15.64 = £4692 for labour cost for 2 toilets per year 

Toilet rolls and cleaning materials – approx. £1/day x 360 = £360/year.  

Total £5052/year 

This cost assumes no significant non-standard cleaning time required (eg vomit), no travel 

time, no profit margin and a pair of toilets side by side. On average a single toilet will cost 

more, a larger group of toilets cost less.  

Calculated by Stephen Mercer 

 

Changing Places Toilets 

The budget cost of installing a modular Changing Places toilet facility is detailed below, but 

it should be noted that these costs are subject to change and dependant on local site 

conditions. On that basis each site would require a detailed survey to be completed before 

a more detailed price could be provided. 

For the purposes of providing a budget estimate, the following elements have been 

considered: 

 Standard modular Unit - £52k 

 Delivery - £3k 

 Planning Permission - £1k 

 Groundworks - £12k (including services connections) 

 Electrical supply - £5k  

 Fees - £7k (just under 10%) 

The Cost of Toilet Provision 

During the enquiry various voices called for greater investment in public toilet infrastructure 
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 Contingency - £8k – (10%) 

Total - £88k 

Source: Mark Humphries, Assistant Director, Infrastructure & Technology Division, Merton 

Council 

 

 

 

Toilets in Open Spaces 

In order to open a toilet to the public the water has to be checked, cleanliness checked and 

paper and soap replenished. Hand drying equipment or paper needs to be checked. If 

toilets were opened even for RADAR key access only across the borough, this would need 

to be done every day. The estimated costs of such opening and closing, including travel 

time between venues, could quickly reach toward £40,000/year assuming 10-12 different 

venues.  

Source: Alan Trumper, Open Spaces, Merton Council 
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Policy and Performance Review Board 

Community Toilet Scheme Review 

Foreword  

Richmond was the first London borough to introduce a Community Toilet Scheme (CTS), an initiative that 
has received significant interest over the years from other councils seeking to emulate us. However, bars, 
restaurants and other CTS providers had to close during the Covid lockdowns, and some of them have not 
reopened. This review provides an opportunity to see how the scheme can be improved as well as revived 
now that normality has returned.  
 
Toilet provision is a fundamental function of local authorities and a public health priority. It is important to 
ensure that everyone who needs a toilet can access one. For many people in our community, such as 
those with bladder and bowel conditions, parents with young children and pregnant women, they are more 
than just a convenience, they are a necessity.  
 
As the Kings’ Fund noted in their report, A Lav Affair, “At an individual level, there are physical and mental 
health consequences when adequate toilet facilities are not available.”  ‘A lack of public toilets is a national 
issue that can lead to disabled people requiring otherwise preventable surgery’, says the health charity.  
‘Many of us feel forced to plan when not confident of a public toilet being available and some of us simply 
never leave home at all.’  We do not want that in Richmond upon Thames.  
 
Our review of the CTS has been well received by residents, local groups, and businesses, and I am grateful 
to all those who have taken the time to respond to our surveys. Their input has been essential to helping us 
make recommendations for an expanded and well-signposted scheme that will benefit us all.  
 
Cllr. Richard Warren 
Chair of the Policy and Performance Review Board 
 

Current Situation  

The Community Toilet Scheme (CTS) was set up in 2008 and allows businesses across the Borough to be 
financially compensated in return for allowing non-paying customers to use their toilet facilities. Businesses 
are also promoted across the borough, informing visitors of the facilities on offer. They are paid based on 
the number of days that toilet facilities are available to the public with a minimum payment of £800 and a 
maximum of £1,000 (plus VAT) per annum. Participating businesses are required to display a Community 
Toilet Scheme sticker as provided by Richmond Council. Membership is subject to area need, types of 
facilities to be provided and other factors, and is not automatic. A review of the scheme was carried out by 
Environment & Community Services (ECS) in 2018 and found a number of issues including a lack of 
inspections of toilet sites and areas in the borough without sufficient community toilet facilities.  
 
The Community Toilet Scheme enables local businesses like pubs, restaurants and shops, to work together 
with the Council to make more clean, safe and accessible toilets available to the public (in a cost-effective 
way). There are now nearly 50 premises taking part in the scheme. The Council displays information on its 
webpages on the scheme for residents and visitors. The scheme is managed by Environment and 
Community Services (ECS).   
 
The public are able to access useful interactive area maps on the Council website which show who takes 
part in the scheme, what facilities they have and where they are. This includes all Council owned buildings 
such as libraries as well as private businesses. Participating premises display a sticker in their window 
showing male, female, baby changing facilities available and whether they are wheelchair accessible 
Community Toilet Scheme members. There is also street signage to indicate the name and direction of the 
participating businesses. Members of the public can use toilet facilities during the premises opening hours 
and without the need to make a purchase and businesses have the right to refuse entry in exceptional 

                                                           APPENDIX IV 
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circumstances. Currently approximately half of the scheme members offer wheelchair accessible facilities 
and approximately one quarter provide baby changing facilities. Interactive maps indicate the types of 
facilities at each location.  
 
 
Purpose of Review 

At its meeting on 18th October, the Policy and Performance Review Board resolved to review the 

community toilet scheme and make recommendations to the Environment, Sustainability, Culture and Sport 

Committee. 

Members of the Review Group 

The members of the Review Group were: 

Cllr Warren (Chair) 
Cllr Juriansz 
Cllr Gant 
Cllr Wren 
Cllr Mansfield 

What the Review Group Investigated  

The Review Group focussed their investigation under four headings:  

1. How to promote the scheme to the public,  

2. How to ensure the right type of facilities were available  

3. Whether the facilities were in the right locations, and  

4. How to encourage more businesses to join the scheme. 

What the Review Group did: 

The Review Group held four meetings across November, December and January.  The review group was 

very pleased to hear from Dr Vivienne Press, on behalf of the Richmond Society, at their third meeting. 

The review was publicised using Twitter, Facebook, Nextdoor, the council’s business e-newsletter, RCVS 

newsletter, VCS newsletter sent through the Council and by email to ward councillors and local groups and 

organisations. 

Ten responses were received from members, sixteen from local organisations and charities, twelve from 

members of the public and seven from participating venues.  

What the Review Group Found: 

The Review Group found that feedback comments were received relating to all the headings above, which 

after careful consideration led to the following recommendations: 

Recommendation 1 

Promoting the Community Toilet Scheme to the public 

There were a substantial number of comments on this topic, including feedback from ward councillors, 

Richmond Business Improvement District, Richmond AID and AgeUK Richmond, highlighting a lack of 

knowledge of the scheme, lack of information about where the participating venues were (inadequate 

signage), lack of information about opening times, disability access and lack of information on the RADAR 

(Royal Association for Disability and Rehabilitation) scheme.  

The Review Group therefore recommends that: 

Information and publicity for the Community Toilet Scheme is refreshed and further on and off-line channels 

are included 
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Recommendation 1 

 

 

 

Feedback from the survey suggest the following should be given consideration regarding this 

recommendation: 

 Information about the scheme should be readily available and regularly reviewed to ensure it is up-

to-date.  Information should continue to be provided online on the Council’s website (‘Spend a 

Penny’ map) and also using apps such as Google/Apple Maps, and the Great British Public Toilet 

Map: https://www.toiletmap.org.uk/  Hard copy maps should be made available at visitor and 

transport hubs in the borough, and information given on Council noticeboards, in libraries as well as 

medical centres.  A QR code system should also be considered. 

 The information provided should include whether the facilities have disability access and changing 

facilities, their opening hours and information on the RADAR scheme, where appropriate. 

 Subject to agreement, facilities provided by other organisations (eg Royal Parks, Network Rail) 

should be included in the information. 

 Street signage should be improved, with pavement roundels to indicate direction of the nearest 

facilities and lamp-post signage for permanent facilities (such as those provided by the Council). 

 The stickers provided for participating venues should be updated to be more eye-catching. 

 Information provided should include advising that making a purchase from the participating venue is 

not necessary 

 Local partners should be contacted to suggest that Community Toilet Scheme information should be 

included on their website ‘visit’ pages. 

Recommendation 2 

Location of facilities  

There were over 30 comments on the location of facilities, including feedback from ward councillors on 

areas of the borough that were inadequately served by the scheme, whether chain outlets, churches and 

community centres could be included and the appropriateness of the participating venues (eg pubs not 

being suitable for young people).  Feedback included the suggestion that the Council provided facilities in 

key areas and whether closed toilet blocks could be reopened such as in the Old Deer Car Park, Whittaker 

Avenue and at the top of Richmond Hill.   

The Review Group therefore recommends that: 

A measurable performance goal is agreed (such as an optimum number of facilities in each area/ward) with 

a review of the location and spread of facilities across the borough.  This would be to ensure the 

spread/type of facilities offered is appropriate and that destination areas have adequate provision for 

visitors (destination areas being town centres, playgrounds and green spaces, for example). 

Recommendation 2 

Feedback from the survey suggest the following should be given consideration regarding this 

recommendation: 

 Other organisations with facilities in the borough (such as Royal Parks, GP surgeries, community 

centres, churches and railway stations) with facilities should be approached to encourage them to 

enable public access and extending the available hours where possible.   

 Where appropriate, national retail chains should be encouraged to join the scheme on a goodwill 

basis. 

Recommendation 3 
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Types of Facilities 

Comments were received on this issue, including from Richmond AID and AgeUK Richmond, noting the 

need to focus more strongly on accessible facilities (wheelchair access), the lack of changing facilities for 

children and access to drinking water. 

 

The Review Group therefore recommends that: 

The spread of facilities across the borough should include equitable access to wheelchair accessible 

facilities and changing facilities. 

Recommendation 3 

Feedback from the survey suggest the following should be given consideration regarding this 

recommendation: 

 Council provided facilities should have disabled access, changing facilities and drinking water 

available. 

 Drinking water should be available at as many venues as possible, including water bottle filling 

points. 

 Where possible, sanitary protection should be made available. 

 Where new public facilities are planned by the Council, consideration should be given to the design, 

for example, direct access facilities (where doors open on to the street). 

Recommendation 4 

Promoting the Community Toilet Scheme to Businesses and Organisations 

Comments received on this issue (including from Richmond BID, AgeUK Richmond and Hampton & 

Hampton Hill Voluntary Care) included that large chain outlets might waive their payment by seeing their 

membership as being part of their corporate social responsibility, whether those in receipt of the business 

rate subsidy should provide facilities, the current financial offer being too low and that increased footfall 

might benefit the organisation.  

The Review Group therefore recommends that: 

A more proactive approach is taken from the team responsible for the scheme in conducting in-person 

visits to potential participating venues, prioritising areas of less provision. 

Recommendation 4 

Feedback from the survey suggest the following should be given consideration regarding this 

recommendation: 

 Organisations such as churches, community centres and charities should be approached to join the 

scheme, as these venues would be more inclusive for example, for young people. 

 The financial incentive should be reviewed with a view to improving funding for participating venues 

and considering whether businesses benefitting from the 50% subsidy could be linked to joining the 

scheme. 

 Promotion of the scheme should include potential benefits, such as that joining is a way to give back 

to the community and that participating venues can benefit from increased footfall.   

 Where businesses are located on Council-owned land, consideration should be given to the 

inclusion in the lease for public access to the toilets. 

Recommendation 5 

Management of the Scheme 
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Comments on this issue included that the scheme had suffered from lack of a designated officer, a visiting 

officer needed to check the facilities available, and that unannounced inspections would be useful. 

 

 

The Review Group therefore recommends that: 

A designated officer is allocated to be a central point of co-ordination for the scheme, and that 

consideration is given to which department of the Council has responsibility for the scheme (with business, 

parks, community and communication all being of considerable significance in the success of the scheme). 

Recommendation 5 

Feedback from the survey suggest the following should be given consideration regarding this 

recommendation:  

 A designated officer would be a significant advantage to the scheme, enabling in-person promotion, 

responsive communication between all parties, arranging inspections, keeping information up to 

date, liaising with non-council sponsored providers (eg Royal Parks, Network Rail) and generally 

ensure the scheme runs smoothly.  Review group members felt that ward councillors could also 

provide informal, occasional feedback on the scheme. 

Recommendation 6: 

Feedback from the Director of Public Health suggested that the Community Toilet Scheme could be 

brought into the Council’s Prevention Framework planning by members, with a view to ameliorating the 

disproportionate impact that the lack of toilets has on people with disabilities, certain long-term conditions 

and older adults.  

The Review Group therefore recommends that: 

Members engage with the Richmond Council Prevention Network planning process with a view to including 

the Community Toilet Scheme in future Council programmes. 

Recommendation 6 

Feedback from the survey included reference to the Kings’ Fund report, ‘A Lav Affair’, which highlighted the 

physical and mental health consequences when adequate toilet facilities were not available. 

Review Group members recognised that increased resources were required to support the Community 

Toilet Scheme. 

 

Appendices: 

Feedback summary 

Useful Links: 

Council’s Prevention Framework 

Out and About 

A lav affair: do we care enough about public toilets? 

https://www.richmond.gov.uk/services/spendapenny 

January 2023 
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Hina Bokhari AM  
City Hall 
Kamal Chunchie Way 
London 
E16 1ZE 
Tel: 020 7983 4000 
www.london.gov.uk 

 

Mayor Sadiq Khan 
City Hall 
Kamal Chunchie Way 
London 

E16 7ZE 
[SENT BY EMAIL] 

 

 

Dear Mayor, 
 

The urgent need for public toilets at Morden Underground Station 
 

I am writing to you regarding a longstanding issue which has for many years not been seen 
as a priority. I do so on behalf of the residents of Morden as well as passengers who make 
use of the Northern line on a regular basis. 

At the time of writing, there are currently no toilets situated at Morden Underground 
Station. It is my view, and the view of many others, that this needs to change as a matter of 
urgency. Public access to toilets is crucial as a matter of accessibility, hygiene and safety, 
but also inclusivity, as many individuals have differing levels of need. 

Although there is a need for public toilets at all transport interchanges, it is especially acute 
at termini.  On the Underground, passengers may have been travelling for an hour or more 
by the time they reach the end of the line, and some will be experiencing stress and 
discomfort if they cannot find a toilet immediately. 

There are 28 termini on the London Underground network, of which 22 have toilets, either 
inside or outside the gateline. Of the six that do not, three have well signed toilets nearby 
eg. in the bus interchange.  All three without toilets or alternative facilities are on the 
Northern Line, now approaching its centenary. 

6th June 2023 
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The most egregious example is Morden, the terminus for the underground and a key 
interchange and terminus for several bus routes, including 24-hour services on routes 93 
and 154, and night service on route N155.  

Since 2016 the need has increased as a result of the all-night service on Friday and 
Saturday. Passengers who have spent the evening in central London travel southwards, 
with no station providing toilets south of Elephant and Castle, and arrive at Morden in the 
early hours of the morning with no toilet provision in the area of any sort. 

The inevitable consequence of the lack of provision is the misuse or abuse of the short 
passageway leading through to the car park. This is notorious amongst local residents who 
see it as a disincentive to visiting Morden. 

It is my understanding that progress was very recently made during a site visit when TfL 
agreed to request a feasibility study into how toilets might be re-provided at Morden 
station. 

I now call upon you, as the chair of TfL, to ensure that this study is taken seriously, and to 
consider the strong case for public toilets to be made available at Morden Underground 
Station. I do so for the sake of passengers and the local community, as a local councillor in 
Merton and as a London Assembly member representing the whole of London. I look 
forward to hearing back from you on this matter. 

 
 

Yours sincerely, 

 

Hina Bokhari AM 

Liberal Democrat London Assembly Member 
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Merton CIL’s response to The 

London Borough of Merton’s 

consultation on local toilet 

provision.  

March 2023 

 

 

Please tell us how you would rate public toilet provision in 

Merton? 

Merton CIL and its members would like to see more accessible toilet 

facilities across the borough. Toilet provision in the East is worse than in 

the West. There are only three Changing Places facilities across the 

borough and Merton CIL are keen to see Changing Places facilities 

installed in the civic centre, community spaces like Vestry Hall, and all 

local leisure centres in particular.  

 

How often do you consider the availability of public toilets 

where you are going in Merton before leaving home? 

Merton CIL members have fed back that it is a regular occurrence to 

consider the availability of public toilets before leaving home. One 

member has said:  

 

 

 

 

 

For some Disabled people, health implications of a lack of accessible 

toilets are significant. A Merton CIL member shared that managing their 

condition is reliant upon an intake of over 2 litres of water each day. 

“Using a mobility scooter can limit my access to public toilets. 

I must plan carefully where to go and how long I can stay 

out.” 
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However, when they have plans to leave their home, they have to limit 

their fluid intake to avoid having to use public toilets.  

 

If someone were to ask directions to the nearest public toilet in 

your local area, how confident of its location would you be? 

Mitcham, Morden & Raynes Park – Not confident at all  

Wimbledon & Colliers Wood – Quite Confident  

 

If you needed one, could you find a suitable toilet in the 

following town centres? 

Wimbledon 

Merton CIL would like to see more fully accessible toilet spaces in 

Wimbledon but recognise the provision is better than in many other 

locations across the borough. One member felt that Elys was a good 

location for toilets, but another member felt that the lift was too small 

for mobility scooters. Merton CIL are also excited by the plans to have 

more accessible facilities for Disabled people in the regeneration of 

Centre Court.  

 

Wimbledon Village 

We do not know of any accessible toilet 

space in Wimbledon Village. There is a 

changing places facility in AELTC but it is 

not accessible to the wider community. 

Photo: Estifanos & Pippa at 

Metronome/Crown Lane Studios with 

their accessible toilet & hoist.  

 

Morden  

We recognise that there is a Changing 

Places facility in Morden Leisure centre, but this is quite a distance from 
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the town centre. Metronome has an accessible toilet with a hoist, which 

is a good example of what small businesses could do to ensure their 

facilities are accessible. Merton CIL would like to see a Changing Places 

facility installed in the civic centre.  

 

Mitcham 

Merton CIL members felt the 

public toilet provision in 

Mitcham was ‘terrible’ and 

this has been made even 

worse with the closure of 

Morrisons. A Merton CIL 

member wrote a poem about 

their experience of public 

toilets in Mitcham.  

Image: Poem about toilet 

provision in Mitcham by 

Merton CIL member  

 

Raynes Park  

Merton CIL members felt that 

they would not be able to find 

an accessible toilet in Raynes 

Park town centre.  

 

Colliers Wood  

Merton CIL members felt the provision for toilets in Colliers Wood was 

good. They shared that the Starbucks/M&S has good toilet facilities and 

points which can be used charging electric wheelchairs and mobility 

scooters.  
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How confident would you feel going into each of the following 

where you are not a paying customer, and asking to use the 

toilets? 

Merton CIL members shared views that they were not confident that all 

accessible toilet spaces were fully accessible. Some public toilets have 

been labelled accessible but have a grab rail only. Some café’s also 

require an entry code on receipt to access toilet, which can feel like an 

unhelpful barrier. Some people also feel obliged to buy something if they 

use the toilet.  

 

Thinking about information available to help people locate 

toilets in Merton, which of the following would be the best two 

ways to communicate that information? 

Accessible information in a variety of forms – Easy to read & accessible 

signs in community spaces could be useful.  

 

Please tell us if an improvement in public toilet provision would 

make you more likely to visit shops, cafes or other businesses in 

Merton? 

The total spending power of families with at least 1 Disabled person is 

estimated at £274 billion a year (Scope). Ensuring accessible toilets are 

available in town centres will promote engagement with the local 

community, build diverse customer bases for local businesses and make 

Merton a positive example for inclusivity. 

 

Other comments:  

There is limited awareness around community toilet facilities in Merton.  

Disabled people already face a higher cost of living. We would not like to 

see the introduction of paid accessible facilities in Merton.  

Some Disabled people require support when using toilet facilities and 

accessible toilets within gendered toilet spaces can cause 

embarrassment if the Disabled person and carer are of different 

genders.  
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Accessible toilets can often be left dirty, or used as baby changing 

facilities or storage places, which is unacceptable.  

Toilet facilities at train stations needs to be improved.  
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