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On-going Requirements

We seek continuous improvement in the way services and facilities are delivered to disabled customers. Consequently, the DPPP is a ‘live’ document and will be regularly reviewed and updated. We will submit a copy of the DPPP to the Department of Transport (DfT) annually from the date of approval. 

Throughout the term of the concession we will work together with the DfT, Merseytravel and other funding partners with the aim of improving accessibility at our stations. An independent access consultant has undertaken access audits on our behalf at all our stations with a view to improving access for disabled people. To this end, long term plans have been produced based on the shortfalls in facilities that have been identified. We meet regularly with Merseytravel and Network Rail to discuss our plans to address the shortfalls in facilities. We have a rolling programme of works that will be implemented as and when monies become available. 

We will also, through our close liaison with other train operating and the Association of Train Operating Companies (ATOC), work towards providing a seamless national network in providing better access to services. 

The Department for Transport (DfT) is funding a major scheme of station enhancements, ‘Railways for All’, that will improve accessibility at stations on the National network this will include the installation of lifts at Fazakerley, Hooton and Waterloo.  Merseytravel are funding major refurbishments at Bootle Oriel Road and Sandhills stations which will include passenger lifts and accessible toilet facilities. 

Funding has also been secured from the Department for Transport under the ‘Small Schemes Fund’ and Merseytravel to install Customer Information Systems at Brunswick, Walton, Rice Lane, Leasowe, Hall Road, Bank Hall, Wallasey Grove Road, Wallasey Village, New Brighton and Bidston.

Toilet facilities for our disabled passengers will also be installed during 2008 at Liverpool James Street, Bidston and improved facilities at Moorfields.

Since taking of the running of the Merseyrail network in July 2003 and with the support of our partners in Merseytravel and Network Rail we have implemented a large number of improvements that benefit our disabled passengers. These improvements include the installation of Customer Information Systems at 29 stations, additional seating and waiting shelters at 19 stations. By the end of 2008, we will have installed raise and lower counters at 8 stations and will have toilet facilities at 13 stations. Also Merseyrail trains as fitted with audio & visual Customer Information Systems and have spaces for 2 wheelchairs. We have seen the introduction of additional blue badge parking spaces at Maghull and Birkdale and we have reviewed the allocation of spaces at all other stations that have parking facilities. Merseyrail have been awarded Safer Parking accreditation for 28 station car parks (80% of our car parks) and Secure Station accreditation at 57 stations (85% of our stations)

We are committed to providing data about station accessibility to the National Rail ‘Knowledgebase’ database.

Prior to the Journey

Customers’ requiring assistance at Merseyrail stations are advised to contact our Customer Relations Department in advance of travel. Only one hour’s notice is required to ensure that our customer’s requirements are met.  Whilst we do not employ dedicated staff to assist people with disabilities, station staff are available and able to assist. 61 out of 66 stations are staffed from 15 minutes before the first train until 15 minutes after the last train. Customers who wish to travel to or from an inaccessible station will be advised of the nearest accessible station they could use as an alternative. Where necessary we will provide an accessible form of road transport between an inaccessible station, and the nearest accessible station on the passenger’s desired route. 

If you wish to travel at weekends we advise you contact Customer Relations, due to the possibility of engineering works taking place and Rail Replacement Bus Services being provided. Suitable alternative arrangements will be made for people with disabilities if necessary.

Customer requiring assistance on other National Rail services are advised to contact Customer Relations in advance of travel giving at least 24 hours’ notice.

Merseyrail Customer Relations is open 0900 to 1700 Monday to Fridays on 0800 0277 347 (free phone number) or 0151 702 2071. Textphone (minicom) is available on these numbers. Customer requiring to book assistance on the Merseyrail network outside these hours or weekends can ring 0151 702 2704 to make the necessary arrangements.

We maintain a database of station accessibility via the National Rail Enquiries (NRE) database ‘Knowledgebase’. A Station Facilities Matrix has been produced to assist staff in providing information on facilities available to customers. This information is available by telephoning Customer Relations or on our website www.merseyrail.org.

Assisted Passengers Reservations  Service(APRS)

We are committed to the nationally recognised ‘Assisted Passengers Reservations Service ‘ which is available to passengers travelling anywhere on the national rail network. Disabled customers using the service can therefore make arrangements for assistance to all stations with a single telephone call. APRS includes details of the times between which assistance can be provided at stations and on trains. Assistance can be arranged through APRS during the hours that trains are scheduled to serve the station, except where the station has physical constraints that prevents some people with disabilities from being able to use it (e.g. no step free access). We are committed, whenever possible, to update APRS within 24 hours of being notified when facilities are out of order that will materially affect disabled passengers' journeys. 

Car Parking

Many stations have free parking facilities including blue badge spaces. The dedicated blue badge spaces are situated as close as possible to the station entrance.

We monitor usage of blue badge parking spaces. Such monitoring will enable appropriate enforcement action to be taken when non-blue badge holders park in designated spaces. 

CCTV cameras cover car parks and the usage of blue badge spaces is monitored either locally or remotely at Merseyrail Control or Security Centre. Merseyrail and Merseytravel regularly monitor car park usage and work together to make every effort to increase car parking facilities for all customers across the network. We shall endeavour to ensure that all new or refurbished blue badge spaces installed in our car parks conform to the Code of Practice. It is our intention to continue to submit car parks at selected stations to the “Secure Car Park” award scheme.

Travel Concessions for Disabled Passengers

Disabled Person discount may be obtained on a range of rail tickets from ticket offices our ticket offices on production of a Disabled Persons Railcard. You can also purchase a discounted ticket via our self-service ticket machines. Where a customer is unable to obtain a ticket from a ticket office or a ticket machine due to their disability the appropriate priced ticket will be available from the train staff. 

An alternative discount is available on full fare tickets for a wheelchair user and a companion without a Disabled Persons Railcard; the discount applies to both people. The same discount is available to a person registered as visually impaired and a companion.

We also accepted the Merseytravel Concessionary Travel Pass for Disabled People that always free travel on the Merseyrail Northern and Wirral Lines services.

Access to Station Facilities

We will notify passengers when the level of accessibility is less than that normally provided at a particular station.  For example, when a lift breaks down, access to one or more platforms may be affected.  In this situation our Communications Manager we will make reasonable endeavours to publicise this, for example, through the APRS, our website and by notices at that station entrance and at other accessible stations along the route. The information will also advise, where known, a timescale for when the facility will be functioning again.


In these circumstances we will, without extra charge, provide an alternative accessible service to take disabled passengers who are unable to use the affected station to the nearest accessible station.


At certain stations on the Merseyrail network there are barriers for ticket checking. In the event that a station is unstaffed or staff are not in attendance where this type of facility was installed, the barriers would be locked open.


We will not close station entrances or gates if this will lead to a reduction in accessibility for disabled passengers to any platform or facility at that station, unless we have first consulted with Merseytravel, the Department for Transport, Passenger Focus (the operating name of the Rail Passenger Council or RPC) and local disability groups.

Access to Trains and On-train Facilities

All Merseyrail services are operated by class 507 and 508 electric trains, which have two sets of wide opening sliding doors on each coach opened and closed by the train crew at each station stop. These were built between 1978 and 1980 and are of a standard type built at that time for short distance suburban journeys.  They have no toilet facilities.

All trains offer facilities including two designated wheelchair spaces, one situated adjacent to the driver’s accommodation and the other situated adjacent to the guard accommodation. Both wheelchair spaces are clearly indicated on the outside of trains.  Wheelchairs that are within the ‘reference' wheelchair size are suitable for conveyance on all our trains. Further information on the reference wheelchair size can be found in the ATOC booklet ‘Rail Travel for Disabled Passengers’ and in the Department for Transport booklet ‘wheels within wheels’. In outline, the recommended maximum acceptable wheelchair dimensions for rail travel are height 1350mm, width 700mm and length 1200mm and a combined weight of 300kgs.If you wish to travel and you are unsure if your wheelchair or scooter is suitable for conveyance on our trains please contact our Customer Relations department before travelling.

All our trains are fitted with aural and visual on-train public address system; the system complies with the standards in the Code. Announcements are made throughout the journey confirming the destination of the train and at each station stop. We are committed to providing aural and visual announcements if a train will be delayed for more than 10 minutes.  

All our staffed stations have staff who are available to assist customers when boarding and alighting from trains when requested and, if needed, will provide a purpose designed portable ramp suitable for use with a wheelchair.  Portable ramps are provided at each staffed station where the platforms are accessible.  Ramps are not available at unstaffed stations. However we are committed to providing access in future at these stations where possible.  Current arrangements provide alternative transport to/from the nearest accessible station.

Seats on Merseyrail trains cannot be reserved. However, seats located closest to the entrance/exit doors are marked as priority seating.  Customers requiring assistance boarding the train will be helped in obtaining a seat if necessary. This assistance includes carrying reasonable amounts of the luggage.  This is free of charge to customers.

When a train reaches its final destination, assistance to alight will be available as soon as possible, and in the event within 10 minutes for all passengers who have booked assistance in advance.

Service Disruption

There are occasions when the advertised train service cannot be provided because of service disruption.  When this disruption is known in advance customers, whose arrangements are no longer valid, will be able to rebook assistance, where this is possible, through Assisted Passengers Reservation Service.  When the disruption happens without advance warning, we are committed to making every effort to reintroduce normal services as soon as possible.  However, there may be times when there will be a need to provide alternative transport, such as buses, which may not always be fully accessible.  Under these circumstances a customer who is unable to use the alternative transport will be offered an accessible taxi at no extra cost.

Where customers have requested assistance a member of staff will accompany them from the point of entry onto the stations until they have boarded the train.  At times of disruption the member of staff would also assist the customer in any changed arrangements that were made.

At times of disruption we will provide information on train service alterations and any alternative transport through the public address system.  All our staffed stations are fitted with a public address system.  This is supplemented at the majority of our stations by the Customer Information System, which provides additional visual platform departure information together with white boards at all stations.

There are special arrangements for providing assistance at times of emergency.  Details of the Merseyrail emergency evacuation procedures are held at all our stations and issued to all our train crew staff.  

The emergency evacuation procedure for each station varies according to such factors as the physical layout, the presence and accessibility of facilities, and the availability of station staff.

Our trains display safety information on what to do in the rare event of an on-board emergency. Evacuation guidelines are displayed in each carriage. The guidelines use a high level of pictorial graphics so that all customers may understand them. In the event if an emergency on the train, we consider the safest option is nearly always to stay on board the train until our staff have had an opportunity to carry out a further assessment. All our trains are fitted with an emergency evacuation kit that includes a ladder. All of our staff receive train evacuation training and this includes assisting disabled customers.

Rail Replacement Buses

On occasions when train services are temporarily replaced by bus services, owing to engineering works and other disruptions, we shall always try to use buses which are fully accessible for disabled passengers. If, for some reason, accessible buses are not available, we undertake to provide an accessible taxi or other suitable form of transport for disabled passengers, at no extra cost to them.

Interchange with other Modes

Merseyrail currently has only one contract, at Southport, with a taxi company for the use of taxi ranks.  Customers can ring in advance to book an accessible taxi or ask a taxi driver upon arrival at the rank. We have taxi ranks at the following locations at Liverpool South Parkway, Formby, Maghull, Hunts Cross, Kirkby, Hoylake and New Brighton.

Station Information Posters at each station advertise telephone numbers for local taxi firms. We also have a contract with a Community Bus Provider to provide accessible vehicles as and when required. 

A number of accessible bus services run by bus operators / or supported by Merseytravel, using low floor easy access buses, operate to and from local rail stations.  Merseyrail and Merseytravel aim to ensure that facilities at the station (location of bus stops, signing etc) will minimise the inconvenience of interchanging between modes.

Merseyrail is working with Merseytravel and supports their programme, set out in the Local Transport Plan, to improve bus/rail interchange arrangements at rail stations.

Consultation

We are committed to following the dispensation process detailed in Section A4.8 of the Code of Practice and, as appropriate, consulting with Passenger Focus and the Disabled Persons Transport Advisory Committee (DPTAC). We would also inform the DfT if we are not able to meet any commitment within our DPPP. We will consult with relevant disability organisations in respect of the service we provide to disabled customers.

Availability of this Document

Each Merseyrail station has a notice displayed outside the main entrance that advises customers on the accessibility of the station, the contact number of Customer Relations for enquiries and the address from which a copy of the Statement of Policy can be obtained.

We are committed to providing a copy of the Statement of Policy free of charge to any person who requests it and will produce the document in different formats, available on request.

We are committed to providing a customer-friendly version of the DPPP within three months of the approval from the Department for Transport of the full document.

Each Merseyrail station has a ‘Local Area Information’ display that contains a local map and timetable information on bus services that stop close to the station. The map also advises if the station is accessible and displays the access points. 

Management Arrangements

Responsibilities

The Managing Director of Merseyrail is responsible for ensuring that all the commitments outlined in this policy are carried out and for representing the interest and needs of people with disabilities when any major modifications to rolling stock and station facilities are considered. In all improvement schemes, the needs of people with disabilities will be included in the planning process with the aim of ensuring the facilities provided are accessible to everyone.

The Managing Director will also ensure that all senior Merseyrail managers are briefed on the arrangements detailed in this DPPP, through the team briefing process.

The Legal and Compliance Manager is responsible for compliance within Merseyrail and will monitor compliance with the DPPP through ad hoc checking of compliance of individual areas of DPPP and an annual assessment of the compliance document. Any material alterations in our DPPP will be submitted to the DfT for approval. 

Following the annual assessment, Merseyrail will send a report to the DfT detailing any significant difficulties experienced within the DPPP and progress towards achieving objectives within it. 

Accessibility Works

The specification for new works schemes will be checked against the DfT’s Code of Practice with the aim of ensuring that the provision of services for disabled passengers are considered from the outset.

The Merseyrail network is unique in that Merseytravel provides the majority of the funding. As a consequence Merseytravel play a major role in the development of the network, including the funding of new schemes. Merseyrail staff work closely with colleagues from Merseytravel and Network Rail on station developments and together ensure that improvements for disabled passengers are assessed within all schemes.

We will also seek funding for accessibility works at stations from other sources including the DfT’s ‘Access for All’ Small Schemes fund, which is to be made available on an industry-wide basis.

Training

All new staff undertake disability equality training on joining the company. The training, which follows the guidance in the Code of Practice, allows staff to understand how to assist people with various types of disabilities. Our training has been independently assessed and received excellent feedback. All recommendations were implemented and our training is reviewed regularly.

The aim and objective of the one day course is that all customer facing staff are able to:

1. Explain how the social factors (such as attitude and design) are barriers to disable people.

2. Explain the definition of disability under the Disability Discrimination Act 1995 (DDA)

3. Explain the DDA, the requirements it puts on the company and them as an individual.

4. Demonstrate how to safety assist a passenger using a wheelchair in accordance with our recommended methods.

5. Demonstrate how to guide a visually impaired passenger in accordance with recommended guidelines.

6. Describe a variety of ‘invisible’ impairments (such as degenerative conditions, long term and mental illness and the appropriate techniques to assist passengers. 

7. To describe a variety of techniques they can use to aid communication with passengers who have communication related impairments (e.g. learning difficulties & hearing impairments.

Our aim is for all managers to receive disability, equality and awareness training in order to understand fully the issues that affect disabled people when determining policy, strategy and management matters. 

Refresher training and briefing is provided in order to maintain and update staff knowledge and skills therefore improve service and accessibility to all disabled passengers. The needs of individuals and frequency of refresher training will be reviewed on an annual 

basis.

On Going Briefing

Merseyrail have produced briefings material when there have been either changes in the law or our policy and practices. The briefing material was sent to all members of staff. We will continue this approach and development further briefings as and when required. 

Merseyrail Contact Telephone Numbers and Addresses
Information for disabled passengers is obtainable from:

· All of our station ticket offices,

· Our website, available on: www.merseyrail.org
· Our Customer Relations Department, telephone number and textphone number 0800 0227 347 (free phone number, when telephoning from anywhere in Britain) or 0151 702 2071.

These lines are open Monday – Friday 09.00 to 17.00.

· Customer requiring assistance on the Merseyrail network outside these hours or weekends or Bank Holidays can ring 0151 702 2704.
· National Rail Enquiries  - Telephone 08457 48 49 50.

· Textphone service 0845 605 0600.

· Merseytravel Website:  www.merseytravel.go.uk

· Website: www.nationalrail.co.uk
· Our Customer Relations address is:

Customer Relations Department

Merseyrail

Rail House

Lord Nelson Street

Liverpool

L1 1JF

Email: comment@merseyrail.org


�A particular, named post should be given here as taking responsibility for updating your database and APRS in these cases.  There should also be a timescale for these alterations (eg within 24hrs).
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