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 Introduction 
 

 
 

Transport for All is a pan-London organisation of disabled 
and older people that provides specialised advice, 
information, advocacy and training to both users and 
providers of accessible transport.  
 
We have over two decades of experience in the accessible 
transport sector in London, and we welcome this 
investigation by the GLA Transport committee. 
 
Access to transport services remains a vitally important issue in 
the lives of disabled and older Londoners. It is the crucial factor 
enabling people to maintain independent lives and remain active 
citizens. 
 
Restricted and lack of access to transport services leads to social 
isolation and has a negative impact on physical and mental well 
being. 
 
Furthermore, at a time when the Government is increasingly 
encouraging disabled people to work, with many disabled people 
fearing the withdrawal of benefits, the inaccessibility of the 
transport network is one of the biggest barriers to disabled people 
taking up employment. An accessible transport system is vital to 
ensuring that all those who want to work are able to find 
employment. 
 
We therefore believe that making London’s transport network 
accessible, by removing the obstacles and barriers that prevent 
disabled and older people from travelling, must be seen as a 
political and funding priority by both the Mayor, Transport for 
London and the Government. 
 
With one year until London hosts the Olympics and Paralympics, 
with an estimated 500,000 visitors to London, there has never 
been more urgency to ensure London’s transport systems are 
accessible to all. 
 
Faryal Velmi 
Director 
TfA 
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Transport for All deals with the transport enquiries and issues of 
hundreds of disabled and older people every year. Through our 
pan London outreach work we visit numerous organisations, 
groups and forums across London, listening to many different 
perspectives from a cross section of London’s disabled and older 
communities. It is these issues and everyday experiences that we 
have incorporated into this response. 

 
 

 
Recommendation 1 
 
TfA welcomes the Transport Committee’s emphasis on 
consultation with transport users with reduced mobility and 
relevant organisations. The slogan of the disability rights 
movement, ‘nothing about us without us’ encapsulates the 
importance of involving people directly. Those with reduced 
mobility are the experts on accessible transport.  
 
The Transport Committee is right to draw attention to the large 
number of people with reduced mobility in London, and the 
projected growth in demand for accessible transport. 

 
TfL’s commitment to work with ‘comments from people with 
reduced mobility’ should ensure that people from all sections of 
these groups are represented, including older people, those with 
sensory impairments, those with learning disabilities, and parents 
who travel with pushchairs.  
 
TfA is disappointed that TfL has no plans to engage with disabled 
and older people’s groups on the physical accessibility strategy. 

 
We would like to urge the Mayor and TfL to engage in regular and 
genuine consultation with disabled and older Londoners to ensure 
the service will work for us. 
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Recommendation 2 
 
TfA welcomes the Committee’s recommendations to improve the 
quality of information available for pre-journey planning. However, 
a significant number of Londoners do not have internet access, 
and this proportion rises among older people. It’s therefore vital as 
well as the Online Journey Planner, paper information on 
accessible journey planning and accessibility maps are easily 
available at stations. 
 
We welcome TfL’s publication of data regarding accessibility on 
the London Datastore. We would like TfL to go further in this 
admirable commitment to transparency and, as recommended by 
London Travelwatch, make its complaints public too. This would 
help flag up areas in need of improvement and recurring problems. 
 
And in order to boost confidence in the Tube network, TfA would 
like to request that the Mayor and TfL publishes the response 
times to repair broken lifts and escalators.  
 
TfA urges TfL to expand its travel assistance programme and work 
with the many local organisations offering travel training and 
assistance. Evidence from elsewhere in the country suggests that 
there are considerable long term savings to be made by travel 
training, as people who are confident and able to use buses and 
trains are less reliant on door-to-door services which are more 
expensive and have higher associated emissions overall. 
 
This scheme is not well known, and information at stations 
publicising this would be helpful. 
 

 
Recommendation 3 
 
TfA fully support the suggestion of offering manual ramps at Tube 
stations where possible. While we look forward to seeing manual 
boarding ramps and temporary platform humps at the Olympics 
and Paralympics, trialling use of these at stations prior to summer 
2012 would provide an excellent opportunity to review their safety 
and any operational constraints, with the possibility of using them 
in other circumstances, and if possible before the Olympics and 
Paralympics begin.  
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TfA have come across cases in which disabled people have been 
left stranded on trains for some time before a member of staff was 
able to come with a ramp. It’s therefore vital that for manual ramp 
provision to work, that there are adequate numbers of staff 
present. 
 
The Committee makes an excellent point that the vast majority of 
stations which it calls ‘step-free’ are not step free from train to 
platform. We welcome the introduction of raised platform humps in 
some parts of the Underground, and suggest that TfL sets out a 
programme for extending their usage to all stations which are step 
free from street level to platform only. 
 
We would welcome the introduction of an ‘accessibility champion’ 
at each interchange station, to create a joined-up approach 
between different transport modes. This must be alongside regular 
disability, deaf and age-awareness training for all members of 
station staff. It’s important that some of this training includes face-
to-face contact with disabled and older volunteers. Many of 
London’s disability groups would be happy to assist in this sort of 
training, which could be supplemented with video training as well. 
 
The Transport Committee is right to draw attention to the 
damaging effect which fewer station staff is having on disabled and 
older people. We have heard a number of reports of disabled 
people who required assistance at Tube stations and were unable 
to find anyone. 
 
To quote just two: 
 
       Since the meeting...I have developed epileptic seizures. The 
most frightening was in Westminster Tube Station just before 
Christmas. I looked frantically for station personnel as I was 
transferring from the Jubilee to District Lines and couldn't see 
anyone in a uniform to help me.  My friends got me out of the 
station and into a taxi.  I could not have done that if I were on my 
own.  I knew I was in Westminster Tube Station where I've been a 
million times, but I could not possibly have found my way out of the 
station by myself.   
 
       I won't risk being in a tube station if I feel at all vulnerable or 
shaky, but taxis are eating me alive financially.  The thought of 
having a seizure on a tube platform or in an unmanned station 
is beyond terrifying.  Not only the obvious risk on a platform, but 
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we both know there are people who take advantage of physically 
vulnerable people and I am helpless during a seizure.  
 
And, from a wheelchair user: 
 
“I arrived at Westminister at approx., 17:00. Because of 
engineering works, on Jubilee Line, the tube was only going as far 
as West Hampstead, which does not have wheelchair access.   
 
I asked a member of staff, CSA, Phillips, to arrange for assistance, 
for me at Finchley Road, to get on to the Metropolitan Line, to get 
Wembley Park. He was told there was no staff at Finchley 
Road.” 
 
TfA were extremely concerned to see that London Underground’s 
Equality Impact Assessment concluded that the cut to staff 
numbers on the tube would have a positive impact on people with 
disabilities. 
 
We question how TfL had reached this conclusion given that the 
response from older and disabled groups and those with reduced 
mobility was that changes to station staffing would have a negative 
effect. 
 
TfA would however like to add that in order for disabled 
passengers to use the accessible parts of the tube network freely, 
the lifts and escalators linking the street, ticket hall, platform and 
train must work.  
 
If they break down at any level then access is severely diminished.  
Lengthy delays in repairing lifts and escalators have caused major 
disruptions and furthermore reduces people’s confidence in using 
the Tube. 
 
Whilst repairs are being carried out, information on completion 
dates also need to be readily available to all staff so that it can be 
communicated to passengers. 
 
TfL should introduce as part of their minimum criteria for station 
accessibility a commitment to a maximum time to fix broken lifts 
and escalators.  
 
 

Recommendation 4 
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Bus driver training The introduction of the accessible bus fleet 
has been a huge victory for disabled campaigners. And the rules 
for bus drivers is largely good. They are told to give priority to 
wheelchairs over buggies; to wait for passengers are seated 
before setting off; to kneel buses when necessary, to come right 
into the kerb to avoid a big step from pavement to bus, and to 
allow all but the heaviest scooters onto buses, 
 
However, Transport for All receives complaints extremely 
frequently that bus drivers do not follow these rules. In one 
particularly worrying complaint, it was alleged that the bus 
controller told the bus driver not to give the wheelchair user 
priority. 
 
Research from Age UK suggests that 800 older people fall on 
buses every day. In London, many older and disabled people are 
hurt in accidents of this kind. 
 
Driver attitudes and behaviour are a very significant barrier to bus 
use and the Transport Committee’s recommendations in terms of 
bus driver training, if taken up, we believe could improve the 
accessibility of buses substantially. 
 

TfA visited a bus driver training session at Metro line buses last 
year. And while the introduction to the social model of disability in 
the training syllabus is welcome – there is a great need to 
supplement this with the real life everyday experiences of disabled 
and older bus passengers. 
 
We therefore wrote to London Buses in new year offering 
suggestions on how the current training syllabus can be improved  
- however we are yet to hear back. 
 
Indeed, TfA would like to see training in disability, age and deaf 
awareness for all new bus drivers, with face to face practical 
training once a year for all bus drivers. Many disabled and older 
people’s groups would, we believe, be very happy to assist. 
 
 

Furthermore, bus drivers who have been found to have failed in 
their duties towards disabled and older customers should be asked 
to meet with the bus user to apologise (restorative justice), and 
take further disability equality training if necessary. We were 
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pleased to see this happen recently in the case of Mrs A Dobson 
of Islington. 
 

TfA feel that the Transport Committee’s recommendations 
regarding specific performance targets on the service to people 
with reduced mobility should include targets on faulty ramps. 
 
Improvements have been made to the reliability of ramps but still 
many bus companies are allowing buses to go out with faulty 
ramps.  
 
This results in huge inconvenience for disabled passengers who 
then have to wait at bus stops for prolonged periods of time. TfA 
has heard many stories of disabled travellers being let down by a 
succession of buses with faulty ramps. We would like the Mayor to 
address this important issue by more robust action against private 
bus companies who knowingly allow buses with faulty ramps to 
leave their depots. This could include increasing the penalty 
placed on these companies.  
 
Timetables 
Bus operators must also ensure that timetables for bus routes can 
practically accommodate the needs of disabled and older 
passengers. 
 
 
Complaints 
TfA welcomes the Committee’s suggestion to make complaining 
easier. Our own advocacy work shows that often disabled and 
older travellers once having complained about a bus travel 
experience, are disheartened to receive standard generic 
responses.  
 
Providing a feedback form (for feedback both positive and 
negative) in the bus, as is found in Tube stations, would make it 
easier for passengers to record details of an incident while it was 
fresh in their minds. 
 
 
Big Red Book 
Increasingly, disabled and older people are choosing to purchase 
and use electric mobility scooters. No doubt with an aging 
population, we will be seeing more of them on our streets.  
Scooters provide users with a reliable and efficient way to get out 
and about locally; however longer distances are not possible as 
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they run on re-chargeable electric batteries which run out. 
Therefore increasingly scooter users have expressed a wish to be 
able to board buses and so increase the distant they can travel. 
 
However, there is much confusion as to when and where this can 
happen. Some scooter users tell us they can board local buses, 
while others say they are flatly refused.  
 
A lack of guidance to bus drivers in this matter is, TfA believes, 
responsible. 
 
The Transport Committee is right to draw attention to misleading 
information in the Big Red Book on whether to allow scooters and 
wheelchairs onto buses. In the next edition, this must be made 
much clearer to avoid suggesting that scooters are not allowed (as 
is implied in the picture).  
 
Furthermore, more explicit information should be given on what it 
means to give wheelchair users priority. Current guidance is that if 
a passenger refuses to move, the bus driver should ‘Politely 
explain the situation to the wheelchair user and advise them to 
wait for the next bus’. 
 
TfA believes that in cases like this, the passenger should be told 
that the bus will not move until they give way, and that wheelchair 
users have priority by law.  
 
Flip-up seats 
We welcome the Committee’s recommendation to provide flip-up 
seats on buses, and question TfL’s misgivings about flip up seats. 
They are used on the new Victoria Line trains, and provide an 
excellent balance between providing wheelchair space as well as 
passenger space if no wheelchair users are present. 
 
Furthermore, bus networks elsewhere in the country use them. 
Here is a picture of the interior of a Brighton bus which has a 
wheelchair space seven seats long.  
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Mike Best, the Operations Director of Brighton & Hove Bus and 
Coach Company Ltd., said: 
 
We find that the tip-up seat arrangement works really well for us, 
as it provides a useful space that enables us to carry buggies even 
when there is a wheelchair user on board.  There has been a very 
small number of accidents over the years involving these seats but 
it accounts for less than 1% of all accidents and they have all been 
of a very minor nature, so it is fair to say that the effect has been 
negligible. 
 
New Bus for London 

For many disabled and older Londoners, a chance to design a bus 
from scratch was to be an exciting prospect. From the start 
Transport for All has been keen to stress that if the bus was to be 
accessible then it must involve disabled and older bus users from 
the very beginning. 

Whilst consultation has occurred with groups of disabled and older 
people (as well groups representing other interest groups like 
parents) being invited to discuss the design and view ‘mock ups’ of 
the new bus - it appears that the views and experiences of 
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disabled travelers, in particular wheelchair users, have been left on 
the design table. 

The wheelchair space whilst meeting official regulations that refer 
to the dimensions of a ‘reference wheelchair’ does not seem to be 
able to accommodate larger wheelchairs including electric ones. 
Maneuvering skills of a paralympian basket ball player seem to be 
required to get yourself into the space. As shown by footage taken 
by Transport for All during a tour around the mock up shown on 
BBC London News. 

This means that only those wheelchair users with the confidence 
and patience to get into the space will be able to use it. It also 
means that there is no prospect whatsoever of scooter users using 
the new bus..  

A bus for everyone. 

It is true that to design a bus to accommodate all sections of 
London’s diverse communities – is not an easy call. However it 
follows that when faced which such a task it is important to look at 
what currently exists, and then attempt to better it.  

The New Bus for London should be taking the best of what’s out 
there already in terms of bus design: and there are some really 
accessible buses out there on the roads. If TfL instead just settle 
for the legal minimum for their wheelchair space, it would be a 
wasted opportunity. 

We urge the Mayor and Transport for London to listen to feedback 
it has received and ensure that the new Routemaster lives up to its 
expectations.  

In Conclusion 
 
Transport for All congratulates the London Assembly’s Transport 
Committee and its staff on an impressive report with many 
valuable recommendations on how to further improve the 
accessibility of the transport network for London’s disabled and 
older citizens. 
 
We urge the Mayor and TfL to seriously consider and take up the 
report’s recommendations.  The last few years have seen a 
number of key accessibility programmes de-prioritised, for 
example the LU step free programme. 
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It is imperative that to restore faith in the Mayor’s and TfL 
commitment to accessibility, that more political will and resources 
are directed into ensuring that improving accessibility is not a soft 
target for cuts in the current economic climate. 
 
An accessible transport network benefits all Londoners and is a 
not an expendable luxury, but a much needed necessity. 




