Annex D: Consultation response form
‘How to Write Your Disabled Persons’ Protection Policy: A Guide for Train and Station Operators’

Part 1: Information about you

	1.01


	Name


	Clive Wood - Transport Policy Officer, Guide Dogs
Carol Thomas - Secretariat - JCMBPS 

	1.02


	Address


	Hillfields

Burghfield Common

Reading

Berkshire RG7 3YG

	1.03


	Postcode


	

	1.04


	Email


	Clive.wood@guidedogs.org.uk
Carol.thomas@guidedogs.org.uk

	1.05


	Company name
or organisation
(if applicable)


	Guide Dogs for the Blind Association (Guide Dogs)
Joint Committee on Mobility for Blind and Partially Sighted People (JCMBPS)

	1.06


	Please tick one box from the list below that best describes you or the company or organisation on whose behalf you are responding.



	
	 Small to medium enterprise (up to 50 employees)



	
	 Large company



	
	 Representative organisation

(

	
	 Trade union



	
	 Interest group



	
	 Local government



	
	 Central government



	
	 Police



	
	 Member of the public



	
	 Other (please describe)





	1.07


	If you are responding on behalf of an organisation or interest group how many members do you have and how did you obtain the views of your members?

This is a joint response from Guide Dogs and the Joint Committee on Mobility of Blind and Partially Sighted People (JCMBPS). Guide Dogs leads for the UK visual impairment sector on mobility and transport issues relating to blind and partially sighted people. The response is based on the policies of Guide Dogs and the experience and expertise of the officers who prepared the response. In addition, the response has been developed with JCMBPS for which Guide Dogs provides the secretariat.  JCMBPS is an independent body consisting of representatives from the principle organisations of blind, deafblind and partially sighted people with a specific interest in access and mobility, and thus represents the cohesive views of the visual impairment sector. The consultation document was circulated to JCMBPS members and they contributed to the response. Further information on the two organisations is given below: 

Guide Dogs is the UK’s largest single provider of mobility and other rehabilitation training for blind and partially sighted people.  Each year, we help thousands of visually impaired clients to negotiate public transport and the built environment, either with a guide dog or long cane.   

Our vision is for a world in which all people who are blind and partially sighted enjoy the same rights, opportunities and responsibilities as everyone else.  We help blind and partially sighted people to achieve independence and mobility through the provision of guide dogs and rehabilitation services – yet this independence is limited by the environment in which visually impaired people must live.  As such, we campaign for equal access to transport and the built environment, shops and services, health and social care.

The Joint Committee on Mobility of Blind and Partially Sighted People (JCMBPS) is an independent body consisting of representatives from the principle organisations of blind, deafblind and partially sighted people, with a specific interest in access and mobility.

The JCMBPS believes that blind, deafblind and partially sighted people should be able to move around and use buildings, streets and transport facilities safely and independently. At the present time, this is not the case, as they experience enormous barriers to freedom of movement, seriously limiting their opportunities and choices.

	1.08


	If you would like your response or personal details to be treated confidentially please explain why (see below*).


*According to the requirements of the Freedom of Information Act 2000, all information contained in your response to this consultation may be subject to publication or disclosure. This may include personal information
such as your name and address.

If you want your response or your name and address to remain confidential,
you should explain why confidentiality is necessary. Your request will be granted only if it is consistent with Freedom of Information obligations. An automatic confidentiality disclaimer generated by your email system will not be regarded as binding on the Department.

Part 2: Your comments

Instructions: For each question please indicate your answer by ticking either ‘YES’, ‘NO’ or ‘Don’t know’ in the appropriate ‘Answer?’ box. The Department for Transport values your opinions on these issues and would welcome your further thoughts. If you wish, you may record your comments in the relevant ‘Comment’ box.

	2.01A  Status of DPPPs

	
	Answer?

	1


	Do you agree that disabled people should be the target audience for DPPPs?
	Yes (
No

Don’t know

	
	Comment

We agree that the DPPP (Travel Information for Disabled Passengers) would be of greater benefit if the document was aimed at a target audience of disabled people or those that have an interest in the travel requirements of disabled people. The current format of the DPPP is aimed at the industry and therefore not 'user friendly' for disabled people who are seeking information regarding services and facilities available within a particular train or station operator. 
	

	2


	Do you agree that DPPPs should be revised on an annual basis?
	Yes (
No

Don’t know

	
	Comment

Our organisations are fully In favor of the DPPP documents continuing to be revised on an annual basis for the following reasons:

· This will be an opportunity for operators to update this document with any changes to services or facilities they may offer

· It is important that a document which is aimed at informing and advising disabled people on train travel is kept fully updated.  Many disabled people will rely on the Information that Is given In a DPPP to plan a journey for such details as accessible stations, booking assistance, staffed stations etc.  A document that Is out of date and gave Incorrect Information could make the difference between a good train journey and one that Is distressing and unachievable to a disabled person.

· To give credibility to such a document, It Is Important to ensure that people who are using a DPP be confident that the content Is up to date and correct.  

· Reviewing the DPPP on an annual basis will also allow operators to use this process to review what Improvements have or have not been made In the service they offer to disabled passengers.  This will also be an opportunity for disabled people and their representatives to compare services operators have in place on an annual basis. 


	

	3a


	Do you agree that the DfT should approve revisions to DPPPs?


	Yes (
No

Don’t know

	3b


	Alternatively, should DfT approve only the initial DPPP for each operator?


	Yes

No (
Don’t know

	
	Comment

We are of the sincere belief that operators should continue to be required to seek approval for their DPPP on an annual basis, even when the operator does not consider that the document requires any amendments.  The Department for Transport (DfT) has a responsibility to ensure that operators are honoring the commitments they gave within their franchise agreement in terms of services and facilities in place for disabled passengers.  Furthermore, we feel that this annual review would be an opportunity for the Department to challenge operators, where services and/or facilities have been reduces or not Improved.  This would also be an opportunity to Identify good practice which the Department could share with other operators.   
We also believe that operators should involve disabled people in the development and annual revision of the DPPP.  Disabled people are the experts in terms of what is required to make train travel more accessible.  This can be done by involving local access groups, organizations representing disabled people at a national and local level.
	

	4


	Do you agree that the proposed title for the documents resulting from this guidance better reflects their intended purpose?
	Yes (
No

Don’t know 

	
	Comment

We agree that the title 'Disabled Persons' Protection Policy' is an unsuitable name for a document aimed at disabled passengers.  The proposed title in the consultation document 'Travel Information for Disabled Passengers' would be more appropriate.  
We would also recommend that the cover page should also have the date on which the document was revised in clear text.  This will be helpful to those using the document and to train operating company staff.
	

	5


	Do you agree that operators should prepare alternative formats once the DPPP is agreed?
	Yes (
No

Don’t know

	6


	Alternatively, should operators be allowed to wait until an alternative format is requested before having it produced?
	Please see our comments below

	
	Comment

It is vital that the DPPP is available in alternative formats including; large print, Braille, EasyRead and audio formats.  We would also request that operators ensure that their up to date DPPP is available in Word format on their website as well as an audible version that can be downloaded on to an Ipod.
In terms of availability of alternative formats, a key point is that whatever formats are available from train stations, call centres etc, these versions should be the most recent document.  We often hear of alternative formats that are available from various service providers that are several years old and the information is incorrect and of no use to the service user.

In many circumstances, blind, deaf/blind and partially sighted people are unaware that alternative formats of documents are available or are unsure how to obtain these formats.  Therefore we would strongly recommend that operators should publicise the availability of any document that is in alternative formats and how disabled people can obtain these documents.  Such publicity should include; large adverts in local/national newspapers,  media targeting blind, deaf/blind and partially sighted people, such as representative organizations at a local and national level, talking newspapers, adverts and local and national radio and clearly, well positioned publicity at railway stations and on trains. Such advertising should be carried out on a regular basis.
	

	7


	If you think operators ought to wait until an alternative format is requested, how long do you believe is reasonable (from the date of request) for operators to take before the customer receives the document? Please indicate your answer below.


	Please write answer in comment box



	
	Comment

If an operator does order alternative formats as they are requested, it would seem reasonable to allow 5 working days for DPPP to be delivered to the passenger.  Our organizations often have to use specialist companies to have documents translated in to alternative formats and from our experience this is possible within 5 working days.  
If for any reason an alternative format version of a DPPP is not available on request, it is important that front line staff are able to give any advice in terms of train travel to a disabled passenger.  

	

	2.01B  Status of the guidance (further comments)



	
	Comment



	2.02  
Introduction



	
	Answer?



	8


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.
	Yes (
No

Don’t know

	
	Comment A

We feel that the introduction should include a statement to say that the document is reviewed on an annual basis and include the date when the document was reviewed.  This will allow those reading the document to ascertain if the version they are reading is the most recently reviewed DPPP. 
Under “Our Responsibilities” we welcome the example of freephone telephone numbers used.  We would ask that the address example is a freepost address to show good practice.  We feel that this should be used consistency throughout the document.  
Under this sub section we also feel that a number of days should be given in which feedback will be responded to.  A reasonable example for this would be 3 working days

	
	Comment B
It is not uncommon to hear from those we represent that information documents are out of date or they are unsure if they are using the latest version of a document.  This can cause confusion and uncertainty.


	2.03  Before your journey



	
	Answer?

	9


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.
	Yes (
No

Don’t know

	
	Comment A
Under the section "You may want to know"  we feel this should include;

· Does the station have audible information announcements in all public areas

· Does the station platforms have tactile surfaces

Under "You may want to know if your train has" we feel this should include:

· Does your train have audible passenger information
The example of a Disabled Passenger Reservation Line should include a Text Phone telephone number.
Under the sub section "Information"

· The term “people with disabilities” has been used.  We feel that the term should be replaced with “disabled people” and this should be consistently used throughout the document.

· Why does it say that “Most of our publications and leaflets for passengers are available in large print (16 point)?  We strongly feel that this should be “All of our publications…..”
· We feel that the document should say that “Alternative versions of our standard publications can be requested from our station ticket offices and customer service centres” and not just the latter.  We also feel that the document should state how long it will take for a passenger to receive this alternative format document, if it is not available immediately
Under the sub section ‘Booking Assistance’ in the second paragraph, it states that a member of staff “(in most instances) find your seat”.  We feel that a member of staff should always be able to assist a disabled person to find their seat.  This should include on-board staff.
Under the sub section ‘Station Access Information’ we would question the necessity in giving a detailed list of all the facilities at every station covered by the operator.  Some operators have a great number of stations under their control and this would make the DPPP a large document to carry. There is a possibility that the information could also be inaccurate, even within the one year life of the document.  It would seem more appropriate to ensure that disabled passengers are informed where they can find up to date information on accessibility at any particular station through call centre, ticket office and internet.  The longer version with additional information could be available on an internet version which can be looked at online. However, we do feel the “AXS Rail Station Accessibility at a Glance” in Appendix 1A is helpful and should be included.   
In the sub section ‘Tickets’, we welcome the inclusion of information regarding the Disabled Persons Railcard. However, we feel that this information should be in a boxed half page section in all DPPP documents, including telephone/textphone, email and postal address details for the DPR. 
Under the sub section ‘Substitute Transport’

We feel there should be a statement that says that the operator will ensure that if bus and coach transport is used as substitute transport and the journey will be longer than the equivalent train journey, the requirements of disabled passengers will be considered.  It may be that a disabled passenger may not be able to travel on a bus if the vehicle did not have toilet facilities or adequate space for their guide dog or other assistance dog.  We also feel that operators should commit to ensuring that any service contract they have with a bus or coach operator includes a requirement that vehicles are PSVAR compliant and that drivers have had disability awareness training.



	
	Comment B

For many blind, deaf/blind and partially sighted people, it is important to know if there are tactile surfaces on the station platforms to indicate the platform edge.  This is currently inconsistent and varies from station to station on the rail network.

Many blind, deaf/blind and partially sighted people rely on a member of staff to assist them to locate their seat on a train.  This is very difficult for this group of people to find if they are traveling alone.  Also it is not uncommon for other passengers to already be occupying a person’s reserved seat. If a member of staff assisted a disabled person to their seat, the staff member could assist when this occurs.
We understand that ATOC are currently in the process of developing an access information tool that will give information in regard to services and accessibility standards at each railway station on the national rail network.  We welcome this project and hope that the information will be accurate and fully accessible for blind, deaf/blind and partially sighted people through the National Rail Website.  In addition, it will also be vital for call centre and ticket office staff within all train operators to be fully trained on the use of this new system.  


	2.04  Getting to the station

	
	Answer?

	10


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.
	Yes (
No

Don’t know

	
	Comment A

We feel that this section should include a commitment from operators to ensure that station staffs are aware of a suitable, accessible and safe location that is close to the station that would be suitable for a guide dog or other assistance dog owner to take their dog if it requires to go to the toilet.  Mention should also be made that staff would be ready to take the guide dog owner or other assistance dog owner if required, if required.. 


	
	Comment B

Many guide and other assistance dog owners are eager to find a toileting facility close to a train station, if they are about to take or if they have just finished a long train journey.  As part of staff disability awareness training, staff should be given training on how to assist a guide dog or other assistance dog owner as well as being aware of a suitable toileting location for a dog, near to the station.



	2.05  Inside the station



	
	Answer?

	11


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.
	Yes (
No

Don’t know

	
	Comment A

Under the sub section 'Catering Facilities' we would request that a statement is included to say that the operator will require providers of catering services at their stations to ensure all staff have disability awareness training including awareness of the needs of blind, deaf/blind and partially sighted people.  



	
	Comment B

Our organisations have received reports from some guide dog owners that staff within station catering facilities are, on occasion, unaware that a guide dog or other assistance dog should not be refused entry because they have a dog and that the 'No Dog' rule does not apply to such dogs. 



	2.06  Boarding the train

	
	Answer?

	12


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.
	Yes

No (
Don’t know

	
	Comment A



	
	Comment B



	2.07  On the train

	
	Answer?

	13


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.
	Yes

No (
Don’t know

	
	Comment A



	
	Comment B



	2.08  If things go wrong

	
	Answer?

	14


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.
	Yes (
No

Don’t know

	
	Comment A

Under the sub section 'During Your Journey' we feel that the second paragraph should state that a disabled passenger may use the on board staff mobile phone to contact a friend or relative to inform them of the delay to the service or the member of staff can do this for the disabled passenger.
Under sub section ‘Replacement Services’ 

Please note our comment under question 9 in regard to bus and coach services

In the sub section ‘In an Emergency’ we welcome the commitment that on train staff and emergency workers will assist disabled passengers when there is an emergency on a train.  We feel that this should also be emphasized for emergencies that occur in train stations.


	
	Comment B

A disabled passenger may have made prior arrangements to be met at the train station of their destination.  There may be occasions when a disabled passenger does not have their own mobile phone to relay information to notify someone of the delay or change in service.  
Following 7/7 Transport for London worked with the Metropolitan Police Disability Independent Advisory Group, disability organisations, transport providers and the emergency services to have a conference on the lessons to be learnt in terms of assisting disabled passengers in such situations.  It is important that DPPP's take on board the results of this conference.


	2.09  Continuing your journey

	
	Answer?

	15


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.
	Yes (
No

Don’t know

	
	Comment A

Under the sub section 'Taxis'

We feel it is important to state that staff will have the contact telephone numbers of a taxi company and will contact the taxi company for a disabled passenger, if requested to do so.



	
	Comment B

Although it states in the sub section 'Taxis' that "A telephone number for a local taxi company will be displayed on a poster near the station entrance" This will not be accessible for many blind, deaf/blind and partially sighted people.



	2.10  Comments, complaints and feedback



	
	Answer?

	16


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.
	Yes

No (
Don’t know

	
	Comment A



	
	Comment B



	2.11  DPPP communication

	
	Answer?

	17


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.


	Yes (
No

Don’t know

	
	Comment A

We note that the document states in this section that the DPPP will be available in audible CD format.  We also feel that the document should be available in audio cassette format, as many blind and partially sighted people still prefer to use cassettes.  We also feel that a downloadable audible version of the DPPP should be available on the operators website for use with an Ipod.
Furthermore, we would recommend that all operators DPPP documents should be available at one web site address.  We would suggest that the National Rail website would be the most appropriate location for this.


	
	Comment B



	2.12  Station accessibility at a glance

	
	Answer?

	18


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.
	Yes (
No

Don’t know

	
	Comment A

We strongly feel that tactile surface on platforms should be included within this table.  In addition, we hope that larger stations will install dedicated toilet facilities for guide dogs and other assistance dogs.  As this happens, we feel that this information should be included within this table
 Were a rail station is staffed, it is important to say during what hours it is staffed as many rail stations are not staffed at evenings and weekends.

	
	Comment B



	2.13  Individual station information

	
	Answer?

	19


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.
	Yes (
No

Don’t know

	
	Comment A

Please note our comments In question 9  in regard to the 'Individual Station Information" section 

	
	Comment B

	2.14  Rolling stock overview

	
	Answer?

	20


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.
	Yes

No (
Don’t know

	
	Comment A



	
	Comment B



	2.15  Planned improvements

	
	Answer?

	21


	Is there anything that should be added, removed or amended?

You may explain your answer in Comment A and provide evidence or research to support it in Comment B.
	Yes

No (
Don’t know

	
	Comment A



	
	Comment B



	2.16  Sample DPPP

	
	Answer?

	22


	Do you agree that the proposed guidance ought to result in a DPPP similar to the sample DPPP?
	Yes (
No

Don’t know

	
	Comment

With the addition of the comments we have made in this consultation response, we feel that the sample DPPP is clear and easy to follow and should be followed by operators.


	23


	Do you agree that the DPPP which emerges from this guidance will be useful to disabled people?
	Yes (
No

Don’t know

	
	Comment

Our organisations welcome the proposed structure and change in focus to the DPPP.  We feel that the format of a complete journey experience from the point of planning a train journey to the onward journey is clear and easy to follow. 



	24


	Do you agree that it should be compulsory for operators to follow the proposed headings and order in their DPPPs?
	Yes (
No

Don’t know

	
	Comment

We agree that this should be a requirement of all operators as this will ensure that all operating companies will produce a document that is consistent and clear for the intended user.



	25


	Do you agree that operators should not have to follow the exact same text under the compulsory headings in their DPPPs?
	Yes

No (
Don’t know

	
	Comment

Note our comments from question 23 and 24



	26


	If you feel that new burdens or costs could be placed on operators as a result of the revised guidance, please explain what you believe this to be, and if possible, quantify them?
	Yes

No

Don’t know (

	
	Comment




Submitting your response

England or Wales

If you are responding in either England or Wales please send your response to the Department for Transport at the following address:

	Responding by post


	Responding by fax



	DPPP Consultation
Railways for All
Department for Transport
4/23, Great Minster House
76 Marsham Street
London, SW1P 4DR



	020 7944 6102



	
	Responding by email



	
	railwaysforall@dft.gsi.gov.uk

Please enter ‘DPPP Consultation’ 
in the subject line.


Scotland

If you are responding in Scotland please send your response to Transport Scotland at the following address:

	Responding by post


	Responding by fax



	Alan Martin
Network Regulation Manager
Strategy and Investment 
Directorate Transport Scotland
Buchanan House
58 Port Dundas Road
Glasgow, G4 0HF


	   014 1272 7560



	
	Responding by email



	
	Alan.Martin@transportscotland.
gsi.gov.uk

Please enter ‘DPPP Consultation’ 
in the subject line.


Your response must reach us no later than Friday 23 May 2008.
