Taking forward the

_ Mayor’s Transport 13
At

Strategy Accessibility |
Implementation Plan

Draft report June 201 | :

. o

MAYOR OF LONDON Transport for London




Transport for London
June 2011

42-50 Victoria Street
London

SW1H 0BD

www.tfl.gov.uk



http://www.tfl.gov.uk/

How to comment on this draft report

Who should respond?

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

e User groups

e London Travelwatch

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

e Local authorities in London

e London Assembly Transport Committee

e Department for Transport

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

Public and stakeholder questions

Responses should answer the following questions:

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

a) The physical accessibility of the transport system?

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

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

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

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



How and when to submit responses

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

Physical accessibility report
10th Floor

Windsor House

42-50 Victoria Street
London SW1H OTL

Or email to: physicalaccessibility@tfl.qgov.uk

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



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

Londonds transg
has become vastly more
accessible in recent years.

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

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

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

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

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

Transport for London Business Plan. It includes schemes such as

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

projects.

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

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



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

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

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

Uz Heos

Peter Hendy CBE

Commissioner, Transport for London

ma k e



2 Executive summary

Introduction

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

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

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

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

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

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

request made by the London Assembly Transport Committee following

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

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

December.

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

pl ans, TfLOs r e steprfieeescheired at Natoral Raib r

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

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



Context

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

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

The role of the Mayorodés Transport Stre

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

strategy sets out policies and proposals for improving physical

accessibility, and sets out a accessibility implementation plan to 2031

which includes both funded and unfunded investment.

Structure and approach of this report

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

e WNhol e journey approacho

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

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

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

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

has been termednéyhweapwhoaehdP ouo access

e Journey planning

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

10



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

e Streets

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

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

The design of streets will consider provision for disabled cycling.

e Buses

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

Bus stop accessibility will continue to be improved.

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

e Tube and rail service standards

Service standards have been significantly improved on the Tube, with

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

col our contrasting features, tactile
gat es 0.

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

¢ Interchange standards

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

11



o Step-free access from street to platform

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

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

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

e Platform to train accessibility

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

e Tube and National Rail trains

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

e Staff availability, training and customer attitudes

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

e Door-to-door transport

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

12



e Car driving and parking

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

e Other transport

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

e The 2012 Olympic and Paralympic Games legacy

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

e The role of land-use planning

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

Outcomes

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

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

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

13



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

Cost, funding and delivery

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

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

Next steps

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

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

14



3 Introduction

31 Mayor 6s Transport Strategy

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

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

3.2 Purpose of this draft report

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

In November 2010 the London Assembly Transport Committee

publ i shed aAccesspitty df thettransporengtwaikd. The

report made a number of suggestions for measures to improve the

accessibility of the transport system. The Mayor published a specific

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

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

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

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

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

3.3 Scope of this draft report

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

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

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

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

3.4 Funding considerations

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

16



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

3.5 Legal notes

3.5.1 Status of this report

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

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

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

3.5.2 Equalities legislation

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

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

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

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

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

17



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

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

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

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

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

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

3.6 Monitoring processes

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

18



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

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

months to assess progress and determine Equality & Inclusion strategy.

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

monitoring processes.
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4 Context

4.1 Current provision of accessible transport

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

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

Londoners, particularly mobility or sensory impaired people. Much has

been achieved in improving the accessibility of the transport system in

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

low-floor buses equipped with visual and audible information.

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

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

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

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

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

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

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

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

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

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

20



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

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

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

21



4.2 Travel-related disabilities and mobility impairments

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

specific requirements and clear limitations, such as people in

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

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

at which an accessibility obstacle becomes insurmountable.

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

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

4.3 L on do mgéirsg papulation

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

22



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

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

The MTS describes its role as:

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

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

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

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

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

of the MTS and the Accessibility Implementation Plan. Other documents

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

and the new Equalities Act which require the Mayor to provide

accessible transport for those who are disabled.

24



5.1 MTS goals and outcomes

The MTS, published in May 2010, sets

transport system:

e Support economic development and population growth

Enhance the quality of life for all Londoners

Improve the safety and security of all Londoners

Improve transport opportunities for all Londoners

Reduce transportdés contribution
resilience

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

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

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

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

5.2 MTS policy

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

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

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

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

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

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

It sets out the following policy:

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

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

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

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

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

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

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

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

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

are currently funded.

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

Scheme Description Scheme Anticipated Section
completion of this

2010- 2013- Post report
2012 2020 2020

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

2010- 2013- Post report
2012 2020 2020

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

e Audible and visual
information at all
platforms and ticket halls

e Improved handrail colour
contrast and design

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

e Removing, modifying or
highlighting obstructions

¢ Induction loops at Help
and Information points

e Listening points at some
larger stations

e Improved lighting and
public address system

e Improved signs and
wayfinding

e Tactile warning surfaces
on every platform and
staircase

e Increased amounts of
seating

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

exist

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

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

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

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

2010- 2013- Post report

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

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

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

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

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

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

Description

Section
of this
report

Scheme
cost

Anticipated
completion
2010- 2013- Post
2012 2020 2020

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

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

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

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

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

beent er med t her dwhwoapproacho

61 The need for a appnolachd® e j our ney

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

the journey experience. This is particularly true for public transport

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

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

an approach that improves the predictability of travel.

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

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

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

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

potential priorities for improvement.

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

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

Bus services

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

Underground

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

¢ Platform crowding (particularly visually impaired people)

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

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

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

Satisfaction with streets

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

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

The MTS sets out the need for good information.

&nhancing information provision

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

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

7.1 Raising awareness and understanding of transport options

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

Travel mentoring

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

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

DLR Community Ambassador

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

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

7.2 Raising awareness of improvements as they are made

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

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

Wider doors and lower Tl for easlier boarding

and alighting for mot lll\fy impaired customers, those

with children and older pec 2. Plus four dedicated

wheelchalr ¢

7.3 Printed and telephone-based travel information

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

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

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

*_..-..A";;:‘
=N

) s s oo

i St [ .---—u . e e

37



7.4 Online journey planning

A vast array of travel information is available online. Direct Enquiries
(www.directenquiries.com/) and Transport Direct
(www.transportdirect.info/) provide nationwide journey planning and
access information. The following provide more London focussed travel
information:

7.4.1 Journey Planner

Journey Planner is an online tool provided by TfL in formats to suit
computers and mobile phones, which provides comprehensive walking,
cycling and public transport journey planning between any two points in
London.

There are options available through Journey Planner for those with
accessibility needs:

e Wheelchair accessible vehicles: Journeys will be automatically
routed via accessible buses, tram and DLR networks, and via
Underground services, where stations at all parts of the journey have
step-free access

e Cannot use stairs, lifts and escalators: The user can select all or
any of these options, with or without the wheelchair accessible
vehicles requirement, to create a fully customised journey. Journey
Planner will route journeys accordingly, avoiding stations with these
features

e Walking options: Preferences for least changes, or shortest walking
distances at interchanges, can be taken into account. Furthermore,
maximum walking time and speed can be selected to ensure reliable
and realistic journey times

e Step-free access: Where step-free access facilities on the
Underground and DLR are temporarily unavailable, warning
messages will always be displayed advising of these
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Figure 4: TfL Journey Planner
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Journey Planner features a link to the Direct Enquiries website that
provides very detailed accessibility information, including pictures of
accessibility challenges, for routes between platform and street at Tube
stations and between platforms at interchanges on the Underground

network.

Figure 5 illustrates output from the Direct Enquiries website.

39




Figure 5: Direct Enquiries London Underground pages
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TfL will continue to develop the accessibility features of Journey Planner
and seek improvements to Direct Enquiries based on feedback from
users and best practice. Journey Planner is being updated to provide a
better way to access information on the accessibility of the London
Underground network. User need analysis has taken place and initial
prototype development has recently taken place. Further design and
development work is required before a revised Journey Planner is made
available in 2012.

7.4.2 National Rail Enquiries

The National Rail Enquiries website provides journey planning
information for the rail network across the UK, including London. Where
necessary the website will advise on routes that require a TfL-operated
service, such as the Underground, to link between different rail
franchises in London.
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The National Rail Enquiries website provides comprehensive physical
accessibility information at all UK rail stations. Each station is mapped
and pictures and details of accessibility challenges, such as stairs, and
facilities, such as lifts, toilets and benches are provided (see Figure 6).

The website can also provide detailed advice on interchange routes at
stations, including between Underground and National Rail platforms at
interchanges in London, and can help identify the route best-suited to an
I ndi v iaataesability requirements.

Figure 6: National Rail Enquiries website station mapping
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There is a rapidly expanding amount of accessibility-related travel
information available on line. A challenge exists to ensure that the
information remains accurate and up-to-date while taking the whole
journey approach. For example, the London Underground station route
planning web pages can plan a journey to/from Tube platforms and the
street, but not between Tube platforms and bus stops or National Rail
platforms.
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The National Rail website can plan a route to/from all rail platforms
(including. Tube) at a National Rail interchange, but not to bus stops.
There is a certain degree of duplication in the existing online accessibility
information, and at the same time gaps.

Closer coordination between developers of online travel accessibility to
better focus limited resources and avoid duplication would be beneficial,
as would presentation consistency to ensure the information provision is
as accessible as possible and kept up-to-date.

7.5 Data feeds for third-party 0 a pdewelopers

TfL supports and encourages third party development of travel
information apps, widgets and other information technology tools. TfL
provides free of charge publically available information and real-time
data feeds from which third-party developers can create these tools. This
open approach to data feeds enables the dynamic app development
market, encompassing the private, public and charity sectors, to develop
tools to address a wide range of travel accessibility related challenges or
opportunities.

The capability of apps and the ways in which they are being used are
rapidly evolving. This presents an enormous opportunity for software
developers to build tools that provide information tailored to one or a

number of:

e Specific user needs (eg mobility constraints)
e Location (eg information relevant to the immediate surroundings)
o Time (eg real-time service information)

7.6 Real-time information during service disruptions

Disruptions to transport services can have a more significant impact on
disabled travellers than others, as alternative route options could be
more limited. The provision of accurate, reliable real-time information
that is tailored to the needs of mobility impaired people is therefore vital.

Real-time information on TfL and National Rail services is available
through a range of sources including internet, mobile, through staff and
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notice boards. TfL has made its information streams available to the
private sector to enable development of applications tailored to meet the
needs of specific user-groups.

Real-time information concerning out of service lifts and escalators on
the London Underground network is provided on the internet through
Journey Planner and in stations through announcements and written
notices on whiteboards. Work is currently under way which could also
enable this information to be provided on station electronic information
displays, which are replacing whiteboards.

Temporary bus stops i provided when the permanent bus stop is out of
use, for example because of roadworks - are located wherever possible
to cause little disruption to the journey, and be in an easily accessible
location.

7.7 Conclusion and potential further improvements to journey
planning beyond the committed plan

The committed plan will deliver a wide range of information in various

formats to help people become more familiar with the transport system

and to help journey planning in London. In addition to improvements to

t he Ot rtalephohe helmliaels &d maps, the continuing and rapid
development of the internetandweb-based Oapps6é6, coupl ed
technology, offers significant potential to help people on a targeted, real-

time basis.

Subject to the availability of funding, there are various opportunities for
further improvements beyond the current funded plan i that is beyond
2014 for national rail and beyond 2015 for areas funded by TfL. These
could include, for example:

e Development of mentoring / ambassador schemes
¢ Improvements to information to help journey planning:
0 Before setting out

o During the journey
0 Should something go wrong
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8 Streets

8.1 Betterst r eet s 0O

Walking is the most common mode used by mobility impaired people.
Betterst r eet s wi | | I mpr ove |lemabledlitys acces
impaired people to get around more independently.

The Mayor set out his commitment to high-quality public realm in London

i n t he dlocudmeméds 0Gr @dat pQbtl desdresd in 200
includes the detter streetsépractical guide to delivering physical

improvements that raise the quality oft he Cagireetsal 6 s

At the highes t | eettee dtreetsGare described as spaces where the
needs of different road-users have been re-balanced, to remove the
dominance (visual and functional) of motor vehicles, especially in places
of high pedestrian demand, reflecting that other road users have equal
and valid demands on limited space.

The five stages of implementation for better streets are shown in Figure
7, below.

Figure 7: The five stages of better streets

Merge Rethink Recreate
functions traffic Street

Better streets initiatives often include seating opportunities, whether they
are benches or space for open air food and beverage outlets, that can be
used by people who may need to take a break after having been on their
feet for a long time or when walking longer distances.
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8.2 Application of better streets principles

All street improvements schemes should create streets that are more
accessible for all and which support civility between users. TfL considers
the needs of all users when designing street improvements to provide
high quality and accessible street designs. The aims are always to
create a better balanced street for all users, with comfort and quality built
in that in turn improves the user experience. Accessible streets not only
support freer movement but also boost the economic vitality of high
streets.

Accessible streets can be created in a variety of ways. For example,
removing obstacles (de-cluttering) and creating footway clear zones. In
addition, introducing minimum pavement widths can help increase the
accessibility of a street. This allows for wheelchair users and those with
prams/buggies to have a clear pathway with room between them and
obstacles. Measures such as dropped kerbs, tactile paving and raised
sections of roadway to make them level with the pavement (known as
raised tables) also improve the physical accessibility of streets while
enabling greater independent movement.

8.2.1 TfL Streetscape Guidance

TfLOs Str eet stamslptes thé betted sareets principles into
requirements on the Transport for London Road Network (TLRN) which
are implemented though streetscape improvements and management
works. The primary objective of the guidance is to enable those
responsible for the TLRN to create excellent streetscapes through the
application of specific design principles and the use of preferred
materials and products. The guidance is expected to be updated
following consultation with the boroughs and other key stakeholders.

The Streetscape Guidance also provides guidance on footway clear
zones to assist those r esgreets$oicrbdtee
excellent pedestrian environments. The guidance, illustrated in Figure 8,
provides a clear, consistent process to ensure pedestrian flow is not
interrupted and comfort for pedestrians is retained, particularly for
mobility impaired people.
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Figure 8: Footway clear zones

Footway Clear Zones

* 1 meftre: absolute min.
* Absolute minimum clear width between ®

obstacles ﬂ I I
- 1

* 1.5metres : min in most circumstances

*  Minimumacceptable clear width in
most circumstances. Allows pedestrian

to pass wheelchair |
AY e

* 2 metres: preferred min clear width

* Allows 2 wheelchairs to pass
comfortably

L3
s .
L ! =0

The guidance has been applied most recently in assessing sites for
Barclays Cycle Hire docking stations. The expansion of Barclays Cycle
Hire to east London will see further docking stations introduced;
pedestrians will continue to be considered at each proposed location to
ensure accessibility and safety are not compromised. In a similar
manner, additional cycle parking facilities not associated with Barclays
Cycle Hire are positioned in conformity with footway clear zones
principles.

Continuous, unobstructed, pedestrian routes are required, with
consistent provision of lines, tactile markings helping partially
sighted/blind people, lowered kerbs and awareness among local
businesses where it is unacceptable to place A-boards and other
obstacles.
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8.3 Shared space

Shared space is one design solution to improve streets. It represents a

means to share limited space more equitably, reduce the dominance of

vehicles and encourage more people to walk. The Mayor is keen to see

more examples of shared space design
appropriate. TfL and boroughs are increasingly considering the

application of shared spaces in streetscape improvement schemes.

However, the Mayor and TfL recognise that shared space is only one
design solution; other solutions have equal merits and shared space is
not applicable to all situations.

It is important to recognise that the concept of shared space means
pedestrians and vehicles sharing the carriageway. The carriageway may
or may not be demarcated by a traditional or low-level kerb or even no
kerb at all. Where no kerb exists, such spaces are now known as level
surfaces.

It is low-level or no kerb level surfaces that have caused concerns
among representative disabled groups about shared space more
generally. It is important that all shared space designs, especially those
with level surfaces, are the appropriate solution for the location and are
implemented working in partnership with representative disabled groups
to ensure designs do not compromise accessibility for these users and
their safety.

Manual for Streets 2 suggests specific designs should include tactile
features for blind or partially sighted people to enable them to navigate
the space and provision of surfaces in contrasting tones to assist
partially sighted pedestrians in orientating themselves within a shared
space street.

The DFT is currently preparing Local Transport Notes (LTNs) on shared

space and shared use environments. TfI
will be enhanced by the research and guidance contained within these

LTNs.
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8.4 Recent application o fbetterst r eet s6 principl es

Numerous schemes have been completed by TfL and the boroughs
using better streets principles. Some examples are given below:

The Cut at Waterloo

The Cut is now a pedestrian-friendly street with generous paved areas,
plenty of cycling facilities, benches and trees. Improvements included
clear and level pavements, de-cluttering, and raised crossings, which
allow greater accessibility and reduce traffic speeds.

Coulsdon Town Centre

The scheme was completed in 2010. It included re-balancing of highway
space in the town centre with wider footways straighter crossings a
central median strip to encourage informal crossings. The scheme
created improved public realm, including de-cluttering, and removal of
guard rail.
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Herne Hill

This scheme was completed in 2010 and included improvements to the
major junction for pedestrians and cyclists, straighter crossings, clutter
removal, advanced cycle stop lines, a slip road for buses to reduce traffic
tail backs and improved lighting. There was also part-pedestrianisation of
Railton Road.

-
il

Harrow Town Centre (Station Road)

This scheme, completed in May 2011, has incorporated major
streetscape enhancements and a significant change in traffic
management to allow two-way access for buses along Station Road
creat i ng a-u$® end x & t olyeetives wekeg¢oyenhance bus
service, permeability, legibility and operations in the town centre.
Pedestrian accessibility has been improved with straighter crossings,
wider footways and de-cluttering.
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Camden High Street (North)

Completed in 2010, the Camden High Street scheme widens the
footways and improves the street scene in the section of road from
Camden Town Tube station to the Regent's Canal. It includes de-
cluttering and lighting improvements to improve overall accessibility in
the area.
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Elephant & Castle

Completed in spring 2011, the removal of the southern roundabout at
Elephant & Castle has replaced a network of pedestrian underpasses
with convenient at-grade crossings. The junction has also been vastly
improved for cyclists, new trees planted and lighting improved.

50



8.5 Enforcement and maintenance of better streets initiatives

Better streets initiatives are not a once and for all solution, but require
careful management in terms of enforcement and maintenance to ensure
long-term benefits. For example, regulations and guidelines relating to
parking, location of advertising A-boards, cycling on pavements and bus
stop clear zones must all be enforced. Furthermore, maintenance and
cleaning is required to ensure the quality of the finish, and the usability
and attractiveness, remain as intended.

8.6 Applicationof Obetter st rte20t5sd princioples

Subject to funding, planning and consultation approval, TfL is planning to
complete approximately 70 town centre and key interchange
improvement schemes through boroughand Tf L 6 s spy20khr a mme

Schemes will be integrated with other accessibility improvements where
possible. For example, at Clapham Junction a new forecourt outside
‘Brighton Yard' will provide accessible pedestrian links to a new station
entrance and step-free elevator access to platforms. There will be
improved conditions for cyclists, taxis and most pedestrians. The
scheme will be completed in early summer 2011.

In central London, the application of the concept behind the Oxford
Circus diagonal crossing scheme, including substantial footway widening
at each corner and de-cluttering, will be extended. In 2011, the concept
will be extended along Oxford Street as far as Poland Street with a
simplified road layout a consistent kerb-line, a median strip to assist
informal crossings and wider proportioned (at grade) crossings, building-
mounted lighting along the street and a dedicated street furniture zone to
free up pavement space and allow better accessibility.

In 2011, the London Borough of Camden will make improvements to the
Britannia junction to the south of Camden Town Tube station. A new
public space, simplified and more direct crossing arrangements and
wider footways will be created, as shown on page 52:
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Britannia Junction, Camden: planned improvements

Other places where schemes will be taken forward by 2015 include:
Piccadilly and Exhibition Road in central London; Highbury Corner and
Kingsland High Street in north London; Leytonstone, Woolwich and
Hornchurch in east London; Bromley North, East Croydon, Tolworth
Broadway, Sydenham, Bexleyheath and Sidcup in south London; and
West Drayton and Yiewsley, Harlesden, and Ealing Broadway in west
London.

8.7 Legible London

Not knowing the way, or the fear of getting lost, has been identified as a

significant barrier to making short journeys by foot. 6 L e gi bl eisabondon
integrated and accessible wayfinding system being rolled out across

London aiming to encourage and enable more people to complete

journeys on foot.

Walking is the most commonly used mode for mobility impaired people,
therefore, both the physical accessibility aspects of better streets and the
navigational help of Legible London will be beneficial. Based on
extensive research, Legible London presents information in a variety of
ways, including on maps, signs, and handheld information to help people
find their way.
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The maps on the signs are
positioned between 90cm
and 180cm above the
ground, which is useful to
people with limited mobility
and wheelchair users. The
locational and directional
information is positioned at
the top of the sign so that it is
not obscured by people
walking or standing in front of
it, but can be seen from a
distance.

Legible London has been
designed with the help of

| organisations representing
disability groups to ensure
the Legible London design is
as inclusive as possible. For
~ example, its maps show
steps pavement widths and pedestrlan crossings, which are important
for visually-impaired people, wheelchair users and others with limited
mobility.

Legible London is due to be rolled out to the Olympic areas in time for
the 2012 Games with continuing targeted implementation to 2015.

8.8 Talking Tags

Talking Tags is a system using Radio Frequency Identification (RFID)

technology designed to help blind and partially sighted people find their
way around. The system consists of four main components: site survey
tools; RFID tags; a hand-held receiver; and a database of pre-recorded

messages about each t ag0theopbtiorct@ause o n .

an earpiece in conjunction with the hand-held receiver so that the
message can only be heard by them.
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In partnership with Guide Dogs and the Handel House Museum, TfL
installed 23 Talking Tags on a demonstration route from Marble Arch
Underground station, along Oxford Street to Bond Street Underground
station and then onto the Handel House Museum.

The majority of individuals in the trial found the messages clear and
helpful, but feedback also found that tags on the demonstration route
were placed too far apart. There was little doubt of the success of the
trial in demonstrating the use of talking tags as an aid to orientation,
enabling independent travel and access to public transport. 94 per cent
of respondents in the trial would support the wider role out of the system.

8.9 Pedestrian Countdown

Pedestrian Countdown shows pedestrians how long they have left to
cross the road after the green man light has gone out.

After completing public research and technology development, TfL is
now testing Pedestrian Countdown on-street. These trials will last up to
18 months during which time TfL will work with the DfT to assess
whether the technology could be approved for use at more locations
across the capital.

g‘lE
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The latest market research suggests that Countdown is particularly
popular with disabled and older people who feel more confident in
crossing the road when they know how much time they have.

8.10Mobility scooters

Mobility scooters provide the option of independent travel to some
people for whom it would not otherwise be possible. The increasing
numbers of mobility scooters used by mobility impaired people for trips in
London should continue to be supported through an accessible street
environment and safety enhancements targeted at all road and
pavement users. A large range of mobility scooters exist, in terms of
size, weight, speed capability and other features. TfL together with
disabled user groups will continue to monitor patterns of mobility scooter
use and new scooter capabilities to identify and assess potential
measures to support the use of mobility scooters in a balanced manner
with the needs of other road and pavement users.

8.11 Facilities for disabled cycling

The MTS seeks a o6cyc

revol uti ond, with cycl

share increasing significantly

from two per cent to five per

| cent. This is to be achieved

" through a wide range of cycling

initiatives including better cycle

parking, Barclays Cycle Super-

highways, Barclays Cycle Hire,

~and6bi king borougho i
. across London to promote

'; cycling.

= The cycling revolution includes

increasing levels of cycling by

disabled people.

v P

| . ‘. l;;v : /

Photo crtesy of Cycling Projects i
www.cycling.org.uk
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Where possible, cycling facilities will cater for the wide range of cycles
used by disabled people and TfL cycling information will aim to
encourage increased levels of cycling amongst disabled groups.
However, TfL is not looking to provide a range of cycle parking for
different types of cycles as a general policy. This is due to the difficulty in
gauging demand for cycle types (ie how many disability cycle spaces are
required, where, and for what type of disability cycle), streetscape
considerations (eg design of stands in relation to pedestrian movement,
installation standards and guidance, tapping rails etc), and the existing
flexibility of standard (Sheffield type) cycle stands to cater for different
types of cycles.

The suggested approach is to locate cycle parking infrastructure in such
a way that enough space is left to allow different types of cycles to be
parked eg tricycles of greater width. For example, at the end of a row of
Sheffield stands, there should be enough space between the stand and
other street furniture for a range of cycles to be parked. At some specific
locations cycle parking facilities to cater for different cycles should be
considered, for example, at sports centres where disability cycle groups
train.

Provision of disabled cycling facilities for Barclays Cycle Hire was found
not to be practical for the initial part of the scheme. However, TfL
continues to promote schemes that do provide these facilities and
encourage cycle training initiatives for disabled people.

' ,..‘-h ,,;.“}. »;’ fgl':":f
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Photo courtesy of Cycling Projects i www.cycling.org.uk [ . —
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8.12Conclusion and potential further improvements to streets
beyond the committed plan

Following progress already made, a broad range of improvements are

planned to be delivered in the periodto 2015. These i nclude 6&ébe
streetsodo initiatives such as the cl ear
clear zones, Legible London and Talking Tags, Pedestrian Countdown,

and consideration of the needs for disabled cycling.

To gain further understanding of potential pedestrian demand TfL is
using London Travel Demand Survey (LTDS) and Mosaic (socio-
economic) data to examine on a spatial basis the potential for walking to
replace trips by other modes. This analysis will aid the identification of
further potential better streets initiatives post 2015.

Priorities for continued improvement and application of best practice
would be expected to include:

e Town centres and other areas with high pedestrian flows
¢ In the vicinity of current, planned and proposed step-free stations

¢ In areas where there is significant growth planned, such as the
Opportunity Areas and Areas for Intensification identified by the
London Plan

¢ In other areas where there is a local need eg bus stops in the
vicinity of hospitals

There is also the potential for cycling initiatives to continue beyond 2015.

57



9 Buses

This section of the report is intended to cover all aspects of bus service
except bus driver training, which is addressed in section 15.

9.1 Recent bus improvements

The bus network provides a frequent, reliable, accessible and affordable
method of transport for around 6 million journeys per day, 24 hours a

Great improvements have been
made in accessibility of bus services
over the last 10 years - benefiting all
users - with the entire TfL fleet
(except heritage routes) being low-
floor and ramp-equipped, with more
accessible audible and visual
information as described earlier. The
| vast majority of step-free journeys in
| London are made by bus.

In particular, it will be important to
maximise the benefits of the
accessible bus fleet as this is a
relatively quick and cost-effective
way of enhancing physical
accessibility to the transport system.

9.2 Improved real-time information at bus stops

From 2011, a new Countdown system will be introduced that will provide

real time information for every one of
internet and text messaging to mobile phones, covering the entire

London network and complemented by a new generation of @t-stopo

signs.
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The system will fully meet a number of requirements:

¢ Signs will use the latest technology to ensure easy readability and will
adhere to the latest disability guidelines

¢ A sign-specific audio solution is being investigated
e Text to speech facility where available on phones
¢ Provision of a web service that is simple and easy to use

9.3 Accessible bus stops

In the last three years there has been a large increase in the number of
accessible bus stops. Latest assessments indicate that 52 per cent of
bus stops are accessible (up from 29 per cent in April 2008). To be
classified as accessible, and meet statutory guidance, a stop must have
among other things:

e A suitable kerb height to enable access for mobility impaired persons
(in combination with low-floor bus equipped with access ramp)

¢ Clearway markings and time plates to prevent obstructive parking and
enable buses to manoeuvre close to the kerb

e Removal of footway obstructions at the boarding and alighting areas

The distinction between an accessible and non-accessible bus stop can,
in some instances, be quite small. Therefore, a number of stops that are
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not classified as accessible by statutory guidance are still accessible to
the majority of users, including people with sensory or mobility
impairments. Data reveals that 73 per cent of bus stops throughout
London meet the standard for required kerb height, 78 per cent have a
clearway and time plate and 81 per cent have an unobstructed area.

Funding allocated to Equalities Act compliance on the TLRN to ensure
that TfL meets its statutory duty as a public authority service provider
has been reduced by 21 per cent in line with the overall funding
reduction to TfL. Bus stop accessibility is still a priority and TfL is working
towards a bus stop accessibility level of 67 per cent or better by 2015
through focussed investment on the TLRN and borough expenditure
through the LIPs programme. Accessibility improvements will be
prioritised at those bus stops which are more heavily used and/or have a
recognised demand from disabled users, ensuring the benefits of
investment are maximised.

In addition to the dedicated programme of accessibility improvements at
bus stops, there are a number of other processes by which bus stop
accessibility can be improved and funded, including developer
contributions and accessibility improvements coinciding with road
network improvement schemes.
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9.4 Improved real-time information on-board buses

On-bus passenger displays and audio announcements are provided on
all TfL-contracted bus services giving next stop, route and final
destination information. The system can be used to provide other route
information such as significant service disruption, or when a bus is to be
diverted from its planned route. It also has the capability to give
information about key facilities near stops. It makes travel easier for
everyone but particularly passengers with visual and hearing
Impairments, learning difficulties, those facing language barriers and
people making unfamiliar journeys.

The photographs below show visual route information and next stop
information:
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9.5 The New Bus for London

In 2012, the New Bus for London project will see a new design of bus
introduced to London. The buses will have three doors and two
staircases, and incorporate a number of accessibility improvements
including a T-loop system for hearing impaired passengers and extra
iIBus display for passengers facing backwards and in the wheelchair bay.
There has been stakeholder consultation in the design process.

9.6 Bus network development

The TfL bus network is subject to a continuous review process, enabling
key changes in population and employment to be picked up and
reflected in the bus network. It involves:

e Structured engagement with stakeholders
e Extensive market research
¢ Monitoring of performance

Stakeholder engagement is an important part of the service change
process. TfL consults with all key stakeholders, including the police, the
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fire service, NHS organisations, boroughs, transport groups and
disability groups. The involvement of such groups is a key indicator in
meeting the Public Sector Equality Duty. All feedback is considered
during the decision-making process.

The bus network will continue to be reviewed, with the needs of mobility
impaired Londoners taken into account through existing stakeholder
engagement channels.

9.6.1 Bus network integration with step-free stations

Figure 9 demonstrates that almost all bus routes in London have at least
one interchange with a step-free station. Taking the whole journey
approach into account, this means that it is possible to access a bus
from most places in London and then reach a step-free station for the
next stage of the journey.

Figure 9: Bus routes and step-free stations
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Bus services will, when appropriate, be adapted or reconfigured to
integrate with Crossrail and other developments made to the rail network
in line with the established bus network development process.

9.6.2 Bus network integration with health services

Access to health services is considered alongside other objectives when
planning the bus network. When healthcare services are developed, it is
important that they are located where they can be served efficiently by
public transport. TfL is working with health service providers and the
London Health Commission to share best practice on access to hospitals
and clinics, including walking and cycling as well as bus services.

Case study: Queens Hospital, Romford

Queens Hospital was built in Romford, Essex in December 2006. TfL
worked closely with the NHS to identify expected levels of demand
which informed public transport provision requirements. As a result,
four routes were extended to serve the hospital, routes 175, 193, 365
and 496, to complement the existing four routes passing very close to
the hospital entrance (103, 128, 174 and 499). In addition a fully
accessible bus station was developedwi t hi n t he gr ou
Hospital, with special care taken to ensure accessible, direct routing
into the building. The main entrance is about 50 metres from the bus
station.

Extensive stakeholder consultation was conducted prior to the route
extensions and introduction of the new bus station with the NHS, the
boroughs, and members of the public. Important refinements were
made in light of the consultation, including extending route 496 to
serve the hospital and linking the area of Harold Wood, an area with a
high instance of both patients and staff. The services will continue to
be subject to the network review process. TfL is currently reviewing
bus stopping arrangements in Romford town centre to establish
whether improvements can be made for passengers needing to
interchange to reach the hospital.
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9.7 Conclusion and potential further improvements to buses
beyond the committed plan

By2015,Londonds bwlldbe exteemelyiaccessible. There have
already been very significant improvements to bus accessibility over the
last decade. All buses (with the exception of heritage routes) are low
floor and have visual and audible information. Existing plans to 2015
include continued improvements to bus stop accessibility so that at least
two thirds of bus stops will meet the precise definition of an accessible
bus stop.

During the period to 2015, TfL will monitor user feedback from the New
Bus for London to review the detailed specification of both the buses
themselves and how they are operated to ensure realisation of all
possible accessibility benefits. TfL will also continue to regularly review
the bus network to seek further integration with step-free station
schemes.

Beyond 2015, TfL working with the boroughs will continue to seek to
make improvements to bus service accessibility where they are
worthwhile and affordable (funding is likely to continue to be severely
restrained).

TfL would seek to further improve:

e The provision of bus information as technology continues to
develop

e The accessibility of bus stops and shelters, linked to the ease of
boarding buses

¢ On-board bus accessibility, including the development of the New
Bus for London

e The bus network (service frequencies, destinations etc)

e Bus driver skills (see section 15)
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10 Tube and rail service standards

10.1.1 Improved accessibility facilities at Underground stations
The current programme of station upgrades on the Tube includes
providing improved facilities such as:

1. Audible and visual information at all platforms and ticket halls

2. Improved handrail colour contrast and design

3. Improved visual contrast at leading edge of each riser and tread on

steps

Removing, modifying or highlighting obstructions

Induction loops at Help and Information points

Listening points at some larger stations

Improved lighting and public address system

Improved signs and wayfinding

Tactile warning surfaces on every platform and staircase

10. Increased amounts of seating

11. Accessible unisex toilets at all step-free stations where toilets
already exist

© 0N A

The programme of station upgrades is now largely complete. Examples
of improvements are shown below (using the reference numbers above).

3, 8: Seats at Shepherd® Bush and at a surface station. The colour
contrasting yellow arms help visually impaired people to identify the
seats
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4: Colour contrasting manifestations around the columns on the
Overground and Underground to provide help for visually impaired
people

2, 3: Dual handrails and colour contrasting step edges at Brent Cross
and Oxford Circus helps the visually impaired and lower handrails help
children

There are also efforts to provide clear sightlines to visual information
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5: Help points are placed on a colour contrasting background to help
visually impaired people locate them

4, 8: Original space restored and clutter removed at Acton Town

g P w

o

7, 9: A brighter environment and tactile pavingatShepher dds Bush
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10.1.2 Wide aisle ticket gates

In 2005 London Underground
introduced wide aisle gates, at trial
sites in London Bridge, Canary
Wharf and Westminster. In 2006
LU began installation of Phase 1,
involving 140 gates at 80 stations,
§ at a cost of about £8m. Phase 2
which began in 2008 increased
the total number of wide aisle
gates to 259 at 129 stations, with
a total spend of some £14m.

Where possible, two wide aisle

gates are installed per gateline, as

they work most effectively when

they operate in d6done
smaller or less busy stations, one

would usually be installed.

Two market research exercises
have been conducted, one for the
pilot and one at the end of Phase 2. The most recent report concluded:
@®verall the current strategy for the wide aisle gate roll-out has met its
objectives: the gates are widely and correctly used, and expansion to

A~

more | ocations 1 s welcomed. 0

Wide aisle gates will be installed at a further 60 stations on the

Underground over the next two years with an aspiration to install them at

all possible stations in the future, subject to funding. Some stations

(approximately 10 per cent) will never be able to have a wide aisle gate

installed. This is due to factors such as ticket hall size, gateline
configuration (the manual gatwele has a ¢
aisle one), planning guidelines which ensure passenger flow is optimised

and safety reasons.

69



10.2Common service standards on Londonos

TfL considers that the rail network in London should offer a consistently
high standard of service to its passengers. Research conducted for
London Underground and others has consistently demonstrated that
common service standards encourage more use of the network by giving
current and potential users greater confidence that they can make
journeys quickly and in agreeable conditions.

Adherence to, and effective communication of common standards helps
to address negative preconceptions about the rail network. The need for
a common set of standards is referred to in Proposal 13 of the MTS.
Currently the standard of service offered can vary considerably between
train operating companies (TOCs). TfL has therefore developed a series
of standards that it considers should be applied to all National Rail
stations and services in the London area wherever practicable. These
are designed to address important areas of concern to customers and
achieve higher levels of customer satisfaction among all users of the
service. The main standards are summarised below for reference:

e Service frequency i all stations should receive a frequency of
service of at least four trains per hour throughout the week. Extensive
research conducted for London Underground and others has
demonstrated that both customers and non-users respond positively
to standardised frequencies, as they address preconceptions that
frequencies are low and journeys are lengthy and inconvenient,
particularly during off-peak periods

e Station ambience i all stations should achieve a standard for
cleanliness and condition that is equivalent to that currently
maintained by the London Overground. The standard would initially
be achieved by a deep clean and sustained by an enhanced regular
maintenance programme

e Station staffing i the standard aims to ensure that staff are visible
and available to customers, and offer them assistance on a proactive
basis whenever possible. The standard also aims to better focus
available staffing resources at those times when the actual and
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perceived risk of antisocial behaviour is at its height (after 15:00),
through the use of mobile staff patrols at these times

e Help points and CCTV i All stations should be equipped with Help
points on every platform to enable customers to request information
or assistance if they need it. CCTV should be provided offering
pictures of a quality sufficient to be used during court proceedings.
CCTV and Help Points should be subject to centralised pro-active
monitoring to maximise their utility to customers and ensure that staff
and policing resources are directed effectively to address crime and
anti social behaviour, improving customers actual and perceived
levels of personal security

e Customer information systems at stations 1 All stations should be
equipped with state of the art visual and aural customer information
systems on platforms and in entrance areas/ticket halls that provide
real time information on the train service

e Cycle parking i All stations should have cycle parking facilities that
meet T f L 0 sy stpndartisiand are sufficient in quantity to meet
demand. TfL is keen to promote cycling as a way of accessing the rail
network because of the environmental, health and decongestion
benefits that it brings. Providing high quality cycle parking facilities is
a good way of accomplishing this objective

TfL is actively seeking to implement these standards in the London
Overground network. The photographs of Headstone Lane station,
below, illustrate the scale of improvements that can be achieved.
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These standards are of benefit to all passengers, not just mobility
iImpaired people, and could be extended as part of the DfT franchising
process to all rail services in London. TfL also recommends that Access
for All schemes at National Rail stations should include the customer
service features and facilities for disabled or mobility impaired
passengers, provided under the Tube station upgrade programme.

10.3Conclusion and potential further improvements to Tube and
rail service standards beyond the committed plan

Service standards have been defined for both the Tube and National Rail
network in London that include accessibility improvements. The
standards cover both stations, for example information provision, colour
contrasting, seating etc and the rail service itself, for example minimum
frequency, on board information etc. These are currently being delivered
on the Underground, where more than half the stations have been
upgraded and a funded programme exists to 2015 to upgrade many
more. On the National Rail network standards have been delivered at
many stations.

Beyond the committed plan timescales, further improvements could
include, subject to funding:

e The programme for Underground stations could continue, with the
aim of completing all stations

e The requirement to provide facilities that meet National Rail
standards could be included in franchise specifications for train
operating companies.
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11 Interchange s

11.1Best practice guidelines

Interchanges can pose a significant accessibility challenge on public

transport journeys. TfL has developed and published a set of

interchange best practice guidelinesthats e ek t o ensjaurney a 6 wl
approachod is taken to interchange desi

Recently completed interchanges such as the new elements of King&®
Cross St. Pancras (Thameslink station and the new entrance to the Tube
station), Vauxhall bus station and new stations on the Overground
between Shoreditch and Dalston Junction are consistent with the
guidelines. The new and remodelled stations for Crossrail and
Thameslink and stand alone station schemes such as Green Park will
also be consistent.

The ongoing programme ofst at i on refur bi shment acr
and Tube networks reflect the guidelines, in so far as the guidelines

address elements of the station that are within the scope of the

refurbishment. For example, signage and colour contrasting would

generally be within scope of a station refurbishment, provision of lifts to

platforms would generally not.

The guidelines also advise station managers in making the station as
accessible as possible, within the constraints of existing infrastructure.

The guidelines cover all aspects of interchanges. The elements relating
specifically to accessibility are shown on the following pages:

Interchange best practice guidelines - accessible interchanges

Accessible interchange zone design is about making places easier to use
for all passengers - including those with reduced mobility. This includes
disabled people, those in wheelchairs, older people, young children and
their carers, people with heavy or bulky baggage and those with bicycles.
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Can all areas of the interchange be reached by avoiding steps?

Best practice is step and obstacle-free access between all parts of the
interchange zone where possible. The easiest way to achieve this is to
remove all level changes within an interchange zone. This is not normally
possible at interchange facilities served by rail where level change is often
implicit, or at locations with physical constraints on space. However,
interchange facilities or zones should be designed with the minimum
number of levels possible and, where level change is unavoidable, lifts and
escalators should be provided as well as steps.

Where possible and practical, the best solution is use of a step-free route
for all passengers. In some situations, for example where there are spatial
restrictions, step-free routes may not be the quickest or shortest route for
able-bodied passengers and a much shorter stepped route may be
appropriate. It may therefore be appropriate to provide both stepped and
step-free routes to maximise the efficiency of an interchange. Where this is
the case, the step-free route should not be isolated from the main
passenger flows.

Is level boarding offered on all services?

Attention should be given to providing step-free routes between public
transport services. In many cases, platforms are accessible but the trains
serving them are not, or buses cannot properly access the kerbside to offer
level boarding. Ideally rail services should offer level boarding, such as on
the DLR. Where older train stock and/or platform heights means that this is
not the case, one or more 'platform humps' spaced along platforms can
provide a form of level boarding. Although this approach requires
consistency of train stopping position and hump placement on platforms
and may need to take account of differing stock types, this is something
operators should aspire to.
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Are step and obstacle-free routes clearly designated?

Step and obstacle-free routes must be clearly signed to avoid those
wishing to use them having to turn back when confronted with steps or
an escalator. Ideally step-free routes will be provided in the most
intuitive locations with long sightlines highlighting their suitability.
However, routes should always be indicated with clear signage from
key locations within the interchange zone such as platforms, bus stops
or station entrances.

In addition to standard way-finding information on step and obstacle-
free routes should be provided by at least one of the following:
Braille maps

Tactile or talking signs

Audible directions or

Tactile paths

Tactile paths should be provided for the full length of the step and
obstacle-free route.

Are lift and escalator locations and designs optimised?

Where possible, lifts should be located directly on passenger desire
lines rather than in locations that would lengthen journeys or raise
personal security fears. Ideally, lifts should be located so that
entry/exits have good natural surveillance.

Lift dimensions should be suitable for wheelchair users. Passengers
can be reassured by knowing that the lift is on its way once called.
Use of glass lift shafts and lifts allow passengers to see when the lift is
coming and who is in it.

Are members of staff available to assist passengers?

Where staff are available they should assist people with reduced
mobility. If a guide [assistance] dog needs to accompany a passenger,
where possible staff should help the passenger to use a route avoiding
escalators. Staff assistants can then call ahead to the passenger's
destination station to arrange for a member of staff to meet and assist
them when they arrive.
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11.2Consistent interchange management and staff assistance

A pilot project is under way at Finsbury Park to encourage a consistent
and holistic approach to customer service from staff across the
interchange. Finsbury Park, identified as a strategic interchange in the
MTS, comprises elements operated by London Underground, London
Buses and First Capital Connect in partnership with a British Transport
Police (BTP) hub policing team.

Seminars involving staff from all the operating units were undertaken to
ensure consistent staff practices, improved lines of communication and a
common understanding of accessibility facilities across the interchange.
The project aims to ensure staff from the different operators view
accessibility from a whole journey perspective, proactively exchange
information and best practices to ensure a consistent user experience
and work jointly to assist customers with accessibility needs.

11.3Conclusion and potential further improvements to
Interchanges beyond the committed plan

Physical improvements have been made at various interchanges,

including King®& Cross. The committed programme of work extends

beyond 2015, and when completed will significantly improve many of
Londondés most c onge sding dictorian Tokenharh ange s |
Court Road, Liverpool Street, Paddington, Blackfriars, Farringdon and

Bank.

Better-integrated management is now being trialled at Finsbury Park
interchange.

Improvements beyond the committed plan could seek to continue to
meet the quality of service described by the interchange best practice
guidelines, including through further physical improvements at
interchanges and better management of them.
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12 Station step -free access (from street to platform)

This report defines a step-free station as one where it is possible to
move from the street to any of the platforms without using steps. It
assumes that step-free access between platforms is required only at
interchange stations.

12.1The committed plan

The committed plan is the largest package of investment made in public
transport in over half a century. It includes delivery of step-free access at
stations through the following programmes:

e Green Park accessibility improvements (2011)

e Overground improvements (2012)

e Thameslink step-free access at Blackfriars and West Hampstead
(2012)

e Completion of the DfT Access for All programme of step-free rail
stations, including around 14 stations in London by 2015

e Paddington - Hammersmith & City line (2015)

e Tottenham Court Road (2017)

e Bond Street (2017)

¢ Victoria (2018)

e Thameslink step-free access at London Bridge and Farringdon (by
2018)

e Crossrail (2019)

e Bank (complete by 2021)

12.1.1 Green Park accessibility improvements

Green Park is an important works programme because of the large
number of interchanges to and from the Piccadilly line for travel to and
from Heathrow. It will be vital during the 2012 Games for interchange
with ot her Gauleas &tradotdand Wennbky, via the
Jubilee line. The works to make the station step-free are advanced, and
completion is due in autumn 2011.
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The key accessibility improvements will be:

¢ |[nstalling three new lifts to provide step-free access from street
level to all platforms and between all three lines serving the station

¢ Increasing the size of the entrance on the south side of Piccadilly,
complete with direct access to and from the park

e Building a new ramped walkway

Once installed, these new lifts i alongside the two existing lifts that serve
the Jubilee and Piccadilly lines T will provide step-free access throughout
the entire station.

This scheme is being complemented by station modernisation, which will
enhance the broader journey experience, as well as wider urban realm
improvements at street level being undertaken by Westminster City
Council. Improvements include:

¢ Additional CCTV cameras and Help points, tactile strips on
platforms/stairs, contrasting handrails and new station lighting

e A new public address system and new electronic information
displays in the ticket hall and on all platforms

e A sheltered waiting area for station lifts and buses (shown below)

KRR
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12.1.2 London Overground

London Overground is a suburban rail service in London operated by
TfL. The Overground network is undergoing a programme of
transformation delivering new routes, new trains, higher service
frequencies, station refurbishment and enhanced information provision.
A total of 20 of \ilbbe seoveddystheh&wolk.dBy o u g h s
2012 the transformation will be complete, with modern trains meeting the
latest accessibility specifications, refurbished stations (30 out of 83
stations offering step-free access with more following, as a result of
Thameslink, Crossrail and the DfT Access for All programme) and new
orbital travel opportunities.

Frequency and customer service levels have improved significantly since

the Overground network was established. The new orbital travel

opportunities will provide alternative routes to avoid the need to

Il nterchange at Londondés | arge and bus)
need to use some of the most crowded sections of the public transport

network in central London.

TfL is analysing how best to maximise the opportunities which arise from
non-central London interchanges which could perform a strategically
important role in public transport provision.
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12.1.3 DIfT Access for All programme to 2015

The Access for All Programme is part of the Railways for All Strategy,
which launched in 2006 to address the issues faced by disabled
passengers using railway stations in Great Britain. Central to the strategy
is the ring-fencing of £35m funding a year, until 2015, for provision of an
obstacle-free, accessible route to and between platforms at priority
stations. This generally includes the provision of lifts or ramps, as well as
associated works and refurbishment along the defined route. In the last
year the programme has been seeking to prioritise Olympic critical
stations in London.

The DfT publishes tables listing the stations in England, Wales and
Scotland to which it has targeted Access for All funding. This is subject
to Network Rail carrying out a feasibility study to identify how access can
be improved. This process will include engagement with relevant
stakeholders to ensure that the most appropriate solution can be
achieved within the objectives of the Access for All Programme.

The programme has recently completed the following stations in London:
Balham, Clapham Junction, Forest Hill, Herne Hill, Highbury and
Islington, Kingston, Lewisham, London Euston, Orpington, Purley,
Streatham Common, Streatham Hill and West Hampstead Thameslink.

The stations included in the current funded programme to 2015 in
London are set out in Figure 10:

Figure 10: Near-term and future completion dates for the Access for All
programme

Station Estimated completion
Blackheath Summer 2011
Brockley Early 2014

Bromley South Summer 2012

Camden Road

Summer 2012

Chadwell Heath

Summer 2012

Denmark Hill Summer 2012
Earlsfield Autumn 2012
Finsbury Park Early 2014
Gospel Oak Summer 2012
Grove Park Spring 2013
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Station Estimated completion
Hackney Central Summer 2012
Honor Oak Park Late 2013
lIford Early 2014
Limehouse Spring 2014
New Cross Autumn 2013
New Cross Gate Autumn 2013
New Eltham Late 2013
New Malden Late 2013
Putney Autumn 2013
Staines Summer 2011
Thornton Heath Spring 2012
Tottenham Hale Summer 2012
Twickenham Spring 2013
Vauxhall Autumn 2012
Wembley Central Winter 2011
Worcester Park Late 2013

The Access for All Small Schemes Programme, worth around £6m a
year since 2006, has also delivered smaller scale access improvements
such as ramps, information screens, toilets and lighting to around 170
stations in London.

In addition, the DfT has this year launched a new Access for All Mid-Tier
Programme, worth around £17m, for projects requiring between £250k
and £1m of Government funding. The closing date for bids was 27 May
2011 and a number of projects at London stations have been proposed.
Bids are currently being assessed and the results will be announced in
the summer 2011.

12.1.4 Victoria

Victoria Underground station serves as a major interchange for rail, Tube
and bus transport in central London. As the most congested station on
the Underground network, Victoria is often forced to close for periods
during peak times to ensure safe passenger flow. Annual usage has
reached nearly 91 million customers, comparable to all those travelling
through London Heathrow and London Gatwick airports combined.
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The upgrade is designed to relieve this congestion, offering quicker
journeys and better access in and out of the station to serve the growing
transport demands of London and the ongoing development of the
Victoria area.

Objectives

« A new underground North Ticket Hall at the junction of Bressenden
Place and Victoria Street with an entrance at street level

« Enlarging the existing Victoria line ticket hall (south ticket hall)

« Nine new escalators

« A new interchange tunnel connecting the two ticket halls

« New lifts providing step-free access between street, ticket hall and
Victoria line platform levels

« New lifts providing interchange between the Victoria line and
District and Circle lines platforms

« Improved access and new lifts between the National Rail and
Underground stations
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12.1.5 Thameslink

Thameslink is programme of work to introduce new and improved
stations, new track, new cross-London National Rail routes and new

| onger and more frequent trains.
route between Blackfriars in the south and King& Cross St. Pancras in
the north which is being upgraded. All trains will pass through this
section before branching off and serving a wide variety of destinations in
north and south London, and beyond. Thameslink and Crossrail will
share an interchange at Farringdon.
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Thameslink will greatly improve capacity and public transport
accessibility on the north-south axis, including the City of London, and
Luton and Gatwick airports. Comfort and accessibility on trains will be
greatly improved with new rolling stock. Physical accessibility at stations

The

will be improved withstep-f r ee access at all stat.i

(Blackfriars, City Thameslink, Farringdon and King& Cross St. Pancras).

A number of hospitals lie within the catchment of the upgraded stations.
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Thameslink will also reduce the need to interchange on some cross
London journeys. A number of other stations served by current or future
Thameslink services will be upgraded to provide step-free access either
through the DfT Access for All programme or, as is the case with West
Hampstead Thameslink, directly through the Thameslink programme.

Around 1,200 new carriages are being procured for the enhanced
Thameslink services and are expected to enter service between 2015
and 2018.

Figurell. Arti st 6s i mpression of entrance t
station®:

3 Image courtesy of Network Rail
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12.1.6 Crossrail

Crossrall is the transport backbone needed to support the economic
growth in central London, delivering wider economic benefits worth
£42bn over 60 years. It will provide a fast frequent route between
Heathrow Airport, the West End, the City, Isle of Dogs and the Thames
Gateway.

Crossrail will improve accessibility to key locations on the route. All
newly built Crossrail stations will have marked routes, step-free access,
simple signage and information to ensure that the majority of passengers
can move independently through stations.

Including the existing stations that Crossrail serves, there will be step-
free access from street level to Crossrail platforms in both directions at
29 out of 37 stations.

When interchanging between Crossrail and other services, there will be
step-free access between Crossrail platforms and other National Rail
and London Underground services where this is possible, given the
constraints of the existing Tube and National Rail network. As part of the
Crossrail developments, Whitechapel station, for example, is currently
being upgraded to include step-free access and to provide a more
accessible environment for pedestrians in and around the station.

Figure12:. Ar t i st 6 s of upgpadeel BVkitecbapel station
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Figure 13 shows the step-free access that will be provided on the
Crossrail route.

Figure 13: Crossrail accessibility map
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There will be level access from platform to Crossrail trains in Crossrail's
central London Underground stations and at Heathrow.

Crossrail trains will have dedicated clearly distinguished priority seats as

well as space for wheelchairs. Each carriage will provide visual and

audio information aboutthe tr ai nés journey, and a
speak to the driver in the event of an emergency. Drivers will also be

able to view CCTV images of all carriage interiors.
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12.1.7 Bank

Bank and Monument stations are together one of the busiest
interchanges on the London Underground network. They form a key
gateway to both the City of London and Canary Wharf.

The Bank-Monument station interchange consists of three ticket halls,
six lifts, 10 platforms, 15 escalators and two 300-foot moving walkways.

CEXTRAL L
TAVGRS A6 0
AT v

BANK

FRE . R MONUMENT

District and Circle line

v“‘
52

Waterloo & City

TfL is upgrading the escalators in the station and planning to increase
capacity on the Northern line platforms at Bank.

¢ Replacing two of the escalators running between the DLR
platforms and Northern/Central lines. This will be completed by late
2011

e Refurbishing the three escalators running to and from the Central
line ticket hall (one at a time). This will be completed by the end of
2011

¢ Refurbishing the two lifts between King William Street and the DLR
platforms. This will be completed by autumn 2011
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12.2Conclusion and potential further improvements to
interchanges beyond the committed plan

Despite the transformational improvements made by the committed plan,
further investment will be required to achieve the MTS requirement for
an equitable balance of improvements across London.

The MTS sets out improvements to the Tube and rail networks which
could form the basis of a strategy to achieve such an equitable balance
across London, as described in the sections below.

12.2.1 Stair lifts

London Underground has investigated the feasibility of installing low-cost
step-free access via the use of stair lifts and similar technology. There

are some stations which could benefit from these devices, and ways

could be found to ensure they operate safelyinthe T u b e 6 sonngent.v |

However there are some real concerns over these devices, raised by
customers. They are for use only by certain groups (eg wheelchair
users) and are not suitable for other customer groups who benefit from
step-free access such as people with luggage or pushchairs and people
who are unable to manage a flight of stairs. They are less dignified, as
they are not enclosed and sometimes other customers have been
prevented from using a staircase while the lift is in operation. They are
also slow, and require staff to operate them.

Stair lifts are therefore not being suggested by this draft report as a key
element of future accessibility enhancements.

12.2.2 Strategic interchanges

The development of strategic interchanges, as set out by MTS Proposal
46 and in Figure 14, will provide significant connectivity benefits for travel
around London by enabling orbital travel and reducing the need to travel
into central London. It is expected that all these strategic interchanges
would be made step-free as a priority, subject to funding. This would
enable people to make cross-London journeys, while avoiding the most
crowded and congested parts of the network. Strategic interchanges are
therefore a cornerstone to the development of a more accessible rail and
Underground network.
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Figure 14: Indicative strategic interchanges
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Figure 15, provides an overview of current and proposed step-free
access from street to platform at strategic interchanges identified in the
MTS

Figure 15: Step-free access at strategic interchanges

Existing full step-free access from street to platform

Barking East Croydon Herne Hill
Lewisham Richmond Stratford

West Croydon West Ham Willesden Junction
Wimbledon Woolwich Arsenal
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Programme for completion of step-free access from street to

platform
Strategic Current step-|Committed Potential Potential
interchange |free medium term |longer term
(by 2020) (post 2020)
Balham National Rail Tube extremely
challenging
Barking
Bromley South Access for All
Catford / Catford Catford
Catford Bridge |Bridge
Clapham Access for All
Junction
Ealing As part of
Broadway Crossrail
Elephant & National Rail and Northern line as
Castle part of a development scheme.
(LU/NR) Bakerloo line as part of a
potential line extension scheme.
Finsbury Park Access for All  [Tube platforms
National Rail |as part of a
platforms congestion relief
scheme
Hackney Access for All Hackney Downs
Central / at Hackney
Hackney Central
Downs
Highbury & London Victoria and
Islington Overground Great Northern
platforms lines as part of
congestion relief
scheme
Peckham Rye Step-free to all
platforms
Queen's Park Step-free to all
platforms
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Strategic Current step-(Committed Potential Potential
interchange |free medium term |longer term
(by 2020) (post 2020)
Seven Seven Sisters  |Victoria line
Sisters/South National Rail
Tottenham and South
Tottenham
Tottenham Victoria line  |Access for All
Hale and one to complete
National Rail |station
platform
Tulse Hill All platforms
Vauxhall Access for All |Victoria line as
National Rail |part of
congestion relief
scheme
Walthamstow |National Rall Victoria line
Central/ and London
Qu e e n 6 s|Overground
West Thameslink London Jubilee line
Hampstead Overground
12.2.3 Station congestion relief schemes

The MTS identifies rail and Tube stations where significant investment
may be required to reduce congestion, support forecast growth in usage
by 2031, and maintain the reliable operation of the network (MTS
Proposals 11 and 19). These are listed in Figure 16. It is reasonable to
assume that step-free access would be provided as part of this

investment.

Improvements which reduce congestion will also have a positive impact
on the physical accessibility of the network as customer research has
shown that crowding is a barrier to travel for those with mobility
impairments.
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Figure 16: Congestion relief schemes identified by the MTS

Camden Town Cannon Street Edgware Road
Elephant & Castle Euston Holborn

Kings Cross St. Liverpool Street Moorgate
Pancras

Norwood Junction Old Street Oxford Circus
Paddington Finsbury Park Vauxhall
Waterloo Highbury & Islington

12.2.4 New lines and extensions

The MTS sets out proposals for major extensions and enhancements to
the rail-based public transport network, summarised in Figure 17. It is
assumed that all new stations, and existing stations with no major
constraints to retro-fitting, would be step-free.

Chelsea Hackney line: The currently safeguarded route, Epping to
Wimbledon, forms the basis of analysis in this document. However
it is important to note that the safeguarded route is being reviewed
Northern line extension to Battersea: The extension, from
Kennington, would be privately funded and include an intermediate
station at Nine Elms

Bakerloo line extension to Hayes: In a similar manner to the
Chelsea Hackney line a number of alignment options for this
potential extension are being reviewed

Tramlink extensions: A number of potential schemes exist to
extend Croydon Tramlink

DLR extensions: A number of potential schemes exist to extend
the DLR

The site of specific stations would depend on the final alignments of the
proposed new lines, but for analytical purposes have been assumed to
be all those stations on the currently safeguarded routes.
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Figure 17: Potential new lines and extensions identified by the MTS
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It is important to note that potential future expansion to rail-based public
transport networks are both long term (due to the scale of costs and
works involved) and volatile in their specification until funding and
consents have been secured. Figure 17 represents TfL& thinking on
preferred long-term enhancements at the time of publication of this draft
report. However, the package of preferred schemes will inevitably
change over time and is subject to securing funding which is likely to be
very constrained over the medium term, especially from the public
sector. Timescales for delivery are therefore long term, in some cases
extending beyond 2031.
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12.2.5 Consistent spatial coverage of step-free street to
platform schemes
Analysis conducted for this draft report examined which further step-free
access schemes could be required to achieve a consistent spatial
coverage of step-free access across London. These further schemes
were considered in addition to step-free provision at other MTS specified
schemes (strategic interchanges, congestion relief schemes and new
lines and extensions).

The analysis found that improvements at about 50 further stations could
make a significant improvement to overall journey times and in particular
provide an equitable spatial balance of improvements across London.

The resulting |list ofdoosbasishmnitssgpht
Figure 18. This should be seen as an indicative list as feasibility studies

are yet to be carried out for many of these locations. Some may simply

be too expensive to deliver and an improvement at a neighbouring

station may offer better value for money. Furthermore, the planned

alignment of the Chelsea Hackney line is under review. Changes from

the currently safeguarded route could alter the list of stations in Figure

18.

It should also be noted that in some instances the improvement would be
for only part of a station. For example, it is worthwhile providing step-free
access to the Overground at Blackhorse Road, but would be very poor
value for money to install lifts to the Victoria line as there is already stair-
free access by escalator at that station, and Tottenham Hale, which does
have lift access to the Victoria line, is the next station.

TfL recognises that ideally all stations would provide full step-free
access, but by 2031 this is neither feasible nor affordable.
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Figure 18: Indicative step-free station schemes to achieve consistent
spatial coverage

Alexandra Palace Enfield Chase Queens Road
Peckham
Amersham Greenford Queensway
Archway Hackbridge Rayners Lane
Barnehurst Hampstead Heath Raynes Park
Barnes Harrow-on-the-Hill Seven Kings
Battersea Park Kensal Rise South Ealing
Bexley Ladbroke Grove South Kensington
Blackhorse Road Leytonstone High South Ruislip
(Overground) Road
Brondesbury Mortlake St Helier
Chessington South New Barnet Tooting
Crystal Palace Newbury Park Wembley Central
Dollis Hill Palmers Green West Ruislip
East Dulwich Petts Wood
Edmondton Green Plumstead

123The benefits of the potenti al
potential further step-free stations (street to platform) by 2031

A key measure of the relative disadvantage faced by a mobility impaired
person using the public transport network is the difference in journey
time of the quickest public transport route between points A and B
compared to a route that offers step-free access. The difference in
journey time between quickest and step-free routes is referred to as the
differential journey time. This concept is described in more detail from
page 130 in Outcomes, chapter 21 of this document.

Analysis shows that the committed package of investments together with
accessibility improvements made as part of strategic interchanges,
congestion relief schemes and new lines and extensions, together with
targeted further investment could halve the average differential journey
time by 2031, from 2010 levels.

This would also achieve an equitable spatial balance of improvements
across London, so that additional journey time using step-free routes
from any particular place were not significantly higher or lower than in
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other parts of London. This would therefore achieve the requirements of
Proposal 40 of the MTS.

Figure 19 shows all stations in London and indicates whether they are
currently step-free from street to platform, planned to be as part of the
funded programme of work, or have been considered as potential
priorities in the development of this report. Please note that:

e The indicative future step-free stations are subject to individual
feasibility studies

e This report has assumed the Chelsea Hackney line is built along its
currently safeguarded route

¢ Alignments for other proposed new lines (including High Speed 2)
and extensions are to be agreed

e Property development adjacent to stations may provide
opportunities for accessibility improvements at stations not listed,
potentially making proposed improvements at neighbouring
stations less worthwhile

Furthermore, please note that in Figure 19, as well as the analysis of
journey times presented in the Outcomes chapter:

e Stations shown as stair-free offer stair-free access to all platforms
o Partially step-free stations (ie step-free to some but not all
platforms) are not considered step-free
e Some stations in Figure 19 include National Rail and London
Underground stations as one point on the map. Some of these are
currently partially step-free but appear under a future scheme
scenario to make the whole station step-free:
e Balham i National Rail is partially step-free
e Brixton i London Underground is step-free
e Charing Cross i National Rail is step-free
e Euston 1 National Rail is step-free
e Liverpool Street 1 National Rail is step-free
e Marylebone i National Rail is step-free
e Paddington i National Rail and the Hammersmith & City line
are step-free
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Figure 19: Current, committed and potential further step-free stations
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13 Platform to train accessibility

13.1The challenge

Ensuring accessibility between the platform and train presents unique
challenges that have lead to development of a number of alternative

solutionsacr oss Londonods rail net wor ks.

The Rail Vehicle Accessibility Regulations (RVAR, 1998) prescribes a
maximum step and gap of 5cm and 7.5cm respectively to comply. RVAR
Is applicable following the introduction of new or refurbished rolling stock.
RVAR allows for the use of boarding ramps to achieve compliance.
However, this option was not pursued on the Tube for a number of
reasons, including maintaining the short dwell times at stations that is
required for a high-frequency service.

A number of platforms on L onebaibhods
curved sections of track. The unique challenge of curved platforms is
discussed in latter sections of this chapter. However, curved platforms
make it impossible to meet RVAR regulations without the use of

boarding ramps. The use of boarding ramps is irreconcilable with the

ol

service pattern across most of Londonc¢

utilisation because of the potential delay to services while deploying the
ramps. Therefore, the approach adopted at curved platforms is to
minimise the accessibility challenge, while not necessarily meeting
RVAR standards.

13.2London Underground platform to train accessibility

To comply with RVAR regulations on straight platforms, and get as close
as possible to compliancy on curved platforms, TfL will use platform
humps, lowered rolling stock and platform edge modifications.

By 2015, TfL will have replaced vehicles on the sub-surface lines,
(District, Circle, Hammersmith and City and Metropolitan), and
significantly improved accessibility between platforms and trains. The
floor height on the new sub-surface trains (pictured) will be between
15cm and 19cm lower than the current trains. The lower floors on the



trains, combined with small adjustments to some platform edge stones,
will ensure compliance with RVAR tolerances on straight platforms.

On most of the tunnelled Tube lines it will not be possible to lower the
train floors sufficiently to meet RVAR requirements. Therefore, the
concept of platform humps has been developed and trialled. Platform
humps were developed to provide an economic, pragmatic and aesthetic
solution to the issue of the step and gap and trials have been successful.
Platform humps will also provide benefits for other groups using the
Underground, including blind or partially sighted customers, people who
are unsteady on their feet or otherwise mobility impaired, those with
small children in pushchairs and customers carrying luggage or heavy
shopping.

Platform humps are always located on the same section of platform
along the length of any given line to ensure reliable step-free access at
every station. For example, on the Victoria line (pictured on page 100)
the humps are always located at carriages 4 and 5. Stations where both
step-free access from the street and step-free interchange are not
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possible, such as Pimlico, will not necessarily have platform humps
installed.

The use of permanent physical infrastructure improvements (such as
lower train floors, adjusted platform edge stones and platform humps)
rather than temporary solutions requiring staff intervention (such as

manual boarding ramps) has been supported by DfT,Di sabl ed Peopl

Transport Advisory Committee (DPTAC) and Parliament during the
introduction of previous fleets. However this preferred method of
compliance is very expensive, requiring a significant amount of capital
expenditure at each platform. However, it maintains train service
reliability, whi ch i1 s critical on Londonos

The committed programme will provide humps at all stations on the
Victoria line (except Pimlico), and at Jubilee line and Northern line
stations that are currently or planned to be step free from street to
platform. Platform modifications will be made at sub-surface platforms
where possible which will enable easier access to the new lower floor
rolling stock.
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13.3National Rail and London Overground platform to train
accessibility

The principal current means of providing step free access to National
Rail and Overground trains is through the provision of boarding ramps.

The issues and potential solutions to meet RVAR platform to train
accessibility compliance on the National Rail network are similar to those
on the Tube network. However, a further complication on the National
Rail network is that a wide variety of different rolling stock may use the
same platform.

To address the issue of wide variations in rolling stock design the draft
Network Route Utilisation Strategy proposes three generic rolling stock
types: Type 1. Long distance high speed; Type 2: inter-urban, regional
and outer suburban; and Type 3: inner suburban. The introduction of
generic rolling stock types would greatly assist in the development and
deployment of solutions to meet RVAR platform to train accessibility
requirements.
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13.4Curved platforms

Curved platforms present
particular accessibility challenges
and meeting RVAR platform to
train accessibility requirements
will not be possible.

Figure 20 demonstrates how as the degree of the curve increases, the
larger the gap needed to stop the train striking the platform. The
consequence of this is that the step at the doorways gets larger.

Figure 20: Gaps created by curved platforms
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TfL has tried to minimise the impact of this by positioning the wheelchair
compatible doorways over the fixed wheel axles at the ends of two
carriages in the middle of the train which will give the smallest gap in
most cases.
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13.5Conclusion and potential further improvements to platform to
train accessibility beyond the committed plan

The programme of committed work, once completed, will provide
improved access from platform to train at most stations on several
Underground lines. However, there are some platforms which will remain
relatively inaccessible, particularly on curved platforms.

It is intended that platform-train access will be improved on the
Piccadilly, Bakerloo and Central lines as part of their line upgrade
programmes. The work cannot be done in advance as it needs to be
consistent with the final rolling stock design, which is currently under
development.

Beyond the current committed plan:

e Consideration could be given to better informing passengers of:
¢ Which platforms are accessible
¢ Which are relatively inaccessible
e Where to board/alight on curved platforms

¢ National Rail rolling stock design that improves platform-train
accessibility
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14 Tube and National R ail trains

14.1New Tube and rail rolling stock

New rolling stock has recently been introduced on the Overground and
many National Rail routes serving London. In addition, the entire fleet of
Victoria line trains are being replaced. Further new rolling stock is
committed for the following lines: Metropolitan (complete by 2012), Circle
and Hammersmith & City (2012 - 2014), District (2013 - 2015),
Thameslink (2015-18) and Crossrail (2019). The first prototype for the
Bakerloo and Piccadilly lines will arrive in 2015 and the first of these two
fleet replacements should be complete around 2020.

All new stock is designed to meet accessibility standards, including:

e Multifunctional spaces (for wheelchairs, buggies, and luggage)
¢ Visual information

¢ Audible information

e |mproved lighting eg at doorways

14.2 Case study: Sub-surface rolling stock

All materials used are in line with RVAR. Floors are slip-resistant and
smooth for ease of movement by wheelchair users. There is a suitable
contrast between the carriage entrance and seating area to assist spatial
perception and enable visually impaired people to locate external doors.
Handrails are of the dimensions required by RVAR and also contrast
with areas adjacent to them, and there is improved audible and visual
customer information, including lights and an audible warning when the
train doors are closing.

Each passenger doorway is clearly indicated by using colour contrast.
Door opening and closing alarms will be heard inside and outside the
carriages by the doors. There is a threshold light which will illuminate
when the train is stationary and the door is released. As with the rest of
the floor surface the threshold of each door has a slip-resistant tread and
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a band of colour to highlight the leading edge making it easier to identify
so that people know where to place their feet.

Visual information is provided by four dot matrix indicators inside each of
the carriages. The character height is 35mm and contrasts with the
background. The indicators may be read from any seat in the carriage
and are never more than 4.4 metres away.
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There are four spaces within each train for the use of wheelchair users.
Wheelchair spaces are always in the centre of the train, as this is the
easiest place to board or alight at most locations. Doors leading to the
wheelchair spaces are clearly marked. The back of the wheelchair is
placed against the backboard, shown in the photograph below.

14.3Conclusion and potential further improvements to platform to
train accessibility beyond the committed plan

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

New National Rail and Tube rolling stock designs, including for the
Bakerloo, Piccadilly and Central lines, will take on board the successes
and other experience gained through new stock currently being
introduced on the Underground and recently introduced on National Rail
services.
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15 Staff availability, training and customer a ttitudes

15.1Introduction

Improving staff service and customer attitudes is an important part of
enhancing the o6whol e journey experienc

dmproving staff service and the attitudes of customers

It is recognised that the approach of some staff and the attitude of some
customers needs to reflect a more considerate approach to the needs of
all users of public transport. This can be achieved through raising
customer service standards, improved customer relations programmes
and disability awareness campaigns, so that those passengers who
require additional assistance receive it as a matter of course.

Some people with mobility difficulties may need to build up confidence
before using the public transport system independently. The Mayor will
support travel mentoring initiatives that help mobility impaired people to
become accustomed to using the ac
public transport system.

Staff that are available throughout service hours to provide assistance,
information and reassurance to all customers are particularly valued by
disabled people. All bus stations, Tube and London Overground stations
will continue to be staffed from first to last service. However, there
remains the need for greater consistency in availability and the training
of staff across the transport network.6 - MTS section 5.9.3

15.2 Travel assistance on the Underground

Tube staff can provide assistance for disabled customers on request, if it

Is safe and appropriate to do so. For visually impaired people, this may

include assistance from the station entrance to the platform and help

with boarding. The member of staff will make the driver aware of the
customer 6s destination station and, if
for assistance off the train and to the destination station exit.
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15.3TfL staff training

Accessibility training is provided
to all TfL staff whose jobs
involve assisting those with
mobility or other impairments.
The training covers a wide range
of access issues and is
refreshed at various stages
during a career. On London
Underground, all 8,000 front line
staff receive refresher training
every year. Some elements are
classroom based, and others
involve real-life practical
situations. As well as training
given to a new starter, refresher
courses are offered and specific
training relating to new
equipment or development of
new best practices is undertaken
as and when required.

Over the years, TfL has worked with organisations such as the Royal

National Institute of Blind People, SCOPE, Guide Dogs and other

di sabl ed peopl eds or tpasmaccssaililityvammg.t o c or
For example, bus driver training has been designed in conjunction with

SCOPE and all trainers providing this course are accredited by TfL

managers.

Customer feedback, i ncluding mystiyor mat i
traveller surveysi ncl uding the disabled persons
and customer satisfaction surveys also feed into course material and

helps to shape the content for the year ahead. The mystery traveller

surveys follow the whole journey approach assessing elements such as

journey planning information, staff interactions and condition of physical
accessibility-related equipment and are good ways to monitor the

effectiveness of staff training. In addition, complaints and comments from
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the Customer Service Centres are also monitored to ensure common
complaints are adequately addressed through training where necessary.

TfL also works with groups of people with learning difficulties to
understand their experience of transport services and this feeds back
into training material. TfL is exploring how these groups could be
included in the accessibility mystery traveller survey.

Better trained staff are more motivated and customer service levels are
likely to improve as a result.

15.4Bus driver training

Bus driver training is fundamental to an accessible network. Bus drivers
are given thorough training and, uniquely in London, are required to
achieve a vocational BTEC qualification. This provides new drivers with
40-50 hours training in areas such as operating the service, health,
safety and security, customer and colleague relations, and disability and
diversity awareness.

Driver training will continue, with a commitment in place to ensure all
new and existing drivers must be BTEC qualified by the end of their first
year of employment.

Bus driver training consists of three practical exercises for drivers so that
they can reflect on their attitudes towards people from a range of groups,
including older and disabled people. Classroom training forms one input
around the theory and this is used in conjunction with more practical
development, such as the use of mentors. The training covers all
disabled people, not just those with reduced mobility. TfL believes that
the quality and standard of training is very important and is working with
bus operators to ensure that by spring 2011, all classroom trainers are
qualified to a minimum standard (PTLLS i Preparing to Teach in the
Lifelong Learning Sector).

TfL recognises that driver training is vital to realising the benefits of
investment in an accessible bus network by ensuring equipment is
deployed as intended and that buses stop in the intended positions at
stops to enable step-free access.
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TiL is keen to ensure that awareness of the needs of older and disabled
bus users form an integral part of bus driver training. TfL believes the
most practical way to achieve this is for older and disabled people to
have regular ongoing dialogue with professional classroom trainers. TfL
already plans to facilitate this from 2011, involving a range of groups
representing these passengers.

15.4.1 Case study: the Big Red Book

The Big Red Book is produced
by TfL every year to give
Londondés 23,500
clear guidance on the level of
service expected from them.

Londonbés bus dr
representative
diverse population and for

many English is not their first
language. Therefore a well
written, clear and easy to refer
to guide is vital.

The Big Red Book is produced
by working closely with drivers
to understand their needs,
balancing these with the
information we need to give
them and working to turn it into iR faie i e
an appealing document that

drivers will want to pick up and

use.

110



15.5Public attitudes

Attitudinal barriers to travel and the fear of harassment are significant

barriers to travel and limit disabledp e opl eds tr 8w el hori zo
developing confidence that service standards will be consistent and that

other transport users know the issues disabled people face and behave
accordingly, travel choice for disabled people will be improved.

TfL will continue to focus on responsible behaviour through its work with

schools and other young people 6 s or gani s awillbens and th
supplemented through engagement activityviaeTf L6 s y o,uet h panel
launching the TfL considerate travel marketing programme (example

pictured below) and other means.

Future phases of the programme are
expected to include a wheelchair user:

111



15.6Conclusion and potential further staff improvements beyond
the current plan

Staff - whether employed by TfL, contactors or train operating companies
- are well trained and provide a good service. However, there is a need
for continuous feedback and refinement, for example, of training
methods and the ways in which staff are deployed.

TfL could continue to strengthen the link between customer feedback
and operational staff training and continue to involve disabled people in
the design of training where appropriate.

Recognition of good performance through an accreditation or awards
scheme developed withdi sabl ed p e sgidngcddd helptg a
bulddi sabl ed p e op lareuddctraveling ihdepkreentyeThe
awards would be for consistent excellent performance and could cover
bus operators, schools and colleges, as well as TfL staff.

Rail franchise specifications could include a requirement for a certain
level of station staffing, or staff visibility and availability.
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16 Door -to-door transport

Door-to-door transport can, in most cases, pick up and drop off
passengers anywhere. The aim is to provide transport options for people
for whom the mainstream transport network remains inaccessible.

16.1Dial-a-Ride

Dial-a-Ride is a free door-to-door transport service for disabled people
who cannot use buses, trains or the Tube. It can be used for many types
of journeys, making it easier for disabled people or people with lower
levels of mobility to go shopping and visit friends. Eligibility for Dial-a-
Ride membership includes those people who have a permanent or long-
term disability which means they are unable, or virtually unable, to use
mainstream public transport services some or all of the time.

Dial-a-Ride is a popular service, currently catering for around 1.3 million
trips a year. Customer satisfaction rating is also running at more than 90
per cent. Funding has significantly increased over the past few years,
delivering a number of enhancements including: scrapping fares,
introducing new low-floor minibuses (pictured below) and making
improvements to the call centre and booking system.

Londo on Dial - Rice

‘I,;

Dial-a-Ride is continuing its fleet replacement programme and is working
to identify and implement better working practices to improve the
efficiency of service delivery and customer experience. However,
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