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Foreword 
 

 
Introduction 
 
The purpose of this report is to present the case for improvements to the accessibility of 
Crewe Railway Station.  Passenger Focus, the national consumer rail watchdog, was asked 
by Cheshire County Council to commission and manage this study. Passenger Focus is 
committed to listening to passengers, and representing their views to providers and funders 
of train services. This report includes the recommendations of a team of experts in 
accessibility issues together with the views of five well travelled rail passengers who often 
encounter accessibility problems when they travel. For any other organisations considering 
undertaking accessibility audits of transport services and facilities, we strongly recommend 
that the audit takes on board the experiences and suggestions of those passengers that the 
improvements are targeted at. 
 
 
Background  
 
The Crewe Rail Gateway project is the redevelopment and refurbishment of Crewe Rail 
Station to form a 21st century gateway to Crewe, Cheshire and the North West.  The £38 
million project is agreed between key agencies including: Cheshire County Council, Network 
Rail and Virgin Trains following a consultants’ study of options and public consultation. It 
involves a new interchange, concourse and multi-storey car park on Weston Road to the 
east of the station, together with renovation and modernisation of passenger facilities on the 
station itself. 
 
The project developed from the Midman multimodal study aims to regenerate the station 
buildings and provide a catalyst for an urban renaissance in this part of Crewe by helping to 
improve the area as a transport interchange.   
It will achieve this by: 

• improving conditions for current passengers 
• attracting new passengers  
• alleviating traffic problems outside the current station entrance   
• presenting a modern face for Crewe to business visitors, tourists and university 

students alike. 
 
The Station Gateway Partnership recognises that accessibility is a top priority for 
consideration in all alterations and upgrades planned for the station and asked Passenger 
Focus to commission an independent audit of the station and its approach.  The audit 
highlights where the station is currently lacking in Disability Discrimination Act compliance or 
has areas relating to accessibility that could be improved.  The audit was jointly funded by 
Cheshire County Council and Passenger Focus. 
 
 
 



 

What we did 
 
We commissioned an independent consultancy company, Faber Maunsell,  and 
identified five passengers with disabilities who volunteered to take part in a site visit.  
One of the passengers is a wheelchair user, two have sight impairment, one is 
hearing impaired and one has only limited mobility. 
 
Faber Maunsell undertook the audit in February 2007 and the passengers undertook 
the site visit and participated in a focus group on 1 March 2007.  The following report 
identifies the findings from both events and provides ideas and recommendations for 
improvements to accessibility which we hope will be taken on board and 
implemented as a priority in the planned upgrading. 
 
Both the audit and site visit took the form of a journey sequence that would be made 
by any passenger, starting with arrival/drop off at the station and proceeding to the 
furthest point on the station. 
 
The key areas for concern are those identified as ‘high priority’ in the audit and need 
to be addressed as soon as possible i.e. the car park, flooring, stairs, ticket kiosks, 
signing, tannoy, stairways, lifts, waiting rooms and platforms. 
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1.1 Study Brief 
In January 2007 Faber Maunsell was commissioned by Passenger Focus to undertake an audit 
of the accessibility of Crewe Station, including recommendations that can be used to inform the 
planning of the proposed Crewe Gateway initiative.  

The Crewe Rail Gateway project is the proposed redevelopment and refurbishment of Crewe 
Rail Station to form a 21st Century Gateway to Crewe, Cheshire and the North West. It involves 
a new interchange, concourse and multi-storey car park.  

This report presents the findings of an accessibility audit of Crewe Station and its immediate 
surroundings, identifying barriers to access and potential hazards. It will also discuss the 
findings of a focus group session with a panel of passengers and residents with disabilities.  

From this, a series of recommendations has been presented in the report to address the issues 
raised by the focus group and those identified on site. These recommendations could be 
implemented as part of the Crewe Gateway initiative or used as a series of schemes for 
implementation when funds become available in advance of the Gateway Initiative.  

1.2 Key Documents 
The following legislation and good practice guides were used in auditing the station and 
producing recommendations:  

 Train and Station Services for Disabled Passengers: A code of Practice; 
 BS300: 2001 Code of practice ‘The design of Buildings and their approaches to meet the 

needs of Disabled People;  
 Part M of Building Regulations (2004); and 
 DfT ‘Inclusive Mobility’. 

1.3 Report Structure 
The report will take the following structure: 

 Section 2 presents a discussion on the local transport context around Crewe Station, 
focusing on access to the station from the surrounding area; 

 Section 3 presents the findings of the audit of the accessibility of Crewe Station, focusing on 
the ability of able-bodied and disabled passengers to get around the station and how it 
conforms to current legislation and best practice;  

 Section 4 outlines the results of the Focus Group session, highlighting the issues and 
recommendations put forward; and 

 Section 5 presents the recommendations of this report to improve access to the station, and 
provides a method of prioritisation so those areas in greatest need of improvement can be 
targeted.  

 Section 6 provides a summary of the report

1 Introduction 
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2.1 Background 
Crewe Station, opened in 1837, is one of the world’s most historic railway stations. The station 
still performs an important role on the West Coast Main Line as a key interchange station for 
services to Liverpool, Manchester, North Wales and the South, as well as providing local 
services.  

In addition to interchange, around 1.5 million passengers (station usage data 2004/5) begin or 
terminate their rail journeys at the station each year.  

The station comprises of 12 platforms for passenger services, with covered waiting facilities, a 
bar, shops and a café. There are further facilities on the station concourse, including a booking 
office and travel centre.  

At the time of this study, platform 12 was under refurbishment and not accessible for auditing. It 
is suggested that those standards and practices recommended by this report for the other 
platforms that were audited, be applied where possible to this platform.  

2.2 Location 
Figure 1.1 shows the station, and its associated infrastructure, makes up much of the 
surrounding land-use, and is bounded by Rail House, a large office building, Crewe Alexandra 
Football Stadium, and a large Post Office Depot. 

Crewe Station is located approximately a mile to the south of Crewe Town Centre, and is 
accessed from the A534 Nantwich Road, which links with the M6, approximately 6 miles away 
(See Figure 1.2). Regular bus services link the Town Centre and the station.  

 
Crewe Town Centre 

2.3 Pedestrian Access 
There is a single pedestrian access point to the station, from (A534) Nantwich Road. The area 
providing access to both the station entrance and the taxi rank outside the pedestrian entrance 
to the station is covered with a raised zebra crossing. 

2 Local Transport Context 
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Pedestrian Entrance to the Station 

The footway outside the station is a mixture of flag paving and standard bituminous surfacing, 
which is of an acceptable standard.  There are several bollards and litterbins in place on the 
footway, presumably to prevent vehicles parking over the footway.  

The width of the footway on pedestrian approaches to the station is generally over 2.0m, the 
Disability Discrimination Act (DDA) recommended minimum width. At several locations, the 
footway is narrowed by street furniture such as signposts and guardrail, however, whilst 
relocating such obstacles might be beneficial, generally the restricted width does not fall below 
1.0m, within DDA recommended guidelines.  

There are two pedestrian controlled crossings located on the A534 Nantwich Road opposite the 
station. The location of both pedestrian crossings can be seen on Figure 1.1. Both are Puffin 
crossings with the requisite L-shaped red-coloured tactile paving and dropped kerbs. 

 
Puffin Crossing on Nantwich Road 

The Gresty Road/Nantwich Road junction, which lies on a clear pedestrian desire line for those 
accessing the station from the north and the west, does not have any pedestrian crossing 
facilities. Given the volume of traffic on Nantwich Road, and to a lesser extent on Gresty Road, 
the lack of facilities at this junction could be described as a significant barrier to pedestrian 
movement.   

There is a lack of pedestrian and cycle signing to the station from associated car parks and the 
Town Centre.  

2.4 Cycle access 
A shared pedestrian cycle link is provided on sections of the A534 Nantwich Road, which forms 
part of National Cycle Route (NCR) 74. NCR 74 links Crewe with Sandbach and Wrenbury, and 
ultimately Chester via NCR 75.  
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Shared Pedestrian-Cycle Link on the A534 Nantwich Road 

There are advisory cycle lanes provided on the carriageway on certain sections of the A534 
Nantwich Road. Nantwich Road does not have Advanced Stop Lines (ASLs) located at key 
junctions close to the station.  

Whilst cycling is not permitted within the station, several areas of cycle parking (Sheffield loop 
type) are present on the station platforms and are well utilised. There would appear to be an 
opportunity to expand the amount of cycle parking provision at additional locations within the 
station. 

 
Existing Cycle Parking is well used  

2.5 Vehicle Access 

2.5.1 Car Parks 

2.5.1.1 Long Stay 
The station operates a long-stay car park comprising of 550 spaces. This car park is accessed 
from Pedley Street to the north of the station and is often full to capacity. The car park charges 
a tariff of £6 to park for the day (24 hours).  

There are disabled bays marked out in the car park (to the correct specification – 4.8m x 2.4 m 
x 1.2m transfer space) but those markings have become worn, and given the distance of the 
car park from the station, and the need to cross the busy A534 Nantwich Road in order to 
access the station, are often not utilised. 

Site visits also suggested that the majority of disabled parking in the Long Stay Car Park is 
taken up by British Transport Police vehicles (the British Transport Police station is located 
adjacent to the car park). 

Nevertheless, the SRA’s (Strategic Rail Authority) ‘Train and Station Services for Disabled 
Passengers: A code of conduct’ recommends that car parks over 500 spaces should include a 
minimum of 24 designated disabled bays, and as such current disabled parking provision is 
some way below current standards, with six designated bays adjacent to the British Transport 
Police Station.  
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Given the need for many rail users to carry bulky luggage, or other items (such as buggies or 
prams) which are difficult to carry, the approach to the station from the Pedley Street car parks 
is difficult and tortuous.  Within the car park the furthest parking spaces are located up to 350m 
away, with the additional requirement to cross the busy Nantwich Road on the approach to the 
station, this causes travel between the two sites to prove challenging, particularly at peak times 
when pedestrian flows are high.  

A lack of dropped kerbs and tactile paving across car park accesses, and uneven car park 
surfaces also affect access to the station for all passengers, for disabled users and those 
wheeling luggage.    

2.5.1.2 Short stay 
Short-stay parking is also accessed off Pedley Street, and waiting is limited to a maximum stay 
of 20 minutes. Disabled blue badge holders are permitted to park in the short stay car park 
beyond the 20 minute limit.  

There are a further two public car parks in the vicinity of the station, one of which is council 
operated, the other is operated by a hotel, both of which are adjacent to the Long-stay car park.  
These car parks both provide less expensive parking than the long stay car park and are 
generally perceived to be more attractive. 

2.5.1.3 Pick up/drop off 
Those picking up and dropping off from the station often do so on ‘no-waiting at any-time 
parking restrictions’ adjacent to the taxi rank. This is preferable to using the bus stops on 
Nantwich Road to drop off, and therefore disrupting through-traffic on this key link through 
Crewe.  

There are two disabled bays located adjacent to the taxi ranks at the station entrance which are 
within the maximum 50m distance from the station recommended by the SRA. They are marked 
out to the correct specifications, although two bollards are located adjacent to one of the bays 
and could potentially affect the ability of a disabled person to access/egress their vehicle. 

Site visits showed that taxis occasionally wait in the disabled parking bays, which should be 
discouraged as these bays represent the most accessible disabled parking facility to the station.  

 
Disabled Parking Bays Adjacent to the Station 

2.5.2 Signing 
The station is well signed to vehicles from the surrounding highway network, with the ‘double 
arrow’ railway station logo in place on all key approaches to the station, including the town 
centre. The symbol is also prominently displayed at the station entrance. 
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Example of Signing to the Station 

There is a lack of pedestrian signing to the station from key approaches, and the car parks are 
not signed to and from the station. Cycle signing is limited to NCR 74 repeater signs, with the 
station not directly signed. 

2.6 Public Transport  

2.6.1 Bus 
There is a bus stop serving the station for town-centre bound travel located on the A534 
Nantwich Road, directly outside the station entrance. There is no shelter provided at this bus 
stop, however passengers can use the glass canopy which also covers the taxi rank. The table 
below shows the services that can be accessed from the station.  

Service information is provided at both bus stops, including which buses provide low-floor 
disabled access.  

The bus stop located at the station entrance does not feature raised kerbs, and bollards in the 
footway could prove an obstacle to those wishing to access bus services.   

For eastbound services, there is a bus stop with a shelter to the east of the station entrance, 
also on Nantwich Road. Services from this stop serve destinations such as Newcastle, 
Sandbach and Crackley. Full service information from both stops is provided within Table 2.1. 

 

 
Bus Stop for Eastbound Services Bus Stop at Station Entrance for West-bound 

Services 
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Table 2.1 Bus Service Frequency at Crewe Station 
Service Destination Peak Time  

(Mon-Fri)  
Each Way Frequency 

6/6A Leighton Hospital – Crewe - Shavington 4 per hour 

68 Crewe to Wistatston 4 per hour 

42 Crewe - Congleton 1 per hour 

20 City Centre – Leighton Hospital 3 per hour 

37/37A Crewe –- Winsford Estates 1 per hour 

38 Crewe – Sandbach – Congleton - Macclesfield 1 per hour 

85A Crewe-Madeley-Newcastle 1 per hour 

D1 Crewe – Haslington - Sandbach 1 per hour 

222  Wychwood park - Crewe 7 peak hour journeys 

127 Crewe – Crackley Fridays only – 1 service 

2.6.2 Taxi 
There is a taxi rank located directly outside the station entrance, which has space for 5-6 taxis. 
The rank is accessible for disabled users as the carriageway is raised throughout the rank.  

 
Taxi Rank at Station Entrance 

A Zebra crossing (which is slightly worn) is provided at the station entrance across the taxi rank 
however site visits demonstrated that taxis occasionally park over this facility, affecting access 
to the station for all users.  

Private vehicles picking up and dropping off passengers at the station also use the taxi area, 
which operates one-way, westbound only. At times the combination of waiting taxis and the 
picking up/drop off of passengers can make access to the station difficult for all users.  

2.7 Summary 
In summary:  

 The station is not centrally located within Crewe, being over a mile to the south of the town 
centre; 

 There is a single pedestrian access point to station from Nantwich Road;  
 Footways on approach to station are generally of the requisite width; 
 There is a lack of pedestrian signing to station; 
 A534 Nantwich Road, passing the station entrance, forms part of National Cycle Route 74; 
 The car parks are not located in close proximity to station, and accessing the station from car 

parks requires crossing busy A534 Nantwich Road; 
 There are insufficient number of designated disabled parking spaces in Long Stay Car Park; 
 The station is well signed for vehicles from surrounding highway network; and 
 Bus and Taxi services are very accessible from the station entrance, but can conflict with 

passengers wishing to access the station.
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3.1 Station Information 
Crewe Station is split over two levels, with the station concourse comprising the main entrance, 
booking office, travel centre, and two retail units at street level. The lower level (trackside) 
comprises the platforms, waiting rooms, cycle parking, further retail units, bar/cafe and station 
offices. Stairways and lifts provide a means of access between the two levels.  

This section details the audit of Crewe Station, which has been restricted to areas of public 
access.  

3.2 Obstacle-Free Routes 
The station conforms to the standard of having obstacle-free, minimum 2.0m wide and 2.1m 
height clearance throughout the station. 

Obstacles are limited to infrastructure such as seating, timetable displays, roof supports, 
telephones, drinks machines and cycle parking. The station layout is such that those obstacles 
do not represent an undue risk to those attempting to get around the station. At one location on 
Platform 6, there is a grey pillar supporting station infrastructure which would benefit from being 
painted a contrasting colour to the platform, to assist those with poor visibility.  

Station furniture generally provides good contrast with the platform (e.g. red seating against 
black platform surface) and should not represent a hazard for those with poor visibility. 

The spaces below the station stairs are protected by yellow rails which should improve safety 
for cane and guide dog users; however the yellow paint is becoming worn.  

3.3 Doors 
The two sets of entrance doors to the station are automatic sliding doors, which comply with 
DDA regulations.  However, other than the disabled entrance to the information kiosk, these are 
the only automatic doors within the station.  

Doors to the waiting rooms on Platforms 5 and 6 are not automatic, and both are difficult to 
open, particularly for those less able. Doors leading to shops, eateries and the bar are also not 
automatic, although all doors in the station are flush with the floor, are of sufficient width and 
have a visibility panel (other than toilet doors). All doors within the station have vertical door 
handles in a contrasting colour, although lack ‘easy grip’ raised textured surface. 

The waiting room door on Platform 5 is of particular concern as it is difficult to open (stiff), the 
visibility panel does conform to current DDA standards (minimum 500mm and 1500mm) and 
the vertical handle is not of sufficient length and positioning (400mm and 1000mm respectively). 

 
Platform 5 Waiting Room Door 

 

3 Station Accessibility Audit 



  9 

 

3.4 Lighting 
The quality of lighting throughout the station is not uniform. The station concourse has a mixture 
of natural and artificial lighting; however this would not appear to be sufficient as it is quite dark 
throughout the day. On the station platforms, the area beneath the concourse and road bridge 
is also insufficiently illuminated.  

Elsewhere, on platforms and waiting rooms, lighting is of good quality and does not represent a 
barrier to getting around the station. 

3.5 Floors 
‘Train and Station Services for Disabled Passenger: A Code of Practice’ recommends that all 
passenger facilities are on one level, and the ticket office, travel centre, fast ticket machines 
and car park ticket machines are all located together at the station entrance. 

The information kiosk is located on Platform 6, which is inconvenient for those who find it 
difficult to get around as they would have to descend to the platform to access the facility. The 
kiosk does provide ramps and automatic sliding door.  

Generally, all thoroughfares through the station are of a consistent colour and texture, however 
the area of flooring around the ticket office is white tiling (as opposed to a dark matt finish for 
the rest of the station) which becomes slippery when wet, posing a hazard for all station users, 
particularly those less mobile, such as those on crutches.  

3.6 Station Information 

3.6.1 Signing 
Signing within the station is not to current recommendations, with a mixture of signing types, 
which do not form a comprehensive, coherent and consistent system.  

Several signs have been altered by hand (as demonstrated by the picture below, right), or do 
not feature key destinations within the station. A number of signs are also poorly positioned, 
and difficult to read for those with visual impairments.  

 
A Mixture of Sign Types within the Station 

However, the recommended typefaces and lower case letters have been used, and sign colours 
demonstrate the appropriate colour relationships for the location of the sign. 

3.6.2 Customer Information Systems 
Crewe Station has recently installed a new Customer Information System (CIS) which can be 
found at key locations throughout the station. Whilst the display screen is legible, destinations 
are listed in upper-case font, which can be difficult to read for those with visual impairments. 

3.6.3 Announcements and emergency alarms 
The quality of announcements varies throughout the station, and may prove difficult to hear for 
those with hearing difficulties.  Also, the emergency announcement does not feature on 
departure screens for those people with hearing difficulties.  

3.6.4 Help points 
As discussed, there is an information kiosk on Platform 6, and an emergency help point at the 
station entrance which connects with the British Transport Police. The kiosk is not located close 
to the ticket office and concourse, although it does have ramped access and an automatic 
sliding door.  
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3.6.5 Toilets 
Station toilets are located on Platforms 5 and 6, with disabled toilets in both facilities. The 
disabled toilet on Platform 5 is operated by a RADAR key.  

3.7 Passenger Facilities 

3.7.1 Ticket Sales Points 
The booking office is located directly opposite the station entrance and is accessible for all 
users. However, counters are not dual height and lack the recommended leg-room. 
‘FastTicket’™ machines are also located at the station entrance, with one machine positioned 
for disabled users (all operating parts between 700mm-1200mm from the ground). 

3.7.2 Seating 
Covered seating is available on all platforms, and is of the requisite design to prevent rainwater 
from collecting in any part of the seat. and the seating is also of a design to discourage people 
sleeping on them. The majority of seating is of a standard height (450mm from floor) which 
conforms to DDA recommendations, although there is a lack of variety in seating to meet 
individual needs.  

 
Example of Seating Within Crewe Station 

Seating on platforms (not in waiting rooms) all provide armrests, which can prove difficult for 
larger users or those with back problems. The station does not prioritise strategically positioned 
seating for the disabled.  

There is a higher amount of seating provision on Platforms 1-5 than on Platforms 6-11. There 
should be enough seating provided to ensure those who need a seat can get one.  

3.7.3 Cycle Parking  
As discussed, there are areas of cycle parking on Platforms 5, 6 and 11. Cycle parking stands 
are of the Sheffield loop type and are well utilised.  

3.8 Accessing the Platforms 

3.8.1 Lifts 
Passenger operated lifts provide access to all platforms from the station concourse. All lifts are 
designed to DDA recommended standards, located opposite stairs (as is recommended by the 
DDA) and are sufficient size to easily accommodate a wheelchair, or those with luggage or 
buggies/prams. 

However, the lifts are unreliable and one was not in operation at the time of the site visit. The 
access point from the lift to Platforms 6-11 is not sufficiently lit, and could prove hazardous for 
disabled passengers.  

The DDA recommends that a transparent pane should be provided in the lift door to allow 
disabled users to see potential hazards when exiting the lift. 
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Insufficient Illumination at Platform 6-11 lift 

In the event of lifts breaking down, disabled passengers can use a series of ramps and tunnels 
located underneath the station that are a legacy of Royal Mail operations. As these tunnels are 
normally restricted to staff and authorised users only, they are of a poor quality and not suitable 
for the general public as there are exposed cables, station infrastructure etc.  Any disabled user 
needing to make use of this facility in the event of a lift breaking down would be escorted by a 
member of station staff. 

3.9 Steps and Stairs 
The stairways that provide access from the station concourse to the platforms are not fully 
compliant with current DDA standards. A summary of where the stairways do not conform to 
current DDA standards can be found in Table 3.1. 

Table 3.1 Summary Table of Stairway Audit against Current DDA Standards 

Element Current Standard Stairway DDA 
compliant ( / ) 

Stairway 
specification 

Handrails/Barrier 

Handrail height from 
step 900mm-1000mm  800mm 

Handrail turned in at 
wall/floor As described  - 

Additional handrail 500mm-550mm  No additional 
handrail 

Barrier height from 
step 1000mm min  800mm 

Steps 

Steps per flight Min three, max twelve  Up to 16 

Nosings Splayed, rounded without 
overhang  - 

Width 1200mm min  - 

Surfacing 

Tactile paving at entry 
points to stairway 

Corduroy hazard warning 
surface  No tactile 

paving 
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Both stairways are of requisite width and steps are not unduly steep. However, handrails are 
not of sufficient height (800mm as opposed to 900mm-1000mm) and do not turn into the wall at 
each end. White markings on the handrail are worn and barrier protection is also of insufficient 
height (800mm as opposed to 1000mm). 

The rest area on each stairway is of sufficient size for stairways with larger passenger flows, 
however the recommended maximum number of steps per flight is 12, whereas the stairways 
that link the concourse to the platforms have up to 16 steps per flight. 

Tactile paving is also recommended to denote the entry points to the staircase. These are also 
not provided at the station stairways. 

At the time of the site audit, the stairways and bridge across the platforms at the south side of 
the station were closed due to safety concerns surrounding potential damage caused by high 
winds. As a result, this facility was unable to be audited, although where feasible those 
standards discussed in this section should be applied to any redevelopment of this aspect of 
the station. 

3.10 Platforms 
Current DDA standards on platforms require tactile paving in contrasting colour to be provided 
to denote the platform edge. This provision should stretch across the entire platform edge. 
None of the platforms at the station provide this facility. All platform edges are marked with a 
white line and an additional yellow line is provided on platforms which experience through-trains 
– at approx 1400mm from platform edge as opposed to 1250mm as recommended. 

All lifts and stairways are parallel with the platform and therefore conform to DDA 
recommendations; however the positioning of the lift that links the station concourse with 
Platforms 6-11 is aligned such that users are required to turn towards the platform edge in order 
to access the platform.  

None of the platforms at the station provide barrier protection where the platforms terminate. 

In order for disabled passengers to access the train, portable ramps are located around the 
station. Station staff connect the ramp with the stationary train when alerted to do so by a 
disabled passenger, which allows those with mobility issues to board the train. 

Sections of roofing also require replacement, particularly at platforms which are less well used. 

3.11 Interchange 
As discussed, Crewe station performs a key role in the national rail network as a major 
interchange station on the west coast mainline. Many passengers use Crewe station solely to 
interchange between services and therefore it is important that rail users are well informed as to 
which platform their connecting train is on, and that they can travel between platforms with 
ease.  

As the platforms are effectively split between three separate sections, (Platforms 1-5, 6-11 and 
Platform 12) passengers are required to ascend to the concourse (or use the stairway to the 
south of the station) to interchange between each section. This requires use of the stairways 
and/or lifts.  
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3.12 Summary  

Table 3.2 Summary Table 
Facility  Location Issue 

Station Signing Throughout station Signs lack legibility and 
consistency  

Stairways Linking concourse and 
platforms 

Several aspects of the 
Stairways do not meet current 
DDA standards  

Lifts Linking concourse and 
platforms 

Lifts unreliable and lack 
transparent pane  

Lighting Concourse and on platforms 
underneath concourse and 
road bridge 

Insufficient lighting 

Platforms All platforms Lack of barriers and tactile 
paving, areas of roofing 
require maintenance 

Waiting rooms Platforms 5 and 6 Difficult to access  

Flooring Station concourse Tiled flooring slippery when 
wet  

Booking office Station concourse Lack of dual-height counters 
at booking office 

Seating Throughout station  Lack of different types of 
seating across station 
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4.1 Background 
In order to ensure that the views of disabled users were taken into account when considering 
recommendations for the station, Faber Maunsell undertook a focus group session involving 
individuals with a wide range of disabilities. The session was aimed at identifying their concerns 
on any issues they have using the station, and how they could be improved.  

The focus group session was split into two-parts: firstly a tour around the station, followed by a 
de-briefing session and further discussion regarding station accessibility.  

In order to ensure that all aspects of station accessibility were considered, the station tour was 
split into four elements. This allowed the group to focus on each area of the station and fully 
explore all the accessibility issues present before moving onto another area. 

The various aspects of the station were broken down as follows: 

 Station access area/car parks/taxi rank; 
 Ticketing and Information Area; 
 Lifts and Stairs; and 
 Platform Area. 

 
Focus Group Discussing Accessibility of Station Entrance 

The following sections describe the issues raised by the focus group, and the recommendations 
they put forward in order to improve accessibility for all passengers. 

4.2 Station Access Area/Car Park/Taxi Rank 

 
Taxi Rank at Station Access 

4 Focus Group 
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The Station access Area incorporated: 

 The area immediately outside the station including the taxi rank, pick up and drop off point; 
 Footways and crossings on the approach to the station, bus stop and station entrance; 
 The disabled priority pick up and drop off bay located adjacent to the station entrance; and 
 The accessibility of the car parking to and from the station. 

The following table summarises the issues raised by the focus group in relation to this aspect of 
the station.  

Table 4.1 Accessibility Issues at Station Entrance 

Location Issue Focus Group 
Recommendation(s) 

Taxi Rank  • Mobility Impaired  
• Set Down” sign is 

hidden and located 
directly above a 
pedestrian crossing  

• The sign should be located 
in a different position, 
beside the set down 
location. The terminology is 
inappropriate, and should 
say ‘Disabled Set Down’ 

Station entrance  • Entrance of station 
difficult to locate for 
those with visibility 
impairments   

• Possibly a yellow box or 
markings on the ground 
indicating the entrance and 
therefore making it more 
visible 

Zebra crossing   • Taxis parked across 
station entrance 
affecting access to 
the station  

• Better enforcement 

Disabled parking bays at 
station entrance  

• Non-blue badge 
holders (taxis, work 
vans etc.) using 
disabled parking 
bays  

• Better enforcement 

Disabled parking bays at 
station entrance 

• “Position of disabled 
bays – should not 
require driver to 
undertake reverse 
manoeuvre”   

• Provide disabled bays 
immediately outside station 
entrance, parallel with kerb 

Canopy over entrance • “The entrance area 
was dark and 
gloomy” 

• Improve lighting  

Footways on approach to 
station  

• At peak periods the 
area can be very 
busy and there is 
often little room for 
wheelchair users. 

• Widen the footpath 

 Taxi Rank • Taxi call button 
positioned too high 
for wheelchair users 
to use  

• Reposition taxi call button  

Car Parks • Too far from station  • Recognition that issue 
would be addressed as part 
of Crewe Gateway 
improvements  

Pedestrian crossings on 
Nantwich Road   

• “The pedestrian 
crossing should be 
located directly 
outside the main 
entrance”  

• Explore possibility of 
introducing controlled 
pedestrian crossing directly 
outside station entrance on 
Nantwich Road  
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4.3 Ticketing and Information Area  

 
The pedestrian entrance provides access to the concourse area of the station, which contains 
the ticket office, travel centre, fast ticket machines, and two shops. The platforms can be 
accessed from this area via lifts and stairways. 

Table 4.2 Accessibility Issues at Ticketing and Information Area 

Location Issue Focus Group 
Recommendation(s) 

Throughout station • The tannoy system is 
difficult to hear  

• Needs to be louder and with 
greater clarity 

Concourse area • Departures and Arrivals 
screens are difficult to read 

• There could be larger 
screens or possibly lower 
the screens 

Concourse area • The surface of the ticketing 
area is tiled and often 
slippery when wet 

• Resurface flooring to provide 
non-slip surface 

Travel Centre • The travel centre is narrow 
• the seating colour is not 

contrasting  
• Lack of loop system 
• Lack of tactile paving 
• The design of the counter is 

‘intimidating’ 
• The information isn’t 

available in Braille 
• Timetable too high 
• Lack of dropped desk 

• Revise seating 
• Install hearing loop  
• Provided dropped counter  
• ensure timetable information 

is provided so that it is 
accessible and readable for 
all passengers 

Help Point • The Help Point is hidden 
away, visually impaired 
people find it difficult to 
identify 

• Introduction of Braille on the 
help point  

British Transport 
Police Help Point 

• Unclear what help point 
should be used for 

• Improved signage and 
possibly Braille on the BTP 
box.   

Ticket Kiosks • The temporary barriers 
leading to the kiosk are too 
narrow for those in a 
wheelchair, and present a 
hazard for those with 
visibility impairments   

• Remove barriers  or replace 
with a more permanent 
structure  
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Location Issue Focus Group 
Recommendation(s) 

Ticket Kiosks • The kiosk and 
microphone/central 
speaking area are placed 
too high for disabled users 

• The kiosk could be lowered 
or a wheelchair accessible 
additional kiosk could be 
added to the ticket area  

Ticket Machines • The ticket machine is not 
clearly identified 

• The ticket machine should 
be illuminated and/or tactile 
paving introduced for 
visually impaired to identify 
the location of the ticket 
machine 

Concourse area • Along the concourse the 
lighting is poor 

• The natural lighting along 
the concourse is not 
sufficient, often dark and 
gloomy 

Concourse area • Trolleys and information 
boards cluttering concourse 
area affecting ability of 
disabled user to move 
around. 

• Staff from WH Smith should 
ensure  trolleys are not 
causing a hazard.  

• Better enforcement by 
station staff 

Departure and arrival 
boards 

• The departure and arrival 
time boards in the 
concourse area are too high 
for those in a wheelchair to 
read, the writing is too small 
and the glare from the 
plastic makes it difficult to 
read.  

 

• The print on the information 
board should be enlarged 
and the boards should be 
lowered.   

Ticket Machines • The ticket machines 
produce a glare, making it 
difficult to read 

- 

Signing • There are a lack of direction 
signs to the platforms from 
the concourse area. 

- 

Station maps • There are some maps of 
Crewe Station however the 
number of these is not 
sufficient. 

• The map key needs to be 
enlarged and the map 
should indicate where the 
safety area is, in case of an 
emergency 
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4.4 Lifts and Stairs 
The lifts and stairs provide access between the station concourse area and the platforms. In all, 
there are three stairways and three lifts leading to each platform area. In addition, the 
accessibility of the thoroughfare that links the stairs and lifts to the concourse area was 
considered.  

Table 4.3 Accessibility Issues on Lifts and Stairs 
Issue Recommendation 

 
• The staircase can be very daunting 

during busy periods 
• A central bar along the staircase would 

separate the flow of people going up/down 
the stairs, whilst an escalator from the 
concourse to the platforms would improve 
flow 

• The sign at the top of the stairs “Ask 
staff for assistance” is too small 

• Enlarge the sign, make it more noticeable 
and easier to read 

• The lighting is poor  • Improve quality of lighting 
• No indication/markings for visually 

impaired when approaching the stairs 
• Tactile paving should be located just before 

the stairs 
• The Braille is too small on the lift 

buttons 
• Larger Braille on the buttons would make it 

easier to read 
• The surface just outside the lift on 

platform 5 is very worn, would be 
difficult for visually impaired to identify 
lift entrance 

• Replace surface and ensure correct tactile 
paving is laid 

• The tannoy system is difficult to hear • The tannoy needs to be clearer and louder 
• There is a barrier in front of the buttons 

before entering the lift, causes a hazard  
• Remove barrier or lower height 

• The lift buttons can be difficult to find for 
the visually impaired 

• There should be buttons on either side of 
the lift 

• The fire exit from the lift/stair area is not 
well signed 

- 

• The stairway is the wrong rise and tread - 
• The free standing sandwich sign in the 

concourse area is a potential hazard 
• Ensure sign is better placed 
• Ensure station staff enforce the concourse 

area 
• The white paint on the handrail is worn   • The handrail should be repainted but not a 

white colour because white paint can get 
dirty and becomes difficult to see 

• The lifts are too slow, if a change of 
platform is announced, disabled 
persons have difficulties getting across 
in time 

• New lifts with a transparent pane would 
allow disabled users to identify potential 
hazards 
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4.5 Platform Area 
Located on the platforms are a number of bars, cafes and a waiting room. Seating is provided 
along the platforms and there are information boards for train departure and arrival times. 
Toilets for the station are located on both platforms 5 and 6. Ramps are provided on each 
platform for wheelchair users to board trains.  

Table 4.4 Accessibility issues on the Platform area 
Location 
 

Issue Recommendation 

Waiting Room • The door for the waiting 
room has no kicking plate 

• The door should be automatic 
or kicking plate should be 
added 

Waiting Room • The blue handrail in the 
waiting room should be a 
contrasting colour to the 
blue background 

• Paint the handrail a 
contrasting colour to that of 
the background 

Platform • The drainage channel 
along the surface of 
Platform 5 can cause the 
wheels of wheelchairs to 
get stuck 

• Revise drainage channel and 
cover with a grid to prevent 
accidents  

Toilets • The signs for the disabled 
toilets are obstructed by 
other signs  

• Revise signing strategy 

Toilets • The door for the disabled 
toilets can be a struggle to 
open, the doorway is quite 
narrow  

• Automatic toilet doors 

Platform • Sign at the end of Platform 
5 directs people to 
“Platforms 6 to 12”, 
however this sign may 
cause difficulties for 
people with learning 
difficulties   

• Revise signing strategy 

Ramps • The ramps for wheelchair 
users to access trains are 
not well signed 

• Signs identifying ramps for 
wheelchair users would give 
a sense of confidence to 
disabled users 

Help Point • The Help Point on 
platform 5 is difficult to 
locate and has no brail or 
identifiable colour 

• Make help point clearer 

Public Telephone • The public telephone 
could be difficult to reach 
for a wheelchair user 

• Lower the height of the 
telephone 

Platform  • There is not enough 
seating on the platform 
area 

• Provide more rain proof 
seating 

Platform • There is no tactile paving 
on the platform entering 
the services 

- 

Timetable • The timetable print is too 
small  

• The print should be enlarged 
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The handrail should be a contrasting colour to the background, making the handrail 
more visible 

 
The Help Point is not easily visible, the timetable print is too small and the glare from the 
plastic makes the timetable difficult to read 

 
The drainage channel on the platform surface can cause problems for wheelchair users 
or those wheeling luggage 

4.6 Summary 
The accessibility audit of Crewe Station with the focus group uncovered a number of issues that 
currently pose a hazard or restrict access for disabled persons using the station. The audit 
raised some issues and provided recommendations to improve future accessibility of the 
station.  

All the recommendations put forward by the focus group were considered, and where 
appropriate, were included in the final recommendations of this audit. 

The focus group session demonstrated that in every aspect of station, there were issues that 
affected disabled passengers’ ability to use the facility, and that many of the potential measures 
that could be introduced to improve the station were relatively low-cost and easy to rectify.  
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5.1 Station Accessibility 
Whilst the station does provide certain facilities for disabled passengers, there are many 
measures that could be undertaken in all aspects of the station that would improve the ability of 
disabled users to access rail services more effectively.  

By addressing the needs of those least able to access the station, all rail passengers, disabled 
or otherwise, would benefit.  For example, those passengers who are carrying bulky luggage, or 
are accompanied by small children, would be assisted by improvements to facilities such as 
station lifts, lighting and improved waiting facilities, whilst passengers unfamiliar with the station 
layout would benefit from an improved signing strategy. 

A station fully compliant with DDA recommendations represents a station that is accessible for 
all users, however, key facilities at the station, such as stairways and waiting rooms, are not to 
current DDA standards, and as such could represent a barrier to travel for those less able. 
Where recommendations have been made, DDA guidelines should be followed for the exact 
specifications.  

This section details measures which could be introduced as part of a series of ‘quick win’ 
initiatives or could be incorporated into any works relating to the Crewe Gateway project. ‘Quick 
win’ refers to those measures which could be introduced with minimum disruption to station 
operations and to a minimal cost, where appropriate examples of good practice have been 
provided. 

In order to present a method of prioritisation, each measure has been classed as ‘High’, 
‘Medium’ or ‘Low’. 

5 Recommendations 
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Table 5.1 Station Entrance Area Recommendations  

The station access area incorporates the area immediately outside the station, and includes the taxi rank, pick up and drop off point, footways and crossings on the 
approach to the station, bus stop and station entrance. There is a disabled priority pick up and drop off bay located adjacent to the station entrance.  

Location/Facility Issue Recommendation  Priority Quick 
Win? 

Zebra Crossing at station entrance 

 

Markings worn (as pictured) Re mark Zebra Crossing Medium  

Footways on approach to station 

 

There are a lack of dropped kerbs and tactile paving at 
junctions at key junctions. 

Junctions which should be targeted when considering the 
introduction of dropped kerbs and tactile paving are: 

 Gresty Road/ Nantwich Road junction (all arms) 
 Across all vehicle access points to Rail House on Gresty 

Road 
 Across Taxi Rank exit on Nantwich Road 

 

 
Install dropped kerbs and buff 
coloured tactile paving (as above) 

Medium  

Gresty Road/Nantwich 
Road/Pedley Street junction 

 

Gresty Road/Nantwich Road/Pedley Street signalised 
junction experiences high traffic flows and lacks pedestrian 
controlled crossing facilities. It is located on a key approach 
to the station from the town centre 

 

Install pedestrian controlled 
crossings across all junction arms 

Medium  
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Bus Stop opposite station entrance 
on Nantwich Road 

 

Whilst the canopy over the station entrance provides some 
degree of shelter, the bus stop would benefit from a 
dedicated facility. Bollards in place on the footway could 
prevent wheelchair users from accessing bus services  

Provide shelter with raised kerbs 
and remove bollards 

Low  

Disabled parking bays off Taxi Rank 

 

Parking bays are frequently parked with non-blue badge 
holders, and the focus group suggested that bays parallel 
with the station entrance would be more appropriate. This 
measure would require consultation with taxi operators as it 
would reduce the capacity of the taxi rank  

Sign existing disabled parking 
bays more clearly and consult with 
taxi operators regarding the 
potential to utilise section of taxi 
rank 

Signage – High 

Relocation of bays - 
Low 

 

 

 

 

Taxi call button Taxi call button positioned too high for wheelchair users Revise position of taxi call button Medium  

Mobility impaired set down bay 

 
 

Mobility impaired set down bay is frequently parked over by 
taxis  

Sign set down bay more clearly 
and use station staff to enforce the 
improved signage  

Medium  

Station entrance 

 

Lighting considered to be insufficient  Improve lighting at station 
entrance 

Low  
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Car Parks (Long and Short stay) 

 

Car parks located too far from station for many disabled 
users 

 

 

 

 

 

 

 

 

 

Proportion of disabled spaces not to current DDA standards 

 

 

Car Parks not pedestrian signed to and from station 

 

 

Car park surfaces uneven 

 

 

Whilst in the short term it may not 
be feasible to relocate the car-
parks closer to the station it is 
acknowledged that there are 
proposals to introduce a multi-
storey car park on the site of the 
post office building as part of the 
Crewe Gateway Initiative. In the 
meantime, the following 
recommendations have been 
made to improve conditions in the 
existing long stay and short stay 
car parks. 

 

Increase number of disabled 
spaces to match current DDA 
standards in both short stay and 
long stay car parks 

 

Introduce pedestrian signing to 
and from station 

 

Resurface car park 

- 

 

 

 

 

 

 

 

 

 

High 

 

 

 

 

Medium 

 

Medium 

- 
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Table 5.2 Station Concourse Area 

The pedestrian entrance provides access to the concourse area of the station, which contains the ticket office, travel centre, fast ticket machines, and two shops. From this 
area the platforms can be accessed via lifts and stairways. 

Location/Facility Issue Recommendation Priority Quick 
Win? 

Flooring at station entrance 

 
 

Both the site audit and the focus group discussions raised 
the issue of the tiled flooring which is present in the station 
concourse area. The flooring is tiled and becomes slippery 
underfoot, particularly in wet weather, which represents a 
hazard to all passengers. 

Replace flooring with matt or semi-
matt finish flooring.  

High  

Travel Centre 

 

The travel centre is accessed from within the station 
entrance, and was identified by the focus group as an area of 
concern. The waiting area was described as cramped, with 
counters not accessible for those in wheelchairs.  Seating 
colour is not contrasting and information for those with vision 
or hearing impairments is limited. 

Revise travel centre layout to 
provide  
• larger waiting space 
• dropped counters,  
• colour contrasting seating, 

hearing loop, and 
•  Braille timetables. 
• More easily accessible 

timetables in lower stands 
 
 
 
 
 
 
 
 

Medium  
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Ticket Kiosks 

 

The ticket kiosks do not meet current DDA standards as they 
do not provide dropped sections for wheelchair users, and 
the temporary barriers used to denote the queuing area are 
not accessible for wheelchair users, or long cane users. 

Provide at least one dropped 
counter and remove temporary 
barriers. 

High  

Concourse area 

 
 

Trolleys associated with the two retail units and station 
information boards restrict access through the station and 
present a hazard for those with mobility or sight impairments  

Relocate trolleys and information 
boards so they do not present a 
hazard or an obstacle for those 
wishing to get around the station. 

High  

Signing (Station wide) 

 

Signing within the station was identified as a key issue by 
both the site audit and the focus group. Signing station-wide 
is ad-hoc, in a mixture of styles, font sizes and sometimes 
inconsistent. 

 

 

 

 

 

 

 

Revise station signing, ensure all 
facilities are consistently signed 
and signs are clear and visible (as 
below). 

 

High  
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Arrival and departure information 
boards 

 

The arrival and departure information boards were not easy 
to read given the size of the font used, the glare from the 
screen and height the boards are mounted at. 

Consider relocating the height of 
arrival and departure boards are 
mounted so they are easier to 
read   

Low  

Station Maps 

 

The focus group were concerned that maps of the station 
were not clear and did not clearly indicate emergency exits 
and assembly points. 

 
Review station mapping and 

ensure all emergency exits and 
assembly points are well marked. 

(as seen in example) 

Medium  

British Transport Police Help Point 

 

The focus group were unclear as to the role of this help point 
(whether or not it was for use by the general public), and 
directions for use are not explained in Braille. 

Provide clear information on role 
of facility and introduce Braille 

instructions. 

Medium  

Station Concourse There are a lack of lowered public telephones around the 
station, which may inconvenience those in wheelchairs 

Provide lowered telephones 
alongside those of standard height 

(as pictured) 

 

Low  

Tannoy Tannoy announcements not audible Improve announcement clarity High  
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Table 5.3 Lifts and Stairs  

The lifts and stairs provide access between the station concourse area and the platforms. In all, there are three stairways and three lifts leading to each platform area. In 
addition the accessibility of the thoroughfare that links the stairs and lifts to the concourse area was considered.  

Location/Facility Issue Recommendation Priority Quick 
Win? 

Thoroughfare linking stairways and 
lifts to concourse area 

 
 

This area is lit by a combination of natural and artificial 
illumination; however this would appear to be insufficient as 
this area appears dark throughout the day.  

 
All public areas of the station 
should be well lit, as dark and 
gloomy places can be threatening 
and hazardous, particularly for 
those with vision impairment. 
Improved lighting is 
recommended in this location.  

High  

 

Stairways 

 

Stairways do not meet current DDA standards, with handrails, 
barriers, numbers of resting points and tactile paving in need 
of attention. There are concerns that stairs are not level and 
lack the necessary demarcations.  

Replace barriers, handrails and 
tactile paving with those that meet 
current DDA standards (as 
pictured)  

 
 

Dependant on resources (could 

High 

 

 

 

 

 

 

 

 

 

Medium (High as part 
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be introduced as part of the 
Crewe Gateway project) consider 
replacement of entire facility to 
provide resting places with flights 
of a maximum of twelve stairs. 

 

Escalators can be an extremely 
useful facility for those with 
mobility issues and can transport 
a lot of people over a short 
distance at good speed. In 
conjunction with a stairway, they 
could reduce pressure on the lifts 
and individual stairways    

 

of Crewe Gateway 
project) 

 

 

 

 

 

 

 

 

 

 

Low (Medium/High as 
part of Crewe 

Gateway project) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Lifts 

 

Whilst lifts are largely DDA compliant, there are aspects of 
these facilities which could be improved. 

Remove barriers to the side of 
lifts, introduce larger lift buttons 
(with clear Braille), and call 
buttons on both sides of the lift 
doors 

High  
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Table 5.4 Platform Area 

Located on the platforms are a number of bars, cafes and a waiting room. Seating is provided along the platforms and there are information boards for train departure and 
arrival times. Toilets for the station are located on both Platforms 5 and 6. Ramps are provided on each platform for wheelchair users to board trains.  

Location/Facility Issue Recommendation Priority Quick 
Win? 

Waiting Rooms 

 

 

Waiting rooms are not accessible for disabled users with stiff 
doors, uniform seating and the waiting room on Platform 5 
features a raised area which is not accessible to those with 
mobility impairments. The handrail leading to the raised 
section did not contrast with the background. 

Provide automatic sliding door, a 
range of seating, and investigate 
potential for removing raised 
section. Repaint handrail with 
contrasting colour.  

High  
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Platforms  

 
 

Platforms, whilst featuring the requisite white line and yellow 
lines indicating the edge of platform, lack tactile paving and 
barriers at each end of the platform Drainage gullys were 
also identified as a hazard by the focus group 

• Provide tactile paving in 
contrasting colour with platform 
across entire platform edge on 
all platforms at station  

• Provide barriers at each 
platform end. Investigate 
potential for replacing current 
drainage facilities on platforms 
with more ‘disabled friendly’ 
infrastructure.   

High 

 

 

High 

 

 

 

 

 

Seating 

 

There is a lack of different types of seating at the station 
(armrests, lack of arms rest, raised seating etc), to 
accommodate users with a variety of mobility issues 

Provide a variety of seating across 
station 

Medium  
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Disabled Toilets 

 

On Platform 5, the sign for the disabled toilets is obstructed 
by other signs, and the doors to both disabled toilets can be 
difficult to open, and have been identified by the focus group 

as being too narrow.   

Improve signing of disabled toilets 
and improve access to each toilet 
by replacing doors and widening 
entranceways.  

Medium  
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Crewe Station’s importance to the national rail network, and to local rail users, means it is vitally 
important that all aspects of the station are accessible to passengers, both disabled and able-
bodied. 

The site audit and focus group session highlighted a number of areas where the station could 
be improved, both within the station itself, and on key approaches from the surrounding area.  

On the approach to the station, the proximity of the bus stops and taxi rank to the station 
entrance is beneficial for all station users who wish to transfer to public transport, whilst within 
the station, the ticket booths and Travel Centre are both located close to the station entrance.  

However, several aspects of the station do not meet current DDA standards, and this could 
represent a barrier to access around the station, particularly to disabled passengers. 

The package of recommendations presented in this report aims to address those aspects of the 
station (and surrounding area) that would benefit from improvements.  The improvements form 
either a series of ‘quick win’ schemes that could be introduced in the short to medium term or, 
taken into consideration as part of any developments associated with the Crewe Gateway 
Initiative.  

 

6 Summary 
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