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Who did we hear from?

5% of NPS
respondents in

2013 described
ing difficulti
themselves as Learning difficulties _ﬁ ]

having a disability.

What disabilities NRPS passengers have
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Why were they travelling?

Most disabled rail
passengers travel
between 10:00 and

15:59 (43%) This is
significantly more
than non-disabled
passengers (33%)

Disabled
passengers were
more likely to be

visiting friends
and relatives than

other passengers:

21% vs 13%

Journey purpose of disabled rail
passengers 2013
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Disabled passengers were less

likely to be travelling alone (77%)
than non-disabled passengers

(84%) and were more likely to be
travelling with baggage and
additional items (28%) °
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Did the station and train meet disabled
nassengers needs?
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Those with a visual impairment were least
satisfied with the way the station met their N7
needs. Their satisfaction was also low with Passengerfocus //n
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Buying a ticket

Disabled passengers were no
different from others in how they
purchased their tickets:
27% bought in advance
21% on the day Ticket Office
8% on the day ticket machine

2 Pay by ca;h debit card or credit card

66% of disabled passengers rate the Nl abieiading
information provided about available '

tickets as good. However, those with a

learning disability rate it lower (60%).

80% of disabled passengers rate the
ease of purchase as good. 4% lower
than other passengers. Those with a
vision impairment rated it much lower Pagsengerfocus i\
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What ticket, what restrictions

Disabled passengers tended
to be more aware of
restrictions placed on the use
of their tickets. 41% compared
to 34% of other passengers.
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ticket wasn’t bought using one of these,
compared to 52% of other passengers.




At the station

Of the station attributes that NPS asks passengers to
rate those with a disability were significantly less
satisfied with:

* Provision of information about train times and
platforms (77%)

* Personal security (64%)

* Provision of shelter facilities (62%)

Overall satisfaction with the station
stands at 77% amongst disabled
passengers.

At the station disabled passengers are more
likely to ask staff for help (21%) than others
(13%). 87% of those that asked for help were
satisfied with the response received.




On the train

Satisfaction is generally higher amongst disabled
passengers, however in two areas satisfaction
was considerably lower:

» Ease of getting on and off of the train. 69% were
satisfied compared to 80% of non-disabled
passengers

* Personal security on board the train was 7%
lower amongst disabled passengers (71%)

AARY

If Satisfied...

Overall satisfaction with the train stands
at 79% amongst disabled passengers.




Passengers were asked if they had
Pers on al cause to worry about personal security

when travelling by train in the last six

SeCU ”ty months. Concern was much higher
amongst disabled passengers (18%)
compared to others (11%)

Reason for concern amongst disabled passengers
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% of disabled passengers

B station

E train

Fear of terrorism E

Other

Lack of staff

Lack of Police Officers

Lack of other passengers

Poor on-station/train lighting

Lack of information

Anti-social behaviour by other

people

Saw vandalism/violence on the

station/train



What improvements would help
when planning future journeys?

Type of improvement Disabled
passengers

Non-disabled

Better telephone enquiry/booking service 11

Better internet enquiry/booking service 19

Better information facilities at stations 27

Better ticket buying facilities at station

icket offices 20

Better ticket buying facilities at station

1
icket machines 3

Better route maps of the rail network 19

Make timetables easier to read 25

Better promotion of when advanced

ickets will be available 30
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Who did we speak to?

20.5% of the bus passengers
_ o we spoke to had a disability.
What disabilities passengers had

H Mobility
'Wheelchairuse
. Hearing

M Eyesight

M Speech impairment

M Learning difficulties

LI Other
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Disabled bus passengers

Age of disabled passengers

:
80+ ﬁ 9%
0)

/0to 79 W 15% 34/0 were

1 using an
b5to 69 9%

| elderly
Potobs 7 person’s pass
55to 59 10%
4510 54 15% 21% were
35to 44 W 10% USiﬂg a
261034 6% disabled

- J
1910 25 89% person’'s pass
l6to 18 6%

0% 2% 4% 6% 8% 10% 12% 14% 16% 18%

o)

N7

Passengerfocus I \

putting passengers first



45%
40%
35%
30%
25%
20%
15%
10%

5%

0%

Why were they travelling

Why were bus passengers travelling?

56% of disabled
- passengers
said that they
were travelling
by bus because
there were no

M Disabled

other means of

H Non-disabled
on-disable transport

available to
them. This was
lower for other

Travelling Travelling Shopping  Visiting Leisuretrip  Other
to/from  to/from trip friends or passengers

work education relatives (48%)

>
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At the bus stop

Satisfaction with the bus stop

Information provided at the bus stop

Its freedom from litter

Its freedom from grafitti/vandalism

Its general condition/standard of maintenance

Convenience/accessibioity of location within
road/street

Distance of stop from starting point of journey

Overall satisfaction with the bus stop

H Nondisabled passengers M Disabled passenger \O/
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On the bus

Satisfaction with the bus

100% Most significant difference
88% 89%

90% 86%

c0% | 77% 79% 77%
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10% |
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Punctuality

Exterior cleanliness

Ease of getting on and off
Time taken to hoard
Interior cleanliness
Comfort of the seats
Amount of personal space
Provision of grab rails
Temperature inside
Onbus journey time

Only 5%
passengers
reported that

10% said
that there was

Information provided inside the bus
Availability of seating or space to stand

there were
audio
announcements

digital next stop display
confirmation

Route/destination information on outside of bus

E Disabled passenger H Non-disabled passengers



Personal security

Disabled Non disabled

Security at the bus

stop

Security on the bus

76%

84%

The rate of concern/worry was
highest for:
wheelchair users 24%
speech impairment 15%
learning dfiiculties 13%
visual impairment 11%

7%

82%

In BPS we ask whether

the behaviour of other

passengers had led to
cause to worry or

discomfort.
10% of disabled
passengers said yes,
compared to 7% of
other passengers.
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Satisfaction with the bus driver

Satisfaction with the bus driver

87 %
88%

The safety of the driving

Smoothness/freedom from jolting during the journey

The time the driver gave you to get to your seat

The driver's helpfulness/attitude

The greeting/welcome you got

iver' 88%
The driver's appearance 299
How near to the kerb/stop the bus stopped g%zz
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Overall satisfaction and Value for

mone

Net Very Satisfied Neither Dissatisfied Very
satisfied Satisfied /INor dissatisfied
Disabled 62% 28.5%  33.1%  15.1% 12.1% 11.2%
Non-
61% 25.7% 35.7% 17.1% 13.2% 8.3%

disabled

:

ANIS.com  and beat petrol pricest ob\w. | ¢

S

Overall satisfaction with the journey

Net Very Satisfied Neither Dissatisfied Very

satisfied Satisfied INor dissatisfied
Disabled 88% 53% 35% 8% 3% 2%
Mol 87% 46% 42% 9% 3% 1%

disabled
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