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Celebrating our Champions 
• Olympic athlete Homecoming Celebrations in 

London and Manchester 

 

• Train service requested to transport the 
athletes between the cities 

 

• 400+ Olympic & Paralympic athletes 

 

• 120+ wheelchair users 

 



Challenges 

• Rolling stock able to accommodate 3 
wheelchairs per train 

 

• Resistance from British Paralympic Association 

 

• Full timetabled service for Tuesday 18th 
October morning peak 

 

• Two weeks notice 

 

 

 



Caledonian Sleeper 

• Caledonian Sleeper service with 
loose furniture 
 

• Lounge cars which could 
accommodate spacious 
wheelchairs 
 

• A willing and supportive 
Operator 
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Outcome 

• First time 40 wheelchair users have 
travelled together on the railway 

• New method of transportation for 
the British Paralympic team 

• New service offering for Caledonian 
Sleeper 



Outcome 

• “This has completely changed my opinion on train 
travel for disabled people. I never thought this could 
work and I have been proved wrong.” -David Courell, 
BPA, Director of Operational  Deliverability 



Outcome 
“The train journey has been fab; we’ve all had 
a snooze and had a little party”  

Hannah Cockroft, Gold medallist,wheelchair 
racing, Rio 2016 



Accessibility  
Emerging 
Strategies  

Micky Ball   01/12/2016 



Vision 
 

 

Throughout an end-to-end journey customers will be supported 
by an inclusive service inspired by consistent communication, 
assistance and accessible provisions, delivered through easily 
accessible tools and trained staff, empowering a customer to 
travel with safe and effectual autonomy. 

 



 
 
  

 



Strategic Approach  

 Customer Heartbeat:  

A framework for mapping the 

journey and understanding 

customer expectations 

Momen

ts of 

Truth 

Moments of Truth:  

A mechanism for delivering 

the experience with industry 

consistency, but with TOC 

specific execution & flexibility 

inQuba:  

A real time VOC 

measurement & operational 

deployment tool 

Custom

er 

Charter 

Customer Charter:  

A vehicle for engaging all 

stakeholders and committing 

to agreed minimum standards 











Customer Impact 

A trial was conducted for 
“Turn up and go” to allow 

customers at selected 
stations throughout the 
London Area to travel 

without booking 
assistance.  

This service is available 
to customers at those 
stations. This will be 
communicated to the 

public.  
TOCs will be consulted 

on including any 
additional stations. 

Customer Impact 
 

Travel with more 
flexibility 
 
Will feel they have equal 
service options 
 
No longer have to worry 
getting assistance at the 
station 

Google will provide free 
mapping of all: VTEC 

stations, most Network Rail 
Stations, and selected 
stations on the Greater 
Anglia, Transpennine 
Express, GWR, South 

WestTrains and 
Southeastern routes. The 
trial will be at 85 stations.  
These will be linked from 
NRE station pages.  This 

will be the first step towards 
a full roll out of the service 

to all stations 

Customer Impact 

 

Look at the station and 
surrounding environment 
prior to travel 

 

Feel less stress when 
traveling to a new station 

  

Identify the facilities 
available at station 

By Q1 2017…  

One Passenger assist free phone 
number will be made available to 
forward to the appropriate TOC  
when customers wish to book 

assistance. 

Customer Impact 

 

Use a universal contact number to 
book assistance this will reduce 
stress 

 

Be able to confidently access service 
information from NRE & TOC 
channels 

 

Easily plan their journey before 
embarking to the station  

A one fits all universal ramp 
prototype for trains that will reduce 

dwell time, injury and anxiety. 

 

Providing safer, consistent, trackable 
and mobile equipment meeting 
Person’s of Reduced Mobility 

Transport Service Interoperability  
regulation.  

Customer Impact 

 

Access to the train more safely 

 

Easily board carriage 

 

Get efficient staff assistance (one 
size fits ramp all) 

By Q2 2017…  



Customer Impact 

Stations Made Easy 
redesign/enhancement 

A new Stations Made 
Easy, with updated, easy 

to use and fully 
functioning maps.   

Customer Impact 

 

They will see an 
accurate map 

 

Reduce stress and 
anxiety 

 

More informed journey 
planning 

Minimum standards for 
accessibility experience 
through franchising. 

 

Working with NR and 
DfT to input a set of 
minimum standards 
around accessibility into 
each new rail franchise. 

Customer Impact 

 

Customers will see real 
localised improvements 

 

Customers will feel more 
valued 

 

  

By 2018…  

Open standards 
technology Wayfindr 
(visual)  MobileSign 

(hearing) ElasticOpen 
standards technology 

Wayfindr (visual)  
MobileSign (hearing) 

Elastic 

Customer Impact 

 

Reduced stress and 
anxiety 

 

Inclusion of customers 
with varying impairments 

 

Bespoke navigation 

 

 

Full roll out of Turn Up 
and Go 

Customer Impact 

 

Customer can travel when 
they want 

 

Customer will travel their 
way 

 

 

By 2019…  



The Accessibility Hopper  

On all Rolling tock 

At a station, customers will be supported by an inclusive environment, 
inspired by accessible tools and facilities, empowering customers to easily 
navigate and utilise facilities safely and effectively during their end-to-end 
journey. 


