Transport for All. Accessible transport if our right

Get Moving. A Guide to London’s transport services for older and disabled people 
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About us and our services.

Transport for All has been championing the cause of accessible transport in London for two decades.

We provide specialised advice, information, advocacy and training to both service users and providers of accessible transport in the capital.

Our ethos has always been the belief that disabled and older people have the right to travel with as much freedom and choice as everyone else.

Although accessibility standards are improving, large areas of the transport network still remain inaccessible. While the work to change this situation continues, disabled and older Londoners need the latest information to get from A to B.

We have compiled this booklet to do just that – gathering together information and tips to keep you moving.

Our telephone lines are open Monday to Friday,10am– 5pm. The support we provide is free of charge and available to anyone that contacts us.

We are always happy to assist you with all your transport enquiries ranging from journey planning,

application forms for Dial-a-Ride, Blue Badge and other travel schemes like community transport.

We can also act as advocates on your behalf and take up complaints when services let you down.

Tel: 020 7737 2339

Fax: 020 7737 2231

Email: contactus@transportforall.org.uk

All of the information in this booklet is also available on our website: www.transportforall.org.uk.

If you would like any of this information in an alternative accessible format then please contact us.

This booklet forms part of the ‘Get Moving’ Project funded by London Councils

London-wide transport.

Docklands Light Rail (DLR)

The Docklands Light Railway runs to East London From Bank or Tower Gateway stations. Built in the 1980s, it was designed to be the first fully accessible railway in the UK, providing easy access for disabled and older people. All DLR stations have

lift or ramp access to the platforms and relatively level access to the trains.

The gap between the platform edge and the train is around 75mm(3 inches) and the step up or down between platform and train is around 50mm (2 inches).

A free map of the DLR along with Tube and Train connections can be obtained from Transport for London Tel: 0845 330 9880 or contact us on Tel: 020 7737 2339.

The DLR stations are also included on the underground map

London Underground

Currently only a small percentage of tube stations have some degree of step free access. This means that they are accessible from the street to the ticket hall, from the ticket hall to the platform and from the platform on to the train. Other stations on the

network have a variety of steps, gaps and obstacles which may prevent you from travelling or make your journey longer.

Planning ahead

We believe the key to accessible tube travel is to plan ahead. Transport for London produce a good range of accessible maps in various formats. You can order

them for free by calling the Customer Service Centre on Tel: 0845 330 9880 or by visiting their website www.tfl.gov.uk/gettingaround. 

We can help you plan your journey. Contact us on Tel: 020 7737 2339 for detailed information about the size of the gaps between the platform and the train

or for the number of steps at a station.

For general journey planning you can call Transport for London on Tel: 020 7222 1234 /Minicom 020 7918 3015 or visit www.tfl.gov.uk to use the online Journey Planner.

Accessing the service

All Underground staff have had disability equality training and should be able and willing to assist you. You can ask for help with tickets, travel information and boarding the train.

Ticket offices are fitted with induction loops, which you can use by switching your hearing aid to the T position.

If you have an assistance dog, staff will help you to avoid escalators where possible, or stop them to allow you and your dog to walk, however this may not be

possible at busy times.

A member of staff should help you onto the train and if necessary, help you find a seat. They will then call ahead to your destination or interchange stations and

arrange for a member of staff to meet and assist you there too.

All trains have priority seating, clearly marked next to the doors. These are for disabled people, pregnant women, older people and those travelling with

children. Customers are expected to vacate these seats if they see someone who requires a seat. If no one offers, feel free to ask.

District, Jubilee and Northern lines have multi purpose areas suitable for wheelchairs, luggage and pushchairs.

All trains, apart from the Metropolitan line and some District line trains, have automatic voice announcements. These announce the next and current stations and the destination of the train. Service disruption will be broadcast by the driver using the public address system.

Top Tips

Almost all Underground Stations with car parks have some accessible spaces, free to use for Blue Badge holders. Check before you travel by calling Tel: 020 7737 2339

The District, Jubilee, Northern and Piccadilly lines have visual information displays inside the train. These show the next and current stations and the destination of the train.

Not all underground stations have accessible toilets. There is a map indicating which stations have them, so either call us for information or we can send you the map. 
Tel: 020 7737 2339.

You will need a Radar key to unlock the toilets at Underground stations. The keys cost £3.50. Call Radar on Tel: 020 7250 3222.

Top Tips

Many ‘accessible’ stations have a step onto the train which may be as high as 300mm (12 inches). Please check whether you can manage this before you travel.

London buses

London has the largest accessible bus fleet in the world—in theory at least! However, a number of recurring issues still restrict access to the capital’s vast bus network.

Accessing the service

Wheelchair spaces onboard are frequently occupied by baby buggies. This is despite the fact that wheelchair users should take priority. We would advise bus travellers to request the driver’s intervention and if that fails urge the driver to radio behind to the next bus to ensure that it has an unoccupied space.

No London bus should leave the garage with a faulty ramp. Unfortunately many still do and they are not often reported in time. Some bus companies are better than others when it comes to ramp maintenance. If you encounter a bus with a faulty ramp – report it!

We can help with this, read our making a complaint section on page 17.
Don’t be too shy to ask the driver to lower or ‘kneel’ the bus so you can board more easily. The bus has been designed to do this and the driver has been trained to operate this function when requested. They only have to push a button. 

The ibus project is now complete and 8000 buses use Automatic Vehicle Location (AVL) technology. This system informs passengers of the bus location

with visual displays and audio announcements. If the system doesn’t seem to be working, speak to the driver.

Assistance dogs are welcome on all buses.

Rollators, walkers, walking frames and other mobility aids London Buses’ policy on mobility aids is somewhat unclear. Most bus drivers will not lower the ramp for mobility aids; however, you can request that the bus is lowered so you can board  more easily.

When using your mobility aid please note that you will not have priority over wheelchairs or prams in the wheelchair space. This situation may change in the near future as London Buses are seeking to consult with users on this issue.

For the most up to date information on this issue in your area, call Transport for All on Tel: 020 7737 2339.

Mobility scooters

London buses have been working to clarify what their exact policy is on this issue. While this is being worked out our advice is not to attempt to board the bus on

your scooter and risk being turned away and stranded.

Top Tips

To find out which bus company operates a certain route, you can call our office on 020 7737 2339 and we will look it up for you.

Riverboats

Taking a river boat on the Thames is an enjoyable way to get around the capital, especially in the summer. There are many boat companies that operate the River

Boat Services, so the services and discounts available may vary.

Check before you travel by calling us on Tel: 020 7737 2339 or the River Boat Information Line on Tel: 020 7941 2400.

Most piers are wheelchair accessible as they are ramps, but some of the smaller boats do not have a ramp to actually board the boat. Many riverboats are accessible and the newer boats have accessible toilets. Ask at the kiosk when you buy your ticket.

Many operators offer 50% off the normal advertised adult fare on production of a valid Freedom Pass at the time of travel. Senior Citizen rates apply to those of pensionable age who are not Freedom Pass holders.

Train services

Train services in and around the capital fall under the control of a number of train operating companies, including London Overground, which is run by Transport for London. 

As with the underground, the access issues affecting train services include gaining access to station platforms and the step and gap between the train and the platform.

Train operating companies (TOCs) can usually arrange for staff to meet disabled travellers at both ends of your journey and provide assistance in boarding the train. This is called assisted travel.

Similar arrangements can be made if you need to change trains. You should book at least 24 hours in advance, but the service can be available if you telephone on the same day. 
All train companies are required by law to provide a service from your nearest station. If that station is not accessible then they should pay for a taxi to take you to the nearest station that is. You will need to give the train company 24 hours to arrange this.

Top Tips

You cannot travel for free using your Freedom pass on some train lines before 9.30am. Check before you go.

Train operating companies assisted travel contact numbers

C2C

Tel: 01702 357640

Minicom/textphone: 08457 125 988

Chiltern Railways

Tel: 08456 005 165

Minicom/textphone: 08457 078051

Cross Country Trains

Tel: 0844 811 0125

Minicom/textphone: 0844 811 0126

East Midlands Trains

Tel: 08457 125 678

Minicom/textphone: 08457 078 051

First Capital Connect

Tel: 0800 058 2844

Minicom/textphone: 0800 975 1052

First Great Western

Tel: 0800 197 1329

Minicom/textphone: 0800 294 9209

London Overground

Tel: 0845 601 4867

Press 6 for an advisor

Gatwick Express

Tel: 0845 850 15 30

Minicom/textphone: 0845 8501530

Grand Central

Tel: 0844 811 0071

Heathrow Express

Tel: 0845 600 1515

London Midland

Tel: 0800 092 4260

Minicom/textphone: 0844 811 0134

National Express East Anglia

Tel: 0800 028 28 78

Minicom/textphone: 0845 606 7245

National Express East Coast

Tel: 08457 225 225

Minicom/textphone: 08451 202 067

South West Trains

Tel: 0800 52 82 100

Minicom/textphone: 0800 692 0792

South Eastern Railway

Tel: 0800 783 4524

Minicom/textphone: 0800 783 4548

Southern Railway

Tel: 0800 138 1016

Minicom/textphone: 0800 138 1018

Virgin Trains

Tel: 08457 443366

Minicom/textphone: 08457 443367

Wrexham and Shropshire

Tel: 0845 260 5200

Travel schemes

Disabled Person’s Railcard

The Disabled Persons Railcard will entitle both you and an adult companion to one third off the cost of most rail fares throughout the UK. You have to buy the card, currently charges are £18 for a single year or £48 for three years.

Eligibility

You will be eligible for a Disabled Person’s Railcard if you meet any one of the following criteria:

•
Are registered as having a visual impairment

•
Are registered as deaf or use a hearing aid

•
Have epilepsy and either: have repeated attacks

even though you receive drug treatment or are

currently prohibited from driving because of

your epilepsy

•
Receive Attendance Allowance

•
Receive Disability Living Allowance at either:

the higher rate or lower rate for getting

around (mobility); or the higher or middle rate for help with

personal care

•
Receive Severe Disablement Allowance

•
Receive War Pensioner’s Mobility Supplement

•
Receive War or Service Disablement Pension

for 80% or more disability 

•
Are buying or leasing a vehicle through the Motability scheme.

For an application form

Call Transport for All on Tel: 020 7737 2339. 
Contact Railcard on Tel: 0845 605 0525, Textphone: 0845 601 0132  
Email: disability@atoc.org 

Address: Rail Travel Made Easy, PO Box 11631, Laurencekirk, AB30 9AA.

Senior Railcard

If you are over 60 then you are eligible for a Senior Railcard.

It costs £24 for one year or £65 for 3 years and entitles you to a third off the cost of all standard and first class train fares in the UK. The card can be purchased at all major train stations. You will need to prove your age with a passport, driving licence or birth certificate.

Top Tips

Disabled Person’s Railcard application forms and information leaflets are available

in easy read, large print and Braille formats, and the information leaflet is also available in audio format.

Dial-a-Ride

Dial-a-Ride is a membership scheme run by Transport for London which provides a bookable door-to-door minibus service free of charge for disabled and older people who have difficulties accessing public transport.

Eligibility

You are automatically eligible for membership if you are:

•
a current member of Taxicard

•
receive the Higher Rate mobility Component of DLA

•
registered blind

•
aged 85 or over

•
in receipt of Higher Rate Attendance Allowance

•
in receipt of a War Pension Mobility Supplement.

Don’t worry if none of the above criteria are applicable. You can still apply to use the service if your impairment affects your mobility and you have trouble using public transport. Simply attach a statement to the application form, listing exactly what your impairments are and how you are disabled.

Transport for All can send you an application form and help with any questions you have when completing the form.

Call us on Tel: 020 7737 2339.

Or you can contact Dial-a-Ride direct:

London Dial-a-Ride Customer Liaison Unit,

Progress House, 5 MandelaWay, London SE1 5SS.

Tel: 0845 999 1999 Fax: 020 7027 5801.

Making a booking

The Management Control Centre is the call centre where all the bookings are taken. When demand for the service is high (9am– 11am) it can be difficult to get through, so prepare to be kept on hold. It is often better to ring outside these hours. However, if you  want a next day trip then you may not have a choice. When you are booking a trip it helps to be as flexible as possible about when you can travel. By the nature of the service, Dial-a-Ride may pick up other service users on the way to your destination. This can sometimes prolong the journey so ensure that you leave enough time to take this into account. There is also a 15 minute window either side of the

time you booked for – so always be ready 15 minutes before your pick up time.

Dial-a-Ride may not be the best option if you are attending an appointment or any event for which you have purchased tickets as they cannot guarantee your drop off time. 

Dial-a-Ride will not take you to a hospital appointment – it can only take you to ‘high street’ medical appointments like the GP or Optician.

Regular bookings: If you want a trip to the same place ant the same time every week, then you may be able to secure a regular booking. This If you want to travel further than means you don’t have to ring the call centre each week, the vehicle will turn up on the specified day at the time arranged. Unfortunately there is a substantial backlog on regular trips being allocated. Get your name on the waiting list when you ring the call centre and chase it up after a few weeks.

According to TfL, Dial-a-Ride should be able to take you within a five mile radius of your home. However, in practice this does not often happen – with mostly only requests for very local trips being accepted.

Top Tips

The more information you can provide on your application form the better. This should speed up your application process which can take up to 3 weeks. Make a copy of everything you send too.

If you want to travel further than 5miles, then you may be able to get Dial-a-Ride to drop you off at an accessible station or bus stop to continue your journey. Please feel free to contact us for more advice.

Taxicard

London Taxicard Scheme is funded by 32 participating London boroughs and the Mayor of London. It aims to provide door-to-door transport for disabled and older people who have mobility impairments and difficulty in using public transport.

The Taxicard contract is operated by Computer Cab. Your Taxicard allows you to make a set number of subsidised journeys in licensed London taxis. The number of trips you are allocated differs depending on which borough you live in.

Contact us or your local council’s Taxicard department for more information about numbers of trips.

Eligibility

You are automatically eligible for membership if you:

•
Receive the Higher Rate Mobility component of the Disability Living Allowance,

•
Are registered as Severely Sight Impaired/Blind (Being Partially Sighted does not allow automatic entry)

•
Receive a War Pension Mobility Supplement

If you are not in one of the above categories you may still apply, but you may be asked to provide further detailed personal information.

Local boroughs are tightening up the assessment process. List exactly what your impairments are, how you are disabled by inaccessible transport services, and what effect this has on your daily life. Many boroughs now conduct eligibility assessments carried out by occupational therapists. You may be invited to one where you will be asked questions about your impairments and how they prevent you from using public transport – as well as being monitored while you walk a certain distance. 
You may also be asked how you have travelled to the assessment.

Call Transport for All on 020 7737 2339 for an application form or contact 

London Councils Taxicard, New Zealand House, 80 Haymarket, London, 
SW1Y 4TZ. Tel: 020 7934 9791

Westmister Council run their own Taxicard scheme. If you live in Westminster 
Tel: 020 7641 2266

Using the service

The Taxicard Call Centre is based in Scotland and is generally good in answering calls quickly – although you may be kept on hold occasionally. There is a 15 minute window either side of your booking time, so make sure that you are ready to

travel 15 minutes before your pick up time, otherwise the meter will be ticking!

Taxicard does offers you a service that means you can be called to let you know when your taxi has arrived.

For short journeys you pay a flat fare and your subsidy will cover the rest. However these limits vary depending upon the time of day, and in which borough you are resident in. It is worth keeping a record of what exactly these limits are.

As an approximate guide, you will pay £1.50 for a journey costing up to £11.80.

If the meter charge for your journey is more than this fare limit, you will have to pay your flat fare plus the difference between the fare limit and the metered charge.

Some boroughs allow you swipe you card twice to allow for a longer subsidised journey (this is sometimes known as stagecoaching).

Check before you travel if you need to use this facility.

Top Tips

If you have booked your taxi the day before, call 30minutes before its expected arrival time to check the cab is on its way.

Capital Call

Capital Call was introduced by TFL as an addition to Taxicard in the boroughs where black cabs are scarce, and currently operates in Bexley, Ealing, Enfield, Haringey, Hillingdon, Hounslow, Kingston, Lambeth, Lewisham, Merton and Southwark.

You must be a member of Taxicard to use Capital Call and you have to join a waiting list until a space becomes available as the scheme is currently running at capacity. 

When you make a booking, capital call arranges for a local minicab firm to collect you. You will pay a flat fare of £1.50 for anything up to £11.80. The remainder, in this case £10.30, is taken From a £200 per year budget allocated to each member by TfL. For any amount over £11.80, the member must pay £1.50 plus the difference.

Multiple swiping (stagecoaching) is permitted on Capital Call for fares of up to £59, which is five times the trip subsidy until 31March 2010. After that it will be reduced to 3 times the subsidy. Call Capital Call to register on Tel: 020 7275 2446.

Disabled Person’s Freedom Pass

A Freedom Pass entitles the holder to 24-hour free travel across Transport for London’s networks, except for some river boats where Freedom Pass Holders pay half the usual price.

Travel is free for Freedom pass holders on London Overground services, but please be aware that not all rail services in London are part of the London Overground network.

You are eligible for the Disabled Persons Freedom Pass if:

•
You receive the higher rate mobility component of Disability Living Allowance

•
You receive mobility supplement to a war pension

•
If you are registered blind or deaf

•
If you have no use of your arms for ordinary purposes

•
If you have a learning disability and are registered with Social Services as such

•
If you have severe mobility difficulties as such that you cannot walk 100 yards without stopping, or without severe pain

•
If your disability prevents you from holding a driving licence, or you are on long term medication which has side effects which prevent you from driving.

To obtain a Disabled Person’s Freedom Pass you must apply directly to your local council. The criteria for the Disabled persons’ Freedom pass have been laid down by the Department of Transport in the Transport Act 2000. A number of local authorities

may ask you to attend an eligibility assessment carried out by occupational therapists. You may be asked questions about your impairment(s) as well as being monitored while you walk a certain distance. You could also be asked how you have travelled to

the assessment itself. If you feel that you do meet the above criteria but have been refused a disabled persons pass – then contact us and we may be able to help you lodge an appeal. Tel: 020 7737 2339.

Senior Citizen’s Freedom Pass

If you are 60 or over you are entitled to a Freedom Pass. In most boroughs you have to apply for your pass at the Post Office. If you are unsure please call us on Tel: 020 7737 2339.

New style Freedom Passes in 2010

In early 2010, all Freedom Pass users will need to apply for a new-style pass because the current passes will stop working on 31March 2010. You will be able to apply to renew your pass between January and February 2010. People who become eligible for a Freedom Pass for the first time from January to March 2010 will be issued with the new style pass when they apply.

The new pass will look similar to concessionary passes issued elsewhere in England but will include improvements to the technology to enable it to be used on public transport outside London and to make the card more secure.

The new Freedom Pass will be valid for five years rather than two years. This makes them very valuable. In order to reduce the risk of fraud, the new style pass will incorporate a photograph of the owner on the card itself rather than on a separate photocard as is currently the case.

Providing the additional features needed to personalise each card means that the cards will take up to 10 working days to produce from the date of application. Given this, Freedom Pass users will not get the new pass immediately over the counter as in previous years.

However, if you renew during the months of January and February 2010 you will not be without a valid pass as the new-style pass will be sent to you through the post before the end of March 2010. There will be an advertising campaign to support the

renewal but if you want the latest information visit the Freedom Pass website: www.freedompass.org

The Freedom Pass telephone support line is 020 7934 9633 (Mon–Fri, 0900–1700hrs)

Blue Badge

The Blue Badge scheme is a Europe-wide scheme that entitles disabled people to additional parking rights. You do not have to be a driver or own a car to obtain a Blue Badge.

You need to apply to your local council to get the badge.

Those who are automatically entitled include people who:

•
Are registered blind

•
Receive the higher rate of mobility component of DLA

•
Receive a war pension mobility supplement

•
Have a vehicle supplied by or subsidised by a government grant.

Anyone who has mobility impairments as such that they are unable to walk 50 yards without stopping, or has no use of their arms is also eligible. If you are deemed eligible for any other form of travel benefit, such as the Freedom Pass for example, this is not relevant to your eligibility for a Blue Badge.

Similarly, your council cannot refuse you one benefit on the grounds that you use another. The Blue Badge is issued under completely separate legislation, and councils don’t have any discretionary powers to change the criteria.

Using the scheme

Blue Badge holders are entitled to:

•
Park at a meter or in a pay and display area, unless there is a notice to the contrary

•
Ignore time limits applying to other drivers, unless otherwise stated

•
Park on single or double yellow lines for up to 3 hours, except where there’s a ban on loading or unloading.

You can put the badge in the window of any car, as long as you are also in the vehicle yourself. The badge has to be displayed in the car whenever the vehicle is in use by you.

Blue Badge holders are also exempt from the Congestion Charge. It costs £10 to register for exemption and you can have two cars registered at any one time. To get a form contact Transport for All, Tel: 020 7737 2339.

Having a Blue Badge will not entitle you to park in places where there is no loading, in a bus or cycle lane, where there are double white lines down the middle of the road, on a clearway or red route, or in many other places.

You can now get the Blue Badge map sent direct to your mobile phone. It covers the whole of the UK and shows parking bays, accessible toilets, petrol stations and local council parking rules. You need a phone that can connect to the internet.

Text Blue to 83377 (standard rates apply).

Non-emergency patient transport

The patient transport services are responsible for transporting people to and from hospital appointments. 

Currently individual NHS Trust hospitals contract a service provider to supply and manage transport to their patients.

The London Ambulance Service, which used to supply the service for most London hospitals now provides only around a third of London’s services. Other contracts are held by private companies, Including minicab firms and organisations such as the

St John’s Ambulance Service. Regrettably, no central and unified system exists for the administration of non-emergency patient transport services.

Each NHS Trust has its own procedure for arranging transport. Most require either your GP or hospital doctor to authorise the booking of transport.

However, others such as St Bart’s and Guy’s and St Thomas’, run their own booking schemes. The best advice is to mention to your GP at the time of your referral that you might need transport to and from the hospital. If you are already a hospital patient then check with your hospital doctor how you go about arranging transport.

Be aware that at present, patient transport tends to involve long waits, and there is clear evidence that some disabled people use Taxicard for hospital journeys because they find the Patient Transport Service so unreliable. However, having a Taxicard

is not grounds for the Patient Transport Service to refuse you transport.

Many Patient Transport services will ask you a series of questions over the phone to asses your eligibility for the service. These questions can include if you can use public Transport, if you have a Blue Badge, or whether you have a motability vehicle or a family member with a car. Please consider your responses to these questions carefully as they will determine whether you will be allocated Patient Transport.

If you have been unfairly denied Patient Transport, or are unhappy with the level of customer service you have received then contact Transport for All and we will be able to advise you and contact the hospital on your behalf. Tel: 020 7737 2339.

Community Transport

Community Transport is a vital link in the accessible transport network.

London is lucky to have a large number of local schemes that all work hard to provide a much needed and valued service to the capital’s disabled and older communities.

Community Transport organisations are voluntary sector organisations that vary between boroughs both in size and the services they provide.

Some organisations offer door to door services for individuals, while some only provide services for local groups. Some CT’s hire out their vehicles with or without drivers. Phone your local organisation for more details.

Camden, City of London, Greenwich and Redbridge do not have a Community Transport Service.

•
Barking & Dagenham: 020 8252 5930

•
Barnet Community Transport: 020 8359 5014

•
Bexley Accessible Transport: 01322 311333

•
Brent Community Transport: 020 8838 1353

•
Bromley Community Transport: 020 8663 6286

•
Croydon Accessible Transport: 020 8665 0861

•
Ealing Community Transport: 020 8813 3210

•
Enfield Community Transport: 020 8363 2255

•
Hackney Community Transport: 020 7275 2400

•
Hammersmith and Fulham: 020 8741 5311

•
Haringey – residents of Haringey can access the services provided by Hackney Community Transport.

•
Harrow Community Transport: 020 8427 6619

•
Havering Community Transport: 01708 764 914

•
Hillingdon Community Transport: 020 88455228

•
Hounslow Community Transport: 020 8572 8204

•
Islington – residents of Islington can access the services provided by Hackney Community Transport. 

•
Kensington and Chelsea Community Transport: 020 8964 4928

•
Kingston upon Thames Community Transport: 020 8481 0031

•
Lambeth Community Transport: 020 7924 9911

•
Lewisham Community Transport: 020 8692 4849

•
Merton Community Transport: 020 8648 1001

•
Newham Community Transport: 020 7473 4635

•
Richmond upon Thames Community Transport: 020 8481 0031

•
Southwark Community Transport: 020 7924 9911

•
Sutton Community Transport: 020 8640 5666

•
Tower Hamlets Community Transport: 020 7987 6447

•
Waltham Forest Community Transport: 020 8521 0665

•
Wandsworth Community Transport: 020 8675 7460

•
Westminster – residents of Westminster can access the services provided by Westway Community Transport. 

Top Tips

You can only use the services of the Community Transport organisation

that covers the borough in which you live.

Shopmobility information 

Shopmobility is a nationwide scheme that lends manual wheelchairs, powered wheelchairs, and scooters to people with limited mobility, thus allowing them to shop and visit leisure and commercial facilities within a town, city or shopping centre.

The scheme is open to anyone with mobility impairments, be it permanent or temporary. Each local scheme operates slightly differently; some provide  Shopmobility as a free service while others make a charge. 
A contact number is included in the list below which lists the schemes currently in

operation in Greater London:

•
Barking: 020 8594 1687 (Vicarage Fields Shopping Centre)

•
Beckenham: 020 8663 3345

•
Bexleyheath: 020 8301 5237

•
Bromley: 020 8313 0031

•
Camden: 020 7482 5503

•
Enfield: 020 8379 1193

•
Harrow: 020 8427 1200

•
Hendon: 020 8457 4070 (Brent Cross Shopping Centre)

•
Hounslow: 020 8570 3343 (The Blenheim Centre)

•
Ilford: 020 8478 6864 (The Exchange Mall)

•
Kensington & Chelsea: 020 8960 8774

•
Lewisham: 020 8297 2735

•
Romford: 01708 722570 (The Brewery)

•
Romford: 01708 765764 (The Liberty Shopping Centre)

•
Staines: 01784 459 416 (Two Rivers Retail Park)

•
Sutton: 020 8770 0691 (The St Nicholas Centre)

•
Uxbridge: 01895 271510 (The Chimes Shopping Centre)

•
Walthamstow: 020 8520 3366 (The Selbourne Walk Shopping Centre)

•
Wandsworth: 020 8875 9585

•
Wealdstone: 020 8427 1200

•
Wimbledon: 020 3326 2524

•
Wood Green: 020 8881 5402 (Library Shopping Mall)

London airports

All of London’s airports provide services which can help you on your travels. This an include wheelchair hire or a porter service to assist with your luggage.

The airport must provide you with assistance from your point of arrival to when you check in. From there the airline you are travelling with must take over and ensure your accessibility needs are met and that you can board the aircraft.

Heathrow Airport

Arriving by car or taxi

On the day of travel, telephone before you set off and Inform them of your approximate arrival time and the service your require (w/c hire, porter etc).

Heathrow Customer Services: 020 8745 6011

Porter Services Terminal 1: 020 8745 2165

Porter Services Terminal 2: 020 8745 2195

Porter Services Terminal 3: 020 8745 2227

Porter Services Terminal 4: 020 8745 2357

Porter Services Terminal 5: 020 3162 0285

Alternatively there are help points in the car parks and on all the terminal forecourts with phones from which you can telephone for assistance.

Arriving on the Heathrow Express or Underground If you need assistance boarding the train, the train staff will telephone Heathrow station and let them know the carriage and arrival time so someone can assist you. There are help points located on the station and lifts into the terminal building. Heathrow Express: 0845 600 1515

London Underground: 0845 330 9880

Gatwick Airport

Arriving by car or taxi

Call the following numbers from the help point in the car parks:

North Terminal: 77618, South Terminal: 2007

Arriving by bus

Smaller local buses are wheelchair accessible, but not all larger coaches are yet. There are help points to telephone for assistance near the set down area.

Arriving by train

The station staff at your departure station should be able to call ahead and make sure there is someone available to assist you when your train arrives at Gatwick.

National Rail Enquires: 0845 748 4950

First Capital Connect: 0845 700 0125

Southern: 0845 127 2920

South Eastern: 0870 603 0405

First Great Western: 0845 330 7182

Virgin Trains: 0845 722 2333.

Stansted Airport

Arriving by car or taxi

Help points are located in the car parks and outside the terminal building, near the revolving doors. Arriving by bus or coach Most large vehicles servicing Stansted are not currently accessible, but will carry your wheelchair if you can board the bus.

Arriving by train

The rail station is directly below the terminal building and reached via ramps, lifts or escalators. Train access for wheelchair users is via a portable ramp and assistance will be provided by National Express staff. We advise that you pre-book assistance if possible by calling the National Express helpline on Tel: 0845 600 7245.

The Stansted Express runs from Liverpool Street Station and all the new trains are fitted with accessible toilets. For more information telephone Stansted General

Enquiries: 0870 000 0303

Luton Airport

Arriving by car or taxi

Press the assistance button from the car park or set down point and they will send someone to assist you. This may involve a short wait so please arrive ahead

of time. If you need wheelchair hire it is better to call in advance Tel: 01582 395270.

Arriving by train or bus

The nearest station is Luton Airport Parkway. From the station you must get a shuttle bus to the airport. The bus is fully accessible. Phone the train operator in advance to book assistance from the station to the bus if necessary.

East Midlands Trains: 08457 125 678

First Capital Connect: 0845 700 0125

City Airport

Is fully accessible and you can contact any airport staff on arrival for assistance, porter services or wheel chair hire. The DLR which is the nearest station is also

accessible with lifts at every station and step free access.

Customer Services: 020 7646 0000.

The Disability Discrimination Act and transport

The Disability Discrimination Act (2005) protects disabled people in the areas of:

•
Employment

•
Access to goods, facilities and services

•
The management, buying or renting of land or property

•
Education

•
Transport
Transport providers are required to make reasonable adjustments so they can offer the same standard of service to a disabled person as a non disabled person.

Who is covered?
Under the DDA, a person is disabled if he/she:

•
has a physical or sensory impairment

•
has mental health distress or a learning difficulty

•
has a progressive condition that “has a long-term adverse effect on the person’s ability to carry out normal day to day activities”. This includes people with a facial disfigurement or with Cancer, HIV or MS from the point of diagnosis.

What vehicles are covered?
•
Rail, tram, light railway

•
Buses and coaches

•
Taxis and private hire

•
Rental cars

•
Breakdown recovery vehicles

Airlines are covered by European law.

Ferries are covered by a voluntary Code of Practice.

The DDA applies to all areas of transport services

•
Booking services

•
Information (phone, face-to-face, website)

•
Services provided by rail, coach or bus operators

· In the station

· At the bus stop

· On the platform

· On the vehicle.

If you feel your rights under the DDA are not being upheld please contact Transport for All and we will take up your case. Where necessary we will put you in touch with a disability rights lawyer. Tel: 020 7737 2339.

Making a complaint

If you feel you’ve not received the transport service that you have a right to expect, make a complaint!

You have the right:

•
To receive the service described in the company or organisation’s customer charter.

•
Not to be discriminated against because of disability.

When you complain:

•
Be clear about exactly what your complaint is, and about what you want to achieve through your complaint.

•
Gather together everything you can by way of evidence. It might be worthwhile writing down exactly what happened as soon as possible after

the event, whilst it’s still fresh in your memory.

•
Act quickly. Make your complaint as soon as possible after the event about which you are complaining.

•
Write the date and time of travel; the start and finish point; vehicle license numbers (if known) and the names and numbers of any staff involved if you know them.

•
Describe what actually happened

•
State what you want: e.g. an explanation, an apology, compensation etc.

Remember:

•
Some companies may ask you to fill out a complaint form and to send your travel tickets to them.

•
Keep records: this includes copies of all tickets, letters, emails and notes from phone conversations. Never send original documents – send photocopies.

•
If you do complain on the phone, make sure you keep a record of who you spoke to, when the call took place and what was said. Always follow up your call with a letter.

Transport for All can help you with your complaint.

We can make phone calls and write letters and emails on your behalf, and we usually know the right person to send them to.

Please call us on Tel: 020 7737 2339

We offer this service to all disabled and older Londoners completely free of charge.

Borough Council contact numbers 

•
Barking & Dagenham: 020 8227 2334

•
Barnet: 020 8359 4131

•
Bexley: 01322 344823

•
Brent: 020 8937 4001 /4002

•
Bromley: 020 8461 7384

•
Camden: 020 7974 5919

•
City of London: 020 7332 1224

•
Croydon: 020 8686 4433 ext 6211

•
Ealing: 020 8825 8000

•
Enfield: 020 8379 6631

•
Greenwich: 020 8921 2388

•
Hackney: 020 8356 6825

•
Hammersmith & Fulham: 020 8753 5134

•
Haringey: 020 8489 1865

•
Harrow: 020 8424 1732

•
Havering: 01708 434343

•
Hillingdon: 01895 250202

•
Hounslow: 020 8583 5208

•
Islington: 020 7527 2000

•
Kensington & Chelsea: 020 7361 2390

•
Kingston-upon-Thames: 020 8547 6085

•
Lambeth: 020 7926 0747

•
Lewisham: 020 8314 6560/8971

•
Merton: 020 8545 4490

•
Newham: 020 8430 2000 ext 45318

•
Redbridge: 020 8708 7258/4501

•
Richmond: 020 8831 6191

•
Southwark: 020 7525 2141/2306

•
Sutton: 020 8770 4537

•
Tower Hamlets: 020 7364 5803

•
Waltham Forest: 020 8496 6307

•
Wandsworth: 020 8871 8871

•
Westminster: 020 7641 2266

Useful telephone numbers

Transport for London

020 7222 1234

London Buses

0845 300 7000

Textphone: 020 7918 4435

Congestion Charging

Exemptions for disabled people

0845 900 1234

Dockland Light Railway (DLR)

020 7363 9700

Textphone: 020 7093 0999

London Underground

0845 330 9880

Textphone: 020 7918 3500

Trains

Timetables/journey planning/accessibility

0845 748 4950

Textphone: 0845 605 0600

Victoria Coach Station

National Express

0871 781 8181

Mobility Assistance

020 7027 2520

Travel Mentoring Service

020 7027 5822

Dial-a-Ride

020 7394 5800

Taxicard

020 7763 5001

Capital Call

020 7275 2446

NewhamD2D

020 7763 5002

Westminster Taxi card

020 7641 2266

London River Services

020 7941 2400

Railcard

0845 605 0525

Freedom Pass Helpline

020 7934 9633

Transport for All, 336 Brixton Rd, London SW9 7AA

Tel: 020 7737 2339 Fax: 020 7737 2231

Email: contactus@transportforall.org.uk 

Website: www.transportforall.org.uk
