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Department for Transport Accessibility Action Plan Consultation 
A transport system for everyone 
 

The following is a response from Bus Users UK, the non-profit group that champions the rights of bus 

and coach passengers.  

As well as campaigning for better bus and coach services, we are an approved Alternative Dispute 
Resolution (ADR) Body for bus and coach passengers, and the body which deals with complaints 
under the European Passenger Rights Regulation (outside London). 
 
Our response to the consultation is based directly on feedback from bus users across the country. 

Consultation Question: How well do you feel the national bus concession in England succeed in 

supporting the local transport needs of disabled people, and how might it be improved? Please be as 

specific as possible in your response.   

Consider if the eligibility criteria covers everyone with a disability or impairment – people with long 

term mental health problems or in the early stages of dementia are not currently eligible for the 

scheme. 

Many subsidised services are being cut and replaced with demand responsive services which may be 

more suitable for disabled pass holders, but the passes are not accepted and a fee is payable. This 

should be reviewed. 

Consultation Question:  When you use a train, what has been your experience of accessibility 

equipment, such as the passenger announcements (either audible or visual), accessible toilets or 

manual boarding ramps, or other accessibility features)?  For example, do you find this equipment 

reliable, and if not, how could train operators better ensure reliability or assist you? 

We have summarised the actions contained in the Training and Education section above and would 

welcome your feedback. Do you agree or disagree with the actions proposed?  Are there any other 

areas which require further attention? Please explain why.  

Work also needs to cover hidden disabilities. It also needs to be made clear to operators that anyone 

using a disabled pass should not be judged by front line staff as to whether their pass was issued or is 

being used appropriately. 

Consultation Question: As a transport user, what has been your experience of using transport 

services? In particular, how would you assess the levels of understanding of transport providers and 

staff of the needs of disabled people (i.e. those with cognitive, sensory or physical impairments 

including dementia, autism or mental health conditions)?  We would welcome any experiences 

(positive or negative) that you wish to provide. 

People with hidden disabilities are often unfairly judged and assessed because their condition may 

not always seem apparent. This should not happen when providing a service. 
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The industry needs to have a greater understanding of the difficulties these groups of people face 

and their legal right to be treated equally.  

Training needs to be provided so that people with direct contact with users of their services 

understand that the provision of information in a manner that would be expected to make sense to a 

regular transport user may not be easily received by someone with certain disabilities. 

The journey starts at home and many websites or timetables are very confusing. Once the passenger 

has planned their journey and found the departure point, the signage at the stop is very often poor – 

cluttered and irrelevant information; inaccurate, incomplete or missing timetable information; stop 

flags set too high and no indication of which side of the road leads to which destination. 

Once passengers get on the bus, they can be met with poor service from the driver, who may be 

unwilling or lack skills to offer assistance when a passenger is confused. Drivers will often interpret 

the lack of eye contact or poor communication inherent in certain conditions as rudeness, and thus 

become unhelpful. 

Bus design also needs to be considered – whilst many people enjoy the social aspect of the bus and 

are happy to engage with people from their community, some people with low communication skills 

can become stressed by the design of a bus where they sit opposite or too close to people. 

AV on buses is very useful to people with cognitive impairment, but both the visual and the audio 

information need to be switched on and the right level of sound used, which is not always the case.  

Consultation Question: What additional action could Government, regulators or transport bodies 

take to ensure that transport providers and staff have a better understanding and awareness of the 

access and information needs and requirements of passengers or transport users with less visible 

disabilities (i.e. those with sensory or cognitive impairments including dementia, autism or mental 

health conditions)? 

Operators need to accept that if a passenger has a concessionary pass for whatever reason, the 

driver should not question its validity. 

Staff need training in good customer service and specifically be helped to assist someone who is 

experiencing difficulties, whether they have a recognised impairment or not. 

Consultation Question:  As a passenger or organisation representing disabled people, what is your 

experience of trying to travel spontaneously?   

• What steps could transport providers and operators take to promote or reduce restrictions to 

spontaneous travel?  

Buses provide a service which can be accessed spontaneously. Operators need to bear in mind the 

need to keep cash payment as an option for those who have not got a pass or payment card, so 

passengers can be spontaneous. Cashless buses offer an increase in boarding speed but sets up a 

clear barrier to travel for irregular passengers, especially those in the lower income quartile of 

society. 

• What action could Government, regulators, transport operators or providers take to increase 

spontaneous travel? 

Ensure that a wide variety of bus priority measures are introduced wherever congestion is a problem, 

ensuring that the fastest way to a destination in a busy area will be by public transport.  
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Support a media campaign that promotes the use of buses for local journeys  

Consultation Question:  As a transport operator or provider, what is your experience of enabling 

spontaneous travel for disabled people?  

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

Bus Users UK has encouraged consultation with passengers of all kinds, including those with physical 

and mental health issues. We have also provided direct training to operators’ customer service staff 

on dealing appropriately with passenger telephone calls where a mental health issue seems to be 

present. Further training would be helpful to ensure all bus and coach operators could benefit.  

• What action could Government, regulators or other bodies take to help support you to provide 

spontaneous travel for disabled passengers? 

Strengthen the requirement for local authorities to provide socially necessary services as per Section 

63 of the 1985 Transport Act in order that when a decision is taken to travel, a service exists for most 

communities. 

Ensure that all bus stops are required to carry up to date timetable information within 24 hours of 

any changes made. Given the lead-in time to changes being registered with the Traffic Commissioner, 

there seems no reason why a plan should not be in place to update the information at bus stops at 

the correct time.   

Consultation Question:  When you purchase a ticket using a vending machine, what has been your 

experience of accessibility?  For example, do ticket machines provide clear information? Are you 

able to book the correct ticket? Are there any particular issues that we need to consider when 

designing or delivering smart ticketing programmes? 

We have summarised the actions contained in the Building Confidence and Empowerment section 

above and would welcome your feedback. Do you agree or disagree with the actions proposed? Are 

there any other areas which require further attention? Please explain why.  

•  Action 30: We will work with representative bodies (e.g. the Confederation of Passenger Transport 

(CPT) and the Rail Delivery Group (RDG)), and will support the work of regulators (such as the Office 

of Rail and Road), to encourage greater promotion of information about the rights of disabled 

travellers and what they are entitled to expect in terms of service and facilities, as well as developing 

easier ways to register complaints when things go wrong.  

Bus and coach passenger rights are covered under the European Passenger Rights Regulation which 

is statutorily monitored by Bus Users UK, so it makes sense to include these in this work. 

•  Action 33: We will continue to identify and support initiatives for promoting and supporting travel 

training, mentoring and buddying schemes.  

Agreed. We would like details of what funds will be made available to do this and what the process 

of application would be, to be made public.  

Consultation Question: We would welcome views, particularly from disabled passengers, on the 

current systems for resolving transport disputes, and whether processes could be further improved. 

Bus Users UK is the only registered Alternative Dispute Resolution body for bus and coach passengers 

and also the body which deals with complaints under the European Passenger Rights Regulation 

(outside London), and there is a requirement for operators to let unhappy passengers know about 
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their rights and options in these regards. There is a need for that requirement to be made clearer to 

all operators by government so that they do not find themselves in breach of these rules and laws. 

Consultation Question:  As a person with a hidden or less visible disability or impairment, or in an 

organisation representing people with hidden disabilities, we are keen to receive your views on the 

desirability and feasibility of introducing a national assistance card.  We have listed some questions 

below which you might find helpful in responding. However, the questions below are not exhaustive 

and you should not feel restricted by them:  

• Do you have a hidden disability or impairment? If yes, do you feel the need to communicate your 

needs to transport staff?  

• What has been your experience of communicating your needs to transport staff or fellow 

passengers?  

• Have you ever used a tool to communicate your assistance needs to transport staff? What did you 

use? What has your experience been?  

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

For those who are eligible, it may be worth considering adapting concessionary travel passes to show 

assistance is required. The Helping Hand scheme on the south coast, originally introduced by 

Brighton & Hove Buses but now widely accepted across the area for all public services, would be a 

good model for a separate national assistance card is deemed useful. The scheme also includes a 

promise to disabled passengers of a free taxi journey if the bus is full or otherwise unable to carry the 

disabled person.  

Consultation Question:  How can the Department for Transport support Community Transport 

Operators further? 

We have summarised the actions contained in the Strengthening our Evidence Base section above 

and would welcome your feedback. Do you agree or disagree with the actions proposed? Are there 

any other areas which require further attention? Please explain why.  

•  Action 40: In 2017, we will commission research to further understand the barriers to travel for 

individuals with cognitive, behavioural and mental health impairments, and help us to develop 

potential measures to improve accessibility.  

Agree 

•  Action 41: By 2018, we will commission research to quantify the economic, social and commercial 

benefits of making passenger transport more accessible.  

Agree 

•  Action 42: DfT is working with the RSSB to launch an innovation competition in September 2017, 

which will find solutions to reducing the cost of accessibility improvements at stations, including the 

availability of accessible toilets. This competition will also focus on making improvements for those 

with hidden disabilities.  

Agree – we trust that disabled passengers will be involved in the process. We would hope this could 

be extended to cover bus and coach stations and take into account interchange route between 

transport modes.  
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•  Action 43:  We are also investing in a new rail innovation accelerator which will look at how the 

availability of accessible facilities can be improved.      

•  Action 44: We will ensure that DfT innovation competitions highlight the need for prospective 

funding recipients to consider accessibility within their project proposals, where projects impact on 

transport users.  

Agree. As per above, the importance of accessible interchanges should be key.  

Action 45: We will develop and deliver (with input from DPTAC) training for civil servants in the 

Department to include the law and good practice with respect to disability awareness and equality 

issues. 

Agree 

Action 46: We will work with the Welsh Government and the Minister for Equalities to understand 

the impact of the introduction of these new powers in Wales, and their potential applicability to the 

English jurisdiction.  

Action 47: We will support work with local authorities to raise their awareness of the Public Sector 

Equality Duty under the Equality Act 2010 in relation to local transport and transport facilities.  We 

would welcome your feedback. Do you agree or disagree with the actions proposed? Are there any 

other areas which require further attention? Please explain why. 

This would be very useful but also needs to be considered in the context of duties on local authorities 

conferred by Section 63 of the 1985 Transport Act, requiring the provision of socially necessary 

services. The importance of good practice in undertaking Equalities Impact Assessments to take all 

disabilities into account also needs highlighting. 

Action 48: We will develop, in consultation with DPTAC, effective ways of measuring travel patterns 

and trends among disabled and older people over time as a basis for targeted policy initiatives. We 

would welcome your feedback. Do you agree or disagree with the action proposed? Are there any 

other areas which require further attention? Please explain why. 

Agree. Research should also be extended as to why disabled people are not using public transport, so 

as to put in place measures that could help them to access public transport. 

Proposed Community Transport legislation requiring all community transport drivers to be fully-

trained as professional drivers will damage the sector‘s ability to recruit volunteers. There should be 

a different mechanism for dealing with services which have the potential for competing with 

commercial operators, on the odd occasion when this happens. A suggested means of doing so has 

been submitted to DfT.  

PLEASE NOTE: Bus Users would be happy to discuss our views and findings, and share our knowledge 

with Department for Transport officers.  

FURTHER INFORMATION 

Bus Users UK – www.bususers.org 

Chief Executive Officer – Claire Walters 

Director for England – Dawn Badminton-Capps 

Email: enquiries@bususers.org 

Telephone: 0300 111 0001 

http://www.bususers.org/
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