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How to comment on this draft report

Who should respond?

We would like to hear your views on the contents of this draft report. In
addition to the general public, comments are welcome from stakeholder
groups, including the following:

e User groups

e London Travelwatch

¢ Institutions (Royal National Institute for the Blind etc)
e Network Rail, Train Operating Companies

e Local authorities in London

e London Assembly Transport Committee

e Department for Transport

TfLwillalsoh ol dCi & | @uernysé6 elx er ci se t o review

Public and stakeholder questions

Responses should answer the following questions:

Question 1: Given what is set out in this report, what do you think the
focus should be beyond 2015 (beyond 2014 for National Rail
improvements) with regard to improving:

a) The physical accessibility of the transport system?

b) The availability, quality, quantity and timeliness of information about
the transport system?

c) The attitudes of transport staff and travellers towards each other?
d) Staff availability and staff training?

e) Door-to-door services for people with mobility problems who require
this form of transport service?

Question 2: Is there anything missing from this report, or anything else
you would like to tell us?



How and when to submit responses

Please send responses by the end of October 2011, to:

Physical accessibility report
10th Floor

Windsor House

42-50 Victoria Street
London SW1H OTL

Or email to: physicalaccessibility@tfl.qgov.uk

Or enter your response directly in to the TfL consultation web page at
https://consultations.tfl.gov.uk/consultation-and-
engagement/accessibility-plan



mailto:physicalaccessibility@tfl.gov.uk
https://consultations.tfl.gov.uk/consultation-and-engagement/accessibility-plan
https://consultations.tfl.gov.uk/consultation-and-engagement/accessibility-plan
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1 Foreword

Londonds transg
has become vastly more
accessible in recent years.

Among the improvements, we
have seen the widespread
introduction of a low-floor bus
fleet and accessibility
improvements at bus stops,
transformation of the urban realm at key locations through the Better
Streets initiative, further step-free developments on the Docklands Light
Railway, London Overground and Croydon tram networks, and
completion of step-free access schemes at a number of rail and Tube
stations.

The Mayorbés Transport Strategy sets o0l
improvements to 2031 in an Accessibility Implementation Plan. This draft

report provides greater detail on when, where and how the Accessibility
Implementation Plan will be carried out and what it will achieve.

The purpose of this report is to generate discussion of options and
priorities for further improvements, where appropriate, beyond the
current committed and funded programme.

We have a | ot to |l ook forward to. The
undergoing a colossal investment programme that is detailed in the

Transport for London Business Plan. It includes schemes such as

Crossrail, the Tube Upgrade Plan and Access for All step-free station

projects.

The 2012 Olympic and Paralympic Games are not only acting as a
catalyst for physical accessibility improvements but offer a great
opportunity to showcase the improvements made in recent years and to
tackle perceptual and attitudinal barriers that may exist.

Information technology has a part to play too. Technological advances
are already bringing us better journey planning, navigation and



communication, with the potential for further improvements in areas such
as reliability and targeted travel information.

However, funds for further investment beyond the current committed
plans are likely to be severely constrained, so our ideas for further
improvements must be realistic.

There is plenty for us all to consider. | hope you will take this opportunity
to give your views on how we can
better for everyone.

Uz Heos

Peter Hendy CBE

Commissioner, Transport for London

ma k e



2 Executive summary

Introduction

The purpose of this report is to raise awareness of recent and planned
improvements and to help identify priorities for taking forward the

Mayor s Transport Strategy (MTS) Acces
beyond the current committed schemes.

The report focuses on improvements for disabled people, though the
improvements benefit all users.

The report describes how Transport for London (TfL), London boroughs,
train operating companies and others are making improvements that
particularly help mobility impaired people. This includes current projects
and initiatives, committed schemes, and potential improvements beyond
the committed plan.

The report gives some examples of potential further improvements that
could be considered beyond those currently funded, and identifies a
potential long-term aim to reduce additional relative journey time by half
by 2031.

The timing of the publication of this draft report is consistent with a

request made by the London Assembly Transport Committee following

their recent scrutiny of the accessibi
The views of the public and stakeholders are welcome are requested by

the end of October. The final report is intended to be published in

December.

The report will thus inform the development of five sub-regional transport

pl ans, TfLOs r e steprfieeescheired at Natoral Raib r

stations, and TfLO6s planning forBusitess peri o
Plan, 2015-2020.

The MTS itself will not be revised as a result of this report, as all that is in
this report falls within the scope of the existing MTS Policies and
Proposals.



Context

While significant improvements to accessibility have been made, for
example to buses, large parts of the transport system remain relatively
inaccessible to many people.

A large and growing number of people in London will benefit from
accessibility improvements to the trar
Is forecast to increase by 1.25 million by 2031. Children and older people
willmakeupagreaterpr oporti on of Londanm03& over :
than they do now.

The role of the Mayorodés Transport Stre

TheMTSi s Londondés statutory tradcismport s
May 2010 following London Assembly and public consultation. The

strategy sets out policies and proposals for improving physical

accessibility, and sets out a accessibility implementation plan to 2031

which includes both funded and unfunded investment.

Structure and approach of this report

This report degooruirbnesy talpe rbovahcchlée and t
the component parts of journeys in London, as listed below:

e WNhol e journey approacho

Ensuring the transport system is accessible from the start to the end of

the journey, by overcoming the barriers that exist for some users, will

enabl e more 6spontaneousd travel t hat
overcome some pressing social problems. The approach being taken by

the strategy therefore is to ensure the whole journey is accessible. This

has been termednéyhweapwhoaehdP ouo access

e Journey planning

Good quality information is essential to help disabled people plan their
journey with confidence. Travel mentoring and the Docklands Light
Railway (DLR) ambassador scheme are used to help people become
acquainted with the public transport system. Journey planning
information is provided in a range of formats and increasingly the internet

10



provides detailed information with regard to the layout and accessibility
of stations.

e Streets

OBt t er initiatives ddavesb@gun to make streets and town centres
more accessible as well as more attractive and include the removal of
street clutter. The design of each scheme is subject to local consultation
toensureit meets userso needs.

Initiatives such as Legible London, t h e C agireetsgstemef o0 n
maps and signs, include accessible features, and customer research has
found that pedestrian countdown at crossings is particularly valued by
disabled and mobility impaired people.

The design of streets will consider provision for disabled cycling.

e Buses

Great improvements have been made to bus accessibility over the last
decade. All buses (except heritage routes) are low floor and provide both
audible and visual information provision.

Bus stop accessibility will continue to be improved.

Bus routes are very well connected throughout London to existing step
free stations.

e Tube and rail service standards

Service standards have been significantly improved on the Tube, with

the provision of improved visual and audible information, Help points,

col our contrasting features, tactile
gat es 0.

Service standards for the National Rail network are increasingly
including these standards, which will be rolled out through the
Depart ment f or réfrachssngmacds s ( Df T)

¢ Interchange standards

Interchanges can be the most difficult part of a journey, especially for
disabledpeople. Tf L6 s I nterchange Best Practic
quality of service interchanges should aspire to achieve.

11



o Step-free access from street to platform

There is a large committed plan of improvements including Crossrail,
Thameslink, and upgrades at some of the busiest stations on the
Underground including Victoria, Green Park and Bank.

Beyond this, the MTS sets out further unfunded schemes - which would
include step-free access 1 including station congestion relief schemes,
the development of strategic interchanges, the Chelsea-Hackney line
and extensions to the Bakerloo and Northern lines.

To supplement these, this report identifies that about a further 50
stations would need to be made step-free to achieve an equitable
balance of improvements across London.

e Platform to train accessibility

Improvements in accessibility between platform and train include
platform humps on the deep Tube lines and lower floor of the new sub-
surface trains.

e Tube and National Rail trains

New trains being introduced on the Victoria and sub-surface lines include
(as do London Overground trains and new rolling stock on the National
Rail network) wheelchair spaces, and other spaces for baby buggies and
luggage. Trains also have improved audible and visual information and
improved lighting at doorways.

e Staff availability, training and customer attitudes

Staff service is very important for disabled people. Staff receive initial
and refresher training including understanding the needs of disabled and
other people.

e Door-to-door transport

Dial-a-ride is provided for those who are unable to use mainstream
public transport. The service is free and is provided with new minibuses.
It is expensive to provide and, in the long term, improvements to the
physical accessibility of the transport system could enable some people
to be less reliant on Dial-a-Ride.

12



e Car driving and parking

Cars are the main mode of transport used by many disabled people.
Improvements are needed to make it easier to use a car in London for
example at petrol stations and multi-storey car parks. The development
of new cleaner cars for disabled drivers will enable them to contribute to
reducing emissions.

e Other transport

Exi stliancgk 66 bt a x i a nadd anyinewetransré r vi ce s,
infrastructure, is designed with physical accessibility in mind. For
example, the new cable car crossing the Thames will be accessible.

e The 2012 Olympic and Paralympic Games legacy

The Games provide a once in a generation opportunity to raise the
profile of the benefits of improving physical accessibility. Their legacy
will be improved infrastructure, better informed operations, and a
behavioural change 1 including an improved public attitude to disabled
travel.

e The role of land-use planning

The development of accessible, high density, mixed-use town centres
and life-long neighbourhoods will improve access to goods and services
for disabled people.

Outcomes

There have been many significant improvements made to the transport
system over the last few years, notably the low-floor bus fleet.

Analysis underpinning this report shows that the current investment
programme will make substantial improvements to the physical
accessibility of London. However, it will still take longer on average to
make a journey by step-free routes rather than the fastest route
available.

The further rail and Tube investment set out in the MTS, currently
unfunded, if it were complemented by about 50 further stand-alone step-
free schemes, could make significant progress in achieving the MTS

13



policy of an equitable balance of accessibility improvements across
London and could potentially halve the additional average journey time
taken when using the step-free network compared to using the fastest
routes available.

Cost, funding and delivery

The improvements set out in the report are expensive. Some 1 notably
Crossrail, Thameslink and upgrades of key stations in central London i
are funded and being delivered. Funding for the remainder of the
strategy will be from a variety of sources including fares and central
Government grant (for which a very strong case will need to be made
given the overall reduction in levels of government spending).

The next opportunities for funding are the HLOS2 process for National
Rail improvements between 2014 and 2019, and the next TfL Business
Plan which is expected to cover 2015-2020. It is not expected that there
would be any funding available before then.

Next steps

Work will continue o n T duttedtprogramme of improvements and
investment, and to continue to scope out the potential programme
beyond that.

Funding is expected to remain scarce for the foreseeable future, so it will
be important to continue to develop the strategic case for investment and
demonstrate value for money. The analysis set out here is not intended
to be exhaustive. Much analysis and planning remain to be done.

14



3 Introduction

31 Mayor 6s Transport Strategy

The Mayor 6s Tr gMTS)sets out infproveraentetg y
Londondés transport 20ygasst em over the nedx

It outlines how the Mayor intends to improve the accessibility of the
transport system. This is set out in section 5.9 of the MTS which together
with Figure 87 of the MTS forms the MTS Accessibility Implementation
Plan (for ease of reference, reproduced in section 5.3 of this report).

3.2 Purpose of this draft report

The purpose of this draft report is to raise awareness of the accessibility
improvements to be achieved through the committed investment
programme, give an indication of the potential accessibility benefits of
indicative further schemes identified in the MTS and provide a basis to
consider further potential improvements to 2031. This draft report intends
to supplement the MTS, and specifically the MTS Accessibility
Implementation Plan, by exploring further detail and options relating to
accessibility measures, rather than replacing or changing the MTS and
the Accessibility Implementation Plan contained within it.

In November 2010 the London Assembly Transport Committee

publ i shed aAccesspitty df thettransporengtwaikd. The

report made a number of suggestions for measures to improve the

accessibility of the transport system. The Mayor published a specific

response to the London Assembly?. This draft report takes into account,

and where appropriate builds upon, both recommendations made by the
London Assembly and the Mayoro6s respor

This report will informt he r ev i s i o-regiood trafspokt plas s u b
(which cover north, east, south, west and central London),and Tf L 6 s

! London Assembly Transport Committee report: www.london.gov.uk/publication/accessibility-
transport-network-london

Mayords response to the London Assembl y:
www.london.gov.uk/sites/default/files/Mayor%27s%20response%20t0%200ur%20report%20Feb %202
011.pdf
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planning for the period from 2015 onwards T the period beyond the
current TfL Business Plan. It will also inform planning for the National
Rail network in London from 2014 onwards.

3.3 Scope of this draft report

This draft report sets out in more detail than is given in the MTS how the
MTS Accessibility Implementation Plan could be implemented over the
next 20 years. It describes committed (funded) improvements, indicative
further schemes identified in the MTS and seeks to stimulate discussion
of longer-term plans, rather than set them out. Given the vast scale of
committed investment, a significant proportion of this document
describes the impact of committed investment to ensure a common
understanding of the starting point for further measures. The MTS
identified a number of indicative schemes to pursue after the committed
investment. These are described as a second stage of measures, before
considering what further accessibility focussed measures would be
required.

The affordability of transport, and wider social inclusion issues, are
outside the scope of this document.

In developing this draftreportad wh o | e jpmraachdwasyused by
looking at information provision, streets, buses, rail and Tube, and staff
availability, training and customer attitudes. Feedback and responses
received on accessibility from the MTS consultation were also
considered.

This draft report focuses on improvements for disabled people, though of
course the improvements benefit all users.

3.4 Funding considerations

The enhancements outlined in this draft report are clearly identified as
being either funded under current commitments or potential options for
the period after the current commitments (post 2015 in the case of the
TfL Business Plan) that are entirely subject to future financing. Future
funding from the public sector is anticipated to be very limited. Therefore,
opportunities to secure funds from other sources should be explored

16



wherever possible. For further details regarding financing of schemes
post the current period of committed investment please refer to the Cost,
funding and delivery chapter.

3.5 Legal notes

3.5.1 Status of this report

This draft report is intended as a guide to how physical accessibility
improvements could be made over the medium and long-term and does
not replace either of the two statutory documents that the Mayor and TfL
are responsible for:

e Section 7.2 of the MTS (Accessibility Implementation Plan), which
constitutes the Mayorodés propthaial s f o
accessible to persons with mobility problems as required by the GLA
Act 1999.

e T f L dsabilitpand Deaf Equality Scheme (DES), updated every three
years, which sets out in further detail what TfL is going to do to ensure
that the services it offers are accessible to disabled people. The DES
meets the 2010 Equality Act requirements.

3.5.2 Equalities legislation

TfL is subject to the Public Sector Equality Duty (PSED) under section
149 of the Equality Act 2010. The Equality Act 2010 covers a range of
(rotected characteristics6(and ¢rotected groupsg defined in terms of
peopl e;@isabilayggender reassignment; pregnancy and maternity;
race; religion or belief; sex and sexual orientation.

In exercising any of its functions, the PSED requires TfLt o0 hdue e 0
regardoto:

e The elimination of unlawful discrimination, harassment and other
conduct prohibited by the Equality Act

¢ The advancement of equality of opportunity between people who
share a protected characteristic and those who do not

e The fostering of good relations between people who share a
protected characteristic and those who do not

17



The Equalities Act states that advancing equality of opportunity involves
removing or minimising disadvantages suffered by people due to their
protected characteristics, taking steps to meet the needs of people from
protected groups where these are different from the needs of other
people, and encouraging people from protected groups to participate in
activities where their participation is disproportionately low. It also says
that meeting different needs involves taking steps to take account of
disabilities and compliance with the duty may involve treating some
people more favourably than others.

The Equalities Act places duties on the providers of transport services to
ma k eeasdnable adjustmentséso that disabled people can use services
more easily. These include:

¢ Reviewing practices to ensure that they do not make it impossible
or unreasonably difficult for a disabled person to access the
transport vehicle or services

¢ Providing additional help or assistance to enable a disabled person
to make use of a service or facility

This draft report is intended to achieve the aims of the Public Sector
Equality Duty and obligations under the Disability Equality Scheme by
considering in greater detail how the Accessibility Implementation Plan
could be implemented over the medium and long term. It does not
change the MTS or the Accessibility Implementation Plan. An equalities
impact assessment was undertaken in respect of the policies and
proposals contained in the MTS and its Accessibility Implementation
Plan in an Integrated Impact Appraisal (I11A). As this draft report does not
change the already assessed policies and proposals of the MTS, no
further assessment is necessary.

TfL has consulted its Independent Disability Advisory Group (IDAG) and
taken its comments into account in the preparation of this draft report.

3.6 Monitoring processes

Monitoring of the performance of the transport system, including
accessibility considerations, is published annually in the Travel in
London report. Specific monitoring of accessibility considerations takes

18



place through the framework set out in the TfL DES. This includes

reporting to the Greater London Authority (GLA) and London Assembly
throught he Mayor 6s OEqual Life Chances fo
TfL steering group (including IDAG representation) meeting every six

months to assess progress and determine Equality & Inclusion strategy.

The items in this report would be considered, in due course, in these

monitoring processes.
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4 Context

4.1 Current provision of accessible transport

Londondés transport systemdiltsalamge of t 1}
comprehensive network, but, in places, notably the Tube and rall

networks, one which does not fully meet the accessibility needs of

Londoners, particularly mobility or sensory impaired people. Much has

been achieved in improving the accessibility of the transport system in

the past ten years, most notably of the bus network with a new fleet of

low-floor buses equipped with visual and audible information.

TfLO6s Travel i n London report assesses
MTS, including accessibility of the transport system.

The report monitors the level of step-free accessibility across the whole
transport network. The latest available data shows that:

e 52 per cent of bus stops are accessible (eg appropriate vehicle
stopping controls, 100mm or greater kerb heights and no other
boarding/alighting impediments)

e 100 per cent of buses are low floor and have dedicated space for
wheelchairs or baby buggies

e 36 per cent of TfL Road Network (TLRN) signalised crossings (either
0stand aloned6é or complete junctions)
provision based on the (national) accessible crossing indicator

e 22 per cent of London Underground stations are step-free from street
to platform

e 3.7 per cent of London Underground stations are step-free from
platform to train

e 100 per cent of DLR stations are step-free from street to platform (see
photograph below)

e 100 per cent of Tramlink stations are step-free from street to platform

e 45 per cent of London Overground stations are step-free from street
to platform

20



e 31 per cent of National Rail stations are step-free from street to
platform

e A number of major interchange locations are not step-free from street
to platform, but are step-free for interchanges between some
platforms. Examples include Mile End, Stockwell, Finsbury Park and
Oxford Circus

Fully accessible: The DLR was built step-free from the outset

21



4.2 Travel-related disabilities and mobility impairments

Di sabilities that | mptwandertakae an i ndi vi
independent travel are very varied. At one extreme are people who have

specific requirements and clear limitations, such as people in

wheelchairs. However, there are large numbers of people who have

mobility impairments, but for whom it is difficult to define the tipping point

at which an accessibility obstacle becomes insurmountable.

The range of disabilities that impact upon mobility is very large, from
physical movement constraints, to sensory constraints such as sight or
hearing. There is no one-size-fits-all solution to the accessibility
challenge. Indeed, the variety of potential solutions is very large and it is
a challenge in itself to prioritise measures to achieve best value for
money, while ensuring no one particular disabled group is left behind in
measures to improve accessibility of the transport system.

In addition, there are those who are able-bodied, but mobility impaired
users of the transport system because they are carrying heavy luggage
or pushing a baby buggy. These users also stand to benefit from
measures to improve the physical accessibility of the transport system
and may enable trips to be undertaken by public transport and/or on foot
that were previously completed by car.

4.3 L on do mgéirsg papulation

Figure 1 illustrates the strong correlation between increasing age and
incidence of travel-related disability. Given that the London population is
ageing, the transport system must plan to cater for an ever increasing
proportion of demand from mobility impaired people.

22



Figure 1: Percentage of people with a travel-related disability
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Figure 2. In the period to 2031 the total London population is projected to
increase by around 13 per cent, whereas the number of Londoners aged
over 65 is projected to increase by around 34 per cent. Children will also
make up a higher proportion of the population in 2031.

Figure2: Age struct ur @pulation 2008/8081 FRigure 1.3 of
the Draft Replacement London Plan:
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5 Theroleofthe Mayor 6s Transport Str

The MTS describes its role as:

d’he MTS is the principal policy tool through which the Mayor exercises
his responsibilities for the planning, management and development of
transport in London, for both the movement of people and goods. It
takes into account the emerging policies in the London Plan and the
Ma y o rconsmidDevelopment Strategy (EDS). It provides the policy
context for the more detailed plans of the various transport-related
implementation bodies, particularly TfL and the London boroughs.

The legislative framework for the MTS is laid down by the GLA Act
1999 as amended by the GLA Act 2007. The GLA Act 1999 sets out the
general transport duties of the Mayor and the GLA. It specifies that the
transportst r at egy must contain polici
encouragement of safe, integrated, efficient and economic transport
facilities and services to, from
proposals for securing the transport facilities and services needed to

i mpl ement the Mayoro6s policies o\
to the movement of people and goods. His transport body, TfL, is under
a duty to use its powers to facilitate and implement the MTS. The 33
London boroughs (including the Cities of London and Westminster)
must formulate plans to implement the strategy in their areas. Every
person or body exercising statutory functions with respect to the
Greater London area, including the boroughs and the City, must have
regard to the MTS wherever relevant to do so.

The MTS must also contain the May
transport that is accessible to mobility impaired people and may contain
any other proposals which he considers appropriate. Mobility issues are
addressed in the policies, proposals and the Accessibility
Implementation Plan.6i MTS section 1.2

Policy documents such as the London PI
Chances for all Londoners were taken into account in the development

of the MTS and the Accessibility Implementation Plan. Other documents

considered were for example, the Disability Discrimination Act (DDA)

and the new Equalities Act which require the Mayor to provide

accessible transport for those who are disabled.
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5.1 MTS goals and outcomes

The MTS, published in May 2010, sets

transport system:

e Support economic development and population growth

Enhance the quality of life for all Londoners

Improve the safety and security of all Londoners

Improve transport opportunities for all Londoners

Reduce transportdés contribution
resilience

e Support delivery of the London 2012 Olympic and Paralympic
Games and its legacy

The MTSt hen considers the challenges
system, and the related broad range of outcomes sought, including an
outcome of O6i mproving the physical

The MTS contains an Accessibility Implementation Plan outlining the
phasing of schemes. This draft report draws on the MTS Implementation
Plan and looks at the schemes and timeline in more detalil.

The paragraphs below, which summarise the challenge and set out the
policy to improve accessibility, are extracted from the MTS.

5.2 MTS policy

The MTS describes the challenge regarding accessibility of the transport
system as:

dn spite of the great strides that have been made in improving the
guality, quantity and accessibil:]
Londoners i particularly disabled Londoners i are able to take full
advantage of the benefits the city offers.

Engagement with stakeholder groups has shown that disabled people
want to make safe, reliable and accessible journeys and want access to
the right information so they can plan their journey appropriately.
However, disabled people, whether they have mobility or other
iImpairments, face additional barriers to travel. These barriers can be
physical such as uneven pavements or crossings, steps or steep

25
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inclines, and street furniture. They may also need assistance from staff,
more information about services, assistance during service interruptions,
while a positive and helpful approach from other transport users can also
Improve the journey experience.

The physical accessibility of the transport network can limit the journey
opportunities for some people whose only option is to take accessible
but longer routes.

Ensuring the transport system is accessible from the start to the end of
the journey, by overcoming the barriers that exist for some users, will
enabl e more 6édspontaneousd travel
overcome some pressing social problems. The approach being taken by
the strategy therefore is to ensure the whole journey is accessible. This
has been termed the o6whol e jO60OMTSnhe
section 4.5.2

It sets out the following policy:

@olicy 21: The Mayor, through TfL, and working with the DfT,
Network Rail, train operating companies, London boroughs and other
stakeholders, will seek to increase accessibility for all Londoners by
promoting measures to improve: a) The physical accessibility of the
transport system, including streets, bus stops, stations and vehicles b)
Information provision, staff service and the travelling environment This
policy is taken forward by proposals: 5, 9, 13, 18, 19, 21, 22, 23, 24,
25, 26, 27, 29, 40, 41, 42, 43, 44, 45, 60, 83, 84 and 115.06

The MTS sets out 130 proposals to improve the transport system and
achieve the desired outcomes. The five proposals below are taken from
section 5.9 of the MTS (@ more accessible transport system@ and look
specifically at improvements to accessibility.

d@’roposal 40: The Mayor, through TfL, and working with the DfT,
Network Rail, the London boroughs and others will improve the physical
accessibility of the transport system by prioritising step-free access at
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strategic interchanges, improving street accessibility in town centres and
around accessible stations and maximising the accessibility benefits of
new transport schemes, such as Crossrail. In doing so, the Mayor will
seek to maximise the benefits of investment by ensuring that resources
are focused on improving accessibility for the maximum number of
people, while ensuring an equitable balance across London.

Proposal 41: The Mayor, through TfL, and working with the London
boroughs and other stakeholders, will improve the availability, quality,
guantity and timeliness of information about the transport system to
remove barriers to travel.

Proposal 42: The Mayor, through TfL, and working with the London
boroughs and other stakeholders, will improve attitudes of transport staff
and travellers towards each other to ensure excellence in customer
service and a courteous, safe and friendly travelling environment that
does not present a barrier to travel.

Proposal 43: The Mayor, through TfL, will work to ensure a greater staff
availability to provide direct assistance to customers and continue to
improve customer experience, by enhancing staff training to ensure that
the access needs of disabled passengers are understood by all frontline
staff.

Proposal 44: The Mayor, through TfL, will support door-to-door services
for people with mobility problems who require this form of transport
service.0

The strategy setsoutad Tr an s p o r mpleénentaaon Blang |

including for clarity a separate 60 Accessi bi |l i tlagnglistimp | e me n
the expected deliverables and their phasing to 2031, and whether they

are currently funded.

This Accessibility Implementation Plan is shown below. The following
sections of this draft report set out in more detail how these will be
implemented and consider options, where appropriate, beyond the
committed and funded elements of the strategy.
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5.3 MTS Accessibility Implementation Plan

Scheme Description Scheme Anticipated Section
completion of this

2010- 2013- Post report
2012 2020 2020

Rail
Crossrail All stations through central H 12
London and the majority of
stations in Outer London to
offer step-free access
National Rail Df T6s Access | M 12
step-free access | augmented by Crossrail and
station other committed investment,
programme will increase the number of
step-free rail stations in
London to 160 (46 per cent)
by 2017, from 101 in 2010
Common Including staff presence at L 10
service stations over the entire
standards on traffic day who can provide
L ondon 0 s|assistance if required.
railways
Chelsea All new infrastructure will be | H 12
Hackney line fully accessible
(Crossrail 2)
Tube
New Tube and New rolling stock will be M 14
rail rolling stock | compliant with rail vehicle
accessibility regulation
(RVAR)
Continuing roll- | Continuing programme of M 12
out of step-free | station step-free access
access schemes.
schemes on the
Underground
Tube platform to | Platform humps rolled-out L 13
train level across the Tube system as
access new rolling stock is
introduced to provide level
access from platform to train
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Scheme Description Scheme Anticipated Section
cost completion of this

2010- 2013- Post report
2012 2020 2020

Tube station To include some of the L 10
upgrade following features at
programme upgraded stations:

e Audible and visual
information at all
platforms and ticket halls

e Improved handrail colour
contrast and design

e Improved visual contrast
at leading edge of each
riser and tread on steps

e Removing, modifying or
highlighting obstructions

¢ Induction loops at Help
and Information points

e Listening points at some
larger stations

e Improved lighting and
public address system

e Improved signs and
wayfinding

e Tactile warning surfaces
on every platform and
staircase

e Increased amounts of
seating

e Accessible unisex toilets
at all step-free stations
where toilets already

exist

Tube wide-aisle | Explore opportunities for L 10
ticket gates further implementation of

wide-aisle ticket gates
Tube travel Accessible Tube map L 7
information showing step-free and

mostly step-free routes
DLR
DLR fully Canning Town to Stratford M 12
accessible International
extension

Buses and bus transit
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Scheme Description Scheme Anticipated Section
cost completion of this

2010- 2013- Post report

2012 2020 2020
Bus network Regular review of bus M 9
development network, including reviews
of the strategic priorities
underlying the process
approximately every five
years, to cater for population
and employment growth,
maintain ease of use,
attractive frequencies and
adequate capacity, reliable
services, good coverage
and good interchange with
other modes

Bus stop Improved accessibility of L 9
accessibility bus stops, for example,
through removal of street
clutter
Development of | New Bus will include L 9
a New Bus for enhanced accessibility
London design features
Walking and urban realm enhancements
Accessible Improve the physical L 8
crossings accessibility of the
programme and | streetscape, particularly in
urban realm town centres and on routes

improvements to stations and bus stops,
taking account of the whole
journey approach

Staffing measures
Staff availability | To ensure staff are available | L 15
to provide assistance,
information and reassurance
throughout service hours
Staff training To ensure the needs of L 15
disabled passengers are
understood by all frontline

staff
Other accessibility specific measures
Attitudes of staff | Stakeholder, staff and public | L 15

and Londoners | initiatives to improve staff
and public attitudes and
raise awareness of peoples
accessibility needs
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Scheme

Description

Section
of this
report

Scheme
cost

Anticipated
completion
2010- 2013- Post
2012 2020 2020

Travel Improve the availability, L 7
information quality, quantity and
timeliness of accessibility-
related travel information
Enhanced Dial- | New Dial-a-Ride fleet and L 16
a-Ride service review of operations
Tf L6s Di|Astatutory document, L n/a
Equality updated every three years,
Scheme which sets out in further
detail what TfL is going to
do to ensure that the
services it offers are
accessible to disabled
people
Further All extensions to the public | H 12,18
extensions to transport system will meet
the public the requirements of the
transport Disability Discrimination Act
system
Blue Badge Discounts on Congestion L 17
discounts Charging schemes
Costs: L=£0-£100m, M=£100m-£1bn, H=More than £1bn
Funded
Unfunded
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6 Whole journey approac h

Ensuring the transport system is accessible from the start to the end of

the journey, by overcoming the barriers that exist for some users, will

enabl e more 6édspontaneousd travel that
overcome some pressing social problems. The approach taken is to

ensure the whole journey, from door to door, is accessible. This has

beent er med t her dwhwoapproacho

61 The need for a appnolachd® e j our ney

A significant barrier to travel by disabled people is the unpredictability of

the journey experience. This is particularly true for public transport

journeys, especially when an interchange is required. The oO0whol e j ou
a p pr oisatdrm that has been used in the MTS to convey the need

for an holistic, integrated and consistent service standard, and therefore

an approach that improves the predictability of travel.

The Owhialne yj a pimpsrtamaaheVve@ better, more predictable
journey experience for passengers and users. It requires collaborative
working by everyone involved in providing transport services and
managing the transport system, from strategic planning to day-to-day
service delivery.
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6.2 User satisfaction, | mproving the o6whole jour:

Improving the accessibility of the transport system through a broad range
of measures from tackling physical barriers, information and
communication, staff and general public attitudes and perceived safety
and security improves the journey experience for all users. Mobility
impaired people can be expected to realise the greatest benefits as
confidence in using the transport system increases and travel horizons
broaden more than for able-bodied people.

User satisfaction is a useful tool to
whole journey experience. Areas where user satisfaction from disabled

groups is lower than from other users give a helpful indication of

potential priorities for improvement.

TfL conducts extensive research and monitoring of user satisfaction
which provides a gauge of public perception of the journey experience.
Current overall satisfaction levels among disabled people are similar or
even higher than those of people who are not disabled.

However, there are some key areas where user satisfaction from
disabled people is lower than from able-bodied people:

Bus services

e Ease of boarding and alighting (particularly for mobility impaired
people)

Underground

e Ease of getting to the platform (particularly for mobility impaired
people)

¢ Platform crowding (particularly visually impaired people)

o Staff availability when needed, staff helpfulness and appearance
(particularly visually impaired people)

¢ Maps and information on train carriages (particularly visually
impaired people)
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London Overground

e Ease of getting to the platform, the condition and state of repair of
the station, personal safety at the station, train information, number
of staff seen and information about disruptions

Satisfaction with streets

e Disabled Londoners are more likely than all Londoners to express
dissatisfaction with the walking and driving environments in London

The measures detailed in this draft report will improve customer
satisfaction for all users as the transport system becomes easier to use
for everyone. However, satisfaction for disabled people would be
expected to improve at a greater rate than for others. The long-term
policy aim is to minimise the difference in user satisfaction between
disabled people and others for the key areas detailed above. Monitoring
this could entail, in addition to ongoing customer satisfaction monitoring,
conducting targeted research to assess the benefits to disabled people
of service improvements as they are made.
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7 Journey p lanning

The MTS sets out the need for good information.

&nhancing information provision

Information is a critical enabler to making the right choice about travel
options and needs to be timely and accessible. Disabled people identify
improvements in this area as being a key factor in their ability to travel
independently and with a feeling of confidence and personal safety.
Enhancing pre-trip and in-trip journey information and improving the
legibility of interchanges and facilities, will bring benefits to all
Londoners, and will go some way to removing barriers to travel.6 MTS
section 5.9.2

The following sections of this chapter set out what improvements are
currently being made, and what could be considered beyond these.

7.1 Raising awareness and understanding of transport options

TfL conducts a broad programme of activities to raise awareness and
understanding of transport and travel options including walking, cycling
and public transport. TfL runs two successful programmes to supplement
i ts dmainstreamdéb activities ai med
who may need more help to become familiar with their travel options.
These are a travel mentoring scheme for disabled people, and a DLR
Community Ambassador scheme in east London.

Travel mentoring

T f LTéagel Mentoring Service offers support to disabled Londoners who
want to become less dependent on door-to-door provision and make use
of the many mainstream accessible public transport options now
available. The service provides approximately 9,000 accompanied
journeys a year with a travel mentor to improve the confidence of
disabled people in using the mainstream public transport networks.

The travel mentoring service will expand its partnership working with all
public transport operators both internal and external to TfL, with the
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boroughs, focusing on providing best practice guidance for locally
provided travel mentoring provision.

DLR Community Ambassador

DLR Community Ambassadors help the public use the DLR network.
They work in the local community and are fluent in a variety of
languages. The ambassadors help expand
e Giving people free training on fares and ticketing, showing how to
use the ticket vending machines and Oyster
e Taking people on a DLR accessibility trip to show how to use the
railway. This is useful for those passengers that use a wheelchair,
scooter, walking stick and buggies
¢ Holding open days at local supermarkets and community centres
where DLR information and travel advice is available to the public

Similar schemes could be considered for other parts of the existing
transport system, or in the longer term following the opening of major
infrastructure such as Crossrail and potential extensions to Underground
lines.

7.2 Raising awareness of improvements as they are made

The committed investment programme will deliver enormous
Improvements to the transport system over the coming years and open
up many new travel opportunities, especially for disabled people. New
accessible travel opportunities can take the form of new services, such
as the expanded Overground network (2012) and Crossrail (2019), or
may involve new ways of using existing routes, for example platform
humps or new lifts.

Users need to be informed about the new accessible travel opportunities
and how to use them. Therefore specific communications and even
training may be appropriate for disabled groups to raise awareness of
how they can gain greatest benefit from future improvements.

36

peop



casier access

Wider doors and lower floors for easier boarding

and alighting for mobility-impaired customs thns‘;-'

with children and older people. Plus four dedicated

wheelchalr spaces on each tral

7.3 Printed and telephone-based travel information

TfL provides a telephone journey planning service for those without
internet access. The London Travel Information telephone number is
0843 222 1234.

TfL also produces various maps and guides on accessible travel in
London, including a Tube map indicating stair-free as well as step-free
stations as shown in Figure 3. TfL also provides an audio guide to the
Tube, DLR and Overground networks.

Figure 3: Step-free and stair-free stations on the Underground network

37



