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My ambition is to ensure that people with physical and hidden
disabilities have the same access to transport and opportunities to
travel as everyone else. This consultation seeks to understand what
more needs to be done to improve transport accessibility and is my
first major action as Accessibility Minister.

This Government is committed to improving disabled people’s
access to transport. As we set out in our 2017 manifesto, we
believe that where you live, shop, go out, travel or park your car
should not be determined by your disability.

Accessible transport can make the difference between feeling
socially isolated and feeling socially included. It can influence the
extent to which you feel lonely or depressed, or whether you feel
physically and mentally well. It can also contribute to your ability to
secure and maintain long-term employment.

Accessible transport is not only about having accessible buses and
trains; for example, it is also about the support and understanding
of drivers and transport staff operating and delivering these
services.

In addition, accessible transport not only relates to the services
provided through mass transit. It is also provided in your local
community through the work of important organisations, such as
local community transport groups, networks like Driving Mobility and
local Mobility Centres.



Positive achievements have been made in the transport sector.
Many thousands of buses and trains are now physically accessible
to more people with disabilities; stations and airports routinely
include features and facilities to meet disabled people’s needs; and
the pedestrian environment in many areas is much less challenging
for those with mobility or vision impairments.

However, there are a number of areas where barriers to disabled
people’s access remain. This can be due to, for example, a lack of
training or understanding by transport staff; a need for more
engagement by local authorities with local organisations
representing people with disabilities when developing street design
projects; or for increased monitoring and enforcement of
accessibility standards.

Over the last few years, | have met with people with disabilities and
disability organisations to better understand the barriers to transport
accessibility. It is clear to me that those barriers extend far beyond
those relating to the need to improve physical access. They include
providing services in a way that ensures everyone can have
confidence in the transport system, and particularly so for people
with autism, dementia or mental health conditions such as anxiety,
depression or phobias.

Last year, the Department for Transport sponsored the first Mental
Health Summit within the transport sector, to draw attention to the
need to do more in this area and promote the work of pioneering
transport operators. The Department is indebted to organisations
such as the Mental Health Action Group and Anxiety UK for the
evidence and guidance that they have provided on these issues
and for helping us to drive change. | am committed to doing more to
support work in this area.

This draft Action Plan sets out our proposed strategy to address the
gaps in existing provision of transport services which serve as a
barrier to people with disabilities. It will be delivered in close
partnership with a wide range of public and private sector bodies,
as well as the travelling public. The draft Action Plan includes:



e advocating for greater consistency in the way transport
services and facilities are delivered

e ensuring that accessibility features currently required by
regulations are consistently monitored and compliance is
enforced

e reviewing and monitoring access to parking in line with the
Government’s manifesto commitment to improve disabled
access to parking

e improving the amount, reliability and available information on
passenger facilities, particularly accessible toilets, at stations
and on trains

¢ highlighting the need for better awareness training for transport
staff of the requirements of people with visible and hidden
disabilities or impairments, and promoting best practice
disability training guidance

¢ identifying and taking steps to address the challenges facing
people with disabilities when seeking spontaneous travel — it is
important that disabled people are able to travel as freely and
easily as everyone else

This draft Action Plan sets out some specific commitments for
increasing transport accessibility, and seeks your views and ideas
about what additional steps we could take to create a system which
enables people with disabilities to independently use the transport
network. We would welcome input from disabled and older people,
those with mental health conditions, consumer groups, transport
operators and staff, local authorities and transport regulators.

People with disabilities have the same right to travel independently
as anyone else and | am committed to delivering a transport system
that works for all.
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Paul Maynard
Parliamentary Under Secretary of State for Raill,

Accessibility and HS2



DPTAC Chair Foreword

Foreword from the Chair of the Disabled Persons Transport
Advisory Committee (DPTAC)

There is little doubt that the UK benefits from a very diverse
transport system. But there are too many areas where disabled
people are still excluded.

DPTAC's vision is that disabled people should have the same
access to transport as everybody else, to be able to go where
everyone else goes and to do so easily, confidently and without extra
cost.

Over the last three decades we have been actively challenging,
guestioning, encouraging and advising the Department and
Ministers on how to achieve that vision. Over that time, we have
seen significant improvements in access to all modes of transport.

This draft Accessibility Action Plan (AAP) represents part of an
ongoing journey for the Department in its work to improve disabled
peoples access to transport and the built environment in which it
operates.

In a time of change, challenge and great uncertainty it is important
that the Department keeps its focus firmly on the future and in
particular understands how to ensure that people are confident
about accessing transport. An ageing population, increasing
passenger numbers on the railways, the development of large



infrastructure projects such as Crossrail and the High Speed rail
network, the devolution of bus services, innovations in technology,
the increase in the use of mobility scooters, new entrants to the taxi
and private hire vehicle market, and the planning and construction
of built environments brings challenges and opportunities for us all.

Change and uncertainty also reinforce the need for clear actions
and outcomes. This Action Plan is the motor that will continue to
drive improved access. DPTAC has played a key role in the
development of the Plan from its initial stages and now through this
consultation stage. And we will continue to hold the Department to
account after publication of the Plan.

We very much welcome this consultation and we encourage
everyone who has an interest in using transport to feed in your
comments. We particularly need the Department for Transport to
hear from people who have experienced problems that have put
you off travelling that are not tackled in this AAP, and from those
who perceive particular modes of transport as inaccessible so don’t
even consider using them.

This is your opportunity to advise, challenge, shape, inspire and
influence the Plan and help to bring about change that improves
access for disabled people.

Keith Richards
Chair of the Disabled Persons Transport Advisory Committee
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How to respond to the consultation

The consultation period began on 24 August 2017 and will run
until 15 November 2017. Please ensure that your response
reaches us at the following email or postal address on or
before the closing date.

If you would like further copies of this consultation document, it
can be found at www.gov.uk/dft#consultations or you can
contact the address below if you need alternative formats (e.g.
Braille).

Please send consultation responses to:
Email: AAPConsultation@dft.gsi.gov.uk
Or:

Accessibility Action Plan Consultation
Department for Transport

Zone 2/14

Great Minster House

33 Horseferry Road

London

SWI1P 4DR

When responding, please state whether you are responding as
an individual or representing the views of an organisation. If
responding on behalf of a larger organisation, please make it
clear who the organisation represents and, where applicable,
how the views of members were assembled. If you have any
suggestions regarding other individuals or organisations who
may wish to be involved in this process please contact us or
forward the document to them.

11


http://www.gov.uk/dft#consultations
mailto:AAPConsultation@dft.gsi.gov.uk

A summary of responses, including the next steps, will be
published following closure of this consultation.

Freedom of Information

Information provided in response to this consultation, including
personal information, may be subject to publication or
disclosure in accordance with the Freedom of Information Act
2000 (FOIA) or the Environmental Information Regulations
2004.

If you want information that you provide to be treated as
confidential, please be aware that under the FOIA, there is a
statutory Code of Practice with which public authorities must
comply and which deals, amongst other things, with obligations
of confidence.

In view of this it would be helpful if you could explain to us why
you regard the information you have provided as confidential. If
we receive a request for disclosure of the information, we will
take full account of your explanation, but we cannot give an
assurance that confidentiality can be maintained in all
circumstances. An automatic confidentiality disclaimer
generated by your IT system will not, of itself, be regarded as
binding on the Department.

The Department will process your personal data in accordance
with the Data Protection Act (DPA) and in the majority of
circumstances this will mean that your personal data will not be
disclosed to third parties.

Consultation principles

The consultation is being conducted in line with the
Government's key consultation principles. Further information is
available at:
https://www.gov.uk/government/publications/consultation-
principles-guidance

12
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If you have any comments about the consultation process
please contact:

Consultation Co-ordinator
Department for Transport

Zone 1/29

Great Minster House

London SW1P 4DR

Email: consultation@dft.gsi.gov.uk
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1. Introduction

‘Transport, by whatever means, presents one of the
greatest challenges to disabled people'

1.1 Disability affects 1 in 5 (13.3 million) people in the UK® and
can include physical or sensory impairments, as well as less
visible or ‘hidden’ disabilities such as autism, dementia,
learning disabilities or anxiety”.

1.2 For many people a lack of mobility or confidence in using the
transport system is a barrier to employment, education,
health care, and to a social life. It also comes at a cost to the
individual in terms of loss of independence. Furthermore,
research by the Extra Costs Commission has shown that
disabled people experience higher transport costs as a result
of inaccessible public transport, leading to increased use of
taxis and private hire vehicles®.

1.3 A lack of mobility or confidence in the transport system also
comes at a cost to the state (at national and local level) in
terms of lost tax revenue and increased dependence on
welfare and home care. In 2017, the unemployment rate for
working age disabled people in the UK was 9.1%, whilst the
unemployment rate for non-disabled working age people

1 House of Lords Select Committee on the Equality Act 2010 and
Disability - The Equality Act 2010: the impact on disabled people
2 Family Resources Survey 2015/16
https://www.gov.uk/government/statistics/family-resources-survey-
financial-year-201516

3 World Report on Disability (World Health Organisation)
http://www.who.int/disabilities/world report/2011/en/

4 http://www.scope.org.uk/Scope/media/lnterim-report/Interim-

report.pdf
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1.4

1.5

1.6

was 4.1%"°. Research has shown that a 10% rise in the
employment rate amongst disabled adults could contribute
an extra £12 billion to the Exchequer by 2030°.

As a Government, we are committed to building a country
that works for everyone and our ambition is to enable one
million people with disabilities to take up employment over
the next ten years, and to put parity of esteem between
physical disabilities and hidden disabilities, such as mental
health conditions.

Last year, the Department for Work and Pensions and the
Department of Health published the ‘Improving Lives — the
Work, Health and Disability Green Paper’’. The Green
Paper consultation closed on 17th February 2017 and
received several thousand responses across all sectors. The
Green Paper outlined the previous Government’s proposals
for improving work and health outcomes for disabled people
and people with long-term health conditions, and it is clear
that accessible transport plays a part in achieving these
goals. The Government continues to be committed to this
agenda and will set out next steps in due course.

As a Government, we are committed to unlocking the
barriers to employment for disabled people in order to close
the unemployment gap and increase their spending power.
The disposable income of households with a disabled
person is estimated to be £249 billion®. Lack of access to
transport and the built environment can result in shops and
businesses missing out on this potential revenue and can

5 http://Iwww.ons.gov.uk/employmentandlabourmarket/peopleinwork

/employmentandemployeetypes/datasets/labourmarketstatusofdisa

bledpeoplea08

6 http://www.scope.orqg.uk/Scope/media/lmages/Publication%20Dir

ectory/Landman Report.PDF?ext=.pdf

7 https://www.gov.uk/government/consultations/work-health-and-

disability-improving-lives

8 https://www.gov.uk/government/uploads/system/uploads/attachm

ent data/file/572187/spending-power-of-disabled-people-and-their-

families-2014-15.pdf
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mean that the choice and opportunity for disabled people is
reduced.

Disability within an ageing population

1.7 Our population is ageing and while many people retain high
levels of fithess and mobility into old age, there is a
connection between age and disability” (see Figure 1).
Disability within an ageing population can take many forms,
but will often bring a combination of factors, including some
loss of vision and hearing, stiffness of joints, and reduction in
the ability to walk long distances.

Figure 1: Disability prevalence by age group, 2015/16
(Family Resources Survey 2015/16)

Percentage with disability
50%

40%
30%
20%

10%

0%

Children Working age Pension age

1.8 Short-term memory loss and more acute forms of dementia
are more likely with increasing age. A person’s risk of

9 Office for National Statistics, ‘Disability-Free Life Expectancy
(DFLE) and Life Expectancy (LE) at birth by Region, England’:
https://www.ons.qgov.uk/peoplepopulationandcommunity/healthands
ocialcare/healthandlifeexpectancies/datasets/disabilityfreelifeexpect
ancydfleandlifeexpectancyleatbirthbyuppertierlocalauthorityatbirthen

gland
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developing dementia rises from one in 14 over the age of 65,
to one in six over the age of 80™°.

Figure 2 provides a breakdown of the range of impairments
reported by disabled people.

Figure 2: Impairments reported by disabled people,
2013/14 to 2015/16, United Kingdom (Family Resources
Survey 2015/16)

Percentage of disabled people
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1.9 In addition to the 13.3 million people with disabilities, many
other people have mobility restrictions. These include
pregnant women and people travelling with baby buggies,
small children or luggage. Increasing levels of obesity also
have an impact on people’s mobility and are another factor
in planning for accessibility.

1.10 Transportation plays an important role in enabling people
with disabilities, as well as those with mobility restrictions, to
travel with ease. Our ambition is to deliver a transport
system which is accessible to all whatever their background

10 https://www.dementiastatistics.org/statistics/prevalence-by-age-
In-the-uk/ referencing:
https://www.alzheimers.org.uk/download/downloads/id/2323/demen

tia uk update.pdf
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or characteristics'*. This is in line with the social model of
disability, which takes the view that it is the reaction of
society to the impairment, for example through its provision
of services and facilities, which can be the disabling factor,
rather than the impairment itself'?.

1.11 The Transport for Everyone Action Plan: an action plan to
improve accessibility for all*, published in 2012, set out the
vision of the Government at the time, for increasing transport
accessibility for disabled people. It outlined how the
Government would work to overcome the barriers that
impede or prevent access to the transport system, which
includes changing negative attitudes towards disabled and
older people.

1.12 Since the 2012 Action Plan, thousands of buses and trains
are now physically accessible to many more disabled
people; stations and airports routinely include features and
facilities to meet disabled people’s needs, and the
pedestrian environment in many areas is much less
challenging for those with mobility or vision impairments than
it was.

1.13 However, there remains a gap between the ease of
accessing the transport system for disabled people
compared to non-disabled people. This is demonstrated by
the difference between the numbers of trips made by
disabled people compared to non-disabled people, shown in
Figure 3, where those with mobility difficulties only make
62% of trips compared to those without. This could be for a

11 Transport system in this context includes private and public
modes including public transport, private motor vehicles, walking,
cycling and the infrastructure which supports each mode from
pavement and the built environment to train stations and airports.
12 House of Lords (2016) The Equality Act 2010: the impact on
disabled people and http://www.scope.org.uk/about-us/our-
brand/social-model-of-disability

13 https://www.gov.uk/government/uploads/system/uploads/attach
ment_data/file/49089/accessibility-action-plan.pdf
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range of reasons including physical access difficulties, or
anxiety about the attitudes of transport staff or passengers.

Figure 3: Trips per person per year by mobility
difficulty™®, 2015 (National Travel Survey 2015)
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1.14 This draft Accessibility Action Plan seeks to address the
gaps in existing provision, and outlines how we intend to
build on the progress made to date.

1.15 Our goal is to deliver a transport system that works for
everyone, both those with disabilities and the non-disabled.
We want to ensure that accessibility is addressed at the
initial design and planning stages of transport programmes,
including major infrastructure projects such as Crossrail and
HS2.

14 This figure was calculated based on the numbers of adults who
responded to the National Travel Survey by indicating that they had
difficulties travelling on foot or by bus or both.
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1.16 Our proposals are based on consultations with disabled
people and disability organisations, as well as on the
findings and recommendations of the House of Lords Select
Committee report on the Equality Act 2010* and input from
the Disabled Persons Transport Advisory Committee
(DPTAC), the Department’s advisers on accessibility policy.

1.17 Whilst this document contains specific questions for
consultation, we would welcome your views on all of the
proposals contained within it.

15 The Equality Act 2010: the impact on disabled people
https://www.publications.parliament.uk/pa/ld201516/ldselect/Idegact
[117/117.pdf
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2. Scope

2.1

2.2

2.3

2.4

Responsibility for transport policy and delivery has been
devolved to the administrations in Scotland, Wales and
Northern Ireland to varying degrees. Notable reserved areas
are cross border rail services, rail infrastructure investment
in Wales, and aviation. Policy on equal opportunities,
including accessibility, remains a reserved power.

The scope of this paper is restricted to those areas for which
the DfT has direct responsibility in England and for those
transport matters on which powers have been reserved at
UK level.

The Equality Act 2010 applies in England, Scotland and
Wales, but not in Northern Ireland, where the Disability
Discrimination Act 1995 is still the key legal document in
dealing with discrimination in the transport field.

It is also important to note that while the Equality Act 2010
transport requirements have not been devolved, the power
to make statutory duties to deliver the public sector equality
duty has, and the duties imposed on public authorities in
England, Wales and Scotland can vary.

16 http://www.leqgislation.gov.uk/ukpga/2010/15/contents
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3. The progress so far

3.1 There has been significant progress in tackling physical and
behavioural barriers to mobility over the past twenty years. A
number of separate regulations'’ have established
accessibility requirements across bus, rail and taxi vehicles.

3.2 Since their introduction in 2000, the Public Service Vehicle
Accessibility Regulations (PSVAR) have resulted in a
significant improvement in the accessibility of local transport
for disabled people.

3.3 By April 2016, 94% of buses had received a certificate
indicating that they met the PSVAR requirements, with a
further 3% being of a low floor design, removing some of the
barriers to bus usage that disabled people face. We expect
the compliance figures to continue rising as the deadline for
coaches approaches in 2020.

3.4 In addition, in 2001, the statutory concessionary fare scheme
established free bus travel for older and disabled people
across England. Since the scheme was introduced, the
number of bus passes issued to disabled people has

17 The European requirements set out in the Technical
Specification for Interoperability for Persons with Reduced Mobility
(PRM TSI) http://eur-lex.europa.eu/legal-
content/EN/TXT/PDF/?uri=CELEX:32014R1300&from=EN,

Rail Vehicle Accessibility Regulations 1998
http://www.legislation.gov.uk/uksi/1998/2456/contents/made ,
Equality Act 2010 taxi and PHV regulations (sections 160 to 173)
s166 and 168-173 are in force
http://www.legislation.gov.uk/ukpga/2010/15/part/12/chapter/1,
Public Service Vehicles Accessibility Regulations 2000
http://www.legislation.gov.uk/uksi/2000/1970/contents/made
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continued to rise, and in 2015/16 there had been 912,000
bus passes issued, an increase of 20% since 2010/11.

3.5 Inthe rail sector, 75% of rail vehicles operating on mainline
services are compliant with accessibility standards, and all
must be compliant by the 1 January 2020 deadline, as set
out in the 2010 Rail Vehicle Accessibility Regulations
(RVAR).

3.6 In addition, since 2014 over £160m of funding has been
allocated to upgrade railway stations under the Access for
All programme. This funding delivers accessible routes at
stations by installing lifts or ramps, as well as features to
help other disabilities, including tactile paving, signage or
customer information systems. So far 25 stations have been
delivered with this funding, with more than 40 others in
various stages of construction or development. This builds
on the 150 accessible routes at stations which have been
delivered by the programme since its launch in 2006.

3.7 As of 2015, over 58% of taxis in England were accessible.
This included all 22,500 London taxis, which are wheelchair
accessible under Transport for London’s ‘Conditions for
Fitness’ licensing policy.

3.8 Taxi and private hire vehicle (PHV) drivers must comply with
specific requirements preventing passengers who use
assistance dogs or wheelchairs from being refused carriage
or charged extra for their journey. The provisions relating to
passengers in wheelchairs came into force on the 6th April
2017 for drivers of vehicles designated as wheelchair
accessible by the respective local licensing authority.

3.9 The Department also seeks to promote independent mobility
for disabled and older people through its funding of the 13
Mobility Centres™® across England. Over the past three years
the Department has committed over £10m of funding for

18 Birmingham, Bristol, Carshalton, Chester, Derby, Leeds,
Maidstone, Newcastle, Southampton, St Helens, Thetford, Truro
and Welwyn Garden City. Each of these centres has a network of
smaller outreach centres.
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Mobility Centres, which has resulted in a 30% increase in the
number of driving assessments undertaken by the centres.
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4. Consistency in accessing transport
services

4.1

4.2

One of the key barriers to accessibility identified by many
disabled people is a lack of consistency in the way that
services and facilities are delivered. This can apply across a
wide range of areas, from the look and availability of a
concessionary bus pass, to the way that signage is
organised at a station or airport. In part this is due to regional
and local variances in interpretation of standards and
guidelines, sometimes stemming from the desire to have a
clear identity for an individual local authority or operator.

The impact on some disabled people can, however, be
significant. For those with visual impairments, not being able
to confidently find the facilities they need is a problem. For
people on the autism spectrum or with mental ill health,
finding differences — for example, between the hours at
which concessions are available from one local authority to
the next — can be unsettling and may trigger a loss of
confidence.

Accessible streets

4.3

4.4

Streets and roads make up around three quarters of all
public space. Their appearance, and the way in which they
function, therefore have significant impact on people's lives.
Well-designed, accessible streets encourage people to linger
and spend time in them, which can also provide economic
benefits; for example, for local retail.

In recent years there has been a significant change in

attitudes to street design and management. The focus is
increasingly on creating streets that function as places to
visit and spend time in. The UK has a good level of basic
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provision of features such as dropped kerbs, tactile paving,
and tactile and audible signals at traffic lights. Unlike many
other countries, at signal controlled crossings the green
pedestrian signal is protected so that people know they can
cross with safety. This is not to say that more cannot be
done, and we continue to promote the provision of
accessibility infrastructure through our advice and guidance.

4.5 Wide-ranging guidance on street design is provided to
practitioners in many of the documents we produce, all of
which include references to the need for inclusive design.
The key documents in this area are Manual for Streets™ and
Manual for Streets 2%°, published in 2007 and 2010
respectively.

4.6 The guidance changed the approach to the design and
provision of residential and other streets, and has an
excellent standing among practitioners seeking to provide
well-designed streets. Both documents promote inclusive
design as a key part of improving the public realm. Although
the technical guidance within both Manuals is still current,
we are aware that the planning aspects may need updating
in the light of changes to national planning policy guidance.
We are considering how to update both documents.

4.7 Inclusive Mobility** is a key piece of guidance, which enables
local authorities to deliver accessible public realm
environments. Whilst the guidance is recognised by some
local authorities, we are keen to ensure that it is used
consistently by all local authorities. We also recognise that it
is in need of an update, particularly to cover the much
greater knowledge and understanding now available of the
needs of those with hidden disabilities, including autism,
dementia and mental health conditions.

19 https://www.gov.uk/government/uploads/system/uploads/attach
ment data/file/341513/pdfmanforstreets.pdf

20 https://www.gov.uk/government/publications/manual-for-streets-
2

21 https://www.qov.uk/government/publications/inclusive-mobility
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Tactile paving

4.8 Tactile paving surfaces are essential to guide and warn
pedestrians, who are blind or partially sighted, of road
crossings, platform edges and other potential hazards. The
Department’s Guidance on the Use of Tactile Paving
Surfaces® was based on extensive research and has proved
effective over many years. However, application and
interpretation of the guidance by local authorities varies
widely, meaning that some of the consistency can be lost,
leading to less effective provision.

4.9 Although adhering to the Guidance on the Use of Tactile
Paving Surfaces is not a statutory requirement, not doing so
may leave an authority open to legal action. In 2012 the
London Borough of Newham was found to have acted
unlawfully by adopting a different local policy to the national
guidance without adequately justifying why this was

necessary>.

4.10 We will commission new research to ensure that the
guidance fully reflects modern standards and changes in
pedestrian environments, and provides greater emphasis on
the importance of consistent application.

Action 1: We will commission a research project to scope the
updating of the 'Inclusive Mobility' guidance by the end of
summer 2017. As part of this project we will also examine
updating our guidance on the use of tactile paving surfaces.
We will then consider the recommendations and determine a
way forward.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.

22 https://www.gov.uk/government/uploads/system/uploads/attach
ment data/file/289245/tactile-paving-surfaces.pdf

23 For more information see
www.bailii.org/ew/cases/[EWHC/Admin/2012/2970.html
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Shared space

4.11 One approach to street design that has become more
common in recent years is that of ‘'shared space’. The aim of
this is to encourage road users to share the full width of the
highway, using a range of design features to achieve this. It
is a spectrum, with many different types of scheme falling
within it. Shared space has become synonymous in some
places with the concept of a ‘level surface’ — the situation in
which kerbs between footway and carriageway are removed.
This is not a requirement of shared space and is generally
only appropriate to consider in places with very low traffic
volumes and speeds.

4.12 We understand that navigation can be a problem for visually
impaired people in shared space streets. Our guidance
published in Local Transport Note 1/11; Shared Space®*,
already stresses the importance of engaging with groups
representing disabled people during the development of any
shared space scheme. It also makes clear the need for
authorities to ensure their designs are inclusive and reminds
them of their duties under the Equality Act 2010.

4.13 The 2010 Act includes a requirement that local organisations
representing disabled people must be consulted at the
earliest planning stage. There is plenty of advice available
on running effective consultation and engagement
processes, and we encourage authorities to make use of
these resources. One example is the Chartered Institution of
Highways and Transportation’s (CIHT) guidance on public
involvement in street schemes®.

4.14 We consider that the guidance provided in the Local
Transport Note is still fit for purpose, but may not have

24 https://www.gov.uk/government/uploads/system/uploads/attach
ment data/file/3873/I1th-1-11.pdf

25 http://www.ciht.org.uk/en/document-
summary/index.cfm/docid/8BC0682B-958E-435E-
BD5E44ED67E01964
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always been properly applied; perhaps because of
conflicting local authority objectives or a lack of skills,
leading to schemes in which accessibility has not been
adequately considered.

4.15 We are working with the CIHT, one of the professional
bodies representing the highway and traffic engineering
community, on a review of shared space and other street
design projects. The aim is to provide clarity on how such
schemes should be designed and developed. CIHT are
involving a range of groups in the work, including DPTAC,
and the Equalities and Human Rights Commission (EHRC).

4.16 The review by CIHT is intended to set out some key design
principles for designers, and to reinforce to designers that
improving inclusivity is not just one of many objectives for a
scheme, but must be embedded within the process. All
public realm schemes have a range of objectives to fulfil, but
unlike others, inclusivity has a statutory regime behind it and
authorities must consider the Public Sector Equality Duty
when designing any public realm improvements, not just
shared space.

4.17 The review is also likely to make recommendations for
further work in this area. We will consider the need to revise
guidance in the light of those recommendations.

4.18 Street design takes in a wide range of design approaches
and, as discussed above, we believe a revised 'Inclusive
Mobility' guidance will also be key to helping embed
accessibility into all street environments, not just those
labelled ‘shared space’.

Action 2: We will continue our involvement with CIHT on their
work on shared space. After we receive their report by the end
of 2017, we will consider the recommendations and announce
how we will take them forward.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.
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Cycling Infrastructure

4.19 Our Cycling and Walking Investment Strategy was published
on 21 April 2017 and sets out an inclusive approach to
increasing the levels of walking and cycling®. Alongside the
Strategy, we have published guidance®’ on developing Local
Cycling and Walking Infrastructure Plans to help local
authorities take a more strategic approach to improving
conditions for cycling and walking. This guidance recognises
that the design and implementation of good cycling and
walking infrastructure should consider the needs of all users,
and encourages local authorities to consult with disabled
people, as well as other groups, when developing their plans
and schemes.

4.20 The revised Traffic Signs Regulations and General
Directions 20162® included many new cycling and walking
measures to help make cycling more accessible for all. New
measures include designs for advanced stop lines and cycle
early-start signals, which are of particular benefit to those
needing additional time or distance to advance from traffic.
To reflect these changes, we will refresh our guidance in
Local Transport Note 2/08: Cycle Infrastructure Design, to
ensure that local authorities can continue to design good,
safe schemes that work for everyone in accordance with
legislation.

4.21 We will also work closely with Highways England to
maximise the benefits for disabled people of its new Cycling
Strategy”. This was published in 2016 and has led to an
updating of Highways England’s design standards, enabling
the strategic road network to be cycle-proofed and also

26 https://www.gov.uk/government/uploads/system/uploads/attach
ment data/file/512895/cycling-and-walking-investment-strategy.pdf
27 https://www.gov.uk/government/publications/local-cycling-and-
walking-infrastructure-plans-technical-guidance-and-tools

28 http://www.leqgislation.gov.uk/uksi/2016/362/contents/made

29 https://www.gov.uk/government/publications/cycling-and-
walking-investment-strategy
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enabling enhanced accessibility for a variety of users,
including disabled people.

Action 3: We will refresh our guidance in Local Transport Note
2/08: Cycle Infrastructure Design to ensure that local authorities
can continue to design good, safe and inclusive schemes that work
for everyone in accordance with legislation.

We would welcome your feedback. Do you agree or disagree
with the action proposed? Are there any other areas which
require further attention? Please explain why.

Audible and Visual announcements on buses

4.22 For people with visual impairments and hearing loss, as well
as for those with learning disabilities, cognitive impairments,
autism or mental health conditions, accessible information is
a vital aid to independent travel.

4.23 The Government is committed to securing improvements in
the provision of accessible information on board bus
services. The Bus Services Act 2017 creates powers to
implement an accessible information requirement,
mandating the provision on-board local bus services
throughout Great Britain of audible and visible information
identifying the respective route and each upcoming stop.

Action 4: We will work with disabled people, the bus industry
and the devolved administrations, on the Regulations and
guidance which will implement the Accessible Information
Requirement on local bus services throughout Great Britain,
helping disabled passengers to travel by bus with confidence.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.
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Physical Accessibility of buses

4.24 The Public Service Venhicles Accessibility Regulations 2000
(PSVAR)® set out access requirements for new buses and
coaches, and imposed deadlines by which all vehicles in
service had to comply. PSVAR has applied to single-deck
vehicles designed to carry over twenty-two passengers on
local and scheduled routes since 1st January 2016, and
double-deck buses since 1st January 2017. Coaches have
until 1st January 2020 to meet the requirements.

4.25 PSVAR requires vehicles subject to it to incorporate a
wheelchair space and boarding facilities suitable for the
standard 'reference wheelchair?!, as well as priority seating,
colour-contrasting hand-holds and a range of other features,
to enable disabled passengers to board, alight and travel in
comfort and safety.

4.26 We are aware that in a number of areas, particularly in some
rural areas, high floor, non-accessible coaches, which are
not required to be PSVAR-compliant until 2020, are being
used to provide local bus services subsidised by the local
authority. This means that some passengers are not being
provided with accessible services.

4.27 When tendering local bus services, local authorities should
be conscious of their Public Sector Equality Duty, and
ensure that their decisions are consistent with it. Non-
compliance with the public sector equality duty may be used
to challenge policies or decisions made by a public authority
through a complaint or legal action.

30 http://www.legislation.gov.uk/uksi/2000/1970/contents/made
31 Wheelchair accessibility regulations for access to public
transport use a specific 'reference wheelchair'. The reference
wheelchair has: total length of 1200mm, including extra-long
footplates; total width of 700mm; sitting height (from ground to top
of head) of 1350mm and height of footrest above floor of 150mm.
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Bus concessionary fares

4.28 There are some differences in eligibility and the nature of
bus concessions for disabled people between England and
the devolved administrations in Scotland, Wales and
Northern Ireland, both in terms of who is eligible and when
the concession is available.

4.29 In some circumstances the lack of cross-border acceptance
may mean that concessionary pass holders are unable to
reach their nearest town for free where it is located across a
border. In many cases however, Travel Concession
Authorities (TCASs) have put in place discretionary
arrangements to resolve this issue.

4.30 In England, local authorities may also interpret the statutory
eligibility criteria differently, which can mean that people who
qualify in one area may not in another. In particular, people
with hidden disabilities may find that their entitlement is not
consistently recognised when applying in different areas of
the country.

4.31 To inform future policy making it would be useful to
understand your perspective on how well the national bus
concession in England supports disabled people. It is
important to note, however, that there are no current plans to
amend primary legislation.
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Future Policy Development

Consultation Question 1. How well do you feel the national
bus concession in England succeeds in supporting the local
transport needs of disabled people, and how might it be
improved? Please be as specific as possible in your response.

Increasing availability and accessibility of taxis and private hire
vehicles

4.32 While wheelchair accessible taxis are now widely available
in major towns and cities, in many smaller towns and rural
areas there are few, if any, taxis and private hire vehicles
(PHVs) that can accommodate a passenger who needs to
remain in their wheelchair. Taxi and PHV licensing
authorities already have powers to determine the make-up of
their fleets, but there is no consistent approach to doing so.

4.33 In addition, disability groups have reported that newer
generations of 'accessible' taxis and PHVs are not
consistently designed to meet the needs of passengers; for
example, those who are not wheelchair users, but who need
assistance with boarding and alighting from handholds,
lower steps or swivel seats.
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Image 1: Example of wheelchair accessible taxi

4.34 The Extra Costs Commission recommended that the
Government exercise standard setting powers. We are
currently in the process of updating our best practice
guidance for taxi and PHYV licensing authorities, and we will
consult on this by the end of 2017. This guidance will include
recommendations on ensuring that an inclusive service is
supported.

4.35 In particular, it will encourage authorities to use their existing
powers to require prospective drivers to complete disability
awareness and equality training prior to being licensed, and
will emphasise the importance of taking robust action against
drivers who have discriminated against disabled customers,
including where an assistance dog or wheelchair user has
been refused.

4.36 Authorities already have the powers they need to ensure that
taxis and PHVs within their jurisdiction are accessible to
those who need them, and the revised guidance aims to help
them to make more effective use of these powers.
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4.37 We believe that licensing authorities should collaborate to
develop a shared understanding about the needs of disabled
passengers, helping them to take a more consistent
approach in ensuring that the overall service provided by
taxis and PHVs in their areas meet the needs of everyone
who wishes to use them.

Action 5: We will review and consult on best practice guidance
for taxi and PHV licensing authorities, which will include
strengthened recommendations on supporting accessible
services, including on the action that licensing authorities
should take in response to reports of assistance dog refusal.
This guidance is expected to be published in 2017.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.

Action 6: We will seek to increase the number of accessible
vehicles through appropriate recommendations to taxi and
PHV licensing authorities in our draft revised best practice
guidance.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.

Ensuring a consistent taxi service

4.38 As well as ensuring the physical accessibility of vehicles
used in taxi and PHV transport, we also need to ensure the
inclusivity of the services they provide. We were told by
disabled people of instances where taxi or PHV drivers failed
to stop when hailed, charged extra for providing assistance
or carrying a wheelchair, or refused the carriage of an
assistance dog.
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4.39 Under the Equality Act 2010, taxi and PHV drivers, in
common with other service providers, must make reasonable
adjustments to enable disabled people to access their
services. The Equality Act also makes it a criminal offence to
charge extra for carrying an assistance dog or wheelchair
user, or to refuse them carriage. The provision with respect
to passengers in wheelchairs applies only to drivers of taxis
and PHVs designated as wheelchair accessible by the
respective local licensing authority, and also includes a
requirement to provide appropriate assistance.

4.40 Informed by the recommendations of the Extra Costs
Commission in 2015 and following extensive stakeholder
engagement, the provisions preventing such discrimination
against passengers in wheelchairs, Sections 165 and 167 of
the Equality Act 2010, came into force on the 6th April 2017.

4.41 The continued illegal discrimination by some taxi and PHV
drivers against disabled passengers is unacceptable, and we
encourage local authorities to take appropriate action
against those responsible when instances are reported. In
particular, we would encourage local authorities to provide
clearer information on the making of complaints about
continued discrimination by some taxi and PHV drivers, and
encourage them to take effective action against those
responsible when instances are reported.

4.42 The Extra Costs Commission also recommended that
information about how to make complaints be readily
available, and Scope is currently working with "Which?' to
empower taxi and PHV users, by advising them how to
complain effectively and seek redress when they receive an
inadequate level of service.

4.43 We also agree with the findings of the Extra Costs
Commission and Law Commission reports that consistent
and effective disability awareness and equality training plays
an important role in giving drivers the knowledge and skills to

32 https://www.scope.org.uk/Scope/media/interim-report/Extra-
Costs-Commission-Final-Report.pdf
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assist disabled passengers and to avoid discriminating
against them®.

4.44 Some operators have demonstrated commitment to making
their services more accessible. Uber, for instance, worked
with Scope and other organisations representing disabled
people, to review the challenges faced by disabled
passengers, addressing instances of inadequate service,
overcharging and availability of wheelchair accessible
vehicles. This work resulted in the launch of two new travel
options**, enabling passengers to request a driver who has
completed disability awareness training and to book a
wheelchair accessible PHV. The operator has ensured that
such services cost no more than its cheapest standard
option.

4.45 Examples such as this demonstrate that taxi and PHV
providers can make changes to address the barriers faced
by people with disabilities. We are keen to see more taxi and
PHYV providers take steps to build awareness of the needs of
disabled passengers and to ensure that they receive an
accessible service on an equal basis to other passengers.

Reviewing the Blue Badge scheme

4.46 The Blue Badge scheme is a lifeline for disabled people who
rely on being able to park close to their destination. Issues
about eligibility for people with non-physical disabilities have
been raised.

4.47 Our view is that the regulations do not preclude the issue of
badges to people with non-physical disabilities. Whatever
the disability, a person may be eligible if their condition
causes very considerable difficulty in walking. Ultimately, the
decision as to whether a person’s mobility problems
constitute 'difficulty walking', and the degree of that difficulty,

33 http://www.lawcom.gov.uk/wp-

content/uploads/2015/03/Ic347 taxi-and-private-hire-services.pdf
34 https://www.scope.org.uk/Scope/media/Documents/Publication%
20Directory/Extra-Costs-Commission-Progress-Review.pdf
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is a matter for local authorities to assess on a case-by-case
basis.

4.48 However, we agree with DPTAC that improvements could be
made so that eligibility criteria are more consistently applied
across the country and that more effective enforcement
would strengthen the scheme for those who rely on it.

4.49 We want to ensure that the rules and guidance are clear for
individuals and local authorities and that there is greater
consistency in the assessment of such applicants by local
authorities.

Action 7: We will review, in co-operation with DPTAC and
others, Blue Badge eligibility for people with non-physical
disabilities. This will include considering the link to disability
benefits.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain
why.

Railway station improvements

4.50 Many of our stations were built in the Victorian era when the
needs of disabled people were not considered. Some
stations have listed status, which can place restrictions on
the extent and manner in which improvements can be made.

4.51 We are, however, committed to improving station access to
make our existing stations more accessible, and the industry
IS required to meet current EU and UK accessibility
standards whenever station infrastructure is installed,
replaced or renewed. Failure to do this can lead to
enforcement action by the Office of Rail and Road (ORR).
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4.52 Many stations are also improved as part of major
enhancement programmes. For example, Birmingham New
Street and Reading stations are now accessible for the first
time, and the Crossrail programme will provide step free
access at an additional 40 stations.

4.53 We have published Design Standards for Accessible
Railway Stations® which set out the standards Network Rail
and train operating companies (TOCs) must comply with.

4.54 For stations which are not undergoing other upgrade work,
the Department’'s Access for All programme has played a
major part in improving accessibility. By 2019, the
programme will have invested over £500m in improving
access to railway stations.

4.55 Over 150 stations have been given step free, accessible
routes to and between every platform, and around 1,500
have received smaller scale improvements such as tactile
paving or accessible toilets. To build on this success, the
Access for All programme was extended in 2014, with an
additional £160m to fund 68 more accessible routes. By
2019, 42 of these will have been completed, with the
remainder in development.

4.56 There still remain stations that are inaccessible to people
with disabilities — and indeed to those travelling with baby
buggies or heavy luggage. The Department will continue to
seek additional funding to extend the Access for All
programme further.

4.57 The Department also funds train operators, through their
franchise agreements, to undertake accessibility
improvements at their stations through a Minor Works
Budget. This Minor Works Budget, worth in the region of
£300,000 per year, must be used to fund improvements such
as better signage, adapted waiting rooms, ticket halls and
toilets, or tactile paving and handrails.

35 https://www.gov.uk/government/uploads/system/uploads/attach
ment data/file/425977/design-standards-accessible-stations.pdf
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4.58 A study carried out for the Department for Transport in 2015
found that 33% of wheelchair users, 19% of hearing
impaired passengers and 15% of mobility impaired
passengers, made extra journeys following station
improvements.

Image 2. Access for All improvements at Godalming and
Acocks Green railway stations

Action 8: We will continue to roll-out station access
improvements for which funding has been allocated, and
deliver the Access for All programme in full, building on the
significant progress that the programme has already made. We
will continue to seek to extend the Access for All programme
further in the future.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.

Guidance on access to air travel

4.59 The provision of information is vital in ensuring that all
travellers can confidently undertake air travel and enjoy the
benefits it brings. For disabled people and/or people with
reduced mobility, information regarding the accessibility of
aviation, including the legislation and available services, is
key to making travel plans.
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4.60 The Department published its Access to Air Travel for
Disabled People — Code of Practice 2003°°, which provided
advice on all aspects of access to air travel. This aimed to
promote a better understanding of accessibility needs, and
to set out the legal requirements and recommendations into
best practice for all those involved in providing services
related to air travel, including airports, airlines, aircraft
designers, travel agents, tour operators, ground handling
companies and retailers.

4.61 The Code of Practice was subsequently updated in 2008 to
coincide with changes in legislation in this area, namely the
introduction of EU Regulation (EC) 1107/2006, regarding the
rights of disabled persons and persons with reduced mobility
when travelling by air. The updated Code was equally
focused on the obligations for the service providers in the
aviation sector.

4.62 The Civil Aviation Authority (CAA), as the industry regulator,
works closely with UK airports and airlines to maintain high
standards of service for disabled passengers and those with
reduced mobility. The CAA has published further industry-
specific guidance, including guidance for airports on
providing assistance to passengers with hidden disabilities™’.

4.63 The CAA also actively monitors service providers’
performance in this area, and has introduced, in co-
operation with the industry, a regulatory performance
framework, containing a range of measures against which
UK airports are required to set, measure and report on their
performance.

4.64 The results are collected by the CAA and published in an
annual report, which increases transparency to passengers
and enables the CAA to hold airports to account if the
assistance provided does not meet the expected standards.

36 http://www.accessibletourism.org/resources/3 access air travel
code en.pdf

37 http://publicapps.caa.co.uk/modalapplication.aspx?appid=11&m
ode=detail&id=7390
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4.65 The first report was published in August 2016 and collected
data on thirty airports, ranking them in accordance with a
number of criteria, including levels of customer satisfaction in
the provision of assistance service, monthly ‘waiting time’
performance targets for assistance, and consultation and
involvement of local charities and disability organisations in
the development of the assistance service at the airports, as
well as other criteria®.

4.66 Ten airports™® of varying size were ranked as providing a
very good service. These airports also consulted widely with
local charities and disability organisations to develop their
assistance services. Gatwick, Birmingham and Glasgow
International airports have also been consistently praised by
the CAA for the quality of their assistance service. This
report demonstrates that it is possible to overcome the
logistical challenges of large airport operations to provide a
high quality assistance service that meets the needs of
passengers with disabilities.

4.67 The CAA intends to publish an updated report on airport
performance by the end of 2017.

4.68 In addition to the CAA, several other organisations have
published extensive guidance aimed at the travelling public,
in order to inform them of their rights, and encourage
disabled persons and those with reduced mobility to travel
by air. These organisations include the Equality and Human
Rights Commission*® (EHRC) and the Consumer Council for
Northern Ireland (CCNI)*.

38 http://publicapps.caa.co.uk/docs/33/CAP1438 AUG16.pdf

39 Belfast International, Belfast City, City of Derry, Humberside,
London Southend, Manchester, Newcastle, Newquay, Norwich and
Southampton

40 https://www.equalityhumanrights.com/sites/default/files/your righ
ts to fly 2014 25-07-14 O.pdf

41 http://www.consumercouncil.org.uk/filestore/documents/38641
Access to Air Travel Booklet FINAL.pdf
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4.69 We are interested in hearing your views on whether you
think that guidance, regarding disabled persons or persons
with reduced mobility when travelling by air, could be
improved.

4.70 While this consultation focuses on the provision of
information, there will be further opportunities to explore the
experiences of disabled passengers and those with reduced
mobility when travelling by air in the UK.

4.71 We are planning to develop a new Aviation Strategy, which
will be an ambitious programme of work exploring
opportunities for Government to make a positive difference
to the passenger experience.

4.72 The work will consist of a series of consultations exploring a
wide variety of issues, including the consumer experience of
aviation, and the travel experience of disabled passengers
and those with reduced mobility more specifically. A Call for
Evidence, setting out the Government’s plans and objectives
for this work, was published for consultation on 21st July
2017*. More information on the timings of the various Green
Papers which will each concentrate on specific issues will be
published in due course.

42 https://www.gov.uk/government/news/government-sets-out-
vision-for-future-of-uk-aviation and
https://www.gov.uk/government/consultations/a-new-aviation-
strateqy-for-the-uk-call-for-evidence
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Future Policy Development

Consultation Question 2:

As a passenger or an organisation representing disabled
people, what is your experience of information and guidance
setting out the rights of disabled persons or those with
reduced mobility when travelling by air?

We have listed some questions below which you may find helpful in
responding. However, the list is not exhaustive and you should not
feel restricted to the themes below.

Is there enough information available regarding your rights
as a disabled or less mobile passenger when travelling by
air?

Is the existing information and guidance clear and
understandable, or is it too technical? For example, could
the wording be improved? If so, how?

Are there any particular areas where you feel there is too
little information available? Is the existing information
focused on certain areas while leaving gaps in others, or is
there a balance?

Is the existing information easy to access/find? If not, what
could be done to make the information easier to access?
In your opinion, which organisation (e.g. the Government, a
consumer rights advocacy, a disability organisation, etc.)
would be most appropriate to provide information and
guidance in this area? Why?
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Consultation Question 3:

As an industry representative or a service provider in the
aviation sector, what is your experience of guidance regarding
your obligations when providing services to disabled persons
or those with reduced mobility when travelling by air?

We have listed some questions below which you may find helpful in
responding. However, the list is not exhaustive and you should not
feel restricted to the themes below.

e Based on the existing guidance, do you know what is
expected of you when providing services to disabled
persons and persons with reduced mobility?

¢ |s the guidance detailed enough? Is there enough
information available?

¢ |[s the existing information easy to access/find? If not, what
could be done to make the information easier to access?

e What could be added to the guidance to make it easier for
you to provide services to disabled persons and persons
with reduced mobility?

e Are there any specific areas that you feel are not
adequately covered in the existing guidance? Are there any
areas that you feel the existing guidance is placing too
much emphasis on?

Accessibility on passenger ships and at ports

4.73 The EU Maritime Passenger Rights Regulation (EU 1177/
2010)*, which is directly applicable within the UK, ensures
that all passengers, including those with disabilities or
reduced mobility, receive comparable assistance at the start,
during and at the end of their journey. The Maritime &
Coastguard Agency (MCA) acts as the National Enforcement

43 https://www.qgov.uk/government/uploads/system/uploads/attach
ment data/file/382571/MCA Summary of EU Requlation FINAL
3.12.14 .pdf
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Body (NEB) for the UK, working with carriers and operators
to ensure compliance and taking enforcement action when
required.

4.74 Passengers with disabilities or reduced mobility should be
accepted for carriage and not refused transport, except for
reasons which are justified on the grounds of safety. Carriers
are obliged to co-operate with disability organisations and
engage with them in the training of their personnel, and in
organising assistance to disabled persons and those with
reduced mobility. Carriers are also obliged to take into
account international standards and recommendations on
design set by the International Maritime Organisation** and
the EU*, as well as MCA guidance.*°

4.75 Carriers and terminal operators must also provide
passengers with disabilities or reduced mobility, assistance
free of charge in ports, including embarkation and
disembarkation, and on board ships.

4.76 The existing legislation requires terminal operators and ports
to establish or have in place — where it is appropriate — non-
discriminatory access. There is no requirement for ports,
terminal operators or ships to retrofit. However, they are
required to take account of the needs of passengers with
disabilities and those with reduced mobility when carrying
out major refurbishment or design of new infrastructure.

44 http://www.deutsche-flagge.de/en/redaktion-
englisch/documents/ism-rundschreiben/Circ2011 2 1.pdf/view
45 Directive 2006/87/EC laying down technical requirements for
inland waterway vessels, http://eur-lex.europa.eu/legal-
content/AUTO/?uri=CELEX:32006L0087&qid=1487672115227&rid
=1 and Directive 2009/45/EC on safety rules and standards for
passenger ships: http://eur-lex.europa.eu/legal-
content/AUTO/?uri=CELEX:32009L0045&q0id=1487672175584&rid
=1

46 https://www.gov.uk/government/uploads/system/uploads/attach
ment_data/file/440083/306.pdf
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4.77 We would encourage all bodies responsible for designing
new ports and terminals or major refurbishments to give full
consideration to the accessibility needs of passengers with
disabilities and reduced mobility, and to design facilities that
can be used by all passengers.

Future Policy Development

Consultation Question 4:

As a passenger or an organisation representing disabled
people, what are your experiences with maritime passenger
services when travelling by sea, in particular are there any
issues where you feel more could be done to improve
accessibility for passengers with disabilities or with reduced
mobility?

We have summarised the actions contained in the
Consistency in Accessing Transport Services section, and
would welcome your feedback. Do you agree or disagree
with the actions proposed? Are there any other areas
which require further attention? Please explain why.

e Action 1: We will commission a research project to scope
the updating of the 'Inclusive Mobility' guidance by the end
of summer 2017. As part of this project we will also
examine updating our guidance on the use of tactile paving
surfaces. We will then consider the recommendations and
determine a way forward.

e Action 2: We will continue our involvement with CIHT on
their work on shared space. After we receive their report by
the end of 2017, we will consider the recommendations and
announce how we will take them forward.
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Action 3: We will refresh our guidance in Local Transport
Note 2/08:

Cycle Infrastructure Design to ensure that local authorities
can continue to design good, safe and inclusive schemes
that work for everyone in accordance with legislation.

Action 4: We will work with disabled people, the bus
industry and the devolved administrations, on the
Regulations and guidance which will implement the
Accessible Information Requirement on local bus services
throughout Great Britain, helping disabled passengers to
travel by bus with confidence.

Action 5: We will review and consult on best practice
guidance for taxi and PHV licensing authorities, which will
include strengthened recommendations on supporting
accessible services, including on the action that licensing
authorities should take in response to reports of assistance
dog refusal. This guidance is expected to be published in
2017.

Action 6: We will seek to increase the number of
accessible vehicles through appropriate recommendations
to taxi and PHV licensing authorities in our draft revised
best practice guidance.

Action 7: We will review, in co-operation with DPTAC and
others, Blue Badge eligibility for people with non-physical
disabilities. This will include considering the link to disability
benefits.

Action 8: We will continue to roll-out station access
improvements for which funding has been allocated, and
deliver the Access for All programme in full, building on the
significant progress that the programme has already made.
We will continue to seek to extend the Access for All
programme further in the future.
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5. Monitoring the Impact of Regulatory
Compliance

5.1 Accessibility standards for trains have been mandatory for
new trains since 1999 and the deadline for compliance for
pre-1999 trains is 1st January 2020.

5.2 Standards include the requirement for the installation of
accessible features, such as audio-visual passenger
information systems, palm operable doors with audio-visual
warning functions, handholds, priority seating, accessible
toilets, wheelchair spaces, provision of manual boarding
ramps, colour-contrasting floors and external door markings.

5.3 During our pre-consultation engagement with disabled
people and organisations representing disabled people,
there were concerns raised around accessibility features,
which are covered by legislation, not being consistently
monitored and enforced.

Improving accessibility and passenger experience on board trains

We are committed to improving the travelling experience of
people with disabilities using facilities on our trains and
stations. We have summarised all the relevant actions from
across this consultation here:

e Action 9: Subject to the finalisation of the Statement of Funds
Available (in October this year), Government will allocate
funding to provide additional accessible toilet facilities at
stations as part of the next rail funding period (from 2019
onwards).

e Action 10: From October 2017, DfT will fund a pilot to explore
opportunities to improve train tanking facilities and increase
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the availability of train toilets. Building on the learning from
this and industry-led research in this area, we will consider
how best to allocate further investment, beginning with
upcoming franchising opportunities.

Action 11: ORR will publish the results of its large
programme of research, looking in depth at accessibility and
assistance, in 2017. It is expected that the results will provide
a snapshot of industry performance and include industry level
recommendations to take forward (further information on the
research is provided in Section 7 on Spontaneous Travel).

Action 12: DfT is exploring with the Rail Delivery Group
(RDG) the ability for train operators to provide ‘alternative
journey options’ if the journey becomes unsuitable — for
example, if the only accessible toilet on a train goes out of use
unexpectedly.

Action 13: We are exploring with RDG the possibility of
placing dynamic notifications on the Stations Made Easy web
pages, of the availability of accessibility features on trains.

Action 14: We are also exploring with RDG how notifications
of such incidents can be provided to passengers as early as
possible.

Action 15: We are working with the Rail Safety and
Standards Board (RSSB) to launch an innovation competition
in September 2017, which will find solutions to reducing the
cost of accessibility improvements at stations, including the
availability of accessible toilets. This competition will also
focus on making improvements aimed at those with hidden
disabilities.

Action 16: We are also investing in a new rail innovation
accelerator which will look at how the availability of facilities
can be improved.
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Progress so far

5.4

5.5

5.6

5.7

Currently, 75% of all passenger rail vehicles in Great Britain
(a total of over 12,300 vehicles) have been built, or fully
refurbished, to modern access standards. This is an
increase of 25% since the 2012 Accessibility Action Plan.

The remaining vehicles must be refurbished by 2020, or
replaced by new trains, for example, under the Thameslink
or Intercity Express programmes, or as part of the new
franchises for the North (e.g. new, compliant trains will
replace older vehicles as part of the delivery of the Northern
and TransPennine Express franchises).

For trains built before 1999 which are still in service, the
deadline for compliance is 1 January 2020. The Department
Is working closely with the owners and operators of these
trains to ensure that the necessary work is scheduled in time
to meet this deadline. In some cases, older trains, such as
Pacers in the north of England, will be replaced by modern
trains by 2019.

The images overleaf are of (before and after) the Persons of
Reduced Mobility Technical Specifications for Interoperability
(PRM-TSI) refurbishment work on trains (Class 465/0 and
Class 465/1 Electric Multiple Units) operated by
SouthEastern and owned by Eversholt Rail (UK) Limited.
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Image 3: Before and after example of refurbished
accessible toilet facilities

|

\ 2 A

Before After

Image 4. Before and after example of refurbished doors
with colour-contrasting floors and accessible handrails

Before After
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Image 5: Before and after example of refurbished

Before After

5.8 Reaching the 100% accessibility target in 2020 will represent
more than 20 years of investment in upgrades in rolling stock
since standards were first introduced.

Continuously improving the passenger experience

5.9 We are committed to ensuring that the ongoing benefits of
investment in rolling stock upgrades are realised. As part of
our engagement with disabled people and disability groups,
concerns were raised around the reliability of accessibility
features once installed. For example, accessible toilets are
sometimes unavailable because they are out of service due
to technical faults or other problems.

5.10 In 2017, we completed a review of requirements on train
operating companies (TOCSs) to report on the reliability of the
accessibility features installed in their rolling stock, and we
are now developing further reporting criteria for train
operating companies to improve the quality of data reported.

5.11 The Department is also undertaking a piece of work to
evaluate the impact of train accessibility features on rail
travel for disabled passengers. The aim of this review is to
clearly understand whether investment has been made in
the right places on rail vehicles to enable confident use of
the network.
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5.12 The findings of the study will provide a benchmark to
indicate the value to passengers of these changes and will
provide evidence of whether there is more which could be
done to adapt the layout and features inside trains to
improve accessibility further.

5.13 Alongside this, operators of franchised passenger services
regularly report to the Department on aspects of their
performance; for example, punctuality, reliability or train
cancellations.

5.14 We will explore options to include requirements to report on
the reliability of accessibility features and link this to work
ORR is carrying out to assess the quality of provision of
service under Disabled People's Protection Policy (DPPP)
commitments. We believe that including such requirements
will help to drive continuous improvement in rail vehicle
accessibility.

Action 17: We will commission research, which will be
published by 2018, to measure the impact for passengers of
work to improve rail vehicle accessibility since the introduction
of Rail Vehicle Accessibility Regulations (RVAR) and the
introduction of the Persons of Reduced Mobility Technical
Specification for Interoperability (PRM TSI).

Action 18: By the end of 2017, we will publish performance
data on accessible features on trains, and details of any
remedial action necessary to improve both the quality of the
data reported and any areas of poor performance.

Action 19: We will also share the performance data reported
to us with ORR, to inform any action they take to ensure
operators are meeting their legal requirements to comply with
accessible rail vehicle standards.

We would welcome your feedback. Do you agree or
disagree with the actions proposed? Are there any other
areas which require further attention? Please explain why.
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Future Policy Development

Consultation Question 5:

When you use a train, what has been your experience of
accessibility equipment, such as the passenger
announcements (either audible or visual), accessible
toilets or manual boarding ramps, or other accessibility
features)?

For example, do you find this equipment reliable, and if not,
how could train operators better ensure reliability or assist
you?

Ongoing accessibility of buses and coaches

5.15 Since their introduction in 2000, the Public Service Vehicles
Accessibility Regulations (PSVAR) have prompted a
significant improvement in the accessibility of local transport
for many disabled people.

5.16 By April 2016, 94% of buses”’ had received a certificate,
indicating that they met the PSVAR requirements, with a
further 3% being of a low floor design, removing some of the
barriers to bus usage that disabled people face. Coaches
have until 1st January 2020 to meet the requirements.

5.17 Disabled passengers now rightly expect a high standard of
accessibility from bus services, yet still sometimes find that
vital equipment, such as the boarding ramps used by
wheelchair users, are not working when they come to board.

5.18 The Driver and Vehicle Standards Agency (DVSA) enforces
the Public Service Vehicles Accessibility Regulations
(PSVAR) on behalf of the Department for Transport.

47 Whilst this figure is expected to rise as the deadline for coaches
to comply draws nearer, it is unlikely to reach 100% owing to the
continued use of vehicles exempt from all or part of the
requirements, and of vehicles not covered by the requirements at
all.
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Enforcement is undertaken as part of routine vehicle
compliance-checking, and in 2015 over 7,000 public service
vehicles were inspected. Of these, only 47 were found to be
non-compliant with PSVAR, generally because of
malfunctioning rather than missing components.

5.19 The role of the DVSA, in undertaking compliance checks and
enforcing PSVAR, remains key to ensuring that standards of
accessibility are maintained and that operators take the
upkeep of required facilities just as seriously as they did their
initial compliance with the Regulations.

5.20 The Department for Transport will continue to work with the
DVSA to review their existing remit, and to ensure that their
enforcement activity appropriately targets those operators
least likely to comply and those aspects of PSVAR which are

of greatest importance to disabled travellers.

Image 6: Impact of PSVAR on bus design
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Action 20: We will support the DVSA in its activities to
communicate with operators on, and incentivise prompt
compliance with, PSVAR, and to take decisive action where
this does not happen. We will expect the DVSA to report
annually on the action taken.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.

Refusal of assistance dogs in taxis

5.21 A 2015 Guide Dogs for the Blind Association (Guide Dogs)
survey ‘Guide Dogs (2015) Access All Areas™® found that
44% of assistance dog owners who had been refused
access to a service in the preceding year had experienced
such discrimination when attempting to use a taxi or PHV.
Such refusals are not only unacceptable and illegal, but they
seriously inhibit disabled people’s confidence and ability to
live independent lives.

Action 21: We will review, with Government partners and
stakeholders, the reasons why some taxi and PHV drivers
refuse to transport assistance dogs, and identify key actions for
local or central government to improve compliance with drivers’
legal duties.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.

48 https://www.quidedogs.org.uk/media/7868387/access-all-areas-
executive-summary.pdf
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Monitoring abuse of disabled parking spaces

5.22 The Government's manifesto has committed to improving
disabled access to parking. This will include monitoring the
abuse of disabled parking spaces. Being unable to park
close enough to shops or other destinations because non-
badge holders have parked where they should not, is not
simply an inconvenience for people with impaired mobility; it
often denies them the opportunity to make a visit or attend
an appointment.

5.23 In some cases the abuse of accessible parking spaces is not
in relation to drivers parking without a badge, though this can
be the case; but it can also be drivers displaying a badge
which does not belong to them and that they are not entitled
to use.

5.24 For on-street parking, the Blue Badge system applies, and
the level of attention given by local authorities to monitoring
the use of Blue Badge parking spaces by non-Blue Badge
holders varies widely across the country.

Action 22: We have begun publishing enforcement newsletters
aimed at local authorities (i.e. all Blue Badge teams and parking
teams) to promote enforcement success stories and good
practice, in order to help encourage better enforcement of
disabled parking spaces. We will also continue our regional
engagement workshops with local authorities and will work with
DPTAC on both initiatives.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.

59



We have summarised the actions contained in the
Monitoring the Impact of Regulatory Compliance section
above and would welcome your feedback. Do you agree or
disagree with the actions proposed? Are there any other
areas which require further attention? Please explain why.

e Action 9: Subject to the finalisation of the Statement of
Funds Available (in October this year), Government will
allocate funding to provide additional accessible toilet
facilities at stations as part of the next rail funding period
(from 2019 onwards).

e Action 10: From October 2017, DT will fund a pilot to
explore opportunities to improve train tanking facilities and
increase the availability of train toilets. Building on the
learning from this and industry-led research in this area, we
will consider how best to allocate further investment,
beginning with upcoming franchising opportunities.

e Action 11: ORR will publish the results of its large
programme of research, looking in depth at accessibility and
assistance, in 2017. It is expected that the results will
provide a snapshot of industry performance and include
industry level recommendations to take forward (further
information on the research is provided in Section 7 on
Spontaneous Travel).

e Action 12: DfT is exploring with the Rail Delivery Group
(RDG) the ability for train operators to provide ‘alternative
journey options’ if the journey becomes unsuitable — for
example, if the only accessible toilet on a train goes out of
use unexpectedly.

e Action 13: We are exploring with RDG the possibility of

placing dynamic notifications on the Stations Made Easy
web pages, of the accessibility features on trains.
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Action 14: We are also exploring with RDG how
notifications of such incidents can be provided to
passengers as early as possible.

Action 15: We are working with the Rail Safety and
Standards Board (RSSB) to launch an innovation
competition in September 2017, which will find solutions to
reducing the cost of accessibility improvements at stations,
including the availability of accessible toilets. This
competition will also focus on making improvements aimed
at those with hidden disabilities.

Action 16: We are also investing in a new rail innovation
accelerator which will look at how the availability of facilities
can be improved.

Action 17: We will commission research, which will be
published by 2018, to measure the impact for passengers of
work to improve rail vehicle accessibility since the
introduction of Rail Vehicle Accessibility Regulations (RVAR)
and the introduction of the Persons of Reduced Mobility
Technical Specification for Interoperability (PRM TSI).

Action 18: By the end of 2017, we will publish performance
data on accessible features on trains, and details of any
remedial action necessary to improve both the quality of the
data reported and any areas of poor performance.

Action 19: We will also share the performance data
reported to us with ORR, to inform any action they take to
ensure operators are meeting their legal requirements to
comply with accessible rail vehicle standards.

Action 20: We will support the DVSA in its activities to
communicate with operators on, and incentivise prompt
compliance with, PSVAR, and to take decisive action where
this does not happen. We will expect the DVSA to report
annually on the action taken.
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e Action 21: We will review, with Government partners and
stakeholders, the reasons why some taxi and PHV drivers
refuse to transport assistance dogs, and identify key actions
for local or central government to improve compliance with
drivers’ legal duties.

e Action 22: We have begun publishing enforcement
newsletters aimed at local authorities (i.e. all Blue Badge
teams and parking teams) to promote enforcement success
stories and best practice, in order to help encourage better
enforcement of disabled parking spaces. We will also
continue our regional engagement workshops with local
authorities and will work with DPTAC on both initiatives.
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6. Training and education

6.1 However good the underlying legal requirements for
accessibility to vehicles, and to the pedestrian and built
environments, unless those responsible for designing,
implementing and delivering accessibility understand what is
needed in the provision of assistance, and why, our
ambitions for greater accessibility will not materialise.

6.2 Positive steps were taken by transport operators as part of
the 2012 London Olympics and Paralympics, to train staff in
providing information and assistance to disabled people. We
are also aware of positive examples of training and
awareness-raising across other parts of the transport sector.

6.3 In the rail sector, every train and station operating company
must, as a condition of its licence, have a Disabled People’s
Protection Policy (DPPP), approved by ORR. As part of this,
train operators provide disability awareness training to staff.

6.4 As part of its role of monitoring compliance with DPPPs,
ORR collects and publishes data from licence holders on the
numbers of staff undertaking disability awareness training
and the kinds of training provided. ORR'’s 2016 report*’
included positive examples, such as Virgin Trains West
Coast’s work with a dementia charity to pilot dementia-
friendly training for staff.

6.5 In the bus industry, disability awareness training is available,
and completed by the majority of drivers, as part of their
periodic Certificate of Professional Competence (CPC).
Completion of such training will become mandatory on the
1st March 2018 in Great Britain. We will support the bus
industry and training accreditors in their implementation of

49 http://orr.gov.uk/ data/assets/pdf file/0012/22116/measuring-
up-annual-rail-consumer-report-june-2016.pdf
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this requirement, and have already worked with bus
operators and disabled people to develop best practice
guidance, which will help to provide drivers with the
knowledge and skills to assist any disabled passenger.

6.6 There are some examples of good practice across the
private hire sector. Uber provides selected drivers with
disability awareness training, and customers can request a
driver who has completed the course. Birmingham licensing
authority has introduced mandatory training for its
prospective PHV drivers.

6.7 However, there is a need for all who work in the pedestrian
and built environment sector to increase their understanding
of the needs of disabled people. This awareness must
include the needs of people with less visible impairments,
such as autism, dementia or mental health conditions, for
whom poorly thought out design or negative attitudes can be
as much of a deterrent to travel as a physical barrier is to a
wheelchair user.

6.8 In 2008, DPTAC produced a Framework for Disability
Equality and Awareness Training>°. We will promote this
Framework to transport providers, and consider, with
DPTAC, whether there is a need to update it.

50 http://www.davidhitchcock.co.uk/HResources/Framework.pdf
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Action 23: We will work with the bus industry, DPTAC, Driver
Certificate of Professional Competence (Driver CPC) training
accreditors and the DVSA to seek to ensure that the training of
bus drivers in disability awareness and equality reflects the
Department’s recently developed best practice guidance, and
that appropriate arrangements are in place before such training
becomes mandatory in March 2018.

Action 24: We will support the Office of Rail and Road (ORR)
in its monitoring of disability equality and awareness training
undertaken by train and station operators.

Action 25: We will encourage taxi and private hire licensing
authorities to promote disability awareness and equality
training for licensed taxi and private hire drivers, and
recommend, in our draft best practice guidance, that such
training be mandated in their licensing policies.

We would welcome your feedback. Do you agree or
disagree with the actions proposed? Are there any other
areas which require further attention? Please explain why.

Future Policy Development

Consultation Question 6:

As a transport user, what has been your experience of using
transport services? In particular, how would you assess the levels
of understanding of transport providers and staff of the needs of
disabled people (i.e. those with cognitive, sensory or physical
impairments including dementia, autism or mental health
conditions)?

We would welcome any experiences (positive or negative) that
you wish to provide.

65



Consultation Question 7:

What additional action could Government, regulators or transport
bodies take to ensure that transport providers and staff have a
better understanding and awareness of the access and information
needs and requirements of passengers or transport users with less
visible disabilities (i.e. those with sensory or cognitive impairments
including dementia, autism or mental health conditions)?

We have summarised the actions contained in the Training
and Education section above and would welcome your
feedback. Do you agree or disagree with the actions
proposed? Are there any other areas which require
further attention? Please explain why.

e Action 23: We will work with the bus industry, DPTAC,
Driver Certificate of Professional Competence (Driver CPC)
training accreditors and the DVSA to seek to ensure that the
training of bus drivers in disability awareness and equality
reflects the Department’s recently developed best practice
guidance, and that appropriate arrangements are in place
before such training becomes mandatory in March 2018.

e Action 24: We will support the Office of Rail and Road
(ORR) in its monitoring of disability equality and awareness
training undertaken by train and station operators.

e Action 25: We will encourage taxi and private hire licensing
authorities to promote disability awareness and equality
training for licensed taxi and private hire drivers, and
recommend, in our draft best practice guidance, that such
training be mandated in their licensing policies.
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/. Spontaneous travel

7.1

7.2

The ability to travel at short notice, without elaborate pre-
planning, is taken for granted by most of us. For many
disabled people it is still not an option. Without booking
ahead and making arrangements, the necessary assistance
cannot be guaranteed.

We will be looking at areas in which disabled people are
denied the opportunities for spontaneous travel, and we will
work with the travel and transport industries to ensure that
wherever possible, restrictions on spontaneous travel are
removed, particularly for short distance and local journeys.

Spontaneous rail travel

7.3

7.4

Every train operator has a Disabled People’s Protection
Policy (DPPP) approved by ORR. DPPPs set out the help
and assistance that an operator will provide to disabled
passengers, including where that travel is spontaneous and
not booked in advance.

ORR is currently carrying out a large-scale programme of
consumer research looking in depth at accessibility and
assistance, to give a clear picture of passengers with
disabilities’ experiences of assisted travel. Their research is
focused on the following areas:

e asurvey of passengers who have booked
assistance: this will provide insight into passengers’
experiences of the booking process, assistance
provision, changing trains, and the knowledge and
helpfulness of staff they interact with; it will also provide
a measure of satisfaction with the overall experience.
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e amystery shop of un-booked assistance: to check
industry compliance with its obligation to assist
passengers who travel without booking ahead.

e asurvey to measure the awareness of passengers
with disabilities’ of the Passenger Assist and
assistance that has not been pre-booked: this will also
investigate any potential barriers to travel for passengers
who do not use these services, and investigate ways in
which information about them could best be presented
and disseminated.

e areview of train and station operators’ websites to
assess the provision and promotion of online assistance
information from an accessibility perspective: this will
provide a snapshot of how accessible these websites
are to passengers with particular disabilities or
impairments.

7.5 ORR will publish the results of its research in 2017. It is
expected that the results will provide a snapshot of industry
performance, and include industry level recommendations to
take forward. The results of this work will support ORR in
engaging with and ensuring that train operating companies
(TOCs) are compliant with their licence obligations.

7.6 In addition, to help raise awareness of services and
assistance currently available to passengers with disabilities,
ORR has worked with DPTAC and Transport Focus to
develop easy to understand information, setting out what
help is available for people with disabilities and how to
access it. This has been published on the National Rail
Enquiries website®* by the Rail Delivery Group (RDG), and
will also be included in a leaflet which will be sent out when
people order a Disabled Persons Railcard.

7.7 Furthermore, the Department for Transport has worked with
Transport Focus to establish a research project identifying
the challenges that disabled passengers face in making rail

51 http://www.nationalrail.co.uk/stations destinations/disabled pas
sengers.aspx
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journeys. This project will identify the barriers that may inhibit
someone from making as many journeys as they would like,
or prevent them from making rail journeys at all.

7.8 The objective of the research is to explore the experiences
of disabled rail passengers, and those who do not travel by
rail, looking at the full end-to-end journey experience. It aims
to provide evidence on how passengers with disabilities use
the railways, and identify challenges or issues that they may
encounter when travelling by rail.

7.9 We envisage that the methodology will include qualitative
research, such as in depth interviews and auto-ethnography
(personal stories about travel experiences) with disabled
passengers, small scale quantitative surveys of people with
disabilities who travel by rail and, if possible, those who do
not, as well as interviews with TOCs, relevant charities and
advocacy groups. We will report on the progress of these
projects by the end of 2017.

Action 26: ORR will publish the results of its large programme
of research looking in depth at accessibility and assistance in
2017.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.

Action 27: We will report on the progress of its joint research
with Transport Focus, to identify the challenges inhibiting
passengers from travelling, by the end of 2017.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.
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Future Policy Development

Consultation Question 8:

As a passenger or organisation representing disabled
people, what is your experience of trying to travel
spontaneously?

e What steps could transport providers and operators take
to promote or reduce restrictions to spontaneous travel?

e \What action could Government, regulators, transport
operators or providers take to increase spontaneous
travel?

Consultation Question 9:

As atransport operator or provider, what is your
experience of enabling spontaneous travel for disabled
people?

¢ What steps have you taken to enable spontaneous travel
for disabled passengers?

e \What action could Government, regulators or other
bodies take to help support you to provide spontaneous
travel for disabled passengers?

Passenger Assist

7.10 Passenger Assist is a system that passengers with
disabilities can use to book assistance and reservations on
the national rail network. ORR, as part of its compliance
monitoring of the DPPP, collects data on the number of
passenger assists booked as a way for train operating
companies to demonstrate they are complying with their
obligations to disabled passengers®. The data is captured

52 This data is published every quarter on ORR’s data portal
(http://dataportal.orr.gov.uk/browsereports/18) and ORR publish
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when bookings for assistance are made in advance with the
National Passenger Booking System, which is managed by
the Rail Delivery Group (RDG).

7.11 A Passenger Assist is one record of assistance, such as
help getting on and off a train, for example, requiring a
boarding ramp or being guided around a station. Each
passenger booking can have several assists requested by
the rail passenger and on average there are around three
assists requested per booking.

7.12 The provision of passenger assists has been steadily
increasing. Between 2012-13 and 2014-15 the numbers of
assists grew from 948,019 to 1,064,267, an increase of 12%.
During 2015-16 the number of Passenger Assists totalled
1,145,715. A new provision in franchise agreements
requires train operators to publish figures on the number of
Passenger Assist bookings, and those which have been
completed.

7.13 The RDG are undertaking a reservation replacement project
due to be completed in 2018, which will include new
Passenger Assist capabilities, such as combining the two
systems (i.e. booking a ticket and assistance) into one,
making reservations much simpler for customers.

7.14 A new app will also be developed, which will allow all rail
staff to identify the assistance needs of passengers on each
leg of their journey. The app will also ensure that rail staff
can assist the passenger when they arrive at their
interchange or destination station.

7.15 In addition, RDG has separately introduced a new
Freephone number for Passenger Assist bookings (0800
022 3720, then select option 2) to simplify the experience of
booking assistance.

7.16 The new Freephone number will connect customers to a
dedicated team within National Rail Enquires Customer
Service, who will then connect the call directly to the relevant

statistical factsheets which can be accessed at
http://orr.gov.uk/statistics/published-stats/statistical-releases
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booking team. The aim is to simplify the process and make
booking assistance easier for customers by avoiding the
need to ring different telephone numbers for each train
operator.

7.17 The industry is undertaking further research in the area of
Passenger Assist to understand how to make best use of
this system, and to raise awareness of the system for those
who currently choose not to travel by train.

7.18 DT is also exploring with RDG the ability for train operators
to provide ‘alternative journey options’ if the journey
becomes unsuitable — for example, if the only accessible
toilet on a train goes out of use unexpectedly. We are also
exploring with RDG how naotifications of such incidents can
be proactively provided to passengers as early as possible.

Action 28: DfT is exploring with RDG the ability for train
operators to provide ‘alternative journey options’ if the journey
becomes unsuitable — for example, if the only accessible toilet
on a train goes out of use unexpectedly.

Action 29: DfT is also exploring with RDG how notifications of
such incidents can be provided to passengers as early as
possible.

We would welcome your feedback. Do you agree or

disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.
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Future Policy Development

Consultation Question 10:

As a passenger or organisation representing disabled
people, what is your experience of using Passenger
Assist?

We would welcome ideas on what further developments could
be made to the Passenger Assist system to make it more
attractive to users with accessibility needs; particularly those
who currently choose not to travel by train.

The future of rail ticketing

7.19 It is imperative that passengers should have access to a
ticketing system that is user-friendly, where help and advice
from a trained representative is available and is accessible
to everyone.

7.20 We will ensure that ticketing is accessible to all customers,
providing them with widespread and easy access to the full
range of tickets, and a range of ticket retail opportunities that
meet their needs, including providing for those without
access to technology.

7.21 We want every passenger to have the choice of travelling by
rail with a smart ticket by the end of 2018, providing them
with more convenience and choice. It was announced by the
previous Government, in the Autumn Statement in 2016, that
the government will spend around £80m to accelerate the
roll-out of smart ticketing.

7.22 At the end of 2016 the South East Flexible Ticketing (SEFT)
programme completed the roll-out of smart ticketing on the
last of the five major London and South East rail operators.

7.23 We will not withdraw magnetic stripe ticketing until
alternatives are in place, which offer a user experience with
which all passengers, particularly disabled passengers, are
comfortable.
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7.24 We will work with the DPTAC to assess what we can do to
further improve the ticket buying experience for disabled and
vulnerable passengers, and build awareness of passenger
rights, acting on research from Transport Focus, the ORR
and DfT (including through the franchising process).

7.25 By December this year, we will build an evidence base which
will set out the successes of spontaneous travel, as well as
the barriers to better spontaneous travel; including evidence
provided by those who choose not to travel, or who believe
that access is denied to them. We will use this as a case
study to assess how franchising can be used as a tool to
drive change.

Future Policy Development

Consultation Question 11:

When you purchase aticket using a vending machine,
what has been your experience of accessibility?

For example, do ticket machines provide clear information?
Are you able to book the correct ticket?

Are there any particular issues that we need to consider when
designing or delivering smart ticketing programmes?
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We have summarised the action contained in the
Spontaneous Travel section and would welcome your
feedback. Do you agree or disagree with the action
proposed? Are there any other areas which require further
attention? Please explain why.

e Action 26: ORR will publish the results of its large
programme of research looking in depth at accessibility and
assistance in 2017.

e Action 27: We will report on the progress of its joint
research with Transport Focus, to identify the challenges
inhibiting passengers from travelling, by the end of 2017.

e Action 28: DfT is exploring with RDG the ability for train
operators to provide ‘alternative journey options’ if the
journey becomes unsuitable — for example, if the only
accessible toilet on a train goes out of use unexpectedly.

e Action 29: DfT is also exploring with RDG how notifications
of such incidents can be provided to passengers as early
as possible.
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8. Building confidence and empowerment

8.1

8.2

8.3

For some disabled people, including those with hidden
impairments such as mental health conditions, learning
disabilities or autism spectrum disorders, a lack of
confidence to travel is a major issue.

Understanding and empathy from front line staff is key to
enabling people to use public transport and, in areas like
aviation, opportunities for airport or airline familiarisation
sessions can also be helpful.

Training of all customer-facing staff needs to include
awareness and understanding of the whole range of
disabilities, including hidden disabilities, so that staff are able
to understand and are better equipped to deal appropriately
with the needs of disabled passengers.

Information on rights

8.4

8.5

8.6

Many disabled people remain unaware of their rights under
the Equality Act 2010 and other legislation, and of the
obligations on operators to provide accessible services and
assistance. This can mean that some accept bad service
without challenge, and instances of poor practice can be left
to persist.

The Civil Aviation Authority (CAA) has taken positive steps
to promote information on air passenger rights applying to
disabled people. The Office of Rail and Road is also actively
working to understand levels of awareness of the help and
assistance available, and to improve disabled passengers’
awareness of their rights on the railway.

We recognise however, that there is no current requirement
for other modes of transport to set out their policies and
practices for meeting the needs of disabled travellers. This
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can make it difficult for people to know what levels of
accessibility to expect, and to gauge when standards fall
short of the stated levels. We see value in exploring the
potential for similar approaches to be taken in other transport
modes.

8.7 Alternative Dispute Resolution (ADR) refers to ways of
resolving disputes between consumers and traders that do
not involve going to court. In light of the ADR Directive
(implemented in the UK in 2015)°° we also see value in
exploring the options for an ADR scheme for all travel
disputes. As part of this, we are giving particular
consideration to how the existing complaints mediation
processes, for example, those overseen by Transport
Focus>* and London TravelWatch® in rail, could be further
improved.

8.8 In particular, we are exploring the scope for introducing a
passenger ombudsman for the rail sector that provides
passengers with a simple and effective means of securing
redress when things go wrong.

53 ADR - https://www.qgov.uk/government/publications/alternative-
dispute-resolution-for-consumers/alternative-dispute-resolution-for-
consumers

54 Transport Focus - Taking Rail Complaints Further:
http://www.transportfocus.org.uk/advice-and-complaints/rail-
complaints/

55 London TravelWatch - Complaints:
http://www.londontravelwatch.org.uk/complaints/
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Action 30: We will work with representative bodies (e.g. the
Confederation of Passenger Transport (CPT) and the Rail
Delivery Group (RDG)), and will support the work of regulators
(such as the Office of Rail and Road), to encourage greater
promotion of information about the rights of disabled travellers
and what they are entitled to expect in terms of service and
facilities, as well as developing easier ways to register
complaints when things go wrong.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.

Future Policy Development

Consultation Question 12:

We would welcome views, particularly from disabled
passengers, on the current systems for resolving transport
disputes, and whether processes could be further improved.

Information on accessibility levels

8.9 Itis important for disabled people to have clear, consistent
and up-to-date information enabling them to identify the bus,
train, taxi or PHV services that will meet their needs,
particularly in areas in which some, but not all, services are
accessible, or the level of accessibility varies.

8.10 For many disabled people a lack of information on the
accessibility of bus services may prevent them from
travelling at all. This means that they may be prevented
from accessing work or might be isolated from their local
communities. We will therefore develop guidance to ensure
that information on the accessibility of bus services is made
available to passengers. This might be in a consolidated
form provided by the relevant local transport authority, or by
individual operators.
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8.11 The ‘Stations Made Easy’™® interactive tool on the National
Rail Enquiries website contains helpful and accurate
information on the facilities and access available at each
railway station. As up-to-the-minute information on local
transport services becomes available, whether provided
through operator websites, smartphone applications, or
through live feeds at the kerbside, it would be helpful if
information of particular interest to disabled travellers could
be included. We are working with the RDG to explore
making more accessibility information available in real-time
(e.g. if a facility unexpectedly goes out of service), rather
than just listing what facilities or services are present.

8.12 Examples might include an indication of whether a service
accepts the carriage of mobility scooters, or whether audible
and visible announcements are available on-board. Such
information would help disabled travellers to make informed
decisions regarding their journey, and allow them to travel
with confidence that they will reach their destination
unhindered.

Action 31: We will work with transport authorities and
representative bodies (e.g. CPT and RDG) to encourage the
provision of better information about levels of accessibility on
vehicles and services, so that disabled people can make
informed choices about their journeys. This will include issuing
guidance concerning the provision of information about the
accessibility of bus services.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.

56 http://www.nationalrail.co.uk/75001.aspx
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Disabled Persons Railcard

8.13 Section 28(3) of the Railways Act 1993’ as amended,
requires all train operators to participate in certain approved
discount card schemes. One of these cards is the provision
of a Disabled Persons Railcard (DPRC). The DPRC can be
used at any time of the day and entitles the holder to one-
third off both standard and first class fares. It also entitles
another adult travelling with the disabled person (whether
family, friend or carer) to the same discount.

8.14 The ORR, as part of its compliance monitoring of the
Disabled People’s Protection Policies (DPPP), collects data
from train operating companies (TOCs) on the usage of
Disabled Persons Railcards and publishes the data on the
ORR’s data portal and in an annual fact summary sheet™.
The data shows a gradual increase in circulation of DPRCs
over the past decade.

8.15 Usage of DPRC has increased by 41% in the past five years
and this growth has primarily been driven by increased
marketing support, and accessibility improvements at
stations and on trains. The RDG has a number of marketing
activities to promote the DPRC, which include, among other
things, leaflets and posters on display at stations nationwide,
targeted advertising through mainstream and disability-
related media channels, and a dedicated website for each of
the railcards, including the DPRC. The RDG are also piloting
a new ‘Refer a Friend’ incentive programme.>®

8.16 The DPRC plays an important role in increasing the
confidence of disabled passengers and we are keen to
support further growth in its take up and use.

57 http://www.leqislation.gov.uk/ukpga/1993/43/section/28
58 http://orr.gov.uk/statistics/published-stats/statistical-releases
59 http://www.disabledpersons-railcard.co.uk/
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Action 32: We will support the work of the RDG and ORR to
encourage further promotion of the benefits of DPRC in order
to further increase it's take up and use.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.

National Assistance Card or other assistance for people with
less visible disabilities

8.17 There are some excellent initiatives to give people with less
visible disabilities a discreet way of indicating to transport
staff that they are in need of assistance. These include the
Blue Assist scheme®, the Journey Assistance Cards®
developed by CPT, and the recently trialled ‘Please Offer Me
a Seat’ hidden disability badge and card developed by
Transport for London®.

8.18 Some travel providers have also introduced alternative
initiatives to help assist people with hidden disabilities. For
example, Gatwick Airport and its assistance provider,
Outsourced Client Solutions (OCS), have worked with UK
charities to develop a lanyard aimed at improving airport
service to passengers with hidden disabilities by enabling
staff to quickly identify what type of assistance the customer
needs. This initiative was further supported by a wider
exercise by the airport, to train 503 airport staff as Dementia
Friends Champions, and also by its introduction of an NVQ
Level 2 certificate in dementia care for staff®.

60 http://www.blueassistuk.org.uk/What Is Blueassist/

61 https://www.stagecoachbus.com/promos-and-
offers/national/journey-assistance-cards

62 https://tfl.gov.uk/campaign/please-offer-me-a-
seat?intcmp=41947

63 http://www.reducedmobility.eu/20161201702/TheNews/gatwick-
airport-and-ocs-win-dementia-friendly-innovation-2016
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8.19 We are keen to seek views on the desirability of introducing
a national assistance card, which would operate across all
modes and areas as a means to help provide transport users
with more confidence in travelling more widely.

Future Policy Development

Consultation Question 13:

As a person with a hidden or less visible disability or
impairment, or in an organisation representing people with
hidden disabilities, we are keen to receive your views on
the desirability and feasibility of introducing a national
assistance card.

We have listed some questions below which you might
find helpful in responding. However, the questions below
are not exhaustive and you should not feel restricted by
them:

e Do you have a hidden disability or impairment? If yes, do
you feel the need to communicate your needs to transport
staff?

e What has been your experience of communicating your
needs to transport staff or fellow passengers?

e Have you ever used a tool to communicate your
assistance needs to transport staff? What did you use?
What has your experience been?

e Do you have any views on the merit or not of introducing
a national, cross- modal assistance card?
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Consultation Question 14:

As a transport operator or provider, we are keen to receive
your views on the desirability and feasibility of introducing
a national assistance card.

We have listed some questions below which you might
find helpful in responding. However, the questions below
are not exhaustive and you should not feel restricted by
them:

e Do you currently offer an assistance card, badge, lanyard
or other tool to enable passengers with hidden disabilities
to alert your staff to assistance needs?

e Do you have any views on the merit or not of introducing
a national, cross-modal assistance card?

e Are there any practical or other considerations needed for
the introduction of a cross-modal national assistance
card?

Travel training, buddying and mentoring schemes

8.20 There are a number of travel training schemes around the
country, as well as buddying or mentoring schemes, which
are enormously helpful in enabling many people with
disabilities to build up confidence, and learn how to use
public transport independently, as a useful alternative to dial-
a-ride or other door-to-door services. We have supported the
development of such schemes in the past.

8.21 These schemes can help support people with learning
and/or cognitive disabilities, mental health conditions, or
those with physical and sensory impairments. For example,
in York the British Transport Police have set up a 'supported
travel' scheme to take people with dementia and their carers
on short train trips to raise their confidence in rail travel.

8.22 In addition, the Brandon Trust®* (a Bristol based charity
supporting people with learning difficulties across southern

64 https://www.brandontrust.orqg/
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England) runs a travel buddying service in Bristol, south
Gloucestershire and north Somerset, which offers individual
travel support to adults and young people with learning
difficulties. The charity provides its users with road safety
and awareness skills, and also helps them plan travel routes
to identified destinations.

Action 33: We will continue to identify and support initiatives
for promoting and supporting travel training, mentoring and
buddying schemes.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.

Mobility Centres

8.23 The Department supports the work of the Mobility Centres of
England, a network of organisations around the country, and
funds Driving Mobility®®, the umbrella organisation for the
centres.

8.24 Mobility Centres find solutions to enable more people to
keep driving safely for as long as possible, or by providing
advice on how to take up driving to retain independent
mobility. The centres provide the unique critical clinical
expertise to understand the impact of a disability (or specific
medical conditions) on the driving task.

8.25 For many, the private car provides the best—and sometimes
the only—means of retaining independent mobility. With an
ageing population and the increase in detected dementia
cases, the importance of the work of Mobility Centres within
local communities continues to grow, as does demand for
their services.

65 https://www.drivingmobility.org.uk/
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8.26 As well as offering expert advice on driving, mobility choices
and the chance to experience different driving options,
Mobility Centres also conduct passenger assessments,
which help users consider how they can get in and out of
vehicles more easily. In addition, specialist trained
Occupational Therapists or Approved Driver Assessors help
users identify appropriate types of vehicle, wheelchair
accessible vehicles, and/or transfer equipment.

8.27 Mobility Centres are also able to point users to a growing
number of products aimed at making driving easier for
disabled and older people. Examples of in-car adaptations
include hand-operated brake or accelerator controls, and
pedal modifications to allow steering by foot® .

8.28 Other products include devices for summoning assistance at
petrol stations, such as the Pinpoint key fob®’, the
ServiceCall panel button®® or the fuelService app®. These
products make refuelling easier for drivers with mobility
impairments, and for drivers carrying passengers with
hidden disabilities.

8.29 Several centres provide Wheelchair/Mobility Scooter
assessments, and a practical trial to assess vehicles suitable
for a client. Mobility Centres also offer follow-up driving
review assessments for people with progressive or ongoing
conditions.

8.30 The use of the centres continues to grow. Between 2012-13
and 2015-16 driving assessments grew from 6,307 to 8,168,
a near 30% increase over three years. At the same time,
driving review assessments increased from 345 to 592 (a
dramatic increase of 72%). In 2012-13 the total of all types of
assessment conducted was 7,830; by 2015-16 it had risen to
9,943.

66 http://www.disabledtraveladvice.co.uk/adapting-car-for-disabled-
driver.html

67 http://www.pinpointbycontacta.co.uk/

68 http://www.service-call.net/about service-call.html

69 https://fuelservice.org/en/
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8.31 We are committed to the essential work that Mobility Centres
do, and the Department has provided £10.8 million over the
past three years, including £4.2 million for the 2016/17
financial year.

8.32 The Mobility Centres are committed to extending the range
of services they offer in response to the ageing population,
shifting circumstances and transport users’ mobility needs.
By growing the services offered, such as by providing advice
on how to use public transport in their local area, issuing
disability railcards, and developing dedicated advice staff,
they will soon become community style ‘hubs’ of knowledge
and service.

8.33 We are working with the centres to support their objectives
to expand the range of support they provide and increase
the number of assessments they are able to conduct.

Action 34: We will highlight and promote the work of Mobility
Centres, and identify ways to support the ambition of the
Driving Mobility network to increase the services it provides in
response to the growing ageing population and become
community style ‘hubs’ for older and disabled people.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.

Advice on when to stop driving

8.34 People may be reluctant to give up the independence and
mobility that driving gives them. Age alone is not a reliable
indicator of driving ability, but certain conditions, many of
which arise as we age, can impact on our ability to drive
safely. Notifiable medical conditions must be reported to the
DVLA, and Mobility Centres have an important role to play in
assessing fitness to drive.

8.35 There are many alternatives to self-driving, such as public
transport, taxis, community and voluntary services, which
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can also remove the stress of driving and the cost of
maintaining a vehicle. The independent Older Drivers Task
Force issued its first report in July 2016 and
recommended a range of measures, including developing
alternatives to self-drive, and raising awareness of issues
around the needs of older drivers to their families and
medical practitioners. Mobility Centres can provide
information and advice on alternatives to driving. It would be
helpful for this aspect of the work of Mobility Centres to be
promoted to older drivers by local authorities, GPs, health
providers and the police.

8.36 Driving Mobility will produce guidance to support families
concerned with the needs of older drivers, and provide
information on alternatives to self-driving, drawing on the
day-to-day experience of Mobility Centres in assessing a
person’s ability to continue to drive safely. The centres, as
community ‘hubs’, would also be best placed to increase the
confidence of those considering driving cessation by
providing advice.

Action 35: Over the course of the next two years, Mobility
Centre ‘hubs’ will promote the public and private transport
options available in each region to those considering giving up
driving or those who have been advised to cease driving.

Action 36: By the end of 2018, Driving Mobility will produce
guidance to support families concerned about an older
person’s driving ability, along with information on alternatives
to self-driving.

We would welcome your feedback. Do you agree or
disagree with the actions proposed? Are there any other
areas which require further attention? Please explain
why.

70 http://www.roadsafetyfoundation.org/media/33073/modsfl-single-
page-printable-version.pdf
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Community Transport

8.37 Community transport provides an alternative form of
transport for older or disabled people who cannot use, or do
not have access to private transport. The purpose of these
projects is to provide flexible and accessible community-led
solutions in response to local transport needs.

8.38 Community transport operates in both urban and rural areas,
using everything from mopeds to minibuses. Typical
services include voluntary car schemes, community bus
services, school transport, hospital transport, dial-a-ride,
wheels to work and group hire services.

8.39 One example of a community transport initiative is in Market
Harborough, Leicestershire, where the Harborough
Community Bus project provides a charitable transport
service for community groups or individuals living in the area
who are in need of accessible and inclusive transport.

8.40 Their services include taking residents’ groups to local pubs
for lunch; church groups to weekly social events; and youth
organisations to regular events. All this ensures a lifeline for
people in Market Harborough, and enables them to remain
active and involved members of their community.

8.41 We believe that the work of community transport plays an
important part in supporting personal independence and
tacking social isolation for older and disabled people.

Future Policy Development

Consultation Question 15:

How can the Department for Transport support Community
Transport Operators further?
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Mobility scooters

8.42 The number and variety of mobility scooters on streets and
pavements is increasing in response, in part at least, to the
ageing population. In 2014, the total number of estimated UK
mobility scooter users was 300,000.

8.43 Mobility scooters can provide valuable local outdoor mobility
to people who are no longer able to drive or to walk long
distances. However, a scooter can also be dangerous if it
does not meet the user’s abilities and needs.

8.44 Although many Mobility Centres and other suppliers of
mobility scooters provide user training, and the Department
has also provided guidance for mobility scooter users’?,
some people remain unaware of the need to familiarise
themselves with the controls and rules of the road before
using mobility scooters. We therefore see a need for further
promotion of the need for training of mobile scooter users.

8.45 In addition, we see a need for clearer and more consistent
information on which vehicles can safely be carried on public
transport, and which are too big or heavy to be
accommodated on buses or trains, for example. The
Confederation of Passenger Transport already provide
guidance on the use and acceptance of mobility scooters on
particular services’?; however we would encourage more
transport operators to provide this information.

8.46 The current situation can mean that mobility scooter users
find it difficult to know which scooter to buy, if they want to
travel with a particular bus or train company.

8.47 A similar approach focusing on pushchairs and prams,
helping consumers to choose models that are capable of
being folded and which are therefore more suitable for travel
on public transport, may also help in ensuring that space on

71 https://www.qov.uk/government/uploads/system/uploads/attach

ment data/file/411210/Mobility Vehicle Users quidance.pdf

72 Confederation of Passenger Transport UK Mobility Scooter
Code (2015) http://www.cpt-uk.org/ _uploads/attachment/3567.pdf
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public transport is used efficiently, enabling everyone to
travel in comfort and safety.

Action 37: We will work with Mobility Centres and the British
Healthcare Trades Association (BHTA) on promoting the need
for training of scooter users and providing facilities for such
training.

Action 38: We will identify and promote pushchairs, prams and
scooters most appropriate for public transport, working closely
with the British Healthcare Trades Association and transport
providers, by 2018.

We would welcome your feedback. Do you agree or
disagree with the actions proposed? Are there any other
areas which require further attention? Please explain why.

Pavement maintenance

8.48 Safe, well maintained pavements are important for the young
and old, disabled and non-disabled. The Department for
Transport’s highways maintenance block will provide £3.8
billion of funding between 2016-17 and 2020-21. This
funding is shared between local highway authorities in
England (outside London). Currently, this funding is
distributed using a formula that takes into account the length
of different types of road, the number of street lights and the
number of bridges. The funding can also be used for the
upkeep and maintenance of pavements.

Unauthorised pavement parking

8.49 As set out in the 2017 manifesto, where you live, shop, go
out, travel or park your car should not be determined by your
disability. Vehicles parked on pavements can cause
significant problems and potential danger to people who are
blind or partially sighted, and to wheelchair users, among
others.
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8.50 Local authorities have the powers to introduce pavement
parking restrictions where they consider it appropriate and
the Department for Transport has taken steps to assist them
in this.

8.51 We convened a roundtable meeting in 2016 where it was
identified that the major concerns affecting the ability to
introduce and enforce pavement parking prohibitions
(outside of London) were issues relating to the processing of
Traffic Regulation Orders. We are planning to launch a
survey in autumn 2017 in order to gather evidence about the
current situation, the costs and timescales for processing
TROs, and information about options for change.

Action 39: We will begin a survey to gather evidence and
identify examples of improvements that could be made to the
wider process for making Traffic Regulation Orders, by autumn
2017. This evidence will help inform our approach to tackling
pavement parking.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.
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We have summarised the actions contained in the Building
Confidence and Empowerment section above and would
welcome your feedback. Do you agree or disagree with the
actions proposed? Are there any other areas which require
further attention? Please explain why.

Action 30: We will work with representative bodies (e.g. the
Confederation of Passenger Transport (CPT) and the Rail
Delivery Group (RDG)), and will support the work of
regulators (such as the Office of Rail and Road), to
encourage greater promotion of information about the rights
of disabled travellers and what they are entitled to expect in
terms of service and facilities, as well as developing easier
ways to register complaints when things go wrong.

Action 31: We will work with transport authorities and
representative bodies (e.g. CPT and RDG) to encourage the
provision of better information about levels of accessibility on
vehicles and services, so that disabled people can make
informed choices about their journeys. This will include
Issuing guidance concerning the provision of information
about the accessibility of bus services.

Action 32: We will support the work of the RDG and ORR to
encourage further promotion of the benefits of DPRC in order
to further increase it's take up and use.

Action 33: We will continue to identify and support initiatives
for promoting and supporting travel training, mentoring and
buddying schemes.

Action 34: We will highlight and promote the work of Mobility
Centres, and identify ways to support the ambition of the
Driving Mobility network to increase the services it provides
in response to the growing ageing population and become
community style ‘hubs’ for older and disabled people.
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Action 35: Over the course of the next two years, Mobility
Centre ‘hubs’ will promote the public and private transport
options available in each region to those considering giving
up driving or those who have been advised to cease driving.

Action 36: By the end of 2018, Driving Mobility will produce
guidance to support families concerned about an older
person’s driving ability, along with information on alternatives
to self-driving.

Action 37: We will work with Mobility Centres and the British
Healthcare Trades Association (BHTA) on promoting the
need for training of scooter users and providing facilities for
such training.

Action 38: We will identify and promote pushchairs, prams
and scooters most appropriate for public transport, working
closely with the British Healthcare Trades Association and
transport providers, by 2018.

Action 39: We will begin a survey to gather evidence and
identify examples of improvements that could be made to the
wider process for making Traffic Regulation Orders, by
autumn 2017. This evidence will help inform our approach to
tackling pavement parking.
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9. Strengthening our evidence base

9.1

9.2

9.3

A great deal of research has underpinned policy and
legislative changes on accessibility over the past twenty
years, but gaps in knowledge remain.

Research and evidence is an important part of the
Accessibility Action Plan. First, it is essential for the
objectives and deliverables in the plan to be both informed
by robust evidence, and monitored and evaluated to
measure whether they are delivering as expected. Second,
an essential part of this plan is the generation of new
knowledge to fill remaining evidence gaps, which can help
inform discussion and future policy development.

We currently collect data on a range of attitudes and
behaviours around transport issues, including modes, trip
purpose and accessibility issues. Building on this, the
DPTAC Research and Evidence group will develop with DfT
a research programme in time for the publication of the final
post consultation Accessibility Action Plan. To date, the
three main areas identified as evidence gaps are:

e Monitoring and evaluation: Itis essential to develop

metrics to monitor progress and success, and an
evaluation to understand which elements of the
Accessibility Action Plan work most effectively and why.
Metrics should measure what the Plan is delivering, in
terms of both its outputs and outcomes. Evaluation should
help us understand the impact of the Plan and what has
driven that impact, in order for us to continually learn and
improve.

Cognitive, behavioural and mental health impairments:
There would be a particular benefit from research to further
understand the barriers to travel for individuals with

cognitive, behavioural and mental health impairments, and
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potential measures to overcome those barriers. The overall
aim would be to identify potential measures that could be
undertaken to improve accessibility. We will commission
the research by the end of 2017.

e Economic and social benefits of transport inclusion:
Research to quantify the economic, social and commercial
benefits of making passenger transport more accessible
through infrastructure, vehicle information and ‘softer’
measures (e.g. improved training for transport staff).

9.4 This research will aim to identify the best way that these
benefits could be quantified. Where possible, a range of
values will be collected that could help both public bodies
and private sector investors make better decisions in relation
to accessible transport, help charities make a case for
investment, and be used within the Department’s policy
appraisal process.

Action 40: In 2017, we will commission research to further
understand the barriers to travel for individuals with cognitive,
behavioural and mental health impairments, to help us to
develop potential measures to improve accessibility.

Action 41: By 2018, we will commission research quantifying
the economic, social and commercial benefits of making
passenger transport more accessible.

We would welcome your feedback. Do you agree or
disagree with the actions proposed? Are there any other
areas which require further attention? Please explain why.

Innovation as a tool for accessibility

Electrically-assisted pedal cycles

9.5 Electric bikes (e-bikes) are increasingly being seen on our
streets. They have the potential to offer significant benefits to
older people and people who cannot use a conventional
cycle due to a mobility impairment. This is generally because
less physical exertion is required to ride an e-bike compared
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to a conventional bicycle. However, despite this, using an e-
bike still enables users to become more mobile, and both
physically and mentally healthier through exercise.

9.6 In 2015, we awarded CarPlus (a transport sharing
organisation) £700,000 in funding to trial a number of e-bike
sharing schemes across England. The project funded the
introduction of 217 shared e-bikes into 11 local schemes in
various settings across England, including workplaces,
tourist destinations and on-street hire schemes”®.

9.7 The main objective of the programme was to ascertain the
level of appetite for e-bike sharing schemes across England,
and to test what types of people were attracted to using e-
bikes, in order to facilitate future policy development. Initial
results indicate that e-bikes can be instrumental in attracting
people with mobility impairments, particularly older people,
into cycling. We will continue to promote the use of e-bikes,
building on the lessons of the pilot.

Connected and Autonomous Vehicles

9.8 Connected and automated vehicle (CAV) technologies could
offer benefits for people with mobility impairments.

9.9 The Government’s Centre for Connected and Autonomous
Vehicles (CCAV) is working to secure the safety,
socioeconomic, and industrial benefits for the UK — and this
includes improving access to mobility for all. For example,
CCAV is joint funding a number of exciting real-world trials of
CAV technologies in cars, shuttles, and pods, which are
actively exploring how people with mobility impairment can
benefit.

73 http://www.carplus.org.uk/wp-content/uploads/2016/03/Shared-
Electric-Bike-Programme-Report-Year-1-2016.pdf
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9.10 One such example is the INSIGHT project’® insight which is
developing and trialling connected and autonomous shuttles
for safe, slow speed operation on pedestrian areas and
pavements, and evaluate their use by mobility impaired
people. It will explore connectivity, not only to control and
manage the vehicles, but also to develop interfaces which
will allow people with visual or other impairments to use the
service.

9.11 The INSIGHT project will also explore the use of advanced
vehicle sensors to detect and recognise pedestrians,
cyclists, mobility scooters, and other vehicles on adjacent
roads. This will enable more advanced decision-making and
a smoother ride.

9.12 Other projects are looking at other CAV technologies,
including Automated Valet Parking. This could open up
access to locations that do not currently offer disabled
parking spaces — a vehicle could drop off a mobility impaired
passenger and then park elsewhere, returning when needed
to collect the passenger.

9.13 CCAV is also working with the Department to make sure that
the country’s regulatory framework will support the use of
CAVs. For example, we plan to legislate so that motor
vehicle insurance covers the use of automated vehicles, and
are considering plans to enable the use of Remote Control
Parking functions to make it easier for everyone to park their
vehicles.

Demand Responsive Transport

9.14 Demand responsive transport could also provide solutions
that better meet the needs of disabled people. Demand
responsive transport is transport that operates flexibly

74 Driverless cars technology receives £20 million boost Press
Release Note to Editors No.2 INSIGHT project:
https://www.gov.uk/government/news/driverless-cars-technology-
receives-20-million-boost
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according to demand, instead of on preordained routes at
prescribed times.

9.15 It offers potential advantages of reduced waiting times and a
more tailored route, and is expected to form a core element
of ‘Mobility as a Service’ - a mobility distribution model in
which a mobility provider meets all of a customer’s transport
needs, via a single platform. The service would integrate
different modes, including public and private provision — and
could offer customers options such as guaranteed seats.

9.16 The Government is reviewing Mobility as a Service to
understand the potential governance and outcomes of
different models of implementation, and the policy and
regulation needed to open up the market in a sustainable
way that serves the interests of all citizens. DfT has funded
research and projects to develop and trial the concept in
recent years.

9.17 In 2015, DfT’s Transport Technology and Innovation Grants
(T-TRIGS) funded a study exploring the feasibility of the
Mobility as a Service concept for London. DfT also funded
‘Simply Connect’”>, which was a project to develop and trial
a similar concept in the south Manchester area.

9.18 In 2016, DfT collaborated with Transport Systems Catapult
to produce the analysis, Exploring the Opportunity for
Mobility as a Service in the UK’ , which sets out what it is
and how it can help people travel.

9.19 Demand responsive transport services are currently being
offered by the commercial sector, and with rapidly
developing technologies there will be further opportunities.

9.20 The Centre for Connected and Autonomous Vehicles
(CCAV) is supporting several industry-led projects about
Mobility as a Service; including projects designed to develop
and demonstrate the technology, safety, insurance and
service models for delivering a highly automated solution

75 https://simply-connect.com/
76 https://ts.catapult.org.uk/intelligent-mobility/im-
resources/maasreport/
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targeted at replacing the commuter car, as well as
developing city-compatible commercial automated
ridesharing, which would complement existing public
transport infrastructure. They are also providing funding to
explore systems for costing and managing Mobility as a
Service.

Wider accessibility innovation

9.21 There are other important ways in which technology can help
achieve greater independence for disabled people. With the
growing use of smartphones and wayfinding technology, for
example, technology can keep disabled people better
informed throughout their door-to-door journey, and help
them to manage any disruption.

9.22 For example, in 2013, TfL developed the ‘Colourblind Tube
Map'’’ as part of its competition to improve accessibility in
London. The map is a redesign of the original London
underground map to make it easier to use for those with
colour blindness or other vision impairment. The app
combines colour with pattern to create a tube map ideally
suited for those who see in a restricted palette. It is available
for free download.

9.23 In 2015, we funded a trial at Pimlico underground station of
the ‘Wayfindr’ project, pioneered by the Royal London
Society of Blind People. Wayfindr allows blind and partially
sighted people to navigate towns and cities, including the
London Underground, by giving information and decision
points through headphones, based on location data from
beacons in the area. Since the DfT trial, Wayfindr has
secured a $1m grant from Google to run a larger trial at
Euston station®.

77 http://mappinglondon.co.uk/2014/colourblind-tube-map/ and
https://itunes.apple.com/gb/app/colourblind-tube-
map/id734518456?mt=8

78 http://www.rlsb.org.uk/tech-hub/wayfindr
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9.24 In addition to this, we have also recently provided £120,000
of funding to an innovation competition designed to assist
people living with dementia who experience high levels of
anxiety when travelling to, and attending hospital care.

9.25 This competition is being run by the Welsh Government, who
have contributed £600,000 of funding to this small business
research initiative (SBRI). The DfT funding will focus on
solutions which ensure that people living with dementia can
travel safely, with reduced anxiety, to and from the hospital.

9.26 We will ensure that future DfT innovation competitions
highlight the need for prospective funding recipients to
incorporate accessibility within their project specifications.

9.27 DfT is also working with the Rail Safety and Standards
Board (RSSB) to launch an innovation competition in
September 2017, to find solutions to reducing the cost of
accessibility improvements at stations, including the
availability of accessible toilets. This competition will also
focus on making improvements for those with hidden
disabilities.

9.28 We are also investing in a new rail innovation accelerator.
This will bring new ideas, new companies and new finance
into the rail industry, and should help to accelerate the
delivery of new accessibility solutions to the railway.

Action 42: DfT is working with the RSSB to launch an
innovation competition in September 2017, which will find
solutions to reducing the cost of accessibility improvements at
stations, including the availability of accessible toilets. This
competition will also focus on making improvements for those
with hidden disabilities.

Action 43: We are also investing in a new rail innovation
accelerator which will look at how the availability of accessible
facilities can be improved.

Action 44: We will ensure that DfT innovation competitions
highlight the need for prospective funding recipients to consider
accessibility within their project proposals, where projects
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impact on transport users.

Do you agree or disagree with the action proposed? Are
there any other areas which require further attention?
Please explain why.

We have summarised the actions contained in the
Strengthening our Evidence Base section above and
would welcome your feedback. Do you agree or disagree
with the actions proposed? Are there any other areas
which require further attention? Please explain why.

Action 40: In 2017, we will commission research to further
understand the barriers to travel for individuals with
cognitive, behavioural and mental health impairments, and
help us to develop potential measures to improve
accessibility.

Action 41: By 2018, we will commission research to quantify
the economic, social and commercial benefits of making
passenger transport more accessible.

Action 42: DfT is working with the RSSB to launch an
Innovation competition in September 2017, which will find
solutions to reducing the cost of accessibility improvements
at stations, including the availability of accessible toilets.
This competition will also focus on making improvements for
those with hidden disabilities.

Action 43: We are also investing in a new rail innovation
accelerator which will look at how the availability of
accessible facilities can be improved.

Action 44: We will ensure that DfT innovation competitions
highlight the need for prospective funding recipients to
consider accessibility within their project proposals, where
projects impact on transport users.
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10.Inclusive policy making

10.1 Delivering policies that meet the needs — and where
possible, exceed the expectations of disabled and older
people, not as an afterthought or add-on, but as an integral
part of planning from the earliest stages — means ensuring
that all those involved in the policy process have a clear
understanding of the legal framework under which they must
operate. This includes, crucially, the Public Sector Equality
Duty set out in the Equality Act 2010.

10.2 The DFT provides all staff with access to diversity and
equality training; however, we intend to go further by
providing all staff with training covering the Public Sector
Equality Duty, particularly with respect to equality and
accessibility requirements.

10.3 It is equally important that local authorities and other public
bodies understand their responsibilities and obligations
under the Public Sector Equality Duty. The Welsh
Government has used its powers to make statutory duties
designed to deliver the Public Sector Equality Duty, and has
imposed duties on public authorities in Wales. We are
interested in learning more about the impact of this
legislation in Wales.
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Action 45: We will develop and deliver (with input from
DPTAC) training for civil servants in the Department to include
the law and good practice with respect to disability awareness
and equality issues.

Action 46: We will work with the Welsh Government and the
Minister for Equalities to understand the impact of the
introduction of these new powers in Wales, and their potential
applicability to the English jurisdiction.

Action 47: We will support work with local authorities to raise
their awareness of the Public Sector Equality Duty under the
Equality Act 2010 in relation to local transport and transport
facilities.

We would welcome your feedback. Do you agree or
disagree with the actions proposed? Are there any other
areas which require further attention? Please explain why.
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11.Measuring delivery of outcomes

11.1 It is vital to measure the extent to which laws and good
practice are enabling more disabled people to travel
independently and with confidence. Among measures to be
considered are:

¢ using the National Travel Survey to highlight a cohort of
people who identify as having mobility difficulties, and track
their mobility over time

e measuring over time the gap in trip numbers between
disabled and non-disabled travellers

e using distinct cohorts, such as guide dog users, to track
changing mobility patterns

e measuring the confidence of people to travel

e counting people currently not travelling, or travelling
infrequently who could travel more

Action 48: We will develop, in consultation with DPTAC,
effective ways of measuring travel patterns and trends among
disabled and older people over time as a basis for targeted
policy initiatives.

We would welcome your feedback. Do you agree or
disagree with the action proposed? Are there any other
areas which require further attention? Please explain why.
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Monitoring of delivery against commitments

11.2 Following the outcome of this consultation, we will produce a
final version of the Accessibility Action Plan, which will set
out our key policy and investment priorities for improving
disabled people’s access to transport. This document will

also confirm our timeframes and proposals for monitoring
delivery.
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Annex A: Organisations contributing to
development of priorities

The following organisations have contributed directly or indirectly to
the process of establishing the priorities reflected in this draft
Accessibility Action Plan.

Age UK

Alzheimer’s Society

Connect

Department for Economy & Infrastructure, Welsh Government
Department for Regional Development, Northern Ireland
Department of Health

Disability Rights UK

DPTAC

Guide Dogs

Joint Committee on Mobility of Disabled People
MENCAP

Mental Health Action Group

National Autistic Society

National Pensioners Convention

Office for Disability Issues

Office of Rail and Road

Royal Association for Deaf People

Royal London Society for Blind People

SCOPE

Spinal Injuries Association
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Transport Scotland
Vision 2020
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Annex B: Abbreviations and Acronyms

AAP — Accessibility Action Plan

ADA — Approved Driver Assessors

ADR - Alternative Dispute Resolution

Anxiety UK — National charity for people with anxiety
BHTA — British Healthcare Trades Association

CAA — Civil Aviation Authority

CAV — Connected and Autonomous Vehicles

CCAYV - Centre for Connected and Autonomous Vehicles
CCNI — Consumer Council for Northern Ireland

CIHT — Chartered Institution of Highways and Transportation
CPC — Certificate of Professional Competence

CPT — Confederation of Passenger Transport

CTO — Community Transport Operators

DFLE — Disability-Free Life Expectancy

DfT — Department for Transport

DPA — Data Protection Act

DPPP — Disabled People’s Protection Policy

DPRC - Disabled Persons Railcard

DPTAC — Disabled Persons Transport Advisory Committee
Driving Mobility — The Forum of Mobility Centres

DVSA — Driver & Vehicle Standards Agency

e-Bikes — Electric bikes

EC — European Council

ECE — Extra Costs Commission
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EHRC — Equality and Human Rights Commission
EU — European Union

FOIA — Freedom of Information Act

GP — General Practitioner

HS2 — High Speed Two

HMT — Her Majesty's Treasury

IMO — International Maritime Organization
LE — Life Expectancy

MCA — Maritime and Coastguard Agency
MHAG — Mental Health Action Group
NEB — National Enforcement Body

NPBS — National Passenger Booking System
NTS — National Travel Survey

NVQ — National Vocational Qualification
OCS - Outsourced Client Solutions

OLT — Older Drivers Taskforce

OGL — Open Government Licence

ONS - Office for National Statistics

ORR - Office of Rail and Road

PHV — Private Hire Vehicle

PRM — Persons with reduced Mobility

PRM TSI — Technical Specification for Interoperability for
Persons with Reduced Mobility

PSVAR — Public Service Vehicles Accessibility Regulations
RDG - Rail Delivery Group

RSSB — Rail Safety and Standards Board

RVAR — Rail Vehicle Accessibility Regulations

SBRI — Small Business Research Initiative

SEFT — South East Flexible Ticketing

Stations Made Easy — Interactive National Rail Database
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TCAs — Travel Concession Authorities

TfL — Transport for London

TOCs — Train Operating Companies

TRO - Traffic Regulation Orders

T-TRIGs — Transport Technology and Innovation Grants
UK — United Kingdom

WHO — World Health Organization
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