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D2D02 WƻƘƴ tŜǊ 

One of the most important facts about door‐to‐door transport is the fact that it is actually door‐to‐

door. This enables people to get from place to place and back again with the minimum of fuss and 

anxiety. People travel for a reason and transport enables people with disabilities to live normal 

fulfilled lives. For people to be confident to use any form of transport they must consider it to be 

both reliable and comfortable. 

There are two possibilities for door‐to‐door transport that are available to qualifying people, these 

are Dial‐a‐Ride and Taxicard. 

There is one comment that one ought to make about anecdotal evidence. Whichever form of 

transport one uses it is always the ones that go wrong that stick in the mind, and the ones that work 

as they should, fade from the memory because there was nothing remarkable about them except 

the fact that they worked. 

Taxicard 

The Taxicard is important because it is the only "on demand" service available. It is the one service 

which is available without pre‐booking. In my view it is under threat. Let me explain, when it first 

started approximately 30 years ago it was known as the GLC 88 account and you paid £8 for £1 and 

the reason that this was chosen was because at that time once you were in a cab you could require 

the taxi driver to take you 6 miles. Each year, taxi drivers get, quite rightly, a cost of living rise and 

over the years for various reasons the subsidy is not kept pace so that the position is now that if you 

give your destination when booking your cab they will remind you that your journey is more than 3 

miles. Taxicard users have also suffered another effective cut because originally there was no limit 

on the number of Taxicard trips you could use, now we have limited a number of rides and a double 

swipe, which in effect is a cut. If something is not done in the future to redress the balance the 

scheme will die because the subsidy will hardly give you time to get into the cab. 

There have been some problems with taxi coverage in some areas, but these are problems which are 

endemic within the system. 

Of late there have been a number of difficulties in actually getting through to the call centre which 

causes problems when you are on your mobile phone and limited credit. But I understand the 

company are in the process of taking steps to rectify this problem. 

Dial a ride 

This is an important service which differs from the Taxicard in the fact that it needs to be pre‐

booked, usually a day or more in advance. I understand that sometimes you can get a trip on the 

same day but I've never actually tried it and would be interested to know, given that the drivers are 

presented with a computer‐generated worksheet at the beginning of their shift, how often it 

happens and how effective it is. 

Where Dial a ride is particularly good is the regular journey where people do the same thing each 

week at the same time. This may be because it comes from a mass transit background. I am not 
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D2D02b  WƻƘƴ t
 
Having attended the meeting on 2 March I realise that the committee had looked at  
‘Integrated transport ' in a completely different way to me in my earlier submission. I should 
like to take this opportunity to make some comments may seem more to the point. 
As I now understand it "integrated transport" in this context putting together the local 
authority transport, hospital transport, dial a ride and perhaps Taxicard giving them all one 
number to contact the system. 

This is a purely personal view, but I am not convinced that it is likely to work because unless 
it is fully integrated the different elements will be in competition with each other and first 
meeting the needs of their original client group. I know when we tried using local authority 
transport for one of our activities days we had problems getting people home again 
because, as our meeting started late because of difficulties in getting people to the meeting, 
it overran and the local authority transport was not available to take people home because 
it had a previous responsibility to get its children and young people home from school. 
Fortunately we were able to get people home by other means. 

Given the problems that one has in getting through to the present system the idea that you 
would have one massive call centre is frankly a little frightening. I am also concerned as to 
who would make the decisions as to who is eligible for services. I heard the gentleman from 
London councils suggest that the different areas had been making moves towards common 
criteria for eligibility. One would need to see and understand those before moving towards 
an integrated service. The one thing all these trips have in common is that they are pre‐
planned and are in that sense programmable. 
 

There are two things that make travelling easier in this context and they are,  knowing that 
the transport will arrive on time and knowing who is going to be taking or collecting you.   
Would a truly integrated improve on these things and things? 

 

I think there's a lot more work, the Devil being in the detail before one could make an 
informed choice as to the true value and success of an integrated system. 

With regard to Taxicard, in my view it should not be included in any integrated transport 
scheme because it is the only element which is available on demand with any great degree 
of certainty and that allows for spontaneity and flexibility which is not available with any 
other form of transport and it is also the only form of door‐to‐door transport that will take 
you on longer journeys. 

 

At the present time I would not opt for an integrated service but in the future if the difficulties could 
be overcome then who knows. 
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D2D03  

 

Redbridge Disability Association 

98 - 100 Ilford Lane 

Ilford Essex  IG1 2LD 

 

 

Charity no 1050348  Company Limited by Guarantee 2888472 

Together we solve 

 

Transforming the access experience of disabled people 

 

A discussion document to David Morris  

Senior Policy Advisor to the Mayor of London (Disability) 

 

Clive Durdle MSc BA (Econ) FCIH 

Director   

29 November 2007   

 

Redbridge Disability Association aims to: 

 

 Encourage and support disabled people to play an active role in the 

community 

 Help bring about change 

 Seek improvements to services and facilities for disabled people and 

carers  
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 Work closely and effectively with all those involved in the lives of disabled 

people   

5



29 November 2007 3 of 14 J:\Transport-Committee\Project-
working\Projects 2009-10\Door to door transport\Written views and 
information\Responses\Logged\RTF\D2D03 Redbridge Disability Association.rtf 

Mobility? 

 

Able July 2007 p51 has an article about powered wheelchairs that 

notes: 

 

“most still resemble traditional manual wheelchairs to some 

extent; hardly surprising since all have their origin in American 

wheelchair manufacturer Everest and Jenning’s idea – round 50 

years ago to add a drive mechanism to an existing manual 

wheelchair.” 

 

Advertisements for mobility scooters and wheelchairs commonly 

use terms like “invacare”.  Is a medical model still prevalent?  Is 

thinking incremental instead of – as has happened with the Dyson 

Vacuum Cleaner - stopping and thinking matters through from 

first principles? 

 

Freight transport over the last few decades has undergone a 

revolution, from the old individual movement of small packets in 

nets and pallets in ports to containers. 

 

Is the world of “mobility” in a pre containerisation state? 
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Design for life 

 

Everyone has problems about getting themselves or moving 

something from A to B, or things changing with time.  The last 

mile problem is a classic issue in transport studies. 

 

Some problems are easily solved, others complex.   For probably 

historical and social reasons disability issues may not have been 

tackled as general design or engineering or technical issues, but 

an interesting perspective is that any invention is a prosthetic to 

enable. 

 

The tasks we all face are reasonably well defined – getting up, 

getting dressed, toileting and bathing, self care, relationships, 

eating, getting out of our homes, working, getting around, finding 

things we need, exercise. 

 

Some of these issues become more problematic and complex with 

disabilities but they are not difficult problems. 

 

Disability focussed solutions tend to be wheel or stick or ramp 

based, with some hoisting.  For example, someone may have a 

hoist to get out of bed, some form of wheel chair or Zimmer 

frame or crutch to get to a shower, a lightweight wheelchair to 

get to a car that then has to be put in the car.  There may be 

internal and external wheelchairs.  There may have been 

7
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“disabled adaptations” to homes.  Please find attached a paper 

about this. 

 

There are many very small very specialist firms in the disability 

world, with strong links to health care organisations.  It is an 

interesting business sector with elements of early industrial 

revolution Birmingham type models and very large health based – 

and therefore possibly institutionalised – organisations.  Prices are 

acknowledged to be very high in comparison to other sectors.  

The business model is about adapting, not design from first 

principles. 

 

But Britain is a world leader in design and invention – Conran, 

Dyson, Royal College of Arts, Architecture, Concorde, Hovercraft, 

Sinclair, Commission on Architecture and the Built Environment. 

 

Getting Around 

 

There are several modes of transport – walking, cycling, cars, 

vans, buses, trains, ships and planes.  These have reasonably 

clear functions with overlaps – towards freight or people, a few 

people or many people, short or medium or long range, needing 

various levels of infrastructure, roads, railway tracks, all terrain, 

air traffic control, transport logistics. 
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Sustainability, climate change, and ecological orientation are now 

core issues in transport strategy. 

 

Disability focussed solutions may be understood as adaptive – for 

example adding wheels to a chair and then a motor, or designing 

buses with ramps.  I am unaware of the sedan being used much, 

but the ancient way of carrying kings and important people did 

have all terrain advantages!  The stretcher trolley is still used in 

some social situations like hospitals. 

 

Purchasing of goods on the internet seems to have reached a 

plateau – we seem to have a very strong preference for 

multimedia experiences whilst shopping, touching and feeling and 

looking at and smelling what we are after, discussing, negotiating, 

having human interactions. We love to complete a ritual of 

exchange in person in a busy place like a market.   

 

What do we do to get to a market or shopping centre or place of 

work or leisure?  A few walk, some cycle, many use a car, some a 

bus or train.  We have invented park and ride as a solution to the 

issues caused. 

 

Redbridge Disability Association manages a Shopmobility service 

at the Mall Ilford.  A typical journey for a disabled member 

involves getting themselves together to get out of the house, 

ordering and waiting for Community Transport, being taken to the 

9
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shopping centre, transferring to a mobility scooter, having an 

interesting experience using it in town, waiting in various queues, 

interacting with various staff and individuals when transacting 

business, struggling with shopping and struggling home 

afterwards. 

 

I understand this type of experience as being a touchstone of are 

we seriously working towards integrated transport solutions with 

easy transfers between transport modes?  The agenda is wider 

than “door to door” – it should encompass all aspects of a 

person’s life and take account of the specific issues people face.  

Are we truly working towards human pro – active systems? 

 

There may be a significant gap in the suite of transport solutions 

because the habit of adaptation has diverted attention from 

thinking things through from a person centred perspective. 

 

The Solo 

 

Wheelchairs and mobility scooters may be seen as a prototype 

single person vehicle (SPV), but the disability focus has prevented 

it as being seen as a logical transport niche.  Jeanette Winterson 

in Stone Gods uses a similar idea to what this paper proposes that 

she calls the Solo. 
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The concept is of a short to medium range multi purpose vehicle, 

able to carry a person, shopping, possibly a baby, possibly two 

people, with reasonable all terrain capabilities and weather 

protection, ability to go down shopping aisles and similar small 

spaces, that looks good like a Smart Car and becomes as 

fashionable as a Lambretta.   

 

It is between cycling and cars and may be best developed first in 

cycle friendly environments like the new towns or large 

pedestrianised areas.  With this paper is a paper about Dutch 

cycling strategy, which outlines the infrastructure needs of this 

proposal. 

 

The car is not a good design solution when it has a single 

occupant – American High Occupancy Vehicle lanes are a tacit 

admission of that.  The concept is of a range of small personal 

transport solutions that may be tailored to individual preferences. 

There have been some prototypes like Toyota’s I – unit 

 

http://gizmodo.com/gadgets/robots/toyoto-ifoot-and-iunit-026866.php 

 

There are other design possibilities – these may sound like 

science fiction and James Bond but many of these have evolved in 

the planetary eco-systems and available technologies in robotics 

and similar fields have found appropriate solutions. 
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Spiders with eight legs and abilities to create webs are of note.  

Darwin found spiders on the Beagle far out at sea – they had 

flown there on their webs. 

 

James Bond type technologies for climbing walls or even jet packs 

may be considered. 

 

Why are not rock climbing and abseiling technologies widely used 

in the disability world? 

 

What about sailing and water based technologies? 

 

Are we too concerned about ramps and steps and lifts when all 

terrain equipment that can safely climb vertical walls is probably 

already available?  The fields of Potholing, kayaking, space 

exploration, fighter pilots, robotics, artificial intelligence, and 

space exploration may already have appropriate solutions to cross 

fertilise. 

 

This paper envisages a series of personalised solutions to 

whatever issues someone faces – we do not change the weather 

when it is bad, we dress up appropriately. 

12
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Standardisation 

 

The other main vector is around standardisation of design 

solutions.  There are common issues like fixing equipment safely 

that may be resolved by both designing the thing to be fixed and 

the receiving mechanism together – as has happened with 

containerisation. Because we are transporting humans, the 

situation someone is fixed in should be comfortable, well 

designed, and relaxing and not institutionalised.  The needs of 

people with autistic spectrum disorders is currently under 

researched. 

 

The idea is that the “solo” may be used on medium scale – cars, 

minivans, buses coaches and trams – and large scale – trains 

ships aircraft – easily and appropriately.  The pieces should all fit 

together and come apart easily.  Why not put four solos together 

to create a road car? A single person electrically powered version 

of something using design concepts from the Citroen C3 Pluriel is 

a further example of the possibilities I am envisaging. 

 

http://images.google.co.uk/images?q=Citroen+C3+pluriel&hl=en&client=firefox-

a&channel=s&rls=org.mozilla:en-GB:official&hs=AQM&um=1&ie=UTF-

8&sa=X&oi=images&ct=title 
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here is no reason that standardisation should not apply to the 

obility and are involved in various fora like 

n’s 

n 

’s 

degree in urban policy.  I have recently had considerable experience of 

patien

o conclude - very 

e 

ice set 

 

ring for example, Shopmobility, dial 

ergency 

T

whole system – including homes, all of the built environment, 

offices, shops, and transport. 

 

We manage Redbridge Shopm

Independent Disability Advisory Group of TfL, The GLA Disabled Perso

Organisations meetings, Dial a Ride and the recently founded pan Londo

transport and mobility forum.  

I am the chair of Redbridge Sustainability Forum and have a master

t transport as a carer, including air ambulance from Geneva. 

Following is from my comments to the London Health care review. 

“Another area not mentioned in this consultation but critical to its 

success is patient transport. This is also a bureaucratic nightmare - small 

health trusts setting up small contracts when it needs a London wide and 

probably national and international response. Which bits of transport issues 

are really health responsibilities? Is health taking too much responsibility 

because of history and institutional structural issues? T

important improvements in health, but health is only one part - a critical part 

- in the jigsaw of someone's life. Are the institutions really supportive or ar

they elephants fighting and trampling on the people?” 

I recommend that Transport for London and London Ambulance Serv

up a working group to review this whole area from first principles, and to

ensure a properly joined up service cove

a ride, taxis, local community transport services and non em
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My personal experience exposed weaknesses in capabilities of moving 

igned and managed person centred systems.  There may in 

fact be significant cost savings by taking a London / South East approach to 

tart and then building up a common service structure.  This is a classic 

ansport issue – moving a very fragile object appropriately from one place 

services.  Currently a disabled person may have half a dozen different 

passes and a myriad of contact points. 

There are serious issues at nodes like getting to an airport. 

walking stretcher issues, and weaknesses in design of patient lounges (if 

they exist!), that assume everyone is able to sit.  There were issues about 

communication. 

These types of issues I understand to be symptomatic of not having 

planned this from a strategic level and too small units of operation, without 

standard quality control. 

It is time to move away from the current disjointed incrementalism to 

properly des

s

tr

to another. 

 

 

Last March I attended a conference on accessible tourism in Barcelona, 

(eca@eca.lu)  and I am a member of  geogable and Rolling Rains. 

Excellent transport is key to an accessible and prosperous London.  

Organisations like Accessible Portugal and Design for All Austria are taking 

forward the whole system approach.  There is a wealth of experience in 

Europe to use - I have a paper on Dutch cycling strategy that is superb for 
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ons.  Durability. 

 

f the set of logistical transport solutions for 

dised design solutions that work as a joined up 

rocess from someone getting up in the morning moving around their 

the front door, going down the path, 

transferring to the next transport node and getting to an accessible 

n. 

example.  They are using clear principles of equality, ecology and economy

to enable superb design soluti

I would really love to see a revolution in the design of mobility scooters.  

Redbridge Disability Association manages Redbridge Shopmobility and I 

want to see a competition for the Olympics to design and produce mobility 

vehicles for Games Mobility.  

Porsche already has a concept - the Porsche Pegasus wheelchair, and

Toyota has various "i" vehicles.  Other manufacturers I am sure would love 

to see similar vehicles getting international exposure at the Olympics and 

there would be two legacies from this - a properly managed and sustainable 

series of Shopmobility services across London and properly designed 

integral vehicles as part o

London, that are designed to be used in people’s homes, on buses, trains 

and planes, around shops, up mountains! 

The David Morris paper discusses this - let us move disability transport into 

the 21st century please! 

I want the full integration of all patient and community transport and 

seriously meaning door to door. 

I would want to see standar

p

home, crossing the liminal point at 

destinatio
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D2D04  Disability Backup, Hackney’s Disability Forum
 
Please see below comments regarding Door to Door services compiled by members of 
Disability Backup, Hackney’s Disability Forum. 
 

- now the service uses mini cabs as well it can be a bit more reliable 
- the system is very inflexible and doesn’t seem suited for the type of service- if you 

ask to be collected at 9am it will only show that exact time  
- never practical, it always arrives within ½ hr early or late, totally impractical if having a 

meeting or at training 
- often one big van collects only 1 person 
- wont take you to other boroughs 
- allows no flexibility or independence 
- will not take you to hospital, constant battle to get hospital transport. 
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DISABILITY   INFORMATION   &   ADVICE   PROJECT 
  
Enfield Disability Action, Community House,         Advice Line : 020 8373 6239   
311 Fore Street, Edmonton, London N9 0PZ            Benefits Line: 020 8373 6234 
                                Fax: 020 8373 6255 
Chief Executive  : Barbara Litchfield               Textphone: 020 8373 6270 
DIAP Manager:    Dennis Spitz               E mail: diap@e-d-a.org.uk 
              
 
Mr. Paul Cater, 
Travel Advice and Membership Manager 
London Dial-a-Ride 
Progress House 
5 Mandela Way 
London SE1 5SS 
 
Date: 3 March 2010 
 
Dear Mr. Cater, 
 
Transport to St. Michaels Site, Gator Drive, Enfield EN2 8JL 
 
Thank you for your letter of 12 February 2010.   
 
1.  The basic guideline is  that Dial-a-Ride (DaR) do not take customers to hospit al 
appointments.  This arises  from a “full policy” whic h prohibits  the provision of transport if a 
statutory provision exists.  It is not clear from the letter if exceptions are ma de to the guideline.   
It is also not clear if the prohibition applies to all locations where NHS services are provided e.g. 
GP surgeries.  I would be gratef ul if you would s end me a copy of the full policy s o that EDA’s  
membership can be advised.  I understand that St. Michael’s is a community site not a hospital 
site. 
 
The provis ion of the patient transport servic e (PTS) is statutory but discretionary and is  
dependent upon an individ ual’s medical condition.  An indi vidual whose mobility needs  are met 
by a wheelchair does  not automat ically meet the criteria fo r PTS.  The consequences for 
individuals who are without the PT S criteria were noted in Whit e Paper, “Our Health, Our Care, 
Our Say.” 
 
2(i) The comments on statutory transport and central funding c ontrast with the governmental 
policy explained in “Our Health Our Care, Our Say.” It noted: 
 
Transport can be a barrier to accessing care.  The Social Exclusion Unit estimates that 1.4 
million people miss, turn down or simply choose not to seek health care because of transport 
problems 
 
It also states that: 
 
In future local authorities and PCTs will need to work together to influence providers of local 
transport in planning transport networks. 
 
Furthermore, the Department of Health’s Eligibility Criteria for Patient Transport Services state: 
  

  
 EDA is a Registered Charity No1082063 & Company Limited by Guarantee (England 

and Wales) No. 3937507.  Registered Office : As above.  EDA has an access to 
records policy.  All information received and recorded is subject to the Access to 
Personal Files Act 1987 and the Data Protection Act 1998. 
   09/03/10 J:\Transport-Committee\Project-
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Disability Casework  Category 

EDA is a Registered Charity No1082063 & Company Limited by Guarantee (England 
and Wales) No. 3937507.  Registered Office : As above.  EDA has an access to 
records policy.  All information received and recorded is subject to the Access to 
Personal Files Act 1987 and the Data Protection Act 1998. 
   09/03/10 J:\Transport-Committee\Project-

A range of different providers may provide PTS – for example the local NHS ambulance trust, 
independent sector providers or a combination of providers 
 
So I do not see why DaR adopt ed a policy  that prohibits transpor t for hospital appointments.  
Government policy is  the oppos ite.  The adopted polic y would th erefore appear to be internal 
not governmental.  
 
(ii)  TfL’s Surface Transport Panel considered DaR and Door to Door Services on 10 November  
2009, agenda Item 8. The Panel noted at 2.4 that:  
 
Several reports about the discretionary door to door services, that TfL either provides directly or 
fund have all broadly highlighted the same key issues: that generally services are supply led 
rather than demand led; there is a lack of real clarity as to what the services really are and who 
they are for and; there is a lack of co-ordination between services and regions leading to 
increased costs and differing standards and supply levels between boroughs 
 
At 4.3 London Counc ils’ Transport and En vironment Committee proposals  of 15 October 200 9 
were reported.  In particular that Committee was recommended to: 
 
note the work that has taken place with TfL and the NHS on a potential integrated door to door 
service pilot project and agree that this work continue in the meanwhile 
 
The Panel’s conclusion at 5.1 was: 
 
TfL will work with London Councils to establish the viability of their proposals.  A paper will also 
be prepared for the Mayor to outline the current status of door to door services in London 
 
The Mayor’s Transport Strategy for London hi ghlighted that there was an uncons trained 
demand for the DaR service but recommended the following: 
 
The Mayor through TfL will support Dial-a-Ride for people with mobility problems who require 
this form of transport 
 
In summary government policy emphas ises the integration of services, TfL are actively  working 
with London Counc ils on the viabilit y of an integrated service, and the Mayor’s transport  
strategy is unequivocal in supporting the provision of DaR for people with mobility problems.  
 
Consequently it is  concerning that the existing cu stom and practice of prov iding transport to St  
Michael’s has been withdrawn.  I do not know if there was cons ultation with users or with the 
commissioners of PTS.  I would respectfully su ggest that the provision of transport to St.  
Michael’s is reviewed as a matter of urgency. 
 
3.  TfL is the controlli ng authority of DaR and is a public aut hority for the purposes of section  
49A(1) of the Disability Discrimination Act 2005.  TfL is therefore under an ongoing duty to have 
a proper regard to the goals set down in that secti on and, in particular, to  take steps to take 
account of disabled person’s dis abilities even where that involv es treating disabled persons  
more favourably i.e. in these circumstances providing transport for hospital appointments if PTS 
is not provided. 
 
The approach required by the statute is set down in the Barnet and Chavda cases.  However, I 
do not think it is  evident in your letter.  I ndividuals with m obility (or other impairments) 
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impairments will not b e provided  wit h transport by DaR to hospital.  In fact attempts to book  
such transport are regarded as “incidents” and DaR is:  
 
...working hard to improve our filtering system whereby these incidents should not happen in 
the future. 
 
I would again sugges t that the prov ision of transport to St. Michael’s  is reviewed in the light of  
these cases. 
 
The Travel Mentoring Service ma y well benefit some indiv iduals.  However, feedback from 
EDA’s members indicates the probl em is  not lack of confidence but in the inadequacy of the 
public transport provision despite the improvements that have been made. 
 
Yours sincerely 
 
 
Barbara Litchfield 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
cc. Ms. Cathy St. John, Transport Committee for London, Mr. Boris Johnson, Mayor for London 
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49A General duty  

(1) Every public authority shall in carrying out its functions have due regard to—  

(a) the need to eliminate discrimination that is unlawful under this Act;  

(b) the need to eliminate harassment of disabled persons that is related to their disabilities;  

(c) the need to promote equality of opportunity between disabled persons and other persons;  

(d) the need to take steps to take account of disabled persons' disabilities, even where that involves 
treating disabled persons more favourably than other persons;  

(e) the need to promote positive attitudes towards disabled persons; and  

(f) the need to encourage participation by disabled persons in public life.  

(2) Subsection (1) is without prejudice to any obligation of a public authority to comply with any other 
provision of this Act.  
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E N F I E L D   D I S A B I L I T Y   A C T I O N  
 
 

Community House,           Tel : 020 8373 6228          
311 Fore Street, Edmonton,                                     Fax: 020 8373 6223               
London N9 0PZ                     Textphone: 020 8373 6270 
     
Chief Executive  : Barbara Litchfield                        E mail: eda@e-d-a.org.uk 
Office Manager : Patricia Mecinska 
              

 
 
London Dial-a-Ride 
Passenger Services 
Progress House 
5 Mandela Way 
London 
SE1 5SS 
 
 
Date: 8 February 2010 
 
 
Dear Sir/Madam, 
 
 
Transport to St. Michael’s Site, Gater Drive, Enfield EN2 8JL 
 
The Dial-a-Ride organisation has provided the valuable service of transport to and from the above 
Site for individuals having appointments at Enfield Wheelchair Services for many years.  I understand 
the rationale was that the services provided were community based services.  Indeed this rationale is 
in tune with government policy of moving toward the personalisation and integration of services to 
improve individual and community outcomes. 
 
However, I have now been told that bookings for such appointments will no longer be accepted by 
Dial-a-Ride. I would be grateful for your comments as soon as possible so that EDA’s membership 
can be advised.  I would add there appear to be anomalies if there has been a change in policy as I 
have also been advised that bookings to attend for podiatry appointments are accepted.   
 
 
Yours faithfully 
 
 
 
Barbara Litchfield 
 
 
 
 
 
 
 
 
 
cc.  Cathy St. John, Enfield Wheelchair Services, London Assembly Transport Committee 
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London TravelWatch is the official body set up by Parliament to provide a voice 
for London’s travelling public.   
 
Our role is to: 

 Speak up for transport users in discussions with policy-makers and the 
media; 

 Consult with the transport industry, its regulators and funders on matters 
affecting users; 

 Investigate complaints users have been unable to resolve with service 
providers, and; 

 Monitor trends in service quality.   
 
Our aim is to press in all that we do for a better travel experience all those living, 
working or visiting London and its surrounding region. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Published by: 
 
London TravelWatch 
6 Middle Street 
London EC1A 7JA 
 
Phone: 020 7505 9000 
Fax:      020 7505 9003 
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Executive Summary 

 Dial-a-Ride members use the service for a wide variety of journeys and 
generally value it, though over many years there have been continuing 
frustrations. Some a have been operational, some simply because supply is 
inevitably limited by budget constraints. And of course both these matters are 
related: improved operational service will lead to more outputs, but, in turn, more 
demand. 
 
TfL embarked on an ambitious strategy to restructure the service in 2008 to 
address many of the concerns of its users and others and provide a single, 
London wide service. It has invested a great deal in the service and plans to 
continue this investment. 
 
The changes, for an extended period, caused difficulties for members. IT 
systems failed to live up to expectations. However, there is some hope now that 
these issues are being addressed by TfL and an improved service being 
delivered. 
 
London TravelWatch continues to monitor and comment on the Dial-a-Ride 
service. 
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1 Transport Committee investigation into door-to-door 

transport services in London 

1.1 London TravelWatch is the statutory watchdog representing transport users 
in London. Our remit reflects those services delivered or funded by TfL and 
so covers Dial-a-Ride and Taxicard. 

 
1.2 Door to door services provided by the London boroughs and the NHS, as 

part of their statutory functions to provide transport services (social services, 
education and health), are outside the remit of London TravelWatch. 
Similarly, voluntary and community transport services are outside of our 
remit. 

 
1.3 That said, for many years London TravelWatch members have expressed 

concerns regarding the lack of co-ordination between the services you are 
considering. We believe that this may well mean that services are not as 
good as they might be or are being operated at a greater cost to the public 
purse than might otherwise be the case. We therefore very much welcome 
your investigation and look forward to hearing the outcome. 

 
1.4 This response is primarily focused on Dial-a-Ride and is based on research 

London TravelWatch undertook some years ago with users of this service 
and Taxicard 1 and, subsequent to the reorganisation of Dial-a-Ride in 
London, monitoring of performance at  London TravelWatch Board and 
Committee meetings. 

 
1.5 The letter from the London Assembly requesting this submission also asked 

for information regarding complaints / casework relating to Dial-a-Ride which 
will be forwarded separately. However, it should be noted that as an appeals 
body our casework is only a small sub-set of the complaints the operator will 
have received. Our appellants are those complainants that remain 
dissatisfied with the response of the operator. 

 
 

 
 
1 ‘Transport for all, Dial-a-Ride and Taxicard users speaking’. Published in 2003, 
the report is available at http://www.londontravelwatch.org.uk/document/837/get 
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2 Dial-a-Ride  

2.1 People use Dial-a-Ride for a wide range of journeys that include shopping , 
doctors’ appointments and social trips. It is used because of the advantages  
it has over mainstream public  tr ansport, which members find to be too 
stressful. The key attributes at the time  of the researc h we cond ucted were 
considered to be :  

 
• it is operated door-to-door and is thus more convenient;  
• its drivers are empathetic, understand the needs of disabled people, and 
provide assistance such as carrying shopping and escorting passengers 
to their doorsteps;  

• it is appropriate for “awkward” local journeys and for regular trips to 
clubs, and  

• the cost is reasonable2.  
 
2.2 But all users experienced some probl ems with the scheme.  For example in 

research we published in 2003 – but which is still relevant today: 
  

• most people found it  very difficult to get through on t he phone to make a 
booking;  

• there was an appar ent contradict ion between the frequency with whic h 
users were told rides were fully booked and the fact that the vehicles  
were often seen half empty;  

• same-day and next-day bookings were rarely available,  
• there was a lack of flex ibility in the system and individual users (unlike 
groups) were unable to make a series of fixed and regular bookings, e.g. 
to attend adult education classes;  

• the ban on travel “out of area” imposed serious limitations; 
• complaints were not  always effectiv ely dealt with and some did not get 
any response;  

• some participants felt that the scheme was abused by people who did 
not really need to use its services, whic h added t o the pressure of 
demand, and  

• a few people thought that the vehicles  used at the time of the research 
could be made more accessible, e.g.  by  using more conspic uously 
contrasting colours on grip rails . Bu t this view was not univers al, and 
there seemed to be some variation in such features across the fleet.  

 

 
 
2 At the time the research was undertaken there was a charge for the service. In January 2008 it 
became free. 
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2.3 Overall, the users believed the sc heme made a significant  contribution to 
their travelling, when it worked properly . With the excepti on of a couple of 
negative telephone experiences, group member s felt that the staff tried to 
do their best, but that the scheme is overstretched and t herefore unable to 
deliver what were then recently  intr oduced improvements, such as same-
day bookings. The schem e appeared t o work be st for regular group 
journeys, e.g., template bookings for groups attending social club functions.  

 
2.4 Dial-a-Ride users then fe lt that the following m easures would im prove the 

scheme:  
 

• revising the procedures to mi nimise the problems encountered when 
making telephone bookings;  

• extending the permitted journey distances beyond the current operational 
areas;  

• adding c ars to the vehicle fleet to provide more flexibility and reduce 
costs;  

• increasing the flexibility of bookings to facilitate individuals’ attendance at 
regular events, e.g. adult education classes, and  

• establishing an effective complaints procedure.  
 
2.5 At the time of the research a signifi cant number of participants said they  

would be prepared to pay a little more fo r the service if this im proved its  
reliability (even thoug h, if they are able to use mainstream public transport 
services, the Freedom Pass allowed them to do so free of charge).  

 
2.6 Since the research was conducted there have been significant changes as 

to how Dial-a-Ride is delivered. London TravelWatch was briefed by TfL, in 
confidential session held in April 2007 (Appendix 1), on their emerging door 
to door strategy which proposed several changes to how Dial-a-Ride was to 
be operated.  

2.7 The Dial-a Ride service is now free and TfL have invested in centralising 
the booking services and reorganising how services are delivered. New 
vehicles have been brought and although the latest business plan shows a 
reduction in the number of new vehicles that are to be purchased 
(compared to the previous plan) there is still a programme of new vehicle 
purchase. 

2.8 However, we have been aware, through our appealed complaints and our 
monitoring of TfL’s customer surveys, that issues remain for Dial-a-Ride 
members. 

2.9 London TravelWatch has continued to monitor progress by TfL through 
sessions at Committee meetings. At its Board meeting in January 2008 
(Appendix 2) we heard from TfL’s Paul Blackwell about the roll out of the 
new computer system which was clearly in great difficulties. 
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2.10 In June 2008 we again heard from Paul Blackwell (Appendices 4 and 5). By 
then there was progress, but the IT systems remained a problem and the 
system had not yet been implemented at Woodford. A new computer 
software system, ‘Trapeze’, was about to be introduced. At that same 
meeting members also considered a report (Appendix 3) detailing the Dial-
a-Ride casework London TravelWatch had received between January and 
May 2008.  

2.11 In January 2010 We again heard from Paul Blackwell who presented us a 
much improved picture of the performance and customer satisfaction for 
Dial-a-Ride (Available at: 
http://www.londontravelwatch.org.uk/document/4025/get). 

2.12 In summary Dial-a-Ride contributes significantly to those that use it. TfL’s 
door to door strategy sought to create a single London wide service that 
dealt with users concerns, some of which we identified in our research. 

2.13  Of the issues that Dial-a-Ride members thought could be improved 
(paragraph 2.4 above) prior to TfL restructuring its door to door service 
most have been addressed with varying degrees of success.  

2.14 During the sessions London TravelWatch members have held with TfL to 
discuss these matters (minutes appended) it has been clear that, there 
have been some persistent problems, however, following our latest update 
from TfL  there is now reason to hope that further improvement will be made 
as the new systems bed in. 

2.15 However, we know from our appeals that some members expectations of 
the service are very high and it may well be that some of those expectations 
may well remain unmet as the Dial-a-Ride service operates within a limited 
budget and improved operation may well lead to more demand. 
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3 Taxicard  

3.1 In addition to the type of journeys made by Dial-a-Ride (see above), Taxicard 
is used to access other (mainstream) forms of transport, e.g. at railway  
stations. Our research showed that members use the scheme because: 

  
• it was accessible and convenient;  
• it was relatively inexpensive for journeys up to about £10;  
• it was often the only flexible alter native available f or some groups of 
people, (e.g. wheelc hair users , w ho find buses difficult and the 
Underground virtually impossible to use without constant assistance),  

• they felt safe, and  
• it allowed journeys to be planned wi th a greater degree of predictability 
than Dial-a-Ride (although this is not consistent – see below).  

 
3.2 Our research in 2003 s howed that while T axicard users felt that the scheme 

was an excellent idea, the general opinion was that it did not always work as 
it should. The key reasons for this were that :   

 
• it can be unreliable and di fficult to book, with taxis arriving late or not at  
all, which is a real source of stress; 

•because t he call centre was in Sc otland at the time, its operators had 
limited knowledge of localities in London;  

• the reliab ility of p ick-up appears to depend  on loc ation and time  of day,  
with people in outer London boroughs having the most difficulty in 
booking cabs;  

• while the  majority of taxi drivers want to be helpful,  they don’t always  
know how to do so and don ’t necessarily use the ta xis’ special features, 
such as ramps;  

• the des ign of new t axis is  not  suit able f or all dis abled travellers, e.g. 
people with mobility difficulties find getting in and out of them difficult an d 
some find the seating arrangements problematic (a swivel seat would be 
helpful);  

• anecdot al evidenc e suggest s that the complexit y of the scheme, 
particularly with regard to charging, may impact on the willingn ess of taxi 
drivers to respond to calls or take  users who try to hail a cab  on the 
street (there are wide variations  bet ween participating boroughs in the 
rates charged and the number of rides permitted, whic h causes  
confusion to drivers);  

• a significant number of participants reported inc idents where cab drivers 
had refused to take them when flagged down on the street, even though 
they were members of the scheme;  
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• several users reported that taxis had arrived with £6 to £7 already on the 
meter, arousing sus picions that some drivers could be abusing the 
subsidy, and  

• when complaints about aspec ts of the service wer e made, they did not  
seem to be followed up.  

 
3.3 Users felt that the following measures would improve the scheme :  
 

• making the rules of the scheme’s operation consistent across all London 
boroughs, to encourage more taxi drivers to participate fully,  

• training taxi drivers in disability awareness,  
• increasing flexibility by allowing users to use more than one credit at a 
time for those longer j ourneys for which Taxicard is not currently 
economical (such journeys are often cheaper by minicab at present), and  

• handing over the control of subsidy to the individual members for them to 
use as they choose.  

 
3.4 Following our research we were pleased to receive a comprehensive report 

from the company Computer Cab who carefully considered our research and 
responded to all the points raised. The report is available in out Library. 

 
3.5 We have no appeal casework regarding Taxicard. We do receive general 

complaints regarding Taxis, some of which do relate to the problems 
wheelchair users have in hailing a Taxi. We are presently in dialogue with TfL 
regarding improvements to the notices in Taxis that describe how Taxi users 
can complain directly to the PCO and to ourselves should TfL fail to resolve 
the complaint adequately. 
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D2D06 
 
-----Original Message----- 
From: Vincent Stops  
Sent: Tue 2/23/2010 1:00 PM 
To: Laura Warren 
Subject: Dial-a-Ride appeals 
  
Dear Laura 
 
  
 
You requested information regarding our complaints (appeals) relating 
to the Dial-a-Ride service since March 2009. 
 
  
 
Firstly the health warning that goes with our casework. Our appeals are 
those cases that the operator has not been able to resolve to the 
satisfaction of the complainant. As such they are a small subset of the 
overall complaints postbag that TfL receive.  
 
  
 
We have a small number of simple cases that we receive and either try 
and resolve directly or we pass on for the operator (Dial-a-Ride) to 
resolve in the first instance. We have a larger number of inquiries 
about D-a-R that we are able to answer ourselves. 
 
  
 
Discussing this with our casework team I can report that our appeals 
caseload has decreased considerably recently which could indicate 
either the service has improved or the complaints handling has 
improved, or both. 
 
  
 
  
 
Since March 2009 we have dealt with four appeals: 
 
  
 
i)                    The appellant had been refused a booking due to 
lack of resources.  Following our intervention D-a-R met the member and 
gave her some good advice. We believe the case is resolved (31017) 
 
ii)                   There was a misunderstanding of a pick-up timing. 
This was compounded by D-a-R's subsequent mishandling and poor 
complaints handling. Following our intervention an apology and 
substantial gesture of good will issued (31856) 
 
iii)                 Our appellant would not answer withheld calls from 
D-a-R. Following our intervention and investigation by D-a-R there was 
a technical change to the telephone system and this issue was resolved. 
D-a-R calls are no longer withheld.(32197) 
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iv)                 Appellant was unable to get a regular booking. This 
was resolved following our intervention. (201199) 
 
  
 
There are two futher interesting cases that did not reach appeal stage, 
but we dealt with: 
 
  
 
i)                    A member had become lapsed following an extended 
hospital treatment and would have had to wait some months to become a 
member again and get a booking. We understood that this was resolved. 
 
ii)                   A member wanted a booking before buying theatre 
tickets, but the rules mean the theatre ticket is booked first. This is 
clearly circular. In the individual's case this was resolved, but we 
are unsure whether this is a general problem. 
 
  
 
Please let me know if you have any further enquiries. 
 
  
 
Vincent Stops 
 
  
 
Streets and Surface Transport Policy Officer 
 
Direct dial 020 7726 9956 
 
London TravelWatch 
6 Middle Street, London EC1A 7JA 
Tel 020 7505 9000 
Fax 020 7726 9999 
www.londontravelwatch.org.uk <http://www.londontravelwatch.org.uk/>  
 
London TravelWatch is the operating name for the London Transport Users 
Committee. 
 
The information transmitted is intended only for the person or entity 
to which it is addressed and may contain confidential and/or privileged 
material. Any review, retransmission, dissemination or other use of, or 
taking of any action in reliance upon, this information by persons or 
entities other than the intended recipient is prohibited. If you 
received this in error, please contact the sender and delete the 
material from any computer. You are also warned that messages and any 
associated files sent from or received by London TravelWatch may be 
monitored or stored and may be subject to public disclosure under the 
Freedom of Information Act. 
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-----------------------------------------------------------------------
------- 
 
This message has been scanned for viruses. 
 
Click 
https://www.mailcontrol.com/sr/19B2gTervlzTndxI!oX7Uq23VvDsoYOLAbFCrX8r
QEN1YAI9xw8L15tlsfOfrGVlq5+8Hg3l7duELIeSJhirLg==  to report this email 
as spam. 
 
-----------------------------------------------------------------------
------- 
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D2D07 EVBCA Residents Association
 
Only last night we had a Residents committee meeting, and yet again the London taxi-
card came up with further examples of failures. Tom Brake has written to Merrick 
Cockell the Chairman of London Councils to seek his views on this matter.  
 
It is believed that many passengers may have complained. Apparently, ComCabs who 
run the service recently lost a big contract and they responded by initiating massive 
cutbacks in the London Taxicard service, making it seemingly unviable.   They now have 
a Scottish call centre which seems strange for a London service and may explain why 
drivers have been sent to wrong addresses. No-one seems to have investigated 
Comcab’s ability to provide the service, or otherwise scrutinise what they are doing.  
 
I understand that both Michael Pantlin and Margaret Whiting have continued to 
experience poor service, as have a number of their friends in similar circumstances. 
 They think that Comcabs should be replaced by another provider.  
 
We understand unless you ring at 7am it is impossible to book a cab, as the phone 
continues to ring and you cannot get through. You are also paying for the phone call if 
you are kept waiting and cannot get through. Michael has now been let down on a 
number of occasions. 
 
There is a particular issue about the use of the service for hospital visits. It is understood 
that the link officer at Sutton has said the service cannot be used for hospital visits – so 
Mrs Whiting tells us. However, I understand Sutton Hospital says that patients such as 
Michael cannot use the ambulance because this is for emergencies only. Mrs Whiting 
told us that Michael had been discharged from hospital and had to get several buses 
home as there was no access to either the Taxicard service or an ambulance. Perhaps, 
Michael, you would confirm this is the case? Michael has a number of health problems 
and it is risky for him to travel by bus in such a vulnerable situation.   
 
I suspect that neither Margaret nor Michael will be happy with some of London 
Council’s answers. It would be useful if they could let us know where they agree and 
where they disagree with the response you have received. Note; we discussed the 
service last night without benefit of having seen your email which was probably sent 
during our meeting.  
 
I think this one will probably run and run, and it is clear there is much continuing 
dissatisfaction with the service which may only be assuaged by re-letting the contract.  
 
With best wishes 
 
Jill Whitehead, for EVBCA residents 
 
 
I see that, as in my own experience, you have been referred to the London Councils 
Office. I have had lengthy telelphone conversations and emails with that office which 
purports to be a vigilant watchdog over Comcab but gave me the impression of being 
on Comcabs side rather than the service users. London has in the past just passed my 
complaints on to Comcab Customer Services who reply after several prompts with a 
stock answer that the phones go unanswered due to the level of demand and that I 
should book online instead which is not possible when out and about and booking to be 
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taken home. I have even recieved conflicting explanations. On one occasion I was told 
by a call taker that the system had gone down which was contradicted a few minutes 
later by his supervisor saying that it was due to exeptional demand. 
  
Just lately they have added that I should see an improvement as they are increasing the 
number of staff working in their call centre but this in itself will do nothing to address 
the frequent breakdowns of their computer which causes much dissatisfaction among 
the excellent Sutton cabbies who have to pay Comcab £60 per week to get the Taxicard 
business and are left without work during these system breakdowns. The cabbies say 
there is a back up procedure possible using the cabbies mobile phones but that Comcab 
do not implement it when the main system is not working. 
  
Despite my repeated requests I have been unable to access a copy of any formal 
complaints procedure for the benefit of Taxicard Service users. Personally I would like to 
see an independent market research company conduct a satisfaction survey of the users 
to get at the truth. I am very appreciative of Jill Whitehead taking up the problems that 
arise in trying to use Comcab and of yourself for looking into the matter. 
  
With kind regards, 
Michael Pantlin 
 
I wrote to you just before Xmas indicating a number of problems experienced by 
members of the Erskine Village and Benhill Community Association in LB Sutton who 
need to use the TfL London Taxi card service. Both Michael Pantlin (who lives in 
Carshalton Central Ward) and Margaret Whiting (who lives in The Wrythe Ward) have 
been experiencing problems with this service, which seem to be getting worse.  
  
I wondered if you had yet had the opportunity to find out why this service is seen to be 
failing its users in the Sutton area? 
  
I had a telephone call from Margaret Whiting today who has had another bad 
experience – only yesterday. She no longer feels this service is safe for members of the 
public in views of mistakes and errors being made and lapses in promised services. She 
ordered a taxi to take her from her home in 26 Paget Avenue , Sutton to her luncheon 
club at St Patrick’s church, Park Hill Rd , Carshalton. She was picked up safely but had 
problems with the return journey to her home. The driver turned up about half an hour 
late but he realised he had been sent by the service to the wrong address. Luckily for 
Margaret, the driver recognised her name and knew what the correct address should be 
as he had driven her before. If he had not been a familiar driver and was not able to 
return to the correct address, Margaret might have been left stranded at the church hall 
in poor weather conditions, far from home. 
  
Margaret says that the drivers have been complaining about not getting work from the 
London Taxi Card service  despite paying £60 per week for the privilege of being a 
member of it. She believes the service may be pocketing the money but not passing 
leads onto drivers – this could be a serious allegation if true. The service has been 
blaming a faulty computer system for six months now, and then it blamed other lapses 
on the time of year. Margaret believes the service has cut out admin staff and so there 
is no-one to pass on messages to drivers. The fault is an admin one.  
  
There is also no clear person to make complaints to – Margaret has tried the Civic 
Centre link person but no avail. Michael Pantlin has made several complaints but these 
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have all been passed onto different people at TfL or the Travel Card Service with never 
the same person replying or accepting responsibility for dealing with the problem.  
  
I should be grateful if an investigation could be arranged into these problems as it 
seems that Michael and Margaret are not the only ones suffering because of failures in 
the TfL/Taxi card service system. They both depend on taxis to get around and any 
lapses in service could potentially have serious consequences. If they were not collected 
by a taxi at some point in the future, and something happened to them as a result, who 
would be responsible for the outcome? That is what Margaret has been asking.  
  
Please let me know how this problem may be sorted out so that customers can feel safe 
that when a taxi is called, it will arrive as arranged for the pick up.  
  
Best wishes 
  
Jill Whitehead 
Chair of Erskine Village and Benhill Community Association  
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D2D09 Hounslow Crossroads Care
 My experience of this “service” from the people I support in the Hounslow 
Borough has been very poor. 
 
I no longer give out details of Dial a Ride as a service for people to use. 
 
It is very unreliable. I know of times when a vehicle has been booked and a 
number of people have been waiting to go to an event and awaiting collection 
but at the last minuet Dial a Ride have rung to cancel. 
 
When I have made enquires they have been short of staff 
 
Transport in Hounslow is terrible and Carers and the people they Care for 
could really do with a reliable service that supports the needs of the people of 
Hounslow. 
 
I hope the work you do will improve things Thank you 
 
Kind Regards 
 
Lyn Hammond 
Carer's Rights Advisor 

  

 Crossroads Care Hounslow 
82 New Heston Road, Heston, TW5 0LJ 
F: 020 3118 7130 
E: info@hounslowcrossroadscare.org 
W: www.hounslowcrossroadscare.org 

Crossroads Care is Britain’s leading provider  
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D2D10  Wandsworth Community Transport

I am the Managing Director of Wandsworth Community Transport with 25 years experience in 
door-to-door transport. We used to run Dial-a-Ride in Wandsworth before regionalisation, my 
son is a wheelchair user and a user of Taxi Card and Dial-a-Ride, and I feel I can comment 
with knowledge and experience. 

Some serious changes are long overdue and some of my thoughts about how the system 
could work better are set out below. 

1. Dial-a-Ride and Taxicard are fantastic for some people.  
2. Unfortunately, for many others, they are totally unusable. These people have 

withdrawn from the system and don’t even try any more.  
3. No matter how much you tinker with the existing framework, it will never work for 

everyone.  
4. The Dial-a-Ride and Taxicard monopoly has to be broken. You can’t have a ‘two size 

fits all’ solution. People need freedom of choice.  
5. Other carriers need to be brought in, including Community Transports, specialist 

wheelchair cab companies and minicabs. These would be TfL approved or approved 
by local Councils based on their existing suppliers for similar work. Capital call 
already shows this can be done.  

6. Passengers should be given control over their budgets (as with direct payments in 
social care) or an allowance based on trips and/or miles covered and/or level of 
disability.  

7. This allowance could be used directly on the carrier of their choice who would then 
seek re-imbursement from TfL  

8. Bookings would be made directly with the carrier of choice, not with a call centre that 
would subcontract to an appropriate carrier. In this way poor service would be easily 
dealt with – you just wouldn’t use that company ever again.  

9. When a booking was made with the aproved carrier, it would be logged onto TfL 
computer system, which would confirm eligibility and number of credits on the 
person’s account. Once completed and confirmed, payment would be generated 
automatically.  

10. Dial-a-Ride and Taxicard would continue as the core providers and would be the 
safety net for those who didn’t have the confidence to organise their own transport. 
However, they would only be paid depending on what they delivered so would need 
to improve to avoid passengers going elsewhere.  

11. Regular group transport requests would more efficiently be met by Community 
Transports. Half the passengers might pay with their Dial-a-Ride credits and the 
organising group could pay for non-Dial-a-Ride additional passengers direct to the 
CT. Regular trips could be guaranteed without blocking existing schedules.  

12. Similarly Community Transports could run Shopping shuttles funded by their 
passenger’s Dial-a-Ride credits. Shopping requests form a large part of Dial-a-Ride 
requests, and this would be a much more efficient and cost effective way of meeting 
demand.  

13. People who wanted long distance trips could use their annual allowance on one 
single trip to Eastbourne for a holiday or to visit relatives on the other side of town if 
they so desired.  

14. Others could go twice every week to play bingo.  
15. Others could use a minicab to go to a hospital appointment.  
16. Who are we to judge what is more necessary or valuable? Let the passengers decide 

for themselves.  
17. Work would probably drift away from Dial-a-Ride and Taxicard to new carriers. The 

money saved as they grew smaller, would pay for the other carriers.  
18. Many more people would get the service they needed to meet their needs. 

  

Please contact me if you wish to disuss further 
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Manuel Button 

Managing Director 

Wandsworth Community Transport 
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D2D11 Croydon Over 60's Club
 
Theses are comments received from members of our over 60's club in Croydon. 
Excellent Service 
Taxicard reliable, difficult to phone 
Both services are good, but booking not easy 
I have recently joined dial a ride and i'm delighted, drivers are especially helpful 
Regards 
Fiona 
Assistant Manager 
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D2D12 DIAL
 
Since March 2009, the service has deteriorated. In particular the booking services for 
DIAL A RIDE is inflexible and seems to do what the computer says, which is not 
always suitable for the user. The booking times are also altered without telling the 
user so the vehicle can arrive either earlier or later than the booking originally made. 
  
Once the booking is made for taxis, the service is reliable. The problem with taxi 
cards is the time you have to wait online before the booking is made.  
  
Hospital transport picking up times are often hours away from the appointment times. 
The return journey from the hospital can be hours after the appointment meaning long 
tiring waits in the hospital before going home. 
  
Phyllis 
Vice Chair DIAL 
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 Page 1

WANDSWORTH BOROUGH COUNCIL 
 

TECHNICAL SERVICES DEPARTMENT  
 

Minutes of the Wandsworth Mobility Forum  
2pm, Thursday 27th November 2008  

The Town Hall Council Chamber, Wandsworth  

 
Present:  
Joseph Healy 
(Chair) 

Transport for All 

Alison Buick WAA Member 
Angela Gayton WAA Member 
Angela Mollo SW trains 
Barbara Madeloff WAA Member 
Belinda Danino Stakeholder Engagement, TfL 
Betty Price WAA Member 
Cara Stimson Network Rail 
Clare Kakembo  
Colleen Bowen WAA Member 

David Hare 
Senior Customer Services officer Wandsworth 
Council 

Edward Kantar  
Emily D'Silva WAA Member 
Fitzroy Beckford  
Ian Seabrook TfL Public Carriage Office 
Jim South WAA Member 
John Chalmers Adult Social Services, Wandsworth Council 
John Slaughter Tranport Planning, Wandsworth Council 
Joyce Mamode Dial-a-ride, TfL 
Laurence Gayton WAA Member 
Manuel Button Wandsworth Community Transport 
Margaret Snell WAA Member 
Martyn Ellacott Chair of WAA 
Mary E Crawford WAA Member 
MaryAnn Jackson Stakeholder Engagement, TfL 
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Wandsworth Council Mobility Forum, 28thNovember 2008 

 Page 2

Paula Haustead Network Rail 
Susie Romeo Palantypist 
Valerie John Carer's Association 
Vanessa Green Tranport Planning, Wandsworth Council 
Vera Aikins Account Manager (Taxicard), Computer Cab 
Wendy Moreton Social Services, Wandsworth Council 
 
Apologies:  
Bridie Tobin WAA Member 
Diedre Ratwayake WAA Member 
Dr Peter Pandey WAA Member 
Gill Wheeler WAA Member 
John Wheeler WAA Member 
Odette Baltarel Balham Resource Centre 
Alastair Fraser Action for Blind People 
Cllr Bowes Councillor, Wandsworth Council 
Cllr Mrs Jane CooperCouncillor, Wandsworth Council 
Cllr Randall Councillor, Wandsworth Council 
Cllr Senior Councillor, Wandsworth Council 
Kerry Lee London Buses, TfL 
Louise Shellard WAA member 
Nina Webster Walking & Accessibility, TfL 
Paul Bentley South West Trains 
Suzanne Pennington Leisure and Amenities, Wandsworth Council 
Tony O'Connor Project manager, mobility, London Councils 
    

 
ITEM 

 
DETAILS 

1.0 Introductions and Apologies 
1.0.1 Attendance and apologies listed above. 

2.0 Matters arising from last Meeting on 22 nd May 2008 
2.0.1 No amendments raised. 

2.0.2 Separate bays for taxicabs bearing the target symbol (the 
Taxicard Roundel) 

Ian Seabrook reported that unfortunately this is not possible as 
there is no legislation to permit separate ranks for taxicard and 
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ITEM 

 
DETAILS 
ordinary taxis. 

2.0.3 Multi-trip Taxicard booking:- return trip failed to turn up 
• This was investigated and apparently the cab did return, and 

they couldn't contact the customer.  

2.0.4 Complaint re procedures following accident in Dial-a-Ride 
vehicle (passenger not secured)  
• Unresolved.  The DaR health and safety officer advised 

complainant to contact the claims people, but there has been no 
resolution.                                      ACTION Joyce Mamode  

2.0.5 Use of Consolidators to sub-contract jobs that Dial-a-Ride 
cannot do 
• Not going ahead due to lack of funding.   Currently focusing on 

improving existing DaR services and efficiency. 

2.0.6 Dial-a- Ride return Journey cancelled night before trip 
• Betty provided DaR with the information but is still awaiting a 

response.                                   ACTION:-  Joyce Mamode  

2.0.7 “Stagecoaching” with Taxicard not allowed in Wandsworth 
• Dave Hare reported that despite inviting people to provide their 

views on Wandsworth Council’s policy, he had received only two 
complaints.  TfL are considering capping the contributions that 
they give to the taxicard scheme, which may affect the Council if 
there is a short fall in the budget for 2009/10.   

• Individuals can send their views to the Council’s Customer 
Service team, at the following email address: 
Concessionarytravel@wandsworth.gov.uk or by ringing the 
Customer Services Helpline on 0208 871 8871. 

• TfL commissioned Transport for All to carry out a study on 
“stagecoaching” in 7 boroughs. Over two hundred taxicard users 
were interviewed – half who did stagecoaching and the other 
half who didn't. The result indicated that there was no overall 
benefit to either taxicard users, to the boroughs or to TfL.  The 
majority of users felt it wasn't an overall benefit which would 
encourage other boroughs to adopt the policy.   
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ITEM 

 
DETAILS 

2.0.8 Information on Taxicard Accounts 
• Martyn Ellacott has displayed on the WAA webite how Taxicard 

members can access information about their account, including 
number of remaining trips. 

http://www.wandsworthaccess.org.uk/resources/Taxicard+Internet+
User+Guide.pdf 

2.0.9 Wheelchair users not being securely strapped into taxis 
• ComCab have yet to supply Martyn Ellacott with a copy of their 

Complaints procedure.                       ACTION:- Comcab/JSl  
• ComCab have supplied a copy of the pamphlet to all people 

interested - available on WAA website: 
http://www.wandsworthaccess.org.uk/resources/Disability+card.
pdf 

• ComCab have advised drivers on correct procedure to strap in 
wheelchair users, and how powered wheelchair users are to be 
correctly secured.  BM asked whether this included advice on 
ramps.                                                ACTION:  JSl  

2.0. 
10 

St George’s Hospital Upgrade  
• A request for buses to stop anywhere on the perimeter road 

cannot be met due to Health and Safety issues. There are now 5 
stops on the perimeter road which should be sufficient to access 
most parts of the building. 

2.0. 
11 

Information for Visually Impaired people at bus stops 
• TfL have no plans to develop talking bus stops in the near 

future, but hope that with the improvement of information at bus 
stops, on buses, and improved driver communications with 
passengers that it will become easier for people to find out 
where buses are going. 

• TfL would need to consider whether there is an electricity supply 
available at each stop for audio announcements, and impact on 
local residents etc. 
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ITEM 

 
DETAILS 

2.0. 
12 

Healthy living seminars for older people in Wandsworth 
• Wendy Moreton distributed the Older People’s Strategy. She 

highlighted the active days programme, which is provided 
through Age Concern.  She asked the PCT whether they can do 
some healthy living seminars but hasn’t had a response. 

  
2.0. 
13 

Improvements to bus stops 
• Buckhold Road - Vanessa explained that there is a westbound 

bus stop on Wandsworth High St that serves the north end of 
Buckhold Road. The distance to the next bus stop is 503m. 
There may be scope to put in an additional bus stop outside St 
George’s Park, slightly north of the existing northbound bus stop 
near Broomhill Road. This would reduce the bus stop distances 
down to about 250m.        ACTION: VG to investigate  

• Wandsworth Bridge bus shelter – Shelter has been installed at 
the southbound bus stop near Wandsworth Bridge. 

• Request for shelter or seat near Earlsfield Station (southbound) 
– Due to the narrow width of the footway, the presence of the 
café’s awnings/tables on footpath and utility covers, there is 
insufficient space to put in a shelter or seat. 

• Width of seats in bus shelters – The seats are designed to 
discourage loiterers late at night, to stop people sleeping on 
them, and to shed water. Some shelters have full width seats 
such as at the Green Man bus stand – these may become more 
widespread when the new “Landmark London” shelter is 
released this spring.  

• Countdown in Clapham Junction – of the 14 stops at CJ, 9 have 
shelters. Of these, 5 have Countdown displays. When the 
installation of the new i-bus system is completed, new 
countdown displays based on a digital GPS system will be 
rolled out. 
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ITEM 

 
DETAILS 

3.0 
Bus service developments 
Belinda Danino and MaryAnn Jackson, Transport for London  

3.0.1 Introduction  
• London’s bus network is one of the biggest in the world. There 

are currently 7,000 buses in the fleet; 6m passenger journeys 
every weekday, around 700 routes and around 17,000 bus 
stops. Freedom pass holders (including disabled travellers) 
receive free travel. TfL recognise that transport services, and 
especially bus services, need to be made as accessible and 
easy to use as possible. 

• Recent initiatives to improve safety and security include CCTV 
and transport police on bus services. 

• All London’s buses have been low floor and wheelchair 
accessible since December 2005.  

3.0.2 Accessibility Features on Buses 
• Greater than standard wheelchair bay area 
• Higher percentage of seats in low-floor area of bus 
• Maximised number of forward-facing seats in lower saloon with 

vertical hand poles by each row 
• Outward-opening doors that provide more room to alighting 

passengers 
• Additional hand poles on stair case 
• Horizontal hand rails from door entrance to seating area 
• More generous seat spacing 
• Removal of some tip-up seats because people with mobility 

problems are finding it difficult to use them 

3.0.3 BTEC driver training 
• Previously the individual bus companies trained their drivers but 

the training wasn’t regulated.  
• Now TfL regulate the training through the BTEC qualification 

which provides a high and consistent  standard across London.  
• All London bus drivers must achieve a bespoke BTEC 

vocational qualification in their first year of driving 
• BTEC explores day to day service delivery with emphasis on 
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ITEM 

 
DETAILS 

driving standards, customer care and disability equality 
• As part of  BTEC, bus drivers must pass a driving assessment, 

independently accredited by the Driving Standards Agency 
(DSA) 

• Since the BTEC was introduced, there has a been a steady 
improvement in driving standards, as measured by the DSA 

• Around 20,000 bus drivers with one or more years' service have 
a BTEC at any one time (the remaining 2,500 drivers are 
working towards it) 

3.0.4 Ramp Availability & maintenance 
• An annual audit of 2053 buses from 89 garages over a three-

week period revealed only 17 buses had faulty ramps (0.8%). 
• A separate check of 2073 buses over 12-months up to March 

this year revealed only 8 ramps were not working. 
• Vehicles are monitored monthly to ensure that ramps are 

working properly. 
 

3.0.5 i-bus 
• All buses to be fitted with iBus by end of spring 2009. 
• Provides more accessible information for those with vision and 

hearing impairments, with the next bus stop announced via the 
bus’s PA system, and by a visual display of the next stop and 
the final destination on screens in the bus. 

• Easier to understand for people with learning difficulties, 
passengers on unfamiliar routes and those for whom English is 
not a first language. 

• iBus is based on Satellite GPS tracking, so the exact location of 
the bus can be relayed to countdown displays at bus stops and 
provide real journey time information. This information is also 
relayed to bus operators so they can regulate the buses to 
provide a better service. 
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ITEM 

 
DETAILS 

3.0.6 Bus Stop Accessibility Improvement programme 
• All bus stops in London were audited by mid-September 2007. 

Any bus stops needing further work to make them accessible 
were identified and a large number have since been improved.  

• There is an ongoing programme to bring the remaining bus 
stops up to standard, by raising kerb heights, removing 
impediments to boarding and alighting, and extending bus stop 
clearways to allow buses to pull in close to the kerb. 

3.0.7 Changes to stopping arrangements 
• Bus drivers are now required to stop at all bus stops where 

someone is waiting, regardless of whether the person waiting 
flags down the bus. 

3.1 Question and Answer Session  

3.1.1 Hearing Loops on Buses 
Barbara asked whether TfL Buses had hearing detection loops.  
                                                         ACTION: TfL to check  

3.1.2 Bus drivers not knowing the routes 
Barbara complained that many drivers don’t know the route very 
well so can’t provide information on where to get off, particularly on 
routes 219 and 319.                         ACTION: TfL 

3.1.3 Request for better flooring in wheelchair area of bus 

Mary explained that when she rides on buses, her wheelchair 
moves around, which makes for an uncomfortable ride. She 
suggests some form of restraint is installed with rubber flooring to 
improve adhesion.                                ACTION: TfL  

3.1.4 Problems with P5 bus accessing bus stops 
Mary highlighted a bus stop in Thessaly Road near the school and 
a doctor’s surgery that often has cars parked nearby so the bus 
can’t access the bus stop.                ACTION: JSl/VG   

3.1.5 Problems with Route 44 bus 
• Clare K alleged that the service on Route 44 is infrequent and 

overcrowded.  Sometimes it’s impossible to get on several 
buses in a row at the Anchor Centre, Garratt Lane.  

• Belinda responded that the 44 has recently been improved and 
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extended, with increased frequency. She believed that traffic 
delays had affected the service.                                                               
ACTION: TfL to review service 

 
4.0 Access to local railway stations    

Cara Stimson & Paula Haustead, Network Rail 
4.0.1 Clapham Junction Station 

• The works are underway to provide lift access to all the 
platforms at Clapham Junction. Platforms 1  -  6 are progressing 
very well, with the lift shafts to be installed over Christmas, and 
lifts to be opened by summer 09.  Lift pits for platform 7  -  10 
and 13 and 14 are scheduled to be installed over the Christmas 
period.  Proposals for platforms 15, 16 and 17 are currently 
being reviewed with the train operating companies. Works are 
scheduled for completion by September 09. 

4.0.2 Putney Station 
• Access is to be improved in conjunction with South West Trains, 

with lifts to the station platforms from the ticket office, improved 
retail provision, and a ramp into the ticket office from the street.  

• The work will be difficult to undertake due to limited access and 
working areas.  They are hoping to undertake detailed design 
over the next year, and to combine the works with the platform 
extensions planned over the next 5 years.   

4.0.3 Balham Station 
• An accessible lift has been commissioned in the last few weeks.   

4.0.4 Earlsfield Station  
Accessible lifts are proposed, but the site is very complex, with 
restricted access and working area.  Network Rail are working 
closely with the Council and SW Trains to find the best solution.   

4.1 Question and Answer Session  

4.1.1 Timetable for lifts at Earlsfield station 
Network Rail are hoping to install lifts by the end of 2010. 
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4.1.2 Disabled Toilets at Earlsfield 
In response to a question from Martyn, Cara explained that there 
are no plans to install a disabled toilet as part of the works. 

5.0 Proposed Travel Support Service for Older People  
– Wendy Moreton, Wandsworth Council Adult Services 

5.0.1 Introduction 
• The Council has funded a number of schemes as part of the 

preventive strategy for older people in Wandsworth.  One of 
those is a pilot scheme to find out if older people need support to 
use existing transport services (including buses, trains, taxis, 
using taxicard or other mobility services). 

• The Council is working with Wandsworth Community Transport 
(WCT) and Wandsworth Age Concern.   

• Older people may encounter barriers to the use of public 
transport.  The Council proposes to provide support to older 
people who may have lost their confidence in using public 
transport, by providing more information, a buddy to support 
them in using the services; and to escort them on a number of 
services to build up their confidence.  

5.0.2 Feedback on Older People’s Strategy 
• Manuel Button explained how WCT carried out travel training for 

people with learning disabilities in conjunction with “Generate”. 
Something similar could be developed for older people. 
Communal trips on buses to places of interest would encourage 
people to travel and enjoy using buses. 

• Alternatively Dial-a-Ride, taxicard, and WCT services could be 
offered to suit individual’s needs. 

• Barbara M suggested talking to the occupational therapy service 
about people recovering from a stroke, who need 
encouragement and confidence to go out again. 

• Martyn asked whether door-to-door services could be improved 
using community transport vehicles, as some people find it 
difficult to get to bus stops or taxi ranks. 

                               ACTION: Wendy to consider. 
• TfL already provide a mentoring scheme to give disabled people 
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assistance with travel, showing them how the services operate, 
where to go if things go wrong, with the aim to build confidence 
and to introduce people to public transport.   

6.0 Taxi Issues – Wheelchair Carriage  
– Ian Seabrook, PCO  

6.0.1 • At the previous Forum several people claimed that they weren't 
aware they had to be secured while travelling in a taxi, and 
drivers often don't offer to secure wheelchairs.  There was also 
confusion over the correct position for wheelchairs in taxis. 

• An information leaflet has been provided by ComCab for taxi 
drivers and wheelchair users, which illustrates the correct 
position for wheelchairs in taxis, and how to secure them. 

• The leaflet says "the safest way to travel in a taxi is with your 
wheelchair properly secured and facing backwards.  For your 
own safety, we advise you to travel in the position shown.  
Please ask the driver for assistance".   

• Most drivers are now being instructed that when they do take on 
board a wheelchair user, they should offer to secure the 
wheelchair in position.   

• TfL is developing an information sticker to go inside taxis to 
inform drivers and passengers of the correct position for 
wheelchairs.                                ACTION: TfL/PCO 

6.1 Question and Answer Session 

6.1.1 Is the meter running while passengers are strapping in? 
• The meter is running from the time the cab reaches the pick-up 

point, including time taken to be strapped in. This is the same for 
any passenger.  Unsecured passengers are unlikely to be 
covered by the driver’s insurance, and travel at their own risk. 

7.0 Dial-a-Ride up-date  -  Joyce Mamode   

7.0.1 Update on recent changes 
• A few initial issues with the new computerised booking system 

have been resolved.  It went live at the beginning of September 

71



Wandsworth Council Mobility Forum, 28thNovember 2008 

 Page 12

 
ITEM 

 
DETAILS 

08, and improvements are already starting to show.  
• During the last 4 week period, completed trips London-wide 

were 4% up on the same period last year.   
• In Wandsworth requests are up 2% compared to this time last 

year, completed trips are up 4% and refusals down 1%.   
• DaR have reorganized the call centre, to have 3 local teams to 

deal with South London, North London and West London. This 
enables staff to develop local knowledge of the area.  There are 
new procedures for dealing with issues that arise, particularly 
when there are problems en route, and the reorganization into 
local teams should benefit this. 

• Priority is given to passengers waiting for more than 15 minutes, 
and also to completing return journeys over starting new 
outward journeys, to ensure people don’t get stranded without a 
return trip. Wheelchair passengers are prioritised.    

7.0.2 New DaR bus 
DaR has introduced a new bus to its fleet (on show at the Town 
Hall on the day of the meeting). It has air conditioning, and a 
flexible seating arrangement whereby seats can be tipped up to 
accommodate a wide variety of users (including wheelchair users) 
which provides DaR more flexibility throughout the day.  The bus 
has equipment to secure wheelchairs. 11% of booked journeys are 
subsequently cancelled, so with the new bus these cancelled 
journeys can be more easily reallocated to other people. 

7.0.3 Door to door review 
Discussions are taking place with London Councils on the 
integration of door-to-door services.   

7.0.4 How to make a complaint 
Joyce circulated a Customer Charter with 3 phone numbers. 

7.1 Question and Answer Session 

7.1.1 Provision for luggage on new DaR bus 
• Martyn commended the new design for the DaR bus, but 

wondered if more provision could be made for luggage. 
• Joyce responded that DaR limits luggage to 2 bags because of 
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space considerations.  

7.1.2 Confidence in DaR 
• Manuel believes that now DaR have made significant 

improvements to their operation, everyone should try it. The 
more people use it, the higher the chance of DaR getting 
additional buses, leading to more opportunities to travel and less 
refusals.  

• A marketing drive in South London is planned because of a drop 
off in demand. 

• Colleen had lost confidence with DaR through a few bad 
experiences.  She has on occasions had to wait all day to find 
out whether a trip can be made or not. 

• Joyce explained they try to schedule as many trips as possible 
as they come in but it is not always possible.  Booking is more 
likely to be successful at quiet times of day; and if passengers  
are flexible about the time of travel. 

 

8.0 Developments at Transport for All - Joseph Healy  

8.0.1 Update 
• Joseph is no longer working for Transport for All (TfA).  
• TfA have had funding cut.  Have recently won a major 4-year 

contract with London Councils to provide advice and training 
across London, to providers of community transport service and 
users of accessible transport. They are working with community 
transport associations, providing training for their trustees and 
some of their drivers. TfA are also organizing a series of 
information sessions for disabled people across London about 
accessing transport. 

TfA have revamped their website:  www.transportforAll.com 
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9.0 Wandsworth Community Transport – what would you like to 
see over the next 4 years?         – Manuel Button  

9.0.1 Update 

• WCT have just won a 5 year contract with Wandsworth Council 
to provide community transport services in Wandsworth. 

• WCT will be asking for views about any additional services that 
people need.  The main contract is for mini-buses for community 
groups, shopmobility services and transport for regular outings. 

• WCT also bid unsuccessfully for funding for a door-to-door 
service, as they believe there is a gap in the provision of 
transport for things like holidays, airports, long distance journeys 
that cannot be made with Dial-a-Ride and taxicard. 

 
9.1 Question and Answer Session 

9.1.1 Transport to Airports 

• Transport to airports can be offered, but at present WCT do not 
have funding for such trips, so they charge the cost of hiring a 
minibus, ie £40-£50 for the trip. 

9.1.2 Hospital appointmen ts 
• WCT often get requests for hospital trips but do not have the 

capacity to meet the demand. They will consider such trips in an 
emergency, but would have to charge for a whole minibus. 

• Fitzroy wondered if WCT would consider a subcontract with the 
PCT to deliver a hospital service. 

• Manuel explained that WCT contracts are very large, but he 
might consider bidding for the next one. 

 
10.0 Any Other Business 

10.0.
1 

Stagecoaching 
• A motion proposed by Manuel, was supported by a majority of 

attendees, requesting the Council to consider allowing double-
swiping of taxicards.                                      ACTION: DH                            
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10.0.
2 

Tactile Paving  
• A complaint alleged excessive use of tactile paving in the 

borough, and requested a reduction to assist those with 
ambulatory problems and using wheelchairs.   

• John explained that this issue is being investigated in relation to 
the new scheme at Clapham Junction.        ACTION: John Sl  

10.0.
3 

Speed Humps 
• The Council was asked if it will remove speed humps from 

Wandsworth, to assist ambulances on emergency calls.  
• John responded that if humps are removed, the Council would 

have to find other ways of restricting vehicle speeds – signage  
alone is ineffective.                                

10.0.
4 

 Prioritising Transport Provision 
• Claire asked if transport could be allocated by need rather than 

by demand.  Joyce responded that DaR is not in a position to 
make judgements about need. 

10.0.
5 
 

Dropped Kerbs 
• Colleen complained that over 2 years ago she had requested 

dropped kerbs in Thessally Road from an engineer from 
Wandsworth Council at a site meeting.  She had reminded the 
Council a year later, and they still have not been installed. 

                                                    ACTION: John Sl to follow up 
11.0 Date of Next meeting 

 Provisionally set for Friday 5 th June, 1.30 for 2 pm  

 
JSl 22/05/09 
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Review of Wandsworth Access Association Transport 
Manifesto  

 

The  Transport Manifesto was  commissioned  in  2005 with  a  grant  from  the Wandsworth 

Community  Empowerment  Network  because  of  the  difficulties  Wandsworth  Access 

Association (WAA) members had in accessing suitable transport. It was hoped that, with its 

investigation and publication, the situation would improve. 

However this has not happened and complaints re Dial‐a‐Ride etc. continue to be made. 

 

The management committee of WAA, decided in May 2008 to include in their work plan for 

2008‐9, a review of the above with particular emphasis on Dial‐a‐Ride and taxi‐card. 

 

As  a  result,  a  Door‐to‐Door  Transport  Survey  was  conducted  the  results  of  which  are 

attached along with the following report and conclusions. To supplement the findings of the 

survey, an in‐depth personal trial of Dial‐a‐Ride services was undertaken over several weeks 

by WAA’s  Campaign Officer, the results of which appear in Appendix 1.  

 
 
DOOR-TO-DOOR TRANSPORT SURVEY 
 

As a follow up to their Transport Manifesto, Wandsworth ACCESS, with the help of 

Wandsworth Community Transport, have undertaken a survey to try and quantify people's 

experience and attitudes to Door‐to‐Door transport in Wandsworth, including Dial‐a‐Ride, 

Community Transport, Taxi‐card and Minicabs. 

 

The survey was sent out to Wandsworth Age Concern’s membership (approx 3,500 people) 

with their regular newsletter and an additional 400 were sent to Wandsworth Community 

Transport members who were not Age Concern members. 

 

283 replies were received, which though only 7.2%, is about the industry average for a 

posted survey of this nature and not a bad return. 

 

Because of the wide ranging nature of Age Concern’s membership, it is hoped that a fair 

representation of the different service users were included in the mailout, though there was 

a bias towards Community Transport users, who all received a survey. 

 

This is not a scientifically designed analysis, but an indication of attitudes. 

 

Some significant and interesting conclusions can be drawn as follows. 

 

76

rjardine
Typewritten Text
D2D13a

rjardine
Typewritten Text



1. Most of the respondents had a genuine need for door‐to‐door transport with an average 
age 77, so quite elderly, with a high percentage using wheelchairs and/or receiving 
Disabled living allowance. 

 

2. As with most of these services, men were a very small percentage  
 

3. Getting to the shops was by far the greatest need expressed 
 

4. There seemed to be a reasonable take up of the services in question, though one might 
have expected Dial‐a‐Ride to feature much more strongly as the principal funded 
organisation providing door‐to‐door transport. 

 
5. Regarding the reasons why people didn’t use or were dissatisfied with the services on 

offer, Dial‐a‐Ride and Taxi‐Card came off worse with non guaranteed returns, inability to 
get through on the phone, not going far enough and lack of availability of trips featuring 
strongly. 

 

6. Dial‐a‐Ride, surprisingly, was the service that suited least people the best. It has the 
most funding and is designed specifically for this client group. 

 

7. 76% of respondents would support a system where they could manage their own 
budgets and choose the transport that suited them best (like Direct Payments for home 
care). 

CONCLUSIONS 
 

1. There is significant dissatisfaction with the services on offer with many people finding it 
difficult to access the services they need. 

 

2. A wider range of options is needed to cater for a range of transport requirements like 
book‐ahead long distance trips as opposed to last minute regular local trips. 

 

3. People want to be able to choose for themselves. 
 

4. With shopping being the most important need for transport, it makes sense to run a cost 
effective dedicated shopping shuttle (as with Community Transport) which frees up 
space for more ad‐hoc trips 

 

5. Dial‐a‐ride and Taxicard, which receive the bulk of the funding for door‐to‐door 
transport should be doing much better. It seems that many people have given up even 
trying to use them. 

 

6. All the services suit some of the people very well, which again highlights the need for a 
wider range of options so that everybody can find a service that suits them. 
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APPENDIX 1 – PERSONAL DIAL-A-RIDE TRIAL MADE BY WAA.CAMPAIGN 
OFFICER, BETTY PRICE 
 

I had 12 rides with Dial‐a Ride through April‐June. 

Only one was successful but it took me over an hour to book it. I called advance bookings on 

May 7th and asked for transport to Wandsworth Town Hall for a WAA management meeting 

10‐12 the operator refused to take my call as I only had SW18 for the address. I telephoned 

our Chair to ask for full postal code. 

I  then  called advance bookings again  (after waiting 15 mins  for my  call  to be answered.) 

Operator said there was no need for my first call to have been refused as the full postal code 

comes up on the screen. She said she would report the incident.   

Deposited at Town Hall 9.50 collected 12.15.  Very good timing. 

 

June 6th made advance booking for June 10th Wandsworth Town Hall (Disability Go meeting 

2‐3pm) deposited at 1.10 waited 45 minutes  for meeting to begin. Return  journey  I had to 

wait outside in the street for 40 minutes. 

Other trips I made were to meetings in church halls where I arrived at least 25 minutes early 

and had to wait for doors to be opened, on one occasion doors were closed at 3.30 and bus 

arrived at  4.25. another  time doors  closed at  11.30 and bus arrived  12.25.I got  very wet 

waiting  in  the  rain  but  at  least  I was  sitting  in  a wheelchair,  I would  feel  very  sorry  for 

anyone who had to stand and wait. 

It is not satisfactory to request trips where there is a definite time scale as Dial‐a‐Ride cannot 

cope. Drivers were always apologetic for delay but blamed the system. 

 

Shopping trips 

Kingston  is my nearest shopping area  I realised that  I could not book a time convenient to 

me  but  needed  to  fit  in with  their  schedule.  I  had  three  trips  of  2‐3  hour  duration  I was 

surprised that on the six journeys made I was the only passenger. 

 

Taxi‐card 

I  have  no  problems  to  report,  meetings  I  go  to  are  daytime.  Putney  and  Roehampton 

Development Group. Wheelchair User group & PCT Essence of Care Committee, they are all 

local. I book a return journey in advance and if there is a delay they contact me.  

Taxi‐ card is quite useless if one wants to travel at night (I have no experience) but Mobility 

Forum minutes and Disability magazines give details of stranded wheelchair users and Taxi 

card themselves say they cannot guarantee a return journey. 

 

So what is the solution? 
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Hopefully  the  council’s Action Plan: Getting out and about’ will  come up with  something, 

meanwhile I have purchased a vehicle which accommodates my w/c …. No more Dial‐a‐Ride 

for me! 

 

 

Betty Price  

November 2008 

 

Additional Information to Betty Price’s Report 
 
After this report was submitted Betty Price attended a Dial-a-Ride Panel 
meeting. 
 
The findings of this meeting were reported as follows:- 
 
It was announced there would now be a new format to meetings .Instead of listening 
mainly to complaints the agenda will consist of;  

 
1. What has been done since the last meeting  
2. Current priority area 
3. Discuss ion and feedback 
4. Future priorities 
5. Round up. 

 
There will be fewer meetings to enable staff to concentrate on service delivery, 
provide feedback to us on what is happening, spending more time on gathering 
specific views. 
 
Other information and plans include; 
 
Improving computer performance, improving schedules, and improving regular 
booking service and clear the backlog. 
 
All depots now book with same booking and scheduling arrangements, beginning to 
deliver benefits of centralisation. Dial-a-Ride are no longer running two different 
systems at once, staff now concentrating on making centralised arrangements work. 
There are now three regional managers for Dial-a-Ride operation. 
 
Betty reports she is very impressed with the improvements planned and would 
recommend that members who are entitled to use Dial-a-Ride (because they have a 
permanent, long-term disability, health problem that means they are unable to use 
conventional public transport.) should give them another chance. 
 
There is now an alternative telephone number to call and make a booking (in 
addition to 0845 999 1 999) it is 020 7394 5800 and remember there is no fare to 
pay and you can usually take a friend with you.) 
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Additional Information. 
 

A Membership Application is required to use this service. 
 

More types of Entitlement to Dial-a-Ride Membership. 
 

 Those who are aged 85 or over. 
 In receipt of:- 

Attendance Allowance -High rate Mobility Component. 
Disability Living Allowance -High rate Mobility Component. 

 Holder of a Taxi-Card or Blue Badge. 
 
Telephone Dial-a-Ride on: - 020 7394 5800 (option 1) for a membership application 
form. 
 
 
Notes. 
 
Dial-a-Ride will not do journeys to hospital for hospital appointments. 
 
All journeys are within a 5 mile radius, unless through prior arrangement. 
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D2D14 Harrow Association of Disabled People 
 
Our advocacy service takes on many transport issues but has never been asked to do a case 
against dial a Ride in the 4 years I’ve been here.  However, we do hear anecdotal comments 
that it’s not a reliable service and has become less reliable since the small payment has been 
suspended and the service has become free.  I think maybe we don’t get complaints because 
people have pretty much given up using it.  Harrow community Transport, and the Taxcicard 
card service are also used in Harrow for door to door transport.  My impression is that taxi 
cards are useful and cheap for local journeys, with the cost rising dramatically for longer 
journeys, but not very easy to book and not always reliable,  Harrow community Transport is 
seen as a more expensive option, but I have only heard good comments about its’ reliability.  
We would be very keen to be involved in any consultation or nee plans being considered for 
new arrangements for transport services for disabled people.  Thanks, Angela Dias (Harrow 
Association of Disabled people).  
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Southwark Council

Accessible Transport for Disabled 
Community 

D2D15
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Objectives

• Agree on a set of actions for monitoring 
improvements in disabled transport in 
Southwark

• Agree on a mechanism through which the 
actions can be monitored and evaluated
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Ground Rules
• This is a conversation

• We are all equal partners

• Focus on solutions

• Respect people’s experience as legitimate

• Listen to each other

• Everyone Counts!
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Background

• Southwark Council embarked on a project 
to improve participation in Physical Activity 
and Sport by BME and disadvantaged 
groups

• This was in support of Physical Activity 
and Health Inequality strategies
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Background Cont’d

• Carried out community-based 
assessments in partnership with 
Southwark NHS using the ‘community 
scorecard’ process

• 13 focus groups held across the borough 
using the community scorecard process
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Background cont’d

Transport was the 
number one issue 

identified by the active 
disabled group
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Focus Group: Older Active Disabled  Mixed 45-75 from Brandon Baptist Church
Indicator: Level of  Mobility and Access to Transport 
Scoring Scale: 1-10 where 1=poor and 10= excellent

Local Factors 
Impacting on 
Access to 
Transport

Score
(Out of 10)

Comment

Dial a 
Ride

Community
Transport 

Taxi Card TFL 
(trains)

Private 
Hire

Hospital 
Transport

Buses

Reliability 
of Return
Journeys

3 10 Insufficient
usage to
score

9 10 8 10

Equal Access-
Availability
of Adaptations
such as ramps

Insufficient 
usage to 
score

10 Insufficient 
usage to 
score

7 
No lifts at
Peckham
Rye and
Nunhead

10
wheel chair 
based
8 
non-wheel
chair

10 8
wheel chair 
based
1
Non- wheel
chair based

Cost 10 10 Insufficient 
usage to 
score

10 3 10 10

Information/
Awareness of 
Services

9 10 Insufficient 
usage to 
score

10 10 No control over 
service 8

On Time 1 10 Insufficient 
usage to 
score

9 10 1 6

Ease of Access 
to Services

1 10 Insufficient 
usage to score 10 10 4 10

Overall Score 2

Disabled Transport Scorecard

88



Mystery Shopping

• Covered 12 Journeys over a one month 
period

• Monitored by random disabled persons 
across the borough

• Key services assessed: Dial-A-Ride, Taxi 
Card and Capital Call
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Key service variables tracked
• Access-
-no of telephone rings
-telephone response: picked up, voicemail etc
-bookings: whether a booking was secured

• Reliability
-punctuality: whether car arrived on time including
return journeys

• General Service Assessment
-In-transit experience etc 90



Mystery Shopping Results

• Ring length
45% of calls were answered between 4-6 rings while 
27% was between 1-3 rings and 28% took 7+ rings

• Nature of Answer
75%of all calls were answered by someone, there 
were no calls that were unanswered and 25%went to 
voicemail. Most clients were generally able to make 
bookings with voicemail
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Mystery Shopping Results 
Cont’d

• Bookings
80% of mystery shoppers were able to confirm a 
booking while 20% were not

• Punctuality
82% of pick ups arrived on time while 18% were 
reported late

64% of return pick ups were on time while 36% were 
not 
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Mystery Shopping Results 
Cont’d

• General Service Assessment

• Assessments were graded from excellent 
to very poor

• 50% were judged good and 16% was poor
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Summary table %
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Card
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75 
%

25 
%

Dial-A- 
Ride
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Qualitative Comments

• General Comments
• These are important services that people who use them 

value highly 
• If it goes wrong there is a high level of anxiety 
• Some people have used it in the past and lost 

confidence
• Issues are 50:50; sometimes clients get it wrong
• Some people not aware of services, or clear on the 

criteria . Sometimes this is because of because of 
anecdotal misinformation or general lack of awareness. 
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Service comments
• Dail a ride drivers offer a very disability friendly service, 

but it can sometimes take a long time to make a booking 
• Taxi card / com card works very well for many people 

for city journeys, but can be difficult to get a reliable pick 
up for certain areas or/and at certain times. There are 
mixed reports on driver awareness of access issues

• Capital Call There seems to be comparatively  less use 
and of this service, and less awareness,  by people we 
spoke to, but the tracked journeys show high customer 
satisfaction. Some issues were disability awareness of 
drivers and voice mails not always being returned.
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Assorted comments
• Dial A Ride 

“When it works well it very well indeed. 
Can take an hour to secure a booking.”

• ComCab/TaxiCard 
“Great for city journeys (not so good for outlying 
areas), taxi drivers wonderful and helpful. Delighted 
with service ; just wish I had more credit.”

• Capital Call 
“Drivers go too fast. 
Some times you phone leave message and 
sometimes returned sometimes not. 
Can’t give price unless you book.”
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Comments

Taxi card/Comcab. “I went to 
Waterloo to ring for a comcab and 
the taxi appeared in one minute. I 
have found that if I call from home 
the taxi takes ages to arrive , so 
you can’t arrange to meet someone 
or catch a train. “
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Comments

Dial a Ride “Reasonable service but sometimes 
too early or too late .One off journeys much 
harder to book e.g. getting to a London 
railway station. Service has deteriorated 
since becoming free.”

Dial a Ride “I started to call at 9.01 am, 33 dials 
and 20mins later I spoke to someone; there 
were no pick ups left in the morning 
Booking a ride is a pain. The service itself is 
very good, drivers are lovely .”
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suggested actions
SDF to facilitate engagement between accessible transport service providers, 

Transport for All and disabled peoples groups

More local ownership by Council in promoting services and local strategic 
planning

Travel mentoring service promoted  to support greater use of mainstream 
services and assist with confidence and explore greater use of public transport

‘Transport for All’ to share information on transport for disabled and elderly 
people in Southwark

Continue Mystery shopping for nine months to a year- redesign  form in 
consultation with service providers and share results on a periodic basis

Disability awareness training especially for minicab service 

D2D15a
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D2D16 Allen Bergson 
It is 51 weeks since the last meeting and I would like to bring to your attention things 
that worry me, and items of concern reported by the community:  
  Dial-A-Ride:  
In the last 51 weeks I have personally found that I have been able to be accommodated 
on a lot more trips, and the pick up times have all been on time, but the collection times 
have been bad, on three occasions over 45 mins late. The controllers do not tell us that 
they have rescheduled the pick up time, so when you phone them they say the vehicle 
is not late yet. When you phone again and tell them that the new pick up time is over 
15 mins late they say they will phone you back, but the still don’t so we end up phoning 
again (at prime mobile phone rates) which is unfair.  
  
The time it takes to book a trip on the phone is very much improved, taking only a few 
mins. 
  
The driver’s attitude as always is fantastic towards the passengers, and they go the extra 
mile in all their service to us, this should be noted.  
On their behalf I would like you to look into their working conditions, as I think their 
union Unite is a waste of space and does nothing for them. 
  
I brought to the committee’s attention last year the unsuitable condition of the new 
buses in regard to walking passengers and the drivers, but i have seen no improvement 
or a reply on who and why this vehicle was purchased, see below. 
  
March 10th meeting 2009 
The drivers and the public would like to know who was the person responsible for 
ordering the new vehicles for the following reasons: Also the journey times are increased 
by all theses issues and in some cases the drivers and passengers safety is at risk. 
  
1. It is too wide to get through some width restrictions bollards? 
  
2. Fixed wing mirror on near side makes it harder to manoeuvre with cars parked both 
sides of road, can be danger to pedestrians when trying to get close to kerb. 
  
3. Drivers Wing mirror hard to adjust, so both wing mirrors should be electric. 
  
4. When driving it is very hard to see side of vehicle because of drivers seat angle and 
height.  
  
5. Very unsuitable turning circle, bad turning lock. 
  
6. Very hard to judge whether to lower the bus because the doors get stuck on kerbs and 
then need to be taken out of service, and why was there no sensors fitted to warn the 
driver if the doors are going to hit the ground. 
  
7. Ramp to steep for some wheelchairs when no pavement present, (parked cars)  
  
8. Ramp cannot be use by walking passages as too steep and no handrails. 
  
9. Stepping down without lowering the bus is very difficult for most walking passengers 
much too high and no handrails. 
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10. Plenty of room to turn around a wheelchair in the bus but dangerous for walking 
passengers as no hand rails to grab on to. 
  
11. Why did Ealing Community Transport Drivers who tried out the vehicle reject it 
stating it was unsuitable and over priced even with the big discount offered (WHY?), 
bearing in mind that the cost of adaptations outweighed the discount.  
                        ---------------------------------------------------- 
  
Since then I was told Westminster council rejected the use of this type of vehicle, and I 
have also seen how bad it performs in the snow. One driver just got out of the way after 
putting down the ramp when the bus slid towards her just missing he feet, I was also 
told that there have been accidents when the bus slid into objects after it stopping.   
  
The fact is that every driver but one that I have questioned on the new buses over the 
past 51 weeks have stated that they do not like this bus, but my constant e-mails to 
Unite have resulted in not one reply, as I assume they are not interested in their Dial-a-
Ride drivers. WHY? 
----------------------------------------------------------------------------------------
-------------- 
Capital Call: 
Is now like the Taxi card system, which again I cannot find anybody who knows why this 
has been changed to a worst system, and some Councils are now not using Capital Call, 
was this why it was changed? 
----------------------------------------------------------------------------------------
------------- 
  
Black Cabs: 
On the Taxi Card are mainly unless as the cabbies are reluctant to take on the jobs when 
they can pick up cash payers on route, also all the ones I have used have not restrain 
myself or the wheelchair on the journey. Only last week I was refused a trip when I 
approached a stationary cab, when he informed me that he had left his ramp at home. 
This has happened to me three times (maybe because it was raining on all those 
occasions and the poor driver would have to get out of the warm cab to get me in). 
  
It is funny that the only good experience I have had in a Black Cab was in Jan when 
Dial-A-Ride sent me a black Cab for a meeting because they had no other vehicle for 
me, this time I was strapped in and the wheelchair was clamped (how much does this 
cost DAR?) It is also ridiculous that if I phone for a Taxi under the Council scheme I pay 
the pickup and the excess but on DAR black cab nothing.    
  
You now have Capital Call nearly the same as the Taxi Card and DAR using Black Cabs 
for journeys also, so would it not make sense to combine all three under one 
management or is that common sense which politicians never use?  
  
As stated before we would like a public enquiry into the purchase of the new buses and 
the competence of the management of DAR and not the internal enquiry that was 
agreed to by your committee last year, which I have still not seen the results. 
  
Please note that because of the extra time the drivers have to spend on the new buses, 
on their journey times because of width restrictions and not being able to see the side 
of the bus plus not being able to get access to the kerbs because of parked cars etc, 
they are being constantly pressured by management and it has to stop! If you can do 
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one thing at today’s meeting let it be to speak up for the drivers before they all leave 
DAR. 
  
  
  
Allen Bergson:  D-A-R user (ex- transport manager)
 
. 
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From: allen bergson [mailto:]  
Sent: 04 March 2010 17:01 
To: Caroline Pidgeon 
Subject: cabs 

Dear Caroline, 
  
It was nice to see you on Wed. 
  
                       --------------------------------------------------- 
Recently I have declined two trips on voluntary work as the organisers either could not or 
did not want to provide accessible Coaches for the group of us (I was the only one in a 
wheelchair) 
                       ----------------------------------------------------- 
I have had many difficulties over the years with Dial-A-Ride when I want to attending 
meetings as they would take me but be unable to bring me back as it was after eight pm. 
                       ---------------------------------------------------- 
Do you realise that if you have to travel in an electric wheelchair that does not fold for 
storage or you cannot transfer out of a wheelchair; your fare price will be higher than the 
airfare to Europe? 
  
The latest trips by Black Cabs I have taken were for drug trials for the National Hospital 
Holborn, and the Doctors were given an estimate for picking me up of £35.00, when I 
phoned it was an estimate of £53.00. On the day it came to £71.20 but when the credit 
card statement came it was £80.11 one way, they explained that the extra was for 
booking fees and credit card charges (they will only guarantee to pick up wheelchair 
users if they use booking and credit card charges, not surprising). 
Able body would not have to book Black Cab, so without the extras I think it would be 
£50.00 to £60.00 for cash. Black Cabs will not take cash bookings they want booking 
fees etc.  

  
A trip in a Mini cab 5 miles costs £42.00 each way, without the extras waiting time, this 
happen two weeks ago and last year it was £21.00 each way by the same company. This 
trip I did coming home by flagging down three Black Cab’s (the first two said they did 
not have ramps) the charge for the trip was £16.00 by Mini Cab it would have been even 
cheaper. 
  
A trip to Euston and return in a Black cab last year, about 28 mile round trip was 
£165.00. My Estimate for able body users is about £120.00 
A trip by Black cab to Brent (one way, under 10 miles) with time added on for finding 
my bungalow was, £48.00. (There was £24.00 on the clock when he picked me up). 
A trip from Kensington high street in adapted Mini cab to Pinner was quoted as £28.00 
for a wheelchair but when they new that it could not be folded, they charged  £42.00. It 
would have been £28.00 as that is their own quote 
I waited 2 hours for the last Mini cab to pick me up from my destination, and the last 
Black cab I waited 1 hour, sometimes the black cabs will just not pick you up. 
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D2D17 Michael Lloyd
 
I would like to bring to your attention some of the problems Dial-a-Ride members in the 
London Borough of Havering are experiencing and that in some respects members in 
Havering get an inferior service to those of our neighbouring borough, the London 
Borough of Barking & Dagenham, which has a similar numbers of members to Havering. 
  
1. A significant number of trips made by members in Havering are single journeys so 
people often have to use their Taxi Cards which means their rides are sometimes used 
up too soon or members have to remain indoors more than they would wish. 
2. Members in Barking & Dagenham are guaranteed regular bookings whereas members 
in Havering do not enjoy this guarantee. 
3. If members in Havering are offered only a one way journey the operators class this as 
a passenger cancellation when the member only wants a return journey and does not 
take up the booking. 
4. Members in Havering can experience considerable mproblems being able to make 
regular bookings for rides. 
5. People in Havering can experience considerable delays for their calls to be amswered 
- it can sometimes be as much as 7 minutes.   
6. Trips for members living in Havering are restricted to Havering whereas people in the 
neighbouring Barking & Dagenham can often book journeys outside their borough 
boundary, such as going shopping in Romford, which is in Havering.  The Audit 
Commission Report of May 2002, page 7, states that there is "considerable user 
dissatisfaction with geographical restrictions on travelling." 
7. Using figures from the Freedom of Information Act and the Mayors Question Time, 
the figures for 1 April 2009 to 8 January 2010, show the differences in the service 
provided to members in the adjoining boroughs of Havering and Barking & Dagenham: 
Trips: Havering 47,202 - Barking & Dagenham 72,555 
Requests: Havering 57,433 - Barking & Dagenham 87,835 
Refusals: Havering 4,293 - Barking & Dagenham 4,946 This shows that despite the two 
boroughs having similar number of members, Havering had 25,353 fewer trips between 
1 April 2009 and 8 January 2010 and the refusal rate in Barking & Dagenham was 5.6% 
whereas in Havering it was 7.5%. 
8. Figures from the Audit Commission Report 2002, page 13 show the following: 
Year 2000/2001 - Trips made 1,222,000 with a budget of about £13 million and 84,500 
members Year 2008/2009 - Trips made 1,178,322 with a budget of about £30 million 
and with 50,000 members (i.e. with 34,500 fewer members there were 4% fewer trips) 
9. Members in Havering with like Dial-a-Ride drivers to operate just in Havering to 
ensure continuity of drivers and service. 
10. Many members now feel that the management of Dial-a-Ride seem to have a 
reduced duty of care towards members, whereas the Dial-a-Ride drivers are still well 
regarded by users of the service. 
  
Michael Lloyd    
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D2D18  Haringey Phoenix Group   
Dial-a-Ride Investigation 
 
Haringey Phoenix Group is a local voluntary organisation for blind and partially sighted 
adults resident in Haringey and the surrounding area.  During the week members attend a 
programme of classes here, many using Dial-a-Ride (DaR) to make the journey to and from 
the Winkfield Resource Centre where we are based.  For the most part they organise their 
own transport but in some instances we act directly with DaR on their behalf.  The 
following response to the investigation is based upon feedback from our members as well 
as our own experiences.                                                                                                                                             
 
 
The Booking System 
 
Despite improvements to the system some members still find the booking process 
unacceptably lengthy.  Notification on how long a caller can expect to wait is welcome, but 
does not address the time it can take to get through in the first place.  A few members felt 
that the system was better when calls were taken locally i.e. before centralisation of the 
office. 
 
There continue to be instances when members cannot book rides to suit their timings. 
 
The promotion of regular rides has helped reduce the need to make phone bookings and 
should be extended further, especially if the time it takes to implement a regular booking 
can be reduced to a few weeks.  This is a major issue for our members who attend weekly 
classes.   After DaR brought the time to arrange regular bookings down to a minimum in 
the middle of 2009, it would appear that the process has now reverted to a long wait over a 
period of months. 
 
Co-ordinating rides has continued to be a problem.  Several members have regular weekly 
bookings to attend classes yet, despite living on the same side of the borough, are 
brought in on separate buses.   
 
A few members have felt that DaR staff do not listen to them or call back when they 
promise to. 
 
The Rides 
 
During the last year our members have experienced several examples of drivers arriving 
early to collect them i.e. outside the 15-minute leeway.   
 
There has also been an example when a collection time given by the office has differed to 
that quoted by the driver.  Another member preferred the old system when a set time with 
no leeway was given and, should a problem arise, the driver would call the member direct 
to notify them. Regrettably there have been a few instances when transport has not turned 
up at all. 
 
For the most part the journeys themselves have been unproblematic.  There have been 
isolated cases where drivers do not appear familiar with the area and the route they 
should be taking; this may be because the drivers have been brought in from a different 
borough. 
 
The drivers have generally earned praise for their manner dealing with our members 
although, again, some of our people have had problems; drivers have on rare occasions 
shown a general lack of courtesy and common sense when dealing with vulnerable and 
old people. There is a consensus that the subcontracted companies provide an inferior 
service to DaR, mainly due to the drivers’ less sensitive dealings with vulnerable members 
but also the awkward nature of getting on people carriers.  These issues, together with the 
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need to achieve higher standards of administration as above, warn against integration of 
London’s door-to-door transport services. 
 
 
Summary 
 
Over the past year DaR services have generally been reasonable.  The promotion of 
regular bookings has assisted with getting transport booked but needs to be significantly 
enhanced.   
 
Continued investment in improving contact with the booking centre and upgrading its 
systems (to allow more co-ordinated travel, for example) is required, as well as in the 
training of all staff to ensure they treat the old, vulnerable and disabled with consideration. 
 
Until Dial-a-Ride is able to reach a consistently high standard across the whole service 
integration is not wanted. 
 
In short, and to quote one of our members, the service is good when available. 
 
 
 
 
 
 
 
 
 
TOP ISSUES 
 
Long waiting times to connect with booking office. 
 
Early pick-ups outside 15 minute leeway. 
 
Length of time to implement regular bookings. 
 
Lack of co-ordination when transport collects members to make their journeys, especially 
when the trips are regular. 
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Door to Door Transport Services Survey 
 

Comments from 11 disabled GAD members and volunteers 
 

Are you registered for Dial-A-Ride? If not, why? 
 
No (4) 
 
No, I have a Freedom Pass. Although it would be great to use the service for 
long of difficult journeys I don’t know if I am eligible. (1) 
 
Yes (3) 
 
Not now (2) 
 
Not anymore – Used them once and was put off. (1) 
 
Do you use Dial – A- Ride? How often? If not, why?  
 
I didn’t like traveling on the bus with the big Dial – A – Ride logo on the 
side – I am a young person and was teased for using the service by my peers. 
 
No – it’s unreliable and a load of rubbish. 
 
No because most times I couldn’t get through on the phone, and when I did 
they always said they couldn’t go where I wanted i.e. Greenwich as they 
don’t go there on Mondays usually. 
 
I don’t know a lot about dial a ride. 
 
Dial a ride now uses cab drivers, I do not feel safe with the strange men. 
 
Dial a ride was passed on to me by a colleague, who uses them and she said, 
“If you use them their taxis are very reasonable” 
 
Dial a ride has not been useful, not turning up on time or leaving you to pick 
you up on the time stated. 
 
What kinds of trips do you use Dial-A-Ride for? 
 
To go to Bromley, Westminister and hospital. 
 
How easy it is to book? Why? 
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Terrible – they don’t come they take you there and don’t come to get you 
again. 
 
I come across lots of people who try to use the service but are told there are 
regular bookings indefinitely at the time they want to travel every week, no 
matter how early they book.  
 
What problems are there with Dial-A-Ride? What would you like to 
change? 
 
Everything.  Unreliable, you phone and book and they don’t come, or they 
can take you but not bring you back. 
 
I would never use them again. 
 
Do you have a Taxicard?  
 
Yes (9) 
No (2) 
 
Do you use your Taxicard? If not, why? 
 
No – Unreliable. (1) 
Yes (7) 
I have in the past. I am not sure if I have to renew it. I have chosen not to use 
the service because I find it unreliable ie. Waiting for hours for the taxi or 
being told it was never booked or no taxis available in my area. 
 
What kinds of trips do you use your Taxicard for? 
 
Waterloo Road – used it once. 
 
I did use it for shopping once. 
 
Shopping, visiting friends, going to medical appointments going to leisure  
centre. 
 
How easy is it to book a taxi? 
 
Hard – phoned 5 or 6 times to see where cab was.   
Easy to book. 
Hard – it is not accessible for people with learning difficulties – you have to 
give a postcode and be able to read numbers.  
Very easy. 
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Not easy, I have always had problems. My account doesn’t seem to be 
registered. I spoke to the head office several times but no joy. 
 
 
How easy is it to hail a taxi? 
 
Didn’t know I could. 
 
I would normally book. I have never hailed a taxi. 
 
Really difficult – I am a wheelchair user and the drivers often pretend not to 
see me.  
 
Easy if you see a com-cab – not all black cabs do Taxicard. 
 
How long on average do you have to wait for your taxi? 
 
1 hour to a half. 
 
10 mins. 
 
Anything from 2 minutes to 3 hours 
 
Sometimes exceeding 2 hours 
 
Are drivers friendly and helpful? 
 
No – didn’t speak to me. 
 
Very 
 
Some are. They get friendlier when they realise I can step onto the taxi and 
don’t need a ramp. 
 
Very helpful and friendly. Never encountered any problems.  
 
Do you think there are problems with Taxicard? What are they? 
 

1) Accessibility – how can disabled people get in? 
2) Attitude – booking and drivers, the way they speak – not polite – 

when asked to repeat information they become aggressive. 
 
Yes, now they use local minicabs as well as black cabs and these cannot 
accommodate all wheelchairs.  Also mini cab drivers will not always help 
with shopping – they have told me as they are only on £3.30 local rate for up 
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to 3 miles – they are not happy doing the jobs, but are made to do them to 
keep their jobs.  I am lucky enough to have my PA with me to deal with the 
shopping etc, but if I was on my own I would have problems.  As the 
Taxicard is for people with disabilities this if not satisfactory.  
 
Taxi drivers are not safe, now when are we getting safe travel? 
 
Limited amount of taxis are available 
Having to make phone calls to the service repeatedly 
My account doesn’t seem permanently registered  
Waiting several hours because the booking wasn’t logged, on several 
occasions. 
Being let down or made to wait. 
 
Inconsistencies between boroughs mean that cabs are unclear on limits, 
double swipes etc and leave it to the card holder to make decisions on how 
much the fare is etc.  
 
How do you think a service which intergrated Taxicard, Dial-a-Ride, 
Patient Transport, Social Services Transport and Children’s Transport 
would work? 
 
Going to be a nightmane.  Day services buses – children’s services they have 
to have priority – what would happen to social trips? 
 
Not well at all.  Patient transport is only for people on certain benefits, 
whereas Taxicard if only for people on high rate mobility. 
 
It would be great. The more services available, the less dependent service 
users would be on one particular service.  
 
If there was enough provision it could be fantastic. I doubt that would 
happen and a situation would happen where one group get priority over 
another. Eg Children’s hospital, then adult hospital, then school, then day 
centres…. Adult service users who want to go out socially would be left to 
the bottom of the pile. 
 
Any Other Comments? 
 
London Transport – Busses, drivers need to be more patient to put ramp 
down.  Normal cabs should be cheaper. 
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Chair:  Sir David Varney 
Chief Executive:  Mr John Goulston 

 

 
 

 Trust Headquarters 
Queen’s Hospital 
Rom Valley Way 

ROMFORD 
Essex 

RM7 0AG 
 

 
 
18 February 2010 
 
 
Ms Laura Warren 
Scrutiny Team 
GLA, City Hall 
The Queen’s Walk 
LONDON 
SE1 2AA 
 
 
Dear Ms Warren, 
 
Re: Transport Committee investigation into door-to-door transport services in London  
 
Thank you for the invitation to comment on your investigation into door-to-door transport services in 
London.  Please see below Barking, Havering & Redbridge University Hospitals Trust’s (BHRUT) views, 
these have been broken down into two sections; operational performance and integrated services. 
 
Operational Performance 
  
The Trust is unable to comment on the operational performance of door-to-door services including TFL's 
Dial-a-Ride, Taxicard (Computer Cabs), Capital Call, London Borough's Adult Social Services and 
Children Services as BHRUT do not commission these services. 
 
With regard to NHS Patient Transport Services, BHRUT has a contracted Non-Emergency Patient 
Transport (NEPT) service.   The contract was awarded following an OJEU tender exercise through the 
NHS London Procurement Programme. The Trust does have occasion to use the London Ambulance 
Services (LAS) when an Emergency Paramedic trained crew is required to transport a seriously ill 
patient, however where possible the Trust avoids using LAS for two reasons; a) Emergency ambulance 
availability for front line services is reduced, b) the LAS NEPT costs are on average a minimum of four 
times greater than the Trust's contracted service or other non-contracted services. 
 

Cont/…… 
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-2- 
 
 
The Trust's contracted NEPT service provides transport for patients that have a medical need for 
transport, whilst other door-to door services transport persons that have disability/mobility conditions 
they do not necessarily have a medical need for ambulance transport with trained ambulance personnel. 
 
The core activity is patients attending out-patient appointments with the balance being patient transfers 
and discharges. The contracted NEPT service is the same as the NHS patient transport services, in that 
it provides a dedicated service employing medically trained staff.  
 
The Trust recognises the valuable service other door-to-door services provide and works with them to 
ensure that they have appropriate access to the hospital sites, the Trust also recognises that if the other 
door-to-door services were not available then this would impact on the NEPT service.   
 
Integrated Service 
 
The Trust's view is that patient transport services should not be integrated into a single transport 
service; patient transport services provide transport to dedicated locations and with the exception of 
emergencies is predominately a proactive managed service. This differs greatly from other door-to door 
services as they transport persons to a greater range of locations up to any requested location, whilst 
the services do operate advanced bookings they are essentially a reactive services. 
 
The demand on the NHS statutory ambulance services (LAS) and NEPT services is increasing; 
statutory ambulance services resources should be prioritised to the provision of Emergency Paramedic 
services and not to patient transport services. NEPT provision should either be operated separately from 
NHS emergency ambulance services or outsourced to external NEPT services.  
  
The minimum specification of NEPT services needs to be raised to ensure patients receive a quality 
standard, operationally efficient, cost effective service. Currently only statutory ambulance services are 
able to provide Paramedic services, this needs to be changed to allow NEPT services to provide 
Paramedic services. NEPT services would not provide emergency 999 services but they would be able 
to transport seriously ill patients, this would alleviate pressure on the statutory services, ensure quality of 
patient care is not compromised and would be operationally and financially efficient. 
 
Yours sincerely, 
 

 
 

John Goulston 
Chief Executive 
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D2D21 
 
GLA Transport Committee Investigation  
into London Dial –A- Ride  
 
A response from Transport for All 
 
Feb 2010. 
 
 
Transport for All was invited to participate in the Scrutiny of Dial-
A-ride (DAR) services held by the GLA Transport Committee last 
year. TfA welcomed this spotlight on one of London’s major Door 
to Door services – and we believe that the investigation has 
resulted in DAR management finally acknowledging at least some 
of the issues and concerns that have been raised for a number of 
years in regards to the service. 
 
We therefore look forward to this further investigation into DAR 
services in March 2010. 
 
 
1. Wider General Political Context –  

     The Mayor’s Transport Strategy 
 
TfA continues to be concerned that Dial-A-Ride is seen as the poor 
family relation in the TfL ‘family’ of services. 
 
With the severity of the funding crisis that has hit TfL – with cuts 
made across the board – it seems that the strategy being 
employed is of better organising current resources to improve the 
service – rather than the hope of additional increased funding.  
 
Nevertheless, whilst TfA acknlowdges the economic situation TfL is 
in – we strongly feel that if the service is going to improve and 
reach more disabled and older people – then additional resources 
to fund that growth will be needed in the next few years.  
 
Indeed if the improvements do carry through then demand for the 
service may well increase – as more people book trips and indeed 
formally disgruntled users return. 
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If no additional funding is available to cover this, then service 
standards could slip futher. 
 
TfA would also like to see more co-ordination between DAR and 
London’s Community Transport sector. We firmly believe the local 
expertise and knowledge of London’s many CT schemes could play 
an important role in improving and extending the DAR services 
currently provided. 
 
TfA is disappointed however that DAR management has decided 
not to pursue any meaningful co-ordination of services with the CT 
sector. 
 
Below is an extract of from TfA’s response to the Mayor of 
London’s Transport Strategy (Jan 2010) 
 
Door to Door transport  
 
TfA is concerned that this section of the MTS lacks detail, content 
and any real direction. It could be understood from this that Door 
to Door transport is not a priority for the Mayor – which we believe 
isvery worrying. 
TfA would like to re-iterate our belief in an integrated door to door 
network that efficiently joins up existing Dial-A-Ride, Taxicard and 
Capital call services with links to local Community transport 
providers.  
 
We believe having one eligibility assessment and one 
booking number would streamline the current system and be 
much more user-friendly, accessible and efficient. 
 
Dial-A-Ride 
 
For those users who can get through to the call centre, book a trip 
and get to where they want to be D-A-R is a god-send. 
For those who cannot get a trip for the time or destination they 
want – or worse still those who are only offered a one way trip, 
out rightly refused or left stranded D-A-R is a problem. 
 
TfA is therefore very concerned that the TfL business plan does 
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not account for any growth in D-A-R’s budget over the next few 
years. The Mayor has also stated that free rides are not 
sustainable. These two factors make for very alarming reading. 
 
TfA believes that the Dial-A-Ride service should not be regarded 
as the poor relation in the TfL family. While millions of pounds are 
being pumped into the ‘mainstream’ public transport – there will 
always be a sizeable (and ever growing) population of Londoners 
who cannot make it to their nearest bus, tube or Crossrail stop to 
experience these changes. For them Door to door services like 
Dial-A-Ride are a vital life line. 
 
We would like to see more money for Dial-A-ride services to 
expand its call centre and vehicle capacity. This would mean 
shorter telephone waiting times and the opportunity to travel 
further from home. 
 
 
2. Outstanding issues 
 
As mentioned above, that whilst TfA is aware of DAR management 
plans to improve aspects the service – a number of key issues still 
remain. 
 
<The Call Centre 
 
Waiting times to get through to the Call Centre can still be 
unreasonable high during the peak times. We are concerned that 
‘Abandoned Call’ rates are at times high – as people hang after not 
being able to get through. 
 
Although a new telephony set up is due to be installed – additional 
capacity within the Call Centre is needed to handle the volume 
calls generated in the peek hours. 
 
<Distance 
 
A common complaint raised regarding DAR is the issue of the 
distance a service user can travel. The ‘no more than five mile 
radius’ rule is applied – but it often seems longer trips are difficult 
to get. 
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A number of service users have also stated that they would like to 
be able to travel further than 5 miles. 
 
 
<Guaranteed Trips 
 
In our response to the MTS, TfA says: 
 
Guaranteed Trips 
Tube and Bus passengers may have to wait to get on their desired 
form of transport – but at least they know its coming. For Dial-A 
Ride and Taxicard card users we are told there are no ‘guaranteed 
trips’. That means that appointments and tickets for the theatre or 
cinema can often be missed. 
TfA challenges the Mayor to provide all Door to Door service 
users with a guaranteed return trip – so that we can enjoy the 
assurance that others take for granted. 
 
 
<Refusal rates 
 
The current refusal rate of 9% is and this still needs to be brought 
down. We are also concerned about the number of users who are 
just offered one way trips – with their refusal of that offer going 
down as a passenger cancellation. Obviously for many people just 
being offered a one way trip means they have no way of retuning 
and so they cannot make the journey.  
 
--------- 
 
TfA has started meeting Paul Blackwell (Managing Director of DAR, 
and Joyce Mamode, Head of passenger services DAR) on a 
quarterly basis. We have been informed of a number of key 
service improvements that are due to be introduced – and we will 
be liaising with service users to see whether these improvements 
have made a difference. 
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D2D22 
 
3rd Feb 2010 
 
 
I joined Dial a ride many years ago and had no complaints, and when my 
husband was diagnosed with dementia almost 8 years ago, they were a 
great help, getting me to dementia meetings run by age concern. 
When dial a ride went computerised, the service seemed to me to lose 
its way and became most confusing and unreliable. Last year my husband 
had to go into a nursing home and I needed transport to visit him. We 
have been married for over 50 years and have never been apart, only 
when I was in hospital, he has been my carer all our married life, and 
we miss each other, he was always there for me, and I have a great need 
to be there for him now. When I asked dial a ride to give me three 
regular rides a week, they gave me one, and I was great full, but from 
then on, it became much more difficult to contact them and in the end I 
gave up. Next in desperation I contacted the local paper the Recorder 
to see if they could help and they did. The day before the article was 
to be in the paper Dial a Ride contacted me to tell me I could have two 
more rides a week, and they also told me I should have kept trying to 
get through. I explained about the difficulty I had trying to do just 
that and to that there was no reply. I don’t thank Dial a Ride, I thank 
the recorder. The old dial a ride was brilliant, the new one is as I 
said confusing, and unreliable. Meetings with them seem only to give 
empty promises and things just got worse, after a while many old people 
just give up. 
I personally would have some respect for dial a ride if they would come 
clean and give us the real reasons and facts, so we could all start 
afresh and agree to be patient, while all the mistakes were being put 
right. 
My generation with the motto that honesty was brought up is always the 
best policy, but sadly the world has changed and older people have to 
try to adapt. 
 
 
Thank you 
 
Patricia Moss 
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D2D23 Patient Tran
 
Non-emergency Patient Transport Services (PTS) are provided to patients who have a 
need to attend non-emergency, scheduled healthcare appointments.  In London it is 
estimated that there are about 2.5 million patient journeys per year at a cost of £57 million 
to the NHS.  
 

1. Who is eligible to receive PTS? 
 

Transport is provided where patients have a medical need.  This is either due to 
lack of mobility, care is required by PTS staff or where travel by other means would 
be detrimental to the patients condition or recovery. 
 

2. How is PTS commissioned? 
 

Within London, NHS Trusts tender PTS contracts.  This process aims to ensure 
that value for money is achieved whilst ensuring that standards and quality of 
service is met.  Trusts do this by scoring providers against a specification for 
services, which in general will look at cost, policies/procedures, experience, 
environmental factors and general capacity to deliver.  
 

3. Who provides PTS in London? 
 

There are approximately 15-20 different companies providing PTS services, 
including London Ambulance Service.   
 
Last year we provided approximately 350,000 patient journeys, which represent 
about 14% of all PTS journeys in London. 
 

4. How is quality monitored? 
 

Quality is monitored by individual purchasing NHS Trusts, against those standards 
which they stipulated in their tender specification.  Consequently these may differ 
from Trust to Trust, however, there tends to be four main quality indicators: 
 

 Arrival Time – number of patients are delivered within a specified time 
window in relation to appointment time; 

 Departure Time – number of patients picked up within a specified time 
window in relation to notification of when patient is ready to depart; 

 Time on Vehicle – time limit set for length of time local patients spend on a 
vehicle; and 

 Complaints – number of official complaints made to the complaints 
department. 

 
The London Ambulance Service monitors these figures on an ongoing basis.  Our 
performance, against these measures this year are: 
 

 Arrival Time:  92% of patients arrived in specified window 
 Departure Time: 93% of patients left in specified window 
 Time on Vehicle: 95% of patients on vehicle less than specified window 
 Complaints:  less than 1 in 10,000 patient journeys. 119
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D2D24 
 

 
LVIF’s Views and Information Regarding the London Assembly’s 

Transport Committee’s Investigation of  
Door-to-door transport Services in London 

 
 
 
Introduction: 
 
London Visual Impairment Forum (LVIF) comprises voluntary (not for profit) 
organisations working with, and on behalf of, blind and partially sighted 
people in Greater London. Members include national organisations as well 
as London wide and local borough organisations, including user lead groups, 
(please see membership list attached). There are approximately thirty eight 
local and national organisations actively involved.  
 
There are 39,315 people registered as blind or partially sighted in London,  
many more people are have low vision but are not registered. On a national 
scale, one in twelve of us will become blind or partially sighted by the time 
we are 60. This rises to one in six by the time we reach 75.  (Ref. 1 & 2.) 
 
The majority of blind and partially sighted people lose their vision when over 
the age of sixty, at a time when they may also be facing additional 
disabilities, such as hearing impairment, or conditions which add to their 
mobility difficulties. With growing percentage of older people as well as an 
increase in the London’s population as whole, transport planning needs to 
take into account that the number of disabled people is likely to increase.  
(Ref. 1- 4) 
  
Disabled people including visually impaired people want to be equal 
members of society and enjoy full access to all the facilities that the capital 
has to offer.  However, many older visually impaired will not travel alone 
because the pedestrian environment and public transport are too frightening 
to tackle alone. Without a reliable and efficient door-to-door transport many 
older disabled people are likely to become housebound, isolated, depressed 
and more susceptible to falls.  Therefore it is crucial that an efficient and 
reliable door-to-door transport system is provided in each London borough 
that facilitates travel across the capital.  As 90% of older blind and partially 
sighted people live on less than half the national average - a widely 
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accepted definition of poverty, free DaR is crucial to provide accessibility to 
the opportunities and events available in the London.  (Ref.2) 
 
London VI Forum welcomes the London Assembly’s Transport Committee 
investigation of door-to-door transport services in London and is pleased to 
have the opportunity to respond to the consultation. 
 
The response is organised under the headings of the different types of door-
to-door transport used by visually impaired adults. The advantages and 
disadvantages of each scheme is looked at. We will consider possible 
implications of the integration of all forms of door-to-door transport at the end 
of the response. 
 
The experience of blind and partially sighted people varies from borough to 
borough.  In one borough Dial-a-ride is the prime form of transport while 
other boroughs with plenty of black cabs available, Taxicard is preferred.  
Below we have drawn different experiences together to provide an overview. 
 
 
The response: 
 
Dial a Ride 
 
Dial-a-Ride (DaR) provides a very valuable service that helps prevent social 
isolation and exclusion, which can to depression and other related health 
concerns. LVIF is concerned that the Mayor’s transport strategy paragraph 
430, states that ‘there has been significant unconstrained increase in 
demand, which is not sustainable in the long-term’. LVIF would be extremely 
concerned if DaR was not well funded and supported as it provides the only 
means of travel outside the home for many of the most vulnerable in 
London.   There are particular advantages and disadvantages to this service 
which are listed below:   
 
Advantages:  

 It is free and therefore gives equality with those that are able to use a 
freedom pass on public transport. 

 Once booked Dial-a-ride (DaR) is on the whole reliable and is 
reasonably on time.  

 The drivers are generally considerate and well trained, “The drivers 
have generally earned praise for their manner dealing with our 
members”,  to quote feedback from one north London borough.  The 
regular local drivers become well known to service users and 
developed a friendly working relationship, which service users find 
supportive.     

 The promotion of regular bookings has been an advantage but it takes a 
long a time to implement them.  “The promotion of regular bookings has 
assisted with getting transport booked but needs to be significantly 
enhanced” to quote one borough.   
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 DaR recently moved to unified booking service. We welcome the recent 
changes to the booking system, which now allow journeys to be booked 
online. 
 
Disadvantages 
  Rides across borough boundaries are difficult or impossible to book in 

some boroughs.  This consigns disabled people including visually 
impaired people to travel within their own borough only, so equal 
access to all that London offers is an aspiration, not a reality.  This is 
very frustrating and unfair as disabled people are not getting an equal 
service. RNIB has a regional resource centre with the possibly the 
largest display of equipment south of England. However, it not 
accessible by DaR even from some north London boroughs.   

 In spite of the new centralised booking service, rides do not seem to 
co-ordinated, so 2 minibuses will do a pick up from adjacent roads 
going to the same destination.  This could be remedied on regular 
journeys.   

 The booking service is frustrating as it takes a long time to get through 
and the correct telephone buttons need to be pushed, which can be 
difficult for people with a visual impairment.  With patience most are 
able to cope with this. However, there is a group of the most 
vulnerable and disabled that need assistance, which takes away 
independence.   

 Some believe the new centralised system has made booking worse 
not better because local knowledge has been lost. 

 Rides are not always possible due to other bookings, which is 
disappointing and disadvantages disabled people.  No one wants to be 
forced to remain at home, especially if there is an event which we 
would like to attend.  

 Subcontracted drivers are not as considerate or well trained, 
“..subcontracted companies provide an inferior service to DaR, mainly 
due to the drivers’ less sensitive dealings with vulnerable members but 
also the awkward nature of getting on people carriers”.   

 Early pick-ups outside 15 minute leeway are frustrating. 
 Only outward journeys being offered, so the journey becomes 

impossible.  
 

Summary 
In summary in many boroughs DaR it is one of the most commonly used 
form of door-to-door transport and provides an extremely valuable service 
that prevents social isolation.  On the whole it is reliable and the drivers are 
usually considerate. However, in practical terms rides are only provided 
within the borough you live in and it takes time and patience to book a ride, 
which is very frustrating.   
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ComputerCab/Taxicard 
 
The service various hugely from borough to borough due to the availability of 
black cabs, (hence the provision of Capital Call), in some boroughs it is 
rarely used and in other the preferred means of transport.  Here are some 
general points: 
 
Advantages 

 In some boroughs the outward and homeward rides are easily 
bookable and provides a good service. 

 The ability to stagecoach or swipe the taxicard, more than once 
provides longer cross borough journeys.   

 
Disadvantages 

 Cabs can arrive with several pounds on the clock before the service 
user enters the cab.  

 The cost of ride is unknown in advance and although this the 
applicable to all black cab users,  it impacts on visually impaired and 
disabled people because many are on welfare benefits and cannot risk 
a large fare and therefore many will not use the service at all.  

 Swiping the taxicard for a second time  is not permitted in all boroughs 
and therefore the cost of a long journey will make it prohibitive. 

 The homeward journey is not guaranteed and for many older blind and 
partially sighted people this prevents them using this service, because 
being left in an unfamiliar street environment is too frightening to risk. 
 

 
Capital Call 
There are crucial advantages to Capital Call (see below), however, it not 
available in all boroughs because of the prevalence of black cabs and it is 
not as well known and therefore not well used.  
 
Advantages: 

 Both outward and homeward journeys can be booked in advance. 
 The service user can be informed of the cost before the journey 

begins. 
 The journey can go beyond borough boundaries. 

 
Disadvantages 

 The cab drivers are not trained well in disability awareness.  For 
instance, due to their sight loss some visually impaired older people 
need to be met and collected from the door of their home or the venue 
they are travelling from, yet some cab drivers will not do this.  

 Some cab drivers will not allow guide dogs into their cabs, not realising 
this is against the DDA and causing distress to the service user. 
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 The cabs are not accessible for those with mobility difficulties and for 
those with wheelchairs. 

 
Summary  
A good system. However, not all can access the vehicles because of 
disabilities, many are not aware of it and the drivers need visual awareness 
training or basic consideration for a vulnerable group of clients.  
 
Homeward Journey on all Door-to-Door transport 
A reliable form of door-to-door transport for the homeward journey is 
extremely important to blind and partially sighted people.  The majority of  
older people blind people will not be able to travel safely alone when in a 
strange environment, so if the door-to-door transport does not turn up they 
are stranded. To be left in an unfamiliar environment, especially if it is a 
street environment is very frightening.  Because journeys can be hazardous 
visually impaired people undertake specialised training to learn safe routes 
on journeys they will take regularly. The training can take weeks before a 
blind person is safe and confident and able to undertake it alone, so to be 
stranded in an unfamiliar environment is a dangerous situation for visually 
impaired people and unacceptable.    
 
 
Hospital Transport 
 
Advantages 

 Free 
 
Disadvantages 

 Can be late in picking up  
 A long wait before taking patients home. 

 
Many patients use their door-to-door transport to make hospital trips, 
because of the disadvantages listed.  However, this comes out of social 
services budgets and the NHS do not reimburse Social Services, so there is 
little incentive to improve.  
 
 
Integration of Door-to-door transport 
The details of what is involved in the integration need to be known before a 
full response is given.  However, if the intention is to improve the service and  
is not just a cost cutting exercise, LVIF would welcome the initiative.  Below 
are some initial reactions:   
 
 
Advantages 

 It is possible that integration will raise the standard of disability 
awareness and visual awareness training throughout the whole system 
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  All guidelines and improvements will be uniform throughout the 
system. 

 Visually impaired people will have one ‘door-to-door transport’ number 
to ring, rather than having to memorise several different numbers. 

 
Disadvantages 

  DaR has yet to form an efficient booking system. Some members 
believe the centralised system has made booking worse not better.   
Higher standards of administration are needed and there is concern 
that integration across an even bigger system will cause worsening of 
standards rather than improvements.  

 
 
Conclusion  
 
Whether the system is integrated or not visually impaired people need an 
efficient, reliable door-to-door transport system that is: 

 Easily bookable in advance and on the day 
 The outward and return journey are guaranteed once booked. 
 Journeys across borough boundaries are possible. 
 The DaR services are free to be equitable with the freedom pass. 
 If there is a cost it is known in advance, if at all possible (exception 

would be for Taxicard journeys) 
 The drivers are considerate and aware of the needs of vulnerable 

visually impaired people, such as the need for escorting to and from 
the door.  

 The vehicles are accessible.  
 Guide dogs are accepted in all vehicles. 

 
 
That concludes LVIF’s response to the London Assembly’s Transport 
Committee’s Investigation of Door-to-door transport Services in London. 
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D2D25 
 
Age Concern London’s Response to the London Assembly Transport 
Committee’s Consultation on Door to Door Services, February 2010 
 
Age Concern London (ACL) is the regional body of all Age Concerns within London. 
ACL works with borough Age Concerns to promote the interests of older people and 
campaign on strategic issues of ageing and demographic change within the capital. 
Locally, Age Concerns provide services for older people and work in partnership with 
colleagues in all sectors to promote issues important to older people. 
We also work to support the organisational development of local Age Concerns and 
partners.  
 
We very much appreciate the chance to feed into the Assembly’s consideration of 
door to door services, which are of key importance to many older Londoners with 
mobility needs. We also look forward to being able to see and comment on the 
proposals for door to door transport being worked on by London Councils, and which 
the Chair refers to in her letter. 
 
Dial-a-Ride, TaxiCard and Capital Call have broken travel barriers for many older and 
disabled people a good deal of the time. 
 
Assisted transport services are a vital lifeline for those people who cannot use public 
transport. The provision of assistance when boarding or alighting the vehicle is the 
crucial factor that ensures older people can use the service and get to where they want 
to be.   
 
Dial-a-Ride, Taxicard, Capital Call and Community Transport services all play a 
crucial role in ensuring that older people can live independent lives. Community 
transport provides local, community responsive solutions to transport inequality that 
often complement the wider public and statutory transport network, as well as 
empowering those who are unable to access transport solutions. 
 
It follows that these services should not be seen as an ‘add-on’ to our public transport 
system – but as a properly funded and resourced integral part of it. 
 
However to date the experience of many older people and disabled people has been 
that the different services do not fit together coherently or consistently and there is a  
postcode lottery of service provision and entitlement.  
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Recent experiences 
 
Members of the Transport Committee will be well aware that there have been over a 
long period, complaints by many older people about the quality and reliability of 
services including Dial-a- Ride and patient transport services commissioned by the NHS. 
Some impressions which have come through to ACL about the effects of recent changes 
are as follows: 
 
Dial-a-Ride does seem to have improved recently from a passenger point of view (but 
one wonders how it appears from the driver's point of view). 
 
Dial-a-Ride's contract with Comcabs for emergencies or to take up the overenthusiastic 
scheduling seems to be of valuable assistance. In one recent incident a broken-down 
DAR vehicle was successfully replaced by a black cab. 
 
Longer term questions 
 
There appear to have been some recent improvements in DAR in particular. However 
a number of longer term questions remain unresolved and some new ones are arising: 
 

- how will the review being undertaken by London Councils address the 
longstanding problem of price differentials between the different services? 

- How will door to door transport be affected by and respond to the 
personalisation of adult social care? Will users of, for example, a day centre 
have to pay for transport as well as the service itself out of their individual 
budget? 

- Use of DAR to take people to day centres is causing some concern. For 
example, in one borough the local authority raised questions because some 
people who had been brought to a day centre using DAR were later seen using 
an ordinary bus in the high street. 

- Changes to Com Cab have led to some concerns. It appears that some of the 
new Large Size Wheelchair Accessible Vehicles (WAVs) may not have 
sufficient power to load a large heavy wheelchair and a (larger) person using 
the wheelchair. Also some poor experiences have been reported with drivers 
of these new vehicles, leading to questions about possible subcontracting. 

 
While this consultation concerns Door to Door services, we would like to point out 
that continuing improvements in the experience of older people and disabled people 
on mainstream public transport, particularly buses, would encourage more people to 
feel that they can use mainstream services and therefore free up capacity on Door to 
Door services. 
 
One measure which may help some older people to be more confident in using either 
Door to Door transport or mainstream services, is the introduction of “transport 
mentoring” services to work with individuals who have mobility needs. The possible 
benefit of this type of service is discussed in a research  report  “Understanding older 
people’s transport barriers and their impact” commissioned jointly by Transport for 
London and Age Concern London in 2009: 
http://www.aclondon.org.uk/documents/older%20people%27s%20transport%20exper
iences%20report%20FINAL%20131009.pdf 
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Age Concern London, February 2010 
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D2D26 
 
Dear Mr. Jardine, 
 
As requested in the letter dated 25th January here is my written view. 
 
I have copied below a couple of emails I recently sent to Dial a Ride.  We 
have no complaints about punctuality, and we are finding it easier now 
to get through on the phone.  We are also finding it easier to book now, 
whereas it always used to be 'no sorry we cant do that', it seems now 
they are managing to book, in my experience, 99% of requests..  However 
my problem is with the waste of resourses as detailed below and that, if 
what I am told is true, that the computer changes bookings made by 
humans.  To date I have not received an answer to the last email but I 
dont think its 10 days yet.  The only other problem which Dial a ride tell 
me that cant do anything about is that, although my Mother lives in 
Dagenham, and the 2 clubs she goes to are also in Dagenham, the 
furthest being 10 minutes away by car, is that for some reason they will 
pick her up from Dagenham, then pick people up from Barking, or Rush 
Green, Romford, to then return to Dagenham to deliver these people at 
the clubs.  Not only does this mean that she has to be ready earlier, 
which is not too much of a problem, but that she has to travel these 
distances, and has to be on the bus for a much longer period than is 
necessary, and some of the buses are quite uncomfortable for someone 
with painful arthritis and obviously she has to put up with the extra road 
humps and potholes involved.  Also this happens on the way home so 
they leave the club at 10.30pm, she lives 10-15mins away at most but 
does not get home til 11.30pm and one time 11.45pm due to taking 
people to other areas.  Surely people who live further away from these 
clubs would expect to have to leave earlier and get home later due to the 
distance.  It does not make sense to me to pick my Mother up first when 
she could easily be picked up on the way back, and dropped off first on 
the way home.  Again Im told this is down to the computers schedule. 
 
It does seem that the computer does not know any of the areas 
apparently, and does not seem to book in any logical way. 
 
Hope these emails make sense, you would probably be better reading 
from bottom to top, as I said there is improvement, but when it comes to 
routes and trying to book a couple of people going to the same place, it 
appears the computer decides they need a bus each.  
 
Apart from these problems so far it is better, but still a little room for 
improvement. 
 
Kay Chilvers 

130



(mrs. Eversons daughter 
 
----- Forwarded Message ---- 
From: DAR <DAR@tfl.gov.uk> 
To: Kay Chilvers  
Sent: Wed, 27 January, 2010 8:59:13 
Subject: RE: complaint. Mrs. Ivy Everson  

Ref no. WOO 11 1407 
  
Dear Ms Chilvers 
  
Thank you for your email which Dial-a-Ride received today and have given the 
reference number above. 
  
We aim to respond to feedback within 10 working days, at which point we will 
provide you with a full written response or an update of our progress to date. 
  
  
  
From: Kay Chilvers [mailto:  
Sent: 26 January 2010 20:56 
To: DAR 
Subject: Fw: complaint. Mrs. Ivy Everson  
  
Further to the email below and as I said in that email, if there were to be 
any further block bookings, I would book them myself to make sure that 
my Mother and her friends could travel together.  I phoned yesterday 
Monday 25th January to book for my Mother Mrs. Ivy Everson, 805005 
and Mrs. Flo Dabbs 806695 to travel to Barking Theatre today Tuesday 
26th.  The operator I spoke to booked this for me, for them to be picked 
up apx. 12.35pm from their respective addresses and to return at 4pm. 
 He made sure they were both booked on the same bus as they live 
within a couple of minutes of each other.  Today you sent a bus for my 
mother and another bus for Mrs. Dabbs, both buses arrived at the same 
time.  My Mother and Mrs. Dabbs were actually on the phone to each 
other at the time so they know both turned up within seconds of each 
other..  Neither bus had any other passengers.  Can you explain the logic 
of this please.  There is a reason they travel together, neither of them 
want to be waiting around for the other in the middle of Barking on their 
own.  Do I have to book it as if one of them is the others carer in future? 
 If I do this, will you still pick up from separate addresses? I can pretty 
much guarantee that some poor soul was told that you had no buses 
available when they rang because you had 2 of them to take 2 people to 
exactly the same place.  I dont know if this is human error, or a glitch 
with the computer, your manager when I spoke to him last time, said it 
was the computer.  If this is so perhaps you should have the program 
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looked at as its wasting time and money both of which with an 
organisation such as yours will be in short supply anyway.  The return 
journey from Barking was made in one bus, again just them, no other 
passengers. 
  
Please advise me how I can make sure that when I book for them to 
travel together, it actually happens, without any interference from 
computer or human. 
  
Thanks 
  
Kay Chilvers 
  
----- Forwarded Message ---- 
From: Kay Chilvers <  
To: Dial A Ride Cust Serv <DAR@tfl.gov.uk> 
Sent: Sun, 17 January, 2010 15:31:13 
Subject: Fw: complaint. Mrs. Ivy Everson  

Sorry, just one more thing.   The driver of the bus that picked up my 
mum and Pat Elliot from Barking, said that he did not know the area and 
that he had just been called in to get them.  He didnt seem to have a sat 
nav. either so had to ask directions.  This also took up more time. So this 
didnt seem to be booked from last week. The driver was fine, we dont 
have any complaints about either but it seems that something went 
wrong somewhere for him to be brought in at short notice. 
  
----- Forwarded Message ---- 
From: Kay Chilvers To: Dial A Ride Cust Serv <DAR@tfl.gov..uk> 
Sent: Sat, 16 January, 2010 17:36:24 
Subject: Fw: complaint. Mrs. Ivy Everson  

Further to the email below, I have now spoken to my mother now she is 
home. Also I apologise for the mistake in the original email, there was 
only one other person on the bus when it picked up Mrs. Dabbs, one of 
the 4 people she actually booked for. I apologise in advance if I sound 
angry, but its because I am, my mother has been ill recently and has not 
been able to get out, this is the first outing she has had for quite some 
time and it was ruined for her. 
  
Firstly, although I was told that this block booking had to be split (by the 
computer) because there were other people who needed to go to Ilford at 
the same time in the Dagenham area,  all I can say is that the computer 
must be imagining things, the original bus that picked up Mrs. Dabbs 
(806695) ,Neasham Road, also collected a lady called Hilda who I think 
lives in Rusper Road, off Gale Street, sorry I dont know her number. 
 That was it, the whole bus for just 2 of them, yet my mother who lives in 
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Ilchester Road, closest to Neasham Road and Mrs. Dabbs, than any of 
the others was not allowed to go on this bus.  She had to go on another 
bus because there were 'others' who wanted to go to Ilford, strange thing 
is that the 'others' turned out to be the 4th friend Pat who lives in 
Waldegrave Court, Barking (808097). This bus also had just the two of 
them! So please explain to me why your 'computer' decided that it was 
more efficient to split this block booking of 4, into 2 buses, which is bad 
enough, but then to decide that the two people who actually live closest 
to each other should be on separate buses? Your depot is at Barking, 
what normally happens is that Pat Elliot is collected first then the other 3 
as they live so close.  I thought this computer system was supposed to 
make things more efficient, what a total waste of resourses!  Perhaps it 
might be an idea to let people decide as the computer is obviously 
making a total hash of it.  Their day was ruined because of the worry 
that my mother was not booked at all.  Had the 2nd driver not phoned to 
say that he might be late as he hadnt left Barking yet, we wouldnt have 
known she was booked at all without phoning you.  As it was she only 
just got there in time, as I suspected she had to find her way to her seat 
and her friends in the dark as the house lights had already been turned 
down. 
  
My mother did not enjoy the pantomime as she would have done as she 
was then worrying that she would have the same sort of problems on the 
way home and was worried that she would be left on her own, as you 
could have sent them a bus each if in fact it was booked.  Thankfully 
your computer decided it was ok for them to share the bus on the way 
back.  I cannot understand why this has happened nor can I understand 
why your manager seemed to need to defend the computer in this 
situation.  I was told there was a reason it was done this way, please 
enlighten me, seeing as the only people who wanted to go to Ilford to this 
theatre were the 4 people the block booking was for in the first place. 
Perhaps I might have just understood had there even been even 1 other 
person who wanted to go to Ilford but if they were there they were 
invisible. Of course I understand that others need the dial a ride service 
too, but in fact no one did at this point did they? 
  
Do you have so many resourses that you can waste the manpower not to 
mention the petrol in this manner? Perhaps you would like to take a look 
on a map and see in fact how close three of these people live to each 
other! 
  
In future, that is if they trust you enough to book anything like this 
again, I will try to do it by email which seems to work perfectly well. 
  
I look forward to hearing the reason or should I say excuse for this. 
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Kay Chilvers 
  
  
----- Forwarded Message ---- 
From: Kay Chilvers < To: Dial A Ride Cust Serv <DAR@tfl.gov.uk> 
Sent: Sat, 16 January, 2010 13:08:13 
Subject: complaint. Mrs. Ivy Everson  

Last week a friend of my mothers (mrs Flo Dabbs 806695) phoned and 
booked for herself and I think 3-4 friends for transport to a theatre in 
Ilford to see a pantomime today Saturday 16th.  She books it this way for 
safetys sake so that they can call travel together as all but one live within 
2 minutes of each other.  They do this fairly regularly and have not had 
any problems.  They were told they would be picked up at 12.30pm.   
  
When the bus turned up for Mrs. Dabbs, in Neasham Road, it already 
had 2 other friends on it, but the driver said that my mothers name was 
not on his list.  So Mrs.. Dabbs phoned my mother thinking that 
somehow she had been left of the booking.  Obviously my mother then 
phoned me. 
  
I phoned your offices and spoke to a lady there who then told me that my 
mother had been booked on a different bus with others from the 
Dagenham area who were going to Ilford..  Whilst I was on the phone to 
you my mother phoned my mobile to say that this other driver had called 
her to say he would be picking her up but hadnt even left Barking yet. 
  
I asked why, when the booking was made specifically by one person for 
all the others so that it was booked together and so that they would 
travel together, that my mother was the only one put on a different bus 
with people she didnt know when Mrs. Dabbs lives literally 2 minutes 
away as do the others.  The lady just kept saying that she would be 
collected and she didnt know why they were not on the same bus, so I 
asked for a Manager. 
  
At first it seemed like the manager didnt want to speak to me as the lady 
came back and tried to explain again what she had already explained.  I 
told her that I wanted to speak to the manager anyway. 
  
All he could say was that it was no ones fault, that there is no guarantee 
that they can travel together, and basically that the computer decides 
who goes on what bus even though these 4 people were booked on from 
the same area going to the same place at the same time as a block 
booking.  He said that my mother had been put on another bus with 
others from the Dagenham area.  Sorry but Dagenham is a big place. 
 The bus that Mrs. Dabbs was on was empty apart from those she 
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booked for and my mother as I said is literally 2 minutes round the 
corner, yet your efficient computer decided to put her on a second bus 
that may not have had to come to this part of Dagenham otherwise. 
  
Blaming the computer every time for splitting a block booking is really 
not on.  These people are in their 80s and 90s and would not normally go 
out alone, the only reason they feel safe enough going to places like Ilford 
is because they travel together.  If they didnt mind travelling separately 
they would all make their own arrangements with you, thats the whole 
point of one person booking for the rest. 
  
I can only hope that the 2nd driver who phoned to say he hadnt left 
Barking yet, managed to get her there on time before the house lights go 
down as she would not have been able to get to her seat in the dark. 
  
I also hope that on the return journey she will not be left alone waiting 
for a 2nd bus when her friends are all together on theirs.  If I find out 
that she is left on her own in Ilford when it will be dark by the time the 
pantomime ends, you will be hearing from me again. 
  
She dosnt get out very much and as far as she is concerned the day is 
ruined because of the worry that she would not even get there. 
  
If you split a block booking you should say so, they should be informed. 
 They dont have this problem with I book via email, it seems to be a 
problem with the phone booking, obviously Mrs. Dabbs does not have 
internet access and trusted that her block booking would be honoured. 
  
Kay Chilvers 
  
  
  
  
  
  
  

*********************************************************************************** 
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D2D27 
 
Hello Jill,  
  
I was too poorly to attend church lunch club at St 
Patrick's Wallington today but received feeback about 
the lady called Elsie who is 85 and has cancer and 
heart problems and walks with a stick. 
  
A friend there Mrs. Marion Paris phoned to say that 
Elsie looked very unwell today. Marion said Elsie 
followed my advice and phoned Civic Office Taxicard 
Office again this time just asking for the form. I'm told 
that Elsie lives in Fellowes Road, off Wrythe Lane, 
Carshalton. 
  
Elsie now has the form I'm told but Marion thinks that 
Elsie is not well enough to complete it and needs 
help. Normally I expect one might ask Taxicard Office 
to help because they send out an assessor when they 
are not satisfied with the information on the form to 
grant one outright. However it was Taxicard Office 
that blocked her first attempt at applying by asking 
Elsie what she wanted it for and then refusing it on 
the spot when she mentioned her need to get to St 
George's Hospital which costs her £30 per return trip. 
  
I am of course mindful of my Joan Quested and her 
friend Beth experience when getting involved for 
others but I don't know if there is any independent 
help with filling in the Taxicard form rather than what 
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might seem like the fox applying to the huntsman for 
help. She is obviously not mobile enough to visit a 
place like CAB though I think Taxicard Office should 
help ideally. 
  
As you kindly asked me to keep you posted re 
Taxicard I thought I would let you know this little 
Taxicard conundrum. I looked on the LB Sutton 
website under help with completing application forms 
and the only thing to come up was help for teachers in 
completing a particular form that they need to. 
  
Regards, 
  
Michael 
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D2D28  
 

London Dial Ride Information Session 21st August 2009 
Presented by Joyce Mamode 

 
This service can be used for personal activities that are not under 
the responsibility of another body i.e. shopping and going to the 
theatre.  It does not provide transport for hospital or any medical 
appointments provided by the NHS or day centres provided by  
Local Authorities. 
 
Dial a Ride has a fixed number of buses and drivers. 
 
It is not a taxi service therefore it may not meet a fixed time. 
 
It can be fully booked at the most popular times and experiences 
high demand on Wed, Thurs and Fri. 
 
It can offer regular bookings, where it has the resources to provide 
this. 
 
It provides a travel mentoring service. 
 
Questions 
 
Q: Is SCILL classed as a day centre? 
A: SCILL would not be categorised as a local authority day centre,   
therefore participants can use Dial a Ride. 
 
Q: I live in a block of flats, would it be possible for the driver to 
buzz the number of the flat or come up and fetch me as I do not 
know the exact time they are coming? 
 
A: Dial a Ride provides a door to door service therefore  the driver 
could come to the door.  Drivers can provide assistance over the 
threshold into your home to make sure you are safe. 
 
Q: Can Dial a Ride do collective bookings for SCILL participants, 
as we often see a number of buses coming to pick up 3 
participants? 
 
A: Bookings are taken on a first come first served basis and the 
system will look for a suitable space on a bus and allocate 
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accordingly.  Therefore participants are likely to be on different 
bus.  It would be possible for one participant to book on behalf of 
others, therefore it is more likely that one bus will come SCILL to 
pick up. 
 
Q: Can you book by email? 
A: Yes you can,  Dar.generalenquiries@tfl.gov.uk 
 
Q: What time can you book journeys? 
A: The service operates between 6.00 a.m. to midnight. 
 
Q: Why do the booking times given by Dial a Ride operate within a 
half an hour window? 
 
A: Dial a ride is not a taxi service and needs to allow for variations 
in time, for example journey times and traffic problems.  If your 
booking is at 10.00, the bus can be expected to arrive anytime 
between 9.45 and 10.15.  If your bus does not arrive you need to 
ring 0845 300 4717 (or 0207 394 5990 if your telephone provider 
charges extra for 0845 numbers). 
 
Q: What if someone cannot telephone? 
A: If this is an issue, this needs to be discussed with Dial a Ride. 
 
Q: Why cannot I not make advanced booking? 
 
A: You can but only two weeks ahead, however you can request to 
make a regular booking.  This is done on a first come first served 
basis and takes a month to set up by phone, email or letter as Dial 
a Ride will look into whether it is possible to do this.  If the booking 
is time specific this may be more difficult. 
 
Q: The single cars provided do not provide enough height to 
accommodate my wheelchair? 
A: Dial a ride do try and make sure that people’s requirements are 
recorded so that vehicle exclusions are recorded. 
 
Q: Dial a ride is booked up by older people shopping therefore 
disabled people cannot get access. 
A: Everybody who uses the service has to meet the criteria set by 
Transport for London. 
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Q: Following the changes to SCILL’s transport will it be harder to 
get into Sutton by Dial a Ride because of extra demand. 
 
A: Dial a Ride will not be receiving any additional funding to meet  
extra demand.  Dial a Ride agreed to find out what the likely 
availability for participants would be.  SCILL to provide a list of who 
comes to the Centre with the times of travel with membership 
numbers, where possible.   
 
If you have complaints about the Dial a Ride service, please 
contact: 

Post: London Dial-a-Ride, Customer Liaision Unit, Progress 
House, 5 Mandela Way, London SE1 5SS 
Email: DAR@tfl.gov.uk 
Tel: 020 7 027 5823 
Fax: 020 7027 5919  

Public Transport Questions 
Q: If a person requires an escort, do they have to pay? 
A: Yes they do, however this issue is being raised. 
 
Q: How do we go about getting a bus stop located outside SCILL? 
A: You can write to London Buses and they will carry out a 
feasibility study. 
 
Q: Do Transport for London work with disabled people on the 
design of buses? 
 
A: Yes they do, however a number of issues have been raised 
because of the pole that people have to manoeuvre around.  
Travel mentoring can help people with the positioning of your 
wheelchair. 
 
Q: If a person in a wheelchair is waiting to get on a bus and there 
is already a number of buggies.  What happens? 
A: Bus drivers are only able to offer reasonable assistance and ask 
for the buggies to be folded down. 
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SSSUUUTTTTTTOOONNN   CCCEEENNNTTTRRREEE   FFFOOORRR   IIINNNDDDEEEPPPEEENNNDDDEEENNNTTT   LLLIIIVVVIIINNNGGG   AAANNNDDD   LLLEEEAAARRRNNNIIINNNGGG   

An independent charity, serving the community 
 

Charity No: 1053979                                                                                    Company No: 3166245 
Working in partnership and supported by 

London Borough of Sutton 
 

Taxicard Project Summary 
 
 

The SCILL Access group in conjunction with Pam Norton, Taxicard Co-
ordinator, Sutton, undertook a survey of 100 Taxicard users in the borough in 
order to ascertain whether Taxicard users run out of journeys before renewal 
of their Taxicard at the beginning of April, what alternative modes of transport 
are used in the event of this happening and which month they ran out of 
journeys. 57 Taxicard users responded. 

In the London Borough of Sutton eligible residents are allocated 104 Taxicard 
journeys per year. The scheme allows people who have a mobility impairment 
which prevents them from using buses or trains to travel in certain black cabs 
at subsidised rates, and is jointly funded by the London Borough of Sutton 
and the Mayor of London. 

 The service is available to anyone over the age of three who meets the 
criteria. 

 The user pays the first £1.50 standard charge for each journey 
 London Borough of Sutton pays £10.30 
 The user pays any excess over £11.80 

You automatically qualify for this service if you are in receipt of the following 
benefits: 

 Higher Rate Mobility Allowance (DLA)  
 War Pension Mobility Allowance  
 Or if you are registered Blind  

There is no procedure put in place by The London Borough of Sutton if a 
Taxicard user runs out of their allotted journey before renewal at the 
beginning of April. The funding for this service is limited so the criterion 
has to be strictly applied in order for all who are in need to access the 
service. 

 

141

rjardine
Typewritten Text
D2D28 

rjardine
Typewritten Text



Findings 
 

 Of the 57 people polled, 49 Taxicard users ran out of their allotted 
journeys before the end of March.  

 March was also the month where the highest number of people ran out 
of Taxicard journeys.  

 A large proportion of respondents could not remember when they ran 
out of Taxicard Journeys. 

 Less people ran out during the summer months that at any other time of 
the year. This could be because they use the service less frequently 
when the weather is warmer. 

 A fairly high proportion of respondents ran out of their allotted journeys 
in January and February. 

 47 people used their Taxicard for social visits. 
 40 people used their Taxicard for Hospital visits. 

 
Other uses for the Taxicard include: 
 

 GP visits 
 Shops 
 Practitioner’s clinics such as the dentist 
 Clubs 
 Education and religion 

 
Complementary transport services are used by respondents when their 
Taxicard journeys expire, although Dial-a-ride is fairly low on the list of 
alternatives as people feel that it is an unreliable service. 
 

 Most respondents use a minicab when their Taxicard journeys run out, 
but find it very expensive. 

 Family and friends provide transport in the next instance. 
 10 people use public transport. 
 There are a small proportion of respondents that are housebound when 

their journeys run out. 
 One person used Ambulances to travel to the hospital. 

 
 
Comments made by respondents include: 

 Minicabs would be used more but the cost is prohibitive. 
 Public transport is difficult to access. 
 Dial-a-ride is free but unreliable. 
 Hospital Transport is also free but does not arrive at the appropriate 

time. 
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The Taxicard Service is integral to the lives and independence of mobility 
impaired people. Although a relatively small number of Taxicard users were 
surveyed, the data gathered offers an invaluable insight into the use of the 
Taxicard Service. 
For a full breakdown of responses please see Appendix 1 
 
 
 
 
        Edwina McCarthy 
        Access Officer. 
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Taxicard Survey Results 
 
100 users of the Taxicard service were surveyed regarding their experiences. 
57 people responded.  The below summarises the findings. 
 
Do you run out of Taxicard 
journeys? 

Number of people 

Yes 49 
No 8 
 
 
When did you run out of journeys? Number of people 
Aug 08 2 
Sept 08 2 
Oct 08 3 
Nov 08 5 
Dec 08 3 
Jan 09 6 
Feb 09 6 
March 09 10 
unsure 16 
 
 
What do you use your Taxicard 
for? 

Number of people 

Social Visits 47 
Hospital 40 
GP 12 
Shops 12 
Health (chiropody, osteopathy etc) 9 
Social Inclusion 7 
Other 7 
College 5 
Religion 2 
 
 
What transport do you use when 
your Taxicard runs out? 

Number of people 

Mini-cab 26 
Family/friends 11 
Bus/transport 10 
Dial-a-ride 6 
House bound 4 
Ambulance 1 
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Additional comments  
Below is a summary of comments given: 
 

 Would use mini cabs, but less frequently due to cost 
 Use public transport with difficulty 
 Been advised not to use Taxicard for hospital visits, but have to as bus 

stop is half an hour walk away 
 Mini-cabs are too expensive 
 I would have to stay at home 
 Would be house bound 
 Dial-a-ride is unreliable 
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D2D29 
 
 
 

 
eo consulting (uk) ltd 
t: 0118 933 2067 
e: info@eoconsulting.co.uk 
w: www.eoconsulting.co.uk 

 
 
Laura Warren 
Scrutiny Team 
GLA 
City Hall 
The Queen’s Walk 
London  
SE1 2AA 
 
19 February 2010 
 
 
Dear Laura 
 
Transport Committee investigation into door-to-door transport services in 
London 
 
I refer to the letter from Caroline Pidgeon AM, Chair of the Transport 
Committee inviting views on the Transport Committee’s investigation into 
door-to-door transport services. 
 
As author of the report ‘A Future Door to Door Strategy for London’ prepared 
on behalf of London Councils, my views on current services and on the 
principles of a way forward are detailed in that report.  Whilst not wishing to 
repeat the detailed strategy put forward in that report, I would like to highlight 
what I see as some of the key issues that the Committee may wish to consider 
and make recommendations on.  This letter is not therefore a commentary on 
the recent performance of Dial-a-ride but on a way forward for the broad 
range of door-to-door and assisted transport services that includes NHS PTS, 
Freedom Pass and Taxicard schemes, Travel Training schemes etc.   
 
It is vital that door-to-door transport is considered from two perspectives.  
Firstly, from the point of view of the user or potential user; secondly, a 
consideration of the form of governance, funding and operational 
management that would be best placed to deliver value-for-money services 
that meet user needs. 
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Service Users 
 
Service users want high quality, effective, reliable and adaptable services.  
They want independence, choice, a single assessment process and clarity of 
information through a single source.  The diversity of the present 
arrangements for door-to-door services does not meet these requirements.   
 
Door-to-door transport should be integrated and simplified, based on 
properly resourced teams that can deliver services in partnership.  A holistic 
approach that includes transport within a social care context should be 
developed.  This can only realistically take place at Borough level, where 
there is access to confidential care data and the needs of the individual can 
be properly considered as part of the broader Personalisation agenda. 
 
Consistent eligibility standards and assessment processes are critical to 
delivering services transparently, fairly and equitably to those who need them 
most.  Whilst some moves have been made to standardise eligibility criteria in 
London, there are different stances built up over a period of years, 
developed to suit local demographics.  There is a confusion of application 
forms, from the most simplistic to the extremely detailed.  Claims of a 
‘postcode lottery’ do have some validity.   
 
It should be possible to define a core set of criteria pan-London to which all 
adhere, and which Boroughs can then enhance to suit local circumstances, 
recognising the implications this will have on service budgets. 
 
There is also the potential to move towards holistic multi-service eligibility 
assessments that encompass both transport services and social care.  Not 
only would this have significant benefits for clients, it would deliver financial 
savings.  As recommended by central government, the assessment process 
can be outsourced. 
 
Users currently access the range of services through a number of different call 
centres, each with their own booking, scheduling and back office support 
systems.  A restructuring of door-to-door services opens up the potential to 
rationalise call centre operations and realise efficiency savings, whilst 
delivering important user benefits. 
 
Any restructuring needs to recognise that mainstream public transport is now 
more accessible, and that alternative approaches such as travel training and 
travel buddies can be appropriate solutions for some clients rather than 
traditional door-to-door services. 
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Governance and Management 
 
London’s door-to-door services are diverse, delivered through different 
governance and different budget holders, with varying levels of resource.  
There are variations both within, and between, services in terms of eligibility, 
entitlement and in trip costs. This makes door-to-door services confusing to the 
user and integration complex.   
 
There is currently no overarching ‘vision’ or strategy that brings together all of 
London’s door-to-door services in a holistic manner and which would allow 
the long-term development of a value-for-money service centred on user 
needs. 
 
Rationalisation and simplification could deliver substantial efficiency savings, 
able to be re-invested in improved services. 
 
The question, therefore, is who is best placed to meet those aims, whether a 
centralised pan-London organisation, a sub-regional partnership, the local 
Borough level, or a combination of these.  There is no ‘one size fits all’ 
structure that can be imposed on London’s door-to-door transport services.  
The significant variations in demographics mean a strategy must be flexible 
enough to allow for decision-making that reflects local user need. 
 
The principle of subsidiarity, where matters are handled by the least 
centralised competent authority, is relevant and puts service management 
and operation closest to the user.  A strategic organisation should only be 
responsible for those matters that have commonality pan-London and 
cannot otherwise be delivered in an integrated manner.  TfL should therefore 
consider whether it is the most appropriate organisation to be delivering local 
door-to-door services.   
 
The statutory provision of transport services must be the starting point in 
determining the most appropriate governance and management 
framework.  TfL has a general duty to meet transport need across London but 
not for statutory transport; nor does TfL have a holistic care responsibility and it 
cannot therefore integrate transport into a care package.   
 
Some elements will be easier to integrate than others.  Given current 
complexities, any integration must be delivered in a phased approach that 
can demonstrate that users will be no worse off, either during the change 
process, or in the restructured delivery mechanism.  Any change therefore 
needs to be proactively managed and communicated –the devil will often 
be in the detail and time should be taken to get the processes right. 
 
The capping of TfL funding support for Dial-a-ride and Taxicard, the pressures 
to identify Borough savings, together with predicted demographics mean 
that the available budget has to be managed more efficiently, fairly and 
equitably; maintaining the status quo is not an option.  
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Despite recent improvements, Dial-a-ride trip costs are considerably higher 
than other door-to-door transport, as the table below illustrates: - 
 

 Gross cost per trip 
Dial-a-ride £21.60 
Taxicard £12.45 
Capital Call £13.51 
Newham d2d (Taxicard element only) £15.03 
NHS PTS £13-22 

 
There are operational supply-side synergies between Dial-a-ride, Borough 
Plusbus schemes and Community Transport at a local level.  TfL could 
consider whether, as a strategic authority, it is best placed to manage and 
operate Dial-a-ride, or whether the assets and funding could be integrated 
into Borough bus-based provision, both statutory and non-statutory.  Fleet 
utilisation could be improved, systems simplified and duplication of back 
office administration systems and support removed.   
 
There is the potential to better match the peaks and troughs in demand, 
resulting in a general ‘uplift’ in provision of door-to-door transport.  It would 
allow the development of additional bus-based services to meet local need, 
for example to shopping centres, markets and hospitals.   
 
TfL could continue to provide strategic funding support set within a service 
level agreement that defines service quality, customer satisfaction, charging 
policy etc.  TfL funding could be allocated to support a broader range of 
door-to-door services, rather than just Dial-a-ride, Taxicard and Capital Call, 
opening up potential for the Boroughs to develop local user-focused 
programmes and services.   
 
Better value for money could be obtained by moving away from 
independent sourcing to a more strategic joint procurement approach, 
perhaps on a sub-regional basis.  This could include sourcing the vehicle fleet, 
its leasing and maintenance, independent mobility assessments, common 
systems and communications such as scheduling and database software. 
 
Efficiency savings from the restructuring of door-to-door services and from 
joint procurement could then be used to fund travel training, travel buddy 
and scooter programmes, setting up mobility forum etc, aspects of assisted 
transport that, whilst important, are proving difficult to fund at present. 
 
I trust that the Transport Committee will find the views expressed above of 
interest and that they will assist in considering this important topic.  Thank you 
for the opportunity to comment. 
 
Yours sincerely 
 
 
 
Mr R D Coe  
Director, eo consulting ltd 

149



D2D30 Royal Borough of Kingston 
 
 

OVERVIEW COMMISSION 
 

2 MARCH 2010 
 

REVIEW OF ACCESSIBLE TRANSPORT FOR INDEPENDENCE AND WELLBEING 
 

REPORT BY THE HEAD OF DEMOCRATIC SERVICES AND PARTNERSHIP 
 
 

SUMMARY 
The Working Group to review accessible transport for independence and well-being has 
been looking at current accessible transport provided by both the public and voluntary 
sector and ways in which it can be better coordinated or improved in conjunction with the 
publication of the Independence and Well-Being Strategy. 
 
Accessible transport is a complex topic on which many reviews are currently taking place 
across London. This review has and will help feed into other reviews and, it is hoped, that 
the recommendations of the Group can go some way to helping those residents in 
Kingston who do not received statutory care but who need help accessing transport. 
 
The Group has made the following recommendations: 
1. a shopping and excursion bus be set up to replace that of the defunct Kingston 

Enterprise; 
2. voluntary groups be given the opportunity to utilise Richmond and Kingston 

Accessible Transport’s (RaKAT) extensive knowledge to procure vehicles on the 
group’s behalf and use these in their fleet as part of a ‘lease’ system and a co-
ordinator role be invested in to run this; 

3. care/car schemes in the Borough receive advice and support from the Council and 
Kingston Voluntary Action (KVA) to help increase their ability to support residents; 

4. the Council look at its current procurement contract with Fraikin and assess the 
ability to sell on vehicles at the end of their life and to contract out transport to 
RaKAT; 

5. Members and Officers continue to lobby Transport for London for better accessible 
transport including circular bus routes in Kingston; 

6. the subject of patient transport in the Borough be investigated further by engaging 
with NHS Kingston and patient groups; 

7. a dedicated phone line with trained staff be set up and a leaflet be written to include 
all transport information to improve information dissemination to residents; 

8. the LIP2 process make accessible transport a high priority and Officers look to bid 
for funding for projects outline above should it become available. 

 
ACTION REQUIRED 
The Commission is asked to consider the report and recommendations of the Working 
Group and agree any comments to be submitted to the Executive for consideration with 
the final report. 
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BACKGROUND 
1. The Independence and Wellbeing Strategy was presented to the Executive in July 

2008. Access to transport was identified as one of the major issues affecting older 
people and those with disabilities trying to remain independent. The Overview 
Commission was therefore asked to look into accessible transport in the Borough. 

2. The Working Group was established in January 2009 and made up of the following 
Councillors: David Cunningham, Sheila Griffin, Bart Ricketts, David Ryder-Mills and 
Ken Smith. Ken Smith was appointed Lead Member. Officer support was provided 
by Simon Pearce, Head of Community Care Services, and Chris Atkins, Strategy 
and Performance Officer. Nigel Newby, CEO of Richmond and Kingston Accessible 
Transport (RaKAT), was brought on as an advisory member. 

PROCESS 
3. The group identified the best way to proceed would be to speak to service 

providers, service users, visit community transport organisations and conduct a 
survey of available accessible vehicles in the Borough. It was agreed that the 
review would only look at transport for adults. 

4. Over the course of the review, the group has met with the following individuals, 
organisations or groups: 

a. Shane Brennan, Age Concern 
b. Nigel Newby, RaKAT 
c. Roy Stonehill, MS Society 
d. Sue Todd, Principal Manager – Home Care 
e. Transport for London Dial-A-Ride 
f. Merton Community Transport 
g. Computer Cab (providers of Taxi Card services) 
h. Brian Gaff, Talking Newspaper 
i. Councillor David Fraser, Champion for Blind People 
j. Wandsworth Community Transport 
k. RBK Sensory Impairment Team 
l. Kingston Centre for Independent Living 

FINDINGS 
RBK Vehicles 
5. RBK has five day centres for adults with learning disabilities or older people. They 

are Amy Woodgate House, Newent House, Devon Way Chessington, Crescent 
Resource Centre and the Causeway Centre. Day centre clients are picked up from 
their homes, or Resource Centres, in the morning, taken to the appropriate Day 
Centre and the return journey is made in the afternoon. Some of the vehicles used 
are owned by the Council and others leased to the Council by Fraikin. 

6. The vehicles used within Community Care Services are procured and maintained 
through Fraikin. Day Centre managers request the type of vehicle that they require 
and are responsible for the scheduling and use of the vehicle. Each vehicle has its 
own budget and fuel card. The total fuel cost for the fleet is around £5,000-6,000 
per month. The rental cost for each minibus is around £1,200 per month. The 
vehicles are kept for around five to seven years before being replaced. 
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7. There are around 20 minibuses and half a dozen smaller vehicles which are 

wheelchair-accessible. The minibuses are used primarily for the day centre shuttles 
and they can have seats removed to accommodate large wheelchairs. The smaller 
vehicles are used for trips such as visits to the doctor or hospital and trips for 
Resource Centre clients. 

8. Since the beginning of this review services have changed and will continue to do 
so. Where originally vehicles took clients to the day centres for activities, they are 
now being taken to the day centre and then elsewhere. In the next year it may be 
that the preferred vehicle will shift from the minibus to the smaller vehicle to 
accommodate individual clients and to provide a more flexible service. 

Hospital transport 
9. The Group is aware of complaints that transport provided by NHS Kingston Primary 

Care Trust (PCT) is not always adequate. Some people have reported that often 
NHS Kingston is reluctant to provide patient transport to and from hospital 
appointments and when it is offered, the waiting times can be very long. 
Additionally, patients are not always informed that transport is available. The Group 
had wanted to investigate this issue in more detail but time did not allow. It would be 
helpful to ask local NHS partners to do some work with the Borough to establish 
what experiences people have had with the service. It is hoped that the Health 
Overview Panel may be able to pick up this piece of work. 

Care Schemes in the Borough 
10. Early on in the review it was identified that there were four care schemes in the 

Borough providing local help and transport to elderly and disabled residents. There 
was one for each section of the Borough: New Malden, Chessington, Surbiton and 
Tolworth and Kingston. The Kingston group has become the Kingston Enterprise, 
discussed below; and the Group was informed in February 2010 that the Surbiton 
and Tolworth scheme has now disbanded. 

11. Each care scheme was contacted to inquire how many volunteers they had, how 
they advertised and what services they offered. While all three care schemes had 
volunteers, they all indicated a problem with dwindling numbers and also low client 
take-up. All recruit volunteers primarily through word of mouth but a couple have 
tried leafleting and advertising in local church newsletters.  

Voluntary Sector Vehicles and Views 
12. It was suggested that several voluntary organisations and churches in the Borough 

might have vehicles and/or drivers that are used to shuttle people to and from 
activities of that group or church. It was decided to send a survey to these groups to 
identify those that have vehicles. The survey is attached at Annex 1 and the 
summary of responses is at Annex 2.  

13. Through the survey six vehicles have been identified, all of which are wheelchair 
accessible. 

14. Around 40 drivers were identified, some are CRB-checked and others are not. It is 
important that drivers of vulnerable people such as the disabled and elderly 
undergo CRB checks. 

15. The survey asked groups that owned vehicles whether or not they would be willing 
to share vehicles with other groups should there be a coordinated way of doing so. 
Six groups indicated they would be willing to share vehicles but most indicated they 
would require their own driver or similar restriction. 
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16. The group met with Age Concern and the MS Society to discuss their views on 

accessible transport. 
17. Age Concern was identified as owning a vehicle in the survey and in our 

subsequent meeting with their CEO, Shane Brennan. Their two vehicles are used to 
shuttle elderly residents to Age Concern-run day centres. They also encourage 
members to use Dial-A-Ride and Taxicard.  

18. The MS Society also has two buses and two dedicated volunteer drivers. They 
share services with other branches. For example, one branch provides yoga 
classes for members and the Kingston branch will transport people to this. 

Taxicard/Com Cab and Capital Call 
19. The London-wide Taxicard Scheme permits eligible service users 104 subsidised 

trips a year. The service user contributes £1.50 towards each journey and is 
responsible for any travel costs in excess of £10.50.  Service users are permitted to 
combine two trips to fund one journey.  The scheme is funded in part from 
contributions from the London Boroughs and in part from the Mayor’s Office. The 
London-wide budget is held centrally by London Councils.  

20. Persons who are eligible for Taxicard are those that: 
a. receive the higher rate mobility component of the Disability Living Allowance 

or the higher rate Attendance Allowance;  
b. are registered blind; or  
c. receive the War Pension Mobility Component 

21. If persons do not fall into these categories they can still apply for a Taxicard with the 
following requirements: 

a. if your GP endorses your application or 
b. you may have to have a mobility assessment. 

22. In Kingston the Taxicard system is working well. Performance-wise Com Cab 
indicated a 99% or above pass rate on advance bookings and ASAP bookings.  

23. Capital Call was set up in Kingston in 2002 to allow users of Taxicard to use private 
hire vehicles (mini-cabs) as there was an identified shortage of black cabs in the 
Borough. The number of black cabs has increased since then and Capital Call was 
rescinded in September 2009.   

Dial-A-Ride 
24. Dial-A-Ride is a Transport for London (TfL) service that provides trips to those with 

permanent or long-term disability that makes travel by public transport difficult. It is 
a shuttle-type service whereby passengers will be picked from their home and may 
ride with other passengers going in the same direction before being dropped off at 
their destination. Travel times may be affected by these other journeys. TfL 
recommends the service for local trips but longer trips can be arranged on request. 
User numbers have gone up in the Borough since the Kingston Enterprise bus 
stopped running. The service is free to users. 

25. The feedback from users is very negative. Dial-A-Ride operates a very complex 
booking system with the booking office in the centre of London rather than locally in 
Kingston as was the case previously. Users say that their journeys are often 
refused initially and if they are accepted the waiting times are very lengthy and also 
the journey itself can take up to two hours because of picking up and dropping off 
other passengers. 
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Richmond and Kingston Accessible Transport (RaKAT) and Kingston Enterprise 
26. The group visited RaKAT as one of its first priorities. RaKAT is a community 

transport provider serving Kingston and Richmond. They have a fleet of minibuses, 
many of which are wheelchair accessible, which can be hired out by community 
groups or other organisations. 

27. Most of RaKAT’s funding comes from the hire charges for the minibuses. They also 
receive core funding from Kingston and Richmond Councils and other trust funding. 

28. Most groups supply their own driver but RaKAT do have around 300 volunteer 
drivers. All drivers are MiDAS-trained. Normally, an escort that is CRB-checked is 
provided by groups made up of vulnerable people such as the elderly or disabled. 

29. Kingston Enterprise (KE) was a care scheme housed within RaKAT that provided a 
regular shopping bus for elderly people in Kingston. It served many local residents 
in the Borough. Kingston Council provided grant-aid for this project for four years 
with the remainder coming from the Bridge House Trust. The funding for this project 
ceased in May 2009.  

30. The group looked into the demise of the KE bus and the matter was also taken up 
by Councillor Bob Steed, the Executive Member for Environment, Sustainability and 
Climate Change. After further investigation it was finally decided that no further 
funding from the Council would be provided.  

Merton Community Transport (MCT) 
31. MCT is similar to our own RaKAT in that they hire out minibuses to groups or 

organisations. They also provide services to Merton Council and most of their 
income is generated from these contracts.  

32. One aspect of MCT that we found interesting was their community grant scheme. 
Many community groups wish to purchase an accessible vehicle but do not know 
exactly what they want. The group will grant the money for the vehicle to MCT and 
MCT handles the procurement to ensure it is appropriately equipped. The group will 
then, in effect, ‘lease’ the vehicle back to MCT. It is taken up as part of the vehicle 
fleet where the owning group has first priority but the vehicle provides a community 
use as well. Any hiring fee income generated by the vehicle covers its maintenance 
costs and is split between the owning group and MCT. The ‘profit’ not only provides 
extra income for the owning group but also MCT to continue to provide transport. 

33. MCT runs an Excursion Club that provides trips once a month. It is a self-funded 
group where all members pay towards the trip and this covers the costs. 

34. MCT are able to provide individual transport to the shops in conjunction with 
Scootability, which provides mobility scooters in town centres. This is part-funded 
by Merton Council. They also provide shopping trips to Bluewater. 

35. Drivers are paid for work done; none are full time. Drivers are shared between 
Sutton, Wandsworth and RaKAT when necessary.  

Wandsworth Community Transport (WCT) 
36. Just like MCT and RaKAT WCT hire out minibuses to groups or organisations. The 

majority of their funding comes from Wandsworth Council in the form of core 
funding and contracts for work. The rest comes from the hire charges. 

37. WCT have a location in a shopping centre in the Garrison Lane Sainsbury’s 
providing Shopmobility. This location and the Shopmobility function were secured 
through a S106 agreement when the shopping centre was built. Volunteer escorts 
help those with mobility issues to do their weekly shopping. 
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38. WCT is able to provide regular shopping buses to the Sainsbury’s in Garrison Lane. 

There are set schedules and pickup points and costs £2 per person per trip.  
39. WCT also provides day trips for those with mobility issues as part of a contract with 

Wandsworth Council and Active Day Trips for the over-60s without mobility issues. 
Service Users 
40. Rather than try to identify a large selection of services users, the group felt it was 

beneficial to speak to volunteer groups such as the aforementioned Age Concern 
and the MS Society. However, to try to gain a wide perspective the group did meet 
with a representative of the Talking Newspaper who is registered blind and staff 
from the Council’s Sensory Impairment Team.  

41. The Sensory Impairment Team identified the good and bad parts of public transport 
for those with visual impairments. They also indicated that there can be a problem 
with lack of communication to the visually impaired due to the Talking Newspaper 
only reaching a quarter of those on the visually impaired register. 

a. Buses: the new stop announcements were welcomed but often they are not 
working or turned off. Bus drivers also often do not kneel the bus or pull in 
close enough to the kerb causing some difficulties for visually impaired 
people. 

b. Trains: the auto announcements are good and conductors are good at 
identifying where they are located on the train but often a visually impaired 
person may not know which section of the train they are in. It is very helpful 
when conductors pass through the train and identify any visually impaired 
people to offer help. Many visually impaired people learn train station 
platforms and know where to go. The Sensory Impairment Team will train 
clients on train platforms. 

c. Tube: this can prove much more difficult as, for example, Wimbledon does 
not announce platforms. If staff are able to help this is easier but it is not 
always available.  

42.  The Talking Newspaper representative voiced similar concerns over lack of 
communication by the Council on services available.  

Kingston Centre for Independent Living (KCIL) and other reviews 
43. It was identified in December 2009 that KCIL was also undertaking a review of 

accessible transport. KCIL represents many service users in Kingston. A meeting 
was held with the CEO of KCIL, Theo Harris, to discuss sharing information. This 
report will be passed to KCIL for inclusion in their research and Members and 
Project Support are happy to continue to provide support to this review.  

44. The Group is aware of other pan-London reviews. London Councils wishes to 
prepare a strategy for door-to-door services, particularly those funded by the 
Boroughs, including Taxicard. The aim is for London Boroughs to take the lead, 
supported by Transport for London and other partners. A first-step report was 
published in September 2009. Work is ongoing with this review and officers and 
Members will continue to monitor and provide input where able.  

45. The Greater London Authority Assembly Transport Committee is also undertaking a 
review of door-to-door transport services, specifically Dial-A-Ride as they too have 
had many complaints regarding its service. They are seeking views from across 
London and the findings of the Group have been passed on to the Committee to 
inform their review. The final report will be published in mid-May. Members and 
officers will be keen to read this when it is available.  
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Shopmobility 
46. Kingston town centre has a Shopmobility scheme located on the top floor of the 

Eden Walk shopping centre. They provide mobility scooters and wheelchairs to 
shoppers who are registered with the scheme to help them access shops in the 
town centre.  

47. The Group has been made aware of issues with Kingston Shopmobility including 
modernisation of the office in which it is housed. The Executive Member for 
Environment, Sustainability and Climate Change has informed the Group that the 
Shopmobility scheme is under review and funding has been allocated to help 
modernise it.  

RECOMMENDATIONS 
1. A shopping bus needs to be set up 

With the demise of the Kingston Enterprise (KE) shopping bus, many residents are 
in need of help to get their weekly shopping. Not only did this service provide them 
the means to shop for food it also provided a social function for residents who are 
normally house-bound. Furthermore, trips and excursions such as to the seaside or 
other destinations provided a much-needed day out for elderly residents. 
 
The Group recommends that RaKAT explore the possibility of restoring the 
shopping bus service and providing social outings in the form of day trips. Funding 
for this service can be sought from a range of charitable trusts and/or local and 
regional businesses including the supermarkets where shoppers may be taken. 
Users of the bus should be asked to pay for its use, possibly no more than £2 or £3.  

 
2. There needs to be better coordination of available accessible transport 

One major area of concern that the group has noticed repeatedly is that people do 
not know what transport is available. For example, Age Concern provides transport 
to and from its day centre but not all elderly residents may be aware. Additionally, 
the survey indicated that many groups that own and operate a bus are willing to 
share it out to other groups.  
 
The Group makes two recommendations: 
a. RaKAT look into operating a similar ‘lease’ system for privately-owned 

vehicles as that operated by Merton Community Transport. Age Concern 
already procure vehicles for volunteer groups in a similar manner. Those that 
are not currently participating in this programme and are willing can have 
RaKAT procure, house, maintain and use their vehicles as part of the rental 
fleet. Groups will have first priority use of the vehicles and will split any ‘profit’ 
from the hire charges on the vehicles; and 

b. if such a scheme were established, there may be a need for a co-ordinator 
post, which could potentially be funded through profit from the use of the 
additional vehicles.  

 
3. Care schemes in the Borough need a boost 

The three remaining neighbourhood care schemes in the Borough provide a 
valuable service. A lack of new volunteers, clients and structure is leading to these 
schemes dying slowly.  
 
The Group recommends that possibilities for encouraging and improving the care 
schemes be looked into. It is recommended that Kingston Voluntary Action (KVA) 
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be approached to help revive the schemes and develop their services. Additionally, 
the Neighbourhood Committee grant scheme can also be explored as an avenue 
whereby the schemes can obtain funding. By publicising the care schemes it is 
hoped that more volunteers and also clients might be identified. The Care Schemes 
may also be encouraged to seek funding from the Council and other sources in 
order to develop their services. There is concern about the structure of some of the 
care schemes, particularly that not all perform CRB checks on drivers. It is hoped, 
however, that if the schemes start to grow then a more formal structure could be 
encouraged.  

 
4. Council-owned vehicles need to be put to better use 

The Council leases its vehicles from Fraikin and they are replaced every five to 
seven years depending on the lease. These vehicles are used to carry clients 
requiring statutory transport.  
 
The Group makes two recommendations: 
a. The potential for vehicles coming to the end of their life being offered for sale 

or lease to voluntary groups and/or RaKAT at reduced rates should be 
explored; and 

b. When possible the Council should look to contract out for transport to RaKAT. 
This would provide RaKAT with further funding to provide services such as the 
shopping bus. 

5. The Council should continue to lobby Transport for London on accessible 
transport issues 
Accessible trains, buses and tube trains have come a long way in the past ten years 
or more. Buses now have the ability to kneel to take on wheelchairs and have visual 
and audio stop announcements; Tube stations and trains are being made more 
wheelchair-accessible and they have visual and audio announcements; and train 
companies are trying to accommodate passengers with wheelchairs and visual or 
hearing impairments with help getting on and off of trains and visual and audio 
announcements; but there is still plenty of work to be done. Finally, Dial-A-Ride 
seems almost unfit for purpose in some parts of London, including Kingston. 
 
The Group recommends that the Executive Member for Environment, Sustainability 
and Climate Change, RaKAT and officers in the Planning and Transportation 
directorate and Community Care Services continue to lobby TfL for more accessible 
buses, trains and Tube stations and trains. They should also continue to lobby for 
better Dial-A-Ride services including the possibility of relocating some services 
locally to provide a better service to Kingston residents and for better take-up of 
services in Kingston. Finally, it is recognised that a circular bus route serving the 
four neighbourhoods in Kingston would be beneficial. It should be considered that 
this option be proposed to TfL when discussing other transport issues. 

 
6. Engagement with NHS Kingston 

Transport to and from hospital appointments presents a problem for many 
residents. While the PCT has the means to provide transport, it does not always 
inform patients. When transport is provided, waiting times can be very lengthy.  
 
The Group recommends that more is done to engage with NHS Kingston locally to 
explore how NHS Home to Hospital Transport is used and explore ways to improve 
the service. There are voluntary organisations in the Borough who may be able to 
help provide transport on behalf of NHS Kingston if there is cooperation and 
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financial support. Furthermore, there may be scope for the Council to provide some 
transport on behalf of NHS Kingston. The option may be that the PCT can provide 
funding to the Council to provide some transport. All of these options should be 
explored. A referral to the Health Overview Panel is recommended and any working 
group set up by the Panel should include survey analysis of hospital transport users 
as part of its work. 

 
7. Available Information 

The Group recognises that a major obstacle to residents accessing transport is a 
lack of available information or no way of obtaining the information. Information is 
available but either one must know where to look to get it or it is available on the 
website but many people, especially the older generations, do not have internet 
access or are not computer literate. Both of these problems present barriers to 
residents accessing what good transport is available. 
 
The Group makes two recommendations: 
a. that the Information and Advice work stream of Transforming Social Care will 

create a community transport directory and information leaflets, possibly by 
Neighbourhood, as part of the process of developing the service in 2010. This 
will provide a first contact helpline for residents where information can be 
passed on that is easily accessible. Groups representing partially-sighted 
people will be consulted on how best to provide this informational leaflet to 
partially-sighted people, whether that be Braille, large print or audio formats; 
and 

b. that a dedicated phone number with trained staff be set up for anyone to ring 
for advice on accessible transport. The scheme can be housed within the 
Council or a partner can be contracted to manage it. The feasibility and details 
on this can be explored by officers in Community Care Services. 

8. Second Local Implementation Plan (LIP2) 
The Second Local Implementation Plan (LIP2) is the Council’s 10-15 year transport 
investment strategy. The strategy is required to be consistent with the Mayor’s 
Transport Strategy (MTS) but should also reflect local priorities and addresses local 
issues. Potentially, further funding may be available from Transport for London 
under this new strategy. 
 
The Group recommends that the work of this Group be fed into the consultation on 
LIP2. Furthermore, the Group recommends that accessible transport be given one 
of the highest priorities in the development of LIP2. Officers of this Group have met 
with the LIP2 officer to discuss how to feed into the strategy. They were informed 
that research is being done into the physical accessibility of public transport in the 
Borough, specifically accessible bus stops. Officers discussed the potential for 
funding from TfL for projects. While it is currently unclear if any resources will be 
available, in the event that they become available, a bid could be put forward to 
fund the information and advice line scheme in Recommendation 7 and also to 
provide funding, which would be available for care schemes to bid for as in 
Recommendation 3. 
 

Background papers held by author of report, Leah O’Donovan, 020 8547 4623, email: 
leah.odonovan@rbk.kingston.gov.uk 

 Agenda and papers Overview Commission 
 Notes of Independent Transport Review Working Group meetings 
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D2D31 London Borough of Havering
 
"The service received by Havering residents from Dial a Ride continues to be 
extremely poor.  This is exemplified by: the lengthy call answering times, leading 
to an unacceptable level of abandoned calls; the extremely high and 
unacceptable level of trip refusals; the high level of return trip refusals (thus 
causing the member not to book the outward or return trip); the poor level of 
multi-occupancy journeys; and the cost per trip to London as a whole being 
approximately twice that of a Taxicard trip - a premium service in a black London 
cab. 
  
Havering Council does not want the very poor Dial a Ride service merged with 
the very effective Taxicard service.  Havering Council, is however in favour of ex-
DaR funding being devolved to London's boroughs to enable Havering Council to 
create and fund new transport arrangements for residents with mobility difficulties 
with local private sector taxis and minicabs.  Havering Council is already working 
in collaboration with its East London and Essex neighbours and it is considered a 
scheme could be devised which improves the service to Havering residents' 
needs and provide significant economies to the participating councils from 
effective procurement." 
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Dear Ross 
  
I support a self advocacy group for adults with learning difficulties in 
Bromley.  One of my group members had a frightening experience due 
to a Dial a ride incident - please see the copy of my email below: 
  
  
Rachel: Rachel From BBAdvocacy [mailto: 
Sent: 04 November 2009 13:31 
To: DAR 
Cc: Yaninka Salski 
Subject: Incident on Thurs 22 Oct  

 

Dear Sir/Madam 

  

I am writing to inform you about an incident which occurred on Thursday 
22nd October, concerning a lady with learning difficulties, called Joanne 
Jacques. 

  

The Dial a ride driver brought her from her home, 28 Derwent Drive in 
Petts Wood, to Lloyds bar in Bromley to meet a group of 
friends, sometime between 6 and 6.30pm. He dropped her off on the 
opposite side of the road to the bar and left her.  This road is extremely 
busy; it is next to the station and a big supermarket and the street is full 
of commuters.   Joanne cannot cross the road without assistance.  She 
became confused and wandered up the road by herself, in the opposite 
direction to the bar.  She ended up in the Glades Shopping Centre, 
where, fortunately, the security staff were very kind to her.  By this time, 
she was distressed, but they managed to calm her.  I had sent out 
people to look for her and they found her and brought her back to the 
bar. 

  

I want to express in the strongest possible terms that Dial a ride needs 
to have a policy for looking after vulnerable people like Joanne, ie, to 
escort them into the venue.  It is completely unacceptable to abandon 
someone like her at the side of a busy road. 
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Apparently, the staff member at her house was a relief staff member, so 
may not have explained Joanne's needs, but surely the driver could 
have used a little common sense and taken a bit more care. 

  

The driver then did not show up for the return journey, so I took Joanne 
home. 

  

Please will you pass this information on to managers and drivers.  As I 
am sure you can appreciate, this incident could have had very serious 
consequences and I would like to be assured that it will not happen 
again. 

  

Yours sincerely 

Rachel Coates 

  
Dial a ride investigated the incident and have assured me that their 
drivers have all been informed.  Here is a copy of their reply.  

 

Your Ref: 604025 

Our Ref: ORP 08 1089 

 

Dear Ms Coates 

 

I write further to your email of the 4th November on behalf of Joanne Jacques 
regarding the incident that took place on the 22nd October. 
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The details that you have provided have been passed to your local depot for 
investigation. The driver has been interviewed and he has advised that he was 
speaking with Joanne during the journey and he asked if she was going to the 
Frog and Lettuce which is next to the station and she said yes, therefore the 
driver was happy to alight her by the station. The driver has stated that he knew 
nothing of her going to Lloyds bar and that if he did he would have taken her 
there. The booking was made for the station on station approach. The driver 
involved would like to apologise profusely for any distress this incident has 
caused to Joanne. 

 

With regards to her return journey this was allocated to our Service Partners and 
it is being address with them directly to ensure that the consequences of such an 
incident are fully understood. Dial-a-Ride expects the highest standards for all its 
staff and companies working on our behalf. 

 

To avoid an incident of this nature reoccurring may I suggest that when Joanne is 
making a booking request that she advises the reservationists of the exact place 
she is going to enable a note to be put on  her journey. 

 

Thank you for taking the time to bring this matter to our attention. 

 

Yours sincerely  

 

Joyce Mamode 

Head of Passenger Services 

  
I know from speaking with other members of my group that their general 
experience of Dial a ride is not good.  Simply improving communication 
and clarifying booking details would have helped in our case.  
Considering the service exists to help vulnerable people, it would be 
great if the quality of service could be vastly improved! 
  
I hope this is helpful to you. 
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Kind regards 
Rachel Coates 
  
Self Advocacy Supporter 
Bexley and Bromley Advocacy 
 

This message has been scanned for viruses.  
 

Click here to report this email as spam.  
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D2D34 Mrs Myra Godsmark 
Dear Laura, 
 
One of our constituents has been in contact with Joanne regarding the Dial-A-Ride service.  
Below is an example of the responses that Mrs Godsmark received when making calls to 
book transport.  The examples below are for just one journey and in no particular order: 
 

 Ring back later – having trouble with system 
 Nothing yet – we will ring you 
 No answer 
 No, ring again (twice) 
 No (4 times) 
 Ring tomorrow after 11.00 am 
 You wait on the phone listening to all 'press this, press that' then told "no 

bookings, goodbye" 
 No bookings taken on Saturday or Sunday 

 On another occasion, the minibus was apparently, freezing cold as the heater was not 
working and the front doors were not draught-proof.  We have already written to TfL about 
this but thought we'd let you know about this too. 
 
The constituent's details are: 
Mrs Myra Godsmark 
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D2D37 Age Concern Redbridge
 
Customer Care 
Dial a Ride 
Progress House 
5 Mandela Way 
London  SE1 5SS 

Monday, 11 January 2010 
 

 
Dear Sir or Madam: 
 
Problems experienced by our service users 
 
I am writing to express concern about a series of major problems our service 
users have been experiencing with their Dial a Ride bookings since early 
December.  At this stage I am not making a formal complaint as I am hoping 
the issues can be resolved promptly. 
 
You provide service to all the following people, delivering them to & picking 
them up from our lunch service in Wanstead: 
Mrs CM 
Mrs BM 
Mrs JH 
Mrs IS 
Mrs RF 
Mrs AD 
Mrs MC 
Mrs DH 
Mrs C (names removed for confidentiality from copy letter) 
 
The on off problems we have experienced over the past couple of years of 
Dial a Ride reorganisation have worsened since 4th December when we 
moved from our previous location (The Old Fire Station, 33 Wanstead Place, 
Wanstead) to our new one: The Allan Burgess Centre (often known as The 
Corner House), 2 Grove Park, Wanstead E11 2DL. 
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When I rang about this just before Christmas, the person I spoke with 
suggested it was the fault of our service users.  I was at a complete loss to 
know what more we could do to get this information across.  We have 
informed you of this move, our service users have informed you of it and 
even some of your own drivers have rung you from our premises and 
informed you and yet we have had considerable problems over the past 
month with drivers being told to take older people to or collect them from our 
old address.  We even had a case where a driver brought a service user to 
the correct place but was then told to go to the old place, despite the fact he 
knew where to pick the service user up from!  It wasn’t his fault: he was given 
the wrong address for the second half of the booking!   
 
For each and every one of the above people, whenever they are booking 
for our lunch service, they are to be delivered to and collected from The 
Allan Burgess Centre, address above.  Most of them have regular 
bookings and most of them come to us more than one day per week. 
 
I would be extremely grateful if a member of Dial a Ride staff could 
contact each one, ascertain their regular days, ensure their contract is 
booked for those days to and from the right address and make sure this 
is entered on your computer system.  
 
We also have a designated space for Dial a Ride buses at the back of The 
Allan Burgess Centre and if your drivers will use it I will ensure no car parks 
there.  At present, the drivers are mainly parking in Grove Park, down the side 
of the building, which leaves service users a long walk up a disability ramp or 
round the pavement to the front door.  If the drivers were to pull into their 
designated space, at least people would be delivered as near as possible to 
the ramp. 
 
For Mrs CM there was a specific problem in that she couldn’t seem to get her 
regular bookings reinstated as a contract.  Again, the person I spoke to 
suggested it was because she hadn’t asked for this, but I know from talking 
with Mrs CM that she and her daughter had been trying to get the regular 
bookings reinstated when she booked.  I hope this has been rectified now. 
 
We continue periodically to have the problem where people have been 
brought to us but then are not on the driver’s list for the return journey.  Since 
they always book both outward and return journeys at the same time I cannot 
understand how this mistake can be made.  The result is that we then have to 
make phone calls to Dial a Ride and another bus has to be sent to pick them 
up, and our staff then have to stay with the service user until the bus arrives. 
 
There also appears to be too many journeys still where different buses pick up 
people who live near each other.  Not only does this double the cost to Dial a 
Ride, it deprives our service users of the pleasure of enjoying a shared ride 
and conversation en route. 
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Finally, we have had a number of bookings where drivers have come very 
late.  Please note that no booking to collect people from the lunch service 
should be made after 1.30pm.  That leaves some leeway should drivers be 
delayed, but would prevent our staff having to remain behind with people 
awaiting their buses. 
 
I do hope these problems can all be ironed out swiftly, saving yourselves, our 
service users and my staff and volunteers considerable frustration. 
 
Yours sincerely, 
 
 
 
 
 
 
James Monger 
Senior Manager 
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D2D37a 
 
 
Customer Care 
Dial a Ride 
Progress House 
5 Mandela Way 
London  SE1 5SS 
 

Thursday, 04 March 2010 
 

Dear Sir or Madam: 
 
Formal complaint 
 
I wrote to you on 11th January, raising a number of concerns about repeated 
errors with bookings that have occurred since the removal of our lunch service 
to The Allan Burgess Centre, 2 Grove Park, Wanstead E11 2DL (copy 
enclosed). 
 
I received a response dated 14th January, Ref Woo 11-1368, in which I was 
informed that you would aim to respond within 10 working days. 
 
I find it quite unacceptable that, in fact, 35 working days have now elapsed, 
hence my formal complaint.   
 
Furthermore, whilst the service has improved (mainly because the 
experienced drivers themselves know where to come) there are still instances 
of newer drivers being sent to The Old Fire Station where we used to be.  Had 
the amendments to your records that I requested in my previous letter been 
implemented this would not be happening. 
 
There are also still regular problems for Mrs AD (name removed from copy for 
confidentiality).  There is an inconsistency of service and sometimes 
instances of drivers rushing her (one icy day she came with her coat over her 
arm, wearing her slippers and without her bag, because of pressure from the 
driver).  This week there was an instance of confusion around her booking 
which then led to a cab having to be cancelled.   Please provide her with a 
block booking 5 days per week, Monday to Friday.  This should alleviate the 
problem. 
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I trust that I will receive a prompt response and that all the matters addressed 
in my first letter can be resolved without further complication for our older 
service users.  
 
Yours faithfully, 
 
 
 
 
 
 
James Monger 
Senior Manager 
 
CC Gordon Deuchars, Age Concern London 
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D2D38 Hazel 

 

 

Dear Richard 
 
My husband uses Dial a ride and always has trouble.  If he wishes to 
go th the local shops or further, he has to ring in the morning, and, 
to be completely honest, the people on the telephone usually have a 
great deal of difficulty, not having total command of the Queen's 
English.  Even if they do, they say they will ring back later that 
day (at 4) to confirm for the next day or the day after.  Very often 
an entire mini-bus is used for one person. 
 
I have used it a couple of times but frankly, I could do without the 
hassle so I pay for a car. 
 
We are both blind and have a guide dog and the drivers even try to 
tell us how to sit in the mini-bus and where to place our dogs, like 
we don't know! 
 
Horror or what? 
 
Yours sincerely 
 
Hazel 
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