














3.1.9 An experimental system like this, linked to Google Maps and Google Earth, has been created
in the UK by Kizoom?; an example from Swansea is illustrated in Figure 3.1. As well as
showing “next bus” information, other information can be displayed, such as road works and
users can see a live web-cam of the traffic conditions at selected sites on the network.

Figure 3.1 Interactive Transport on the Web Application from Kizoom

4 ‘Real Time’ Passenger Information (RTPI)

4.1.1 At the moment, most ‘real time’ information is displayed on digital screens at bus stops, train
stations, coach stations and airports. They typically provide “next bus” type of information,
like the Countdown system used by Dundee, which indicate the time of arrival of the next
bus(es) on the routes served at the stop. However, these displays can be linked to other
media to provide a range of information, for example, on the status of connecting bus or rail
services or even general news items to pass the time while waiting for the bus to arrive.

4.1.2 Delivering ‘real time’ information requires the integration of a number of different
components including timetable data, GPS equipment on the buses to track their location,
communications devices to transmit this information to a central server, which then feeds
the information to the user interfaces via the web or wireless media. Other capabilities can
also be added to the system, such as coordination with traffic signal controllers. The

2 http://welsh-maps.kizoom.co.uk/
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4.1.3
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51.2
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technologies and methods utilised to deploy these systems are improving all the time, as is
their reliability and cost-effectiveness, which makes them more attractive as part of an
integrated transport strategy.

It would be better if these separate systems were fully integrated. For example, the
information screen at the station should also give bus departures for the bus stops closest to
the station and waiting times.

[ ] If RTIP should be rolled out to the whole of the TACTRAN region, then RTPI should also
be integrated as part of a journey planner to allow the user to make alternative
arrangements if need be. There are some examples of where this is happening and
with continuing technology enhancements, it is likely that more elements can be
integrated in the future.

Internet

Downloadable Timetables and Maps

These need to be made available at bus stops, in shopping centres, free with local
newspapers, from travel kiosks and downloadable from the internet.

The schematic map of the Cardiff area (described in Chapter 9) is a good example of this.

u TACTRAN local authorities already provide local area leaflets and bus maps on the web
site. These are static maps in pdf format, unlike dundeetravelinfo.com, where there is
an interactive map display so that users can zoom into the area of interest or select a
route for printing or downloading onto their local computer or mobile device.

Web 2.0

The next stage of the World Wide Web, referred to as Web 2.0 (in line with WAP 2.0), will
provide a number of enhanced search and download capabilities. This opens the possibility
of performing more powerful searches for travel information, for example by address or
route number, as an alternative to using a journey planning system. Indeed, Web 2.0 may
provide a means to enhance the journey planning portals with personalised journey planning
and other features as described earlier. This is still somewhat speculative, as the
development of Web 2.0 is on-going.

| One issue that remains critical to the use of these technologies is the currency and
integrity of the data being provided. Public transport data provided by the operators
needs to be accurate and up-to-date.

Electronic Bus Registration

The implementation of TransXchange for bus registrations and the planned FaresXchange for
fares information are important developments to improve the flow of information to the local
authorities and/or TACTRAN as part of the data management process. Likewise, the
currency of NaPTAN data on bus stops and the National Public Transport Gazetteer are
critical to the success of public transport information systems.
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6.1.1

6.1.2

6.1.3

6.1.4

6.1.5

6.1.6

7.1.1

7.1.2

7.1.3

Interactive Touch Screen Information Kiosks

Kiosks increase user access to information about all local transport services, as well as
publicising any new transport initiative in the area.

In addition to transport information, kiosks can provide local tourist information.

The kiosks act as a public, physical embodiment of government technology expenditures.
They help bridge the digital divide and make travel information free and easily available for
all.

Examples include Dundee kiosks, the JESS in Glasgow, and iPlus Points hosted by CitySpace.
Convenient Ticketing

Kiosks can be set up at bus and railway station, as well as shopping centres, where users
can quickly buy tickets for a number of different transport types or one ticket that covers
them for different types of transport.

Examples include ticket kiosks at bus stops on the Fast Track system in Kent and at railway
stations on the South West trains network.

Smartcards

A Smartcard is a pocket-size card with embedded integrated circuits, which can process
information and is used as a form of electronic ticketing. The most well known Smartcard in
use in the UK is the Oyster Card in Greater London.

In addition to ticket products, Smartcards can also be used for stored value travel. The
cards can be topped up with stored value and the pre-pay balance is automatically debited
by the correct fare at the end of each journey.

Smartcards are the preferred mechanism chosen by the government for the Scottish
National Concessionary Fare (SNCF) scheme which was implemented in April, 2006.
Each concessionary pass holder has been issued with a Smartcard and their journeys by bus
anywhere in Scotland are recorded by on-board readers on buses. This information is used
to calculate reimbursement to bus operators and will provide a wealth of data on the travel
patterns of elderly and disabled people.

u As well as the SNCF scheme, TACTRAN can have a future proposal to deploy
Smartcards for public transport journeys by fare paying passengers. Similar schemes
exist elsewhere, such as the Yorcard in South Yorkshire and the NowCard in Cumbria
and Lancashire. This requires the cooperation of operators to install Smartcard
readers and an agreement on a fares system for multistage journeys. Smartcards are
the future for public transport payment and TACTRAN can learn from the pilots
elsewhere for future consideration.
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8.1.1

8.1.2

8.1.3

Digital TV

Transport Direct is available via digital interactive TV, on Sky, cable and Freeview boxes with
a modem or broadband connection. You can access up to the minute train ‘real time’
information and bus timetables, as well as the latest traffic and transport news.

Digital TV will be widely available in public places, in kiosks, on buses and trains, and via
mobile devices, so the availability of ‘real time’ information and other information about
public transport will be enhanced considerably.

There is also the prospect of using these channels for interactive inquiries, booking trips, and
linking them with Smartcards for payment on-line.
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Appendix B —Best/Good Practice Guidance and

Guidelines

1 Introduction

1.1.1 The provision of good quality information, whether in a printed timetable, by telephone, at a
bus stop, on the web, or on an electronic display, enables passengers and potential
passengers to make informed decisions about their travel. It also improves public
confidence, and can lead to more sustainable travel patterns. Research has shown that the
availability of information is a major factor in encouraging the use of public transport.

1.1.2 TACTRAN aims to introduce a separate Regional Bus Information Strategy. Therefore, this
Appendix first provides a review of the best practice guides and guidelines readily available
for developing travel information regarding bus travel.

1.1.3 Finally, it reviews the requirement of the Disability Discrimination Act (DDA) and the existing
guides and guidelines which are designed to help authorities when providing travel provision
for people with.

2 The Association of Transport Co-ordinating Officers (ATCO)

2.1.1 ATCO was set up to bring together local authority officers whose work involved what were
then new county council responsibilities for passenger transport. The association has
published good practice guidelines and codes of practice, the most relevant of which are:

[ ] Printed Information at Bus Stops (published November 2004);

[ ] Printed Public Transport Information (published May 2003);

[ ] Bus Services Provision of Information (published September 2001); and
[ ] Bus Timetable Information (published November 1997.

Printed Information at Bus Stops

2.1.2 The guidelines recommend the preparation of templates for bus stop information displays. A
number of templates will need to be developed, because the need for information is
influenced by the type of service, for example, whether it is a frequent town service or rural

inter urban service. ATCO made recommendations on the information to be presented at the
bus stop, some of the main points are summarised in Table 1.
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2.1.3

2.1.4

2.1.5

Table 1 Information at Bus Stops

Required Timetable Minimum Other Possible Additional
Information Information Information
Route or service number. Name of bus stop location Interchange information.

. and ID reference. .
Departure times (or Maps of stop clusters (eg in
frequency if high, e.g. every Operator or authority logo. town centre).

five minutes). . .
) Traveline logo and number. Journey times.

D f tion. I .
ays of operation Accessibility of service.

Destination and
intermediate points.

Printed Public Transport Information

Printed public transport information includes timetable booklets and information leaflets. The
publications should be clearly legible and easy to use and understand. Full details on how to
achieve this are given in the guidelines, including font type and size.

The guidelines recommend that notification of changes to bus services is given at least seven
days prior to implementation and published as:

u advertisements in the local press;
[ ] notices at all bus stops serving affected routes; and
[ ] notices on all buses on the route(s) affected.

Bus Services Provision of Information

This set of guidelines outlines the type of information that should be made available and how
it should be made available. A summary of the recommended information to be produced is
given below:

When is Information Required?

[ ] pre-trip information, required both within the locality and from distant locations;

u at start of trip - at the bus stop, or other point at which the public transport journey
begins; and

[ ] during the trip - on-bus and at intermediate interchange locations.

What Information Should be Available?

[ | timetables;

[ ] service guides covering commercial and contract services;
[ ] fares and fare systems;

[ ] maps and guides of the bus network;
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multi-operator information;
demand-responsive services;
multi-modal — other mode information;
car parking;

local access;

facilities for disabled people;

service disruptions;

‘real time’ information (if applicable);
travel concessions; and

common information (eg traveline contact details, ticket agents).

How Should Information be Made Available?

paper-based in a reference medium (area timetable books);

paper-based individual service, route or corridor timetables, possibly collated in folders
which can be updated;

paper-based displays at bus stops and other key locations, including matrix timetables
and/or departure listings;

telephone, including the national traveline phone-based service;
screen-based displays at principal interchange points such as bus stations;
screen-based displays of scheduled or real time information at principal stops;

web-based journey planning and timetable (and faretable) systems, with maps, and
with opportunities to print information easily for personal re-use;

links to and from other relevant web sites;

face-to-face information at Travel Shops or through on-the-ground staff, particularly at
major interchanges or boarding points;

announcement systems on bus, at stops and at interchange points, either automated
or manned;

bus stop flags and associated displays;
destination-based displays of departure information; and

availability of information in large print, in Braille, and on tape.

Where Should Information be Available?

in the home;

in the workplace;

at schools, colleges and universities;
at hospitals;

in shopping centres;

at tourist and other information centres;
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3.11

3.1.2

3.1.3

3.1.4

in hotels;

at libraries, post offices and village shops;

at bus and tram stops;

in bus and rail stations, airports, ferry terminals and other interchange points;
at major activity centers;

on the move;

distributed house-to-house, or only available to collect; and

free, or with a cover price.

Bus Users UK

Bus Users UK is an independent group which was formed to give bus passengers a voice.
They have prepared a Guide to Good Practice in the delivery of bus services. The sections
that relate to bus information are summarised below.

Timetable and Leaflet Information

Bus users deserve a high level of up-to-date and accurate bus service information:

in timetables and leaflets;
by telephone;

on the Internet;

at bus stop and bus stations;
in enquiry offices;

on buses; and

from drivers and other company staff.

Timetables and timetable leaflets for all local bus services should be:

easily accessible, and not only through bus operators;
clear and easy to understand;
take into account the needs of the partially sighted; and

available for passengers at least two weeks prior to changes.

Bus Users UK understands the reluctance of operators to promote services which compete

with their own, but would like to see greater acknowledgement of other local services; the

example of companies like the Brighton & Hove bus company, which includes the services of

other operators in its timetable books, is welcomed.
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3.1.5

3.1.6

3.1.7

3.1.8

3.1.9

Household leaflet drops should be undertaken when new services or major revisions affect an
area. In-bus notices are useful to alert the public of changes, but can rarely give full details.
Buses should carry timetable leaflets, available from a dispenser, or from the driver. Bus
Users UK accepts that it is not always practical for buses, particularly on urban service, to
carry leaflets, but it is important that existing bus users should be given proper notice of
changes affecting their services.

Telephone Information Services

A telephone enquiry service should be:

[ ] available at local call rates (or even free of charge);
[ ] manned for more than ‘office-hours’;
u promoted in literature, at bus stops and on the buses, and prominently displayed in

local telephone directories; and
[ ] answered promptly — within 45 seconds.
Information on the Internet
The internet is being used by an increasing number of bus companies to promote and

publicise their services, and many passengers now have access to this type of information.
As with all information provision, details must be clear and easy to access and understand.

Information at Bus Stops and Bus Interchanges

Bus stops and bus interchanges are obvious places for information, yet it is remarkable how
often the provision of information at these points is incomplete, non-existent, or (at worst)
out-of-date. Bus stop and bus station information should be:

[ ] user-friendly and clear;

u legible - typefaces used on timetable panels are often too small and difficult to read,
particularly by the partially sighted;

[ ] located appropriately - there are many panels mounted too high on bus stop poles
and bus station walls to be read comfortably by children, smaller adults and wheelchair
users; and

[ ] updated at the time of every service change — out-of-date information is a dreadful

reflection on the bus industry, as bus stop information is often the first point of contact
for the occasional passenger.

Bus stops should carry information both on the bus stop flag (service humbers, information
telephone number) and in a case on the pole (bus times and fares).
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3.1.10

3.1.11

3.1.12

3.1.13

3.1.14

3.1.15

Enquiry Offices

Enquiry offices should:

[ ] be manned by knowledgeable and friendly customer-oriented staff who can supply
information clearly and simply;

u maintain suitable opening hours; and
[ ] serve members of the public within a reasonable time — of the order of three minutes.
On Buses

On buses, the importance of accurate and comprehensive destination information cannot be
over-emphasised. The destination display is part of the advertising for the service. The
increasing provision of bus service numbers and destination information at the nearside and
rear of buses is very welcome.

Drivers and inspectors are the bus industry's front-line staff, and are the people who users
are most likely to see and to seek information from. More attention should be given to
training and briefing drivers and inspectors on how to deliver information and interact with
passengers. The drivers in large systems cannot normally be expected to know every detail
of every service, but must have a working knowledge of their own company services. They
must be able to advise passengers on connections and alternatives. When new services are
introduced and major changes are made to existing services, part of the process of
introducing these must be a driver briefing to ensure that passengers are advised of changes
before they happen, and can learn about the effect of changes when they take place.

Information for People With Special Needs

Information has to be accessible to everyone - adults, children, the elderly and those with
special needs. In particular, attention needs to be paid to those with mobility, visual,
hearing or learning difficulties.

At present, there is no discernable need to produce information in languages other than
English. However, in the future there may be benefits from the provision of information in
other languages to encourage groups of local users or visitors from overseas.

TACTRAN needs to take care to ensure that all information accords with the requirements of
the Disabled Discrimination Act (DDA) and conforms to the standards of the Disabled Persons
Transport Advisory committee (DPTAC).

Timetable Books and Leaflets

Timetable books and leaflets are widely available for bus services in Dumfries and Galloway.
They are a vital part of the provision of information. The factors which influence the quality
of the information contained within timetables booklets and leaflets are:

[ ] legibility;
[ | clarity;
[ ] consistency;
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3.1.16

3.1.17

3.1.18

[ ] comprehensiveness; and
u accuracy.

Timetable clarity and consistency of presentation is important for all passengers.
Well-produced and clear timetables which are readily available are essential for commercial
success.

Print Style and Size

Print should be

u the largest size that circumstances will allow, with a minimum of 8 point;
[ ] clear and appropriately spaced; and
[ ] large print timetables should be available on demand.

Light print should be avoided. Lower case print is much easier to read and should be used
almost exclusively. Clear numerals are very important, in particular to avoid confusion
between numbers such as six and eight, or three and five. Legibility depends upon text
spacing.

Quality Bus Partnerships

A bus network quality strategy comprises a package of measures aimed at improving the
quality of the bus network and its attractiveness to users. With respect to Dumfries and
Galloway and the Regional Transport Strategy for the South West, these measures will

include:

u new bus interchanges at key towns;

[ ] new bus shelters across the network;

[ ] information at key nodes;

u accessible buses;

[ ] increased service frequencies; and

[ ] the possible development of ‘real time’ passenger information at key locations.
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4  Disability Discrimination Act (DDA)

4.1.1 Part Il of the DDA® applies to travel information services. It deals with discrimination in
relation to goods, facilities and services. Section 19(1) states that it is unlawful for a
provider of services to discriminate against a disabled person by refusing or deliberately not
providing any service which is or can be provided to members of the public; or by having any
“practice, policy or procedure” which makes it impossible or unreasonably difficult for a
disabled person to use the service, or by adopting standards and/or terms of service that
differ (in effect are poorer) than those that apply to members of the public. Sub-section (3)
of Section 19 gives examples of services to which these provisions apply and includes
(paragraph (c)) “access to and use of information services”

4.1.2 Under the terms of the Act, the requirements are generic and require the provider of
information services to make them available to a comparable standard to that which the
public at large has: subject to the test of “reasonableness”. Section 21 of the DDA amplifies
the provision in Section 19 (1) (G) concerning practices, policies and procedures. It is the
provider’s duty to change any practices etc, that make it impossible or unreasonably difficult
for disabled people to use the service, subject only to a test of reasonableness.
Furthermore, the Act does not permit a service provider to pass on the additional costs of
complying with the duty under Section 21 to disabled people (Section 20(5)).

4.1.3 The relevant guidelines and guidance by various agencies are discussed in the next section.
Disable People and Internet Use

4.1.4 There is extensive research and guidelines available on Internet accessibility for disabled
people. A study by the Joseph Rowntree Foundation, “Disabled people and the Internet:
Experiences, Barriers and Opportunities” (Pilling D. et al, 2004) reviews the relevant
research and other literature and information on the Internet including:

[ ] the use of the Internet by disabled people and factors precluding its use;

u the extent to which UK and European policy initiatives on promoting use of the
Internet take into account the needs of disabled people; and

[ ] a review of web accessibility initiatives; and the legal aspects of web accessibility.

4.1.5 This research also included questionnaire-based surveys and focus groups with disable users
and non-users. It concluded that disabled people are generally interested in using the

Internet, but may be held back by practical problems. It recommends that “.. greater
publicity is also needed for the locations of UK Online centres, of the facilities available at
them, and evaluation is needed of the effectiveness of the centres’ support in relation to

disability and disability access...”

u Publicity is important for any travel information site to be fully utilised by disabled
people.

1 http://www.disability.gov.uk/dda
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4.1.6 The World Wide Web Consortium (W3C), an international industry consortium, develops
common protocols and promotes the web’s evolution ensuring its interoperability (on
different computing platforms). It works in collaboration with disability organisations,
research centers and governments and issues guidelines through the Web Accessibility
Initiative? to promote accessibility for disabled people.

4.1.7 W3C has identified the most common web design problems for people with particular
disabilities and the Web Content Accessibility Guidelines 1.0 (WCAG 1.0) has 14 points which
summarise essential elements of accessible web design as:

[ ] providing equivalent alternatives to auditory and visual content;
[ ] not relying on colour alone;

u using markup and style sheets and doing so properly;

[ ] clarifying natural language usage;

[ ] creating tables that transform gracefully;

u ensuring that pages feature new technologies which transform gracefully;
[ ] ensuring user control of time-sensitive content changes;

[ ] ensuring direct accessibility of embedded user interfaces;

u designing for device independence;

[ ] using interim solutions;

[ ] using W3C technologies and guidelines;

u providing context and orientation information;

[ ] provide clear navigation mechanisms; and

[ ] ensure that documents are clear and simple.

The Disability Rights Commission (DRC) Code of Practice

4.1.8 It aims to understand what DDA means for disabled people and the public service providers.
It gives a range of alternative formats that could be used as auxiliary aids or services to
ensure that people with particular disabilities are not excluded.

[ ] the involvement of disabled people within the design and decision-making processes
will help to arrive at a more accessible solution; and

u a solution that will provide access for one particular disability will not necessarily cover
all people with that disability, particularly those with multiple disabilities.

2 WAI (Web Accessibility Initiative) (2002) : www.w3.org and www.w3.org/wai/
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The Disabled Persons Transport Advisory Committee (DPTAC)

4.1.9 DPTAC is an independent advisory body to the government on the transport needs of
disabled people and aims to promote the provision of a transport system that provides
access for as many people as possible. DPTAC has guidelines on legibility of timetables, and
also some alternative formats to be considered when providing information for disabled
people.

The Department for Transport (DfT) Mobility and Inclusion Unit

4.1.10 It aims to improve the transport provision for disabled people. It has produced a report
entitled “Inclusive Mobility — a guide to best practice in access to pedestrian and transport
infrastructure”, which also advices on providing accessible information for disabled travellers.
It includes an extensive bibliography which contains a number of references for locating
further information on these topics.

| Detailed information signs should be duplicated at high and low levels to allow more
convenient reading for wheelchair users.
EU level Guidelines - INFOPOLIS and TELSCAN.

4.1.11 INFOPOLIS is aimed at improving access to electronic intermodal traveller information, by
developing guidelines on the presentation of information.

4.1.12 TELSCAN provides guidelines and a checklist for designing transport information systems so
that they are accessible for older and disabled people, including:

[ ] information via alternative modalities (eg visual and auditory);
[ ] display for sufficient time; and
[ ] sufficient text size/contrast for partially sighted travellers.

Other Sources of Information

4.1.13 We advise that when preparing travel information material, TACTRAN and LAs should also
take into account the following information sources:

u BS 8300: 2001 Design of buildings and their approaches to meet the needs of disabled
people - Code of Practice;
u Train and Station Services for Disabled Passengers — A Code of Practice®;

u Valuable for anyone, valuable for everyone: providing accessible information about
travel (MACS);*

| Rail Map for People with Reduced Mobility (National Rail, May 2004);
(] Building Regulations, Part M®;

[ ] Rail Vehicle Accessibility Regulations 1998°;

s http://www.sra.gov.uk/publications/general/general_Train_and_Station_Services_for_Disabled_Passengers__A_Code_of_Practice_/code_of_practice

4 www.macs-mobility.org

5 http://www.odpm.gov.uk/stellent/groups/odpm_buildreg/documents/page/odpm_breg_025494.hcsp

& http://www.dft.gov.uk/stellent/groups/dft_mobility/documents/page/dft_mobility 503304.hcsp
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u JMU Access Partnership’s Sign Design Guide;

| The Disability Rights Commission’s web access report of 14 April 2004” - this includes
information on accessible web-site design;

| Access to Air Travel for Disabled People — Code of Practice (Department for Transport,
March 2003); and

[ ] Large Passenger Ships (DPTAC) — this publication includes recommendations on the
provision of pre-journey information.

5 The Equality Act (Sexual Orientation) Regulations 2007 - Equality Impact
Assessment

5.1.1 The Equality Impact Assessment (EIA) addresses regulations made to prohibit discrimination
on grounds of sexual orientation in the provision of goods, facilities, services, education,
management and disposal of premises and the exercise of public functions. It considers the
impact of the proposals in terms of race, age, disability, gender including gender
reassignment, sexual orientation and religion or belief.

5.1.2 Therefore any travel information provided should be carefully designed and accessed taking
into account race, age, disability, gender including gender reassignment, sexual orientation
and religion or belief. One way reassuring this is to consult and involve these groups when
developing travel information.

7 http://www.drc-gb.org/publicationsandreports/report.asp
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Appendix C — Travel Information and People with

Special Needs

1 Introduction

“...Latest Government statistics on the numbers of people in Britain covered by the
DDA definition of disability indicate that almost 10 million disabled people are covered
(229 of the adult population)...

(Transport Direct, 2006)™.

1.1.1 It is important that disabled travellers should have access to information about accessible
public transport services and that this information should itself be available in an
accessible format.

1.1.2 TRB’s ‘Communicating with Persons with Disabilities in a Multimodal Transit Environment’
(2001)? report provides a definition of each disability and briefly identifies the needs of each
of these persons with disabilities when traveling in a multimodal transport environment. It
then sets out categories of techniques identified in the literature to improve communication
for each type of impairment.

1.1.3 DfT’s Transport Direct multi-modal travel information portal, which investigated the needs of
various vulnerable groups throughout the development of Transport Direct, provides a
valuable resource and guidelines on how to deal with these groups.

1.1.4 This Appendix provides a review of the issues related to various impairments, namely
sensory and physical impairments and then highlights the needs of these travelers when
providing travel information. It is built upon information provided in these two main sources
above.

! Transport Direct Disability Policy 2.1 (2006) available at
2 TRB, 2006, TCRP SYNTHESIS 37 ‘Communicating with Persons with Disabilities in a Multimodal Transit Environment - A Synthesis of

Transit Practice’
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2.11

2.1.2

3.1.1

Hearing Impairments

A person with a hearing impairment may have the following problems when using a mode of

transport:

obtaining telephone information for travel planning, such as location of stops, routes,
schedules and fares;

obtaining information from providers at bus stops, stations, terminals, or on route;
and

understanding information from announcements made in stations and on vehicles;
such information could be routine in nature, or may involve an emergency situation
that requires immediate action.

Categories of techniques to improve communication include:

non-electronic communication;

telephone devices;

converting text-to-speech and speech-to-text;
visual devices;

assistive listening systems;

internet and e-mail, and

interactive pagers.

Blindness and Visual Impairments

A person with a visual impairment may have the following problems when using public

transport:

receiving information that is typically presented visually, such as system maps, the
location of bus stops, routes, schedules and fares;

deciphering printed signage or early generation electronic signage;

locating and using equipment necessary to travel, such as ticket machines, fare boxes,
and turnstiles;

undertaking functions that require physical movement, including all activities related to
entering, moving through, and exiting existing stations and vehicles; and

understanding the arrival of buses, trains, and demand responsive vehicles.
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3.1.2 Categories of techniques to improve communication include:

u orientation and mobility training;
[ ] visual technologies;

[ ] auditory technologies;

u tactile technologies; and

u braille writing.

4  Cognitive Impairments

4.1.1 The cognitive impairments are defined as “any disorder requiring special attention or
alternate methods for communicating concepts and instructions. Individuals with cognitive
impairments may have difficulty acquiring, storing, or retrieving information such as reading
and understanding directions, accessing the correct vehicle, exiting from the correct station
or stop, and understanding announcements.”

4.1.2 Categories of techniques to improve communication include many of the technologies and
techniques used for assisting individuals with hearing and visual impairments. It is
suggested that training individuals with cognitive impairments on how to use public transport
and explaining all aspects of it, is the key for assisting this group of passengers.

5 Physical Impairments

5.1.1 A research by TTR® (2004) assessed the travel information needs of disabled people and
explored the attitudes and aspirations of disabled people regarding travel information. It
also assessed the extent to which disabled people’s needs are being met by current
information services, and made recommendations in the light of the legal requirements
imposed by the Disability Discrimination Act.

5.1.2 It was found that the content of the information required varies according to the disability.
For example, the accessibility of services (vehicles and associated infrastructure) for
wheelchair users, whether there are induction loops at ticket offices or tactile information at
stations, access to and from public transport terminals and stations. “TRIPSCOPE’s
experience shows that these access and egress modes are often a critical element in
determining whether or not the disabled person is able to make a journey where the main
mode is rail.” (TTR, 2004)

Information on accessibility of services and information on other modes in order to access
to/from public transport terminals and stations.

5.1.3 The following tables summarises the most important and ‘nice-to-have’ travel information, its
preferred format and likely impacts on travel for various disabilities groups (source TTR,
2004).

3 TTR, 2004, Traveline & Transport Direct Disabilities Customer Research, available at
http://www.dft.gov.uk/162259/245385/249577/prog-dcr.pdf
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Group

Most important
(required in
order to make a

journey)

Deaf and hard of hearing

Regular public

transport users

Irregular public

transport users

Car users (non public

transport users)

Times and
destinations of
services. Where
to board and
which stops to
change train/bus

at.

Timings and cost
of public
transport. Also the
availability of
assistance at

stations.

Would need times
and routes, but
unlikely to use
public transport.
Most were happy
driving

themselves.

Blind and partially sighted

Regular public

transport users

Irregular public

transport users

Information about
timings, cost and
availability of

assistance.

Availability of
assistance, audio
information
available prior to
travelling, on
board and at

stops.

‘Nice to have’ but
would still make
journey if not

available

Availability of visual
information during a
journey (real time
display boards).
Times and
destinations of

services

Nice to be able to
find out which
stations had staff
who could
communicate in sign

language.

Cost of travelling by
public transport
relative to travelling
by car.

Accurate descriptions
of how to get from
platforms to

taxis/buses.

A way for the bus
driver to notify them

it is their stop.

Preferred format

Text, Fax, e-mail,
printed
information
posted to them

direct.

Text, Fax, e-mail,
printed
information
posted to them

direct.

Plain English on
timetables.
English often a

second language.

Audio tape posted
direct to their

home address.

Audio tape/Braille
sent by post with
journey

information.

Likely impact on

travel behaviour

Make journeys less
stressful. Need to
know reliable
information sources

in order to relax.

Would use public
transport more
often. Able to relax
more on public

transport.

Would possibly use
public transport, but
in many cases would

still prefer the car.

More inclined to
travel independently

on public transport.

Not keen on using
local buses alone.
Some prepared to

try out trains.
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Group

Taxi and community

transport users

Physically disabled

Regular public

transport users

Irregular public

transport users

Car users (non public

transport users)

Most important
(required in
order to make a

journey)

More reliable
information about
times and
available
assistance on

public transport.

Information about
the physical
accessibility of
stops, stations and
vehicles. Wanted
to avoid having to
detour on a
journey to go to a
station where a
ramp exists or
where there are
lifts.

Availability of staff
assistance at
stations and
interchanges.
Accessibility of
vehicles and

infrastructure.

Availability of car
parking at train

stations.

‘Nice to have’ but
would still make
journey if not

available

Would be nice if
community transport
could be integrated
with public transport

services.

Availability of
disabled parking at
train stations,
walking distances
between
interchanges or
platforms.
Availability of
disabled toilet

facilities.

Concessionary fares
for themselves and
carers travelling with

them.

Concessionary fares
which would make it
cheaper to go by

public transport than

by car.

Preferred format

Audio tape/Braille
sent by post with
journey

information.

Real-time
information via
text messaging,
information by
post and
telephone
requests. Some
used the internet

for train journeys.

Real-time
information via

text messaging.

Telephone service
with options for

disabled callers.

Likely impact on

travel behaviour

Very unlikely to
travel on public
transport without
assistance from
carers, friends or

relatives.

Likely to travel
longer distances,
attend more day
trips and holidays,
visit friends and
family more often.
Preference to use
trains more and
then a taxi than
local buses as low-
floor buses can not

be guaranteed.

Would use public
transport more if
they could find out
better information
about the

accessibility.

Small impact upon
car users. More
important for longer
journeys than

locally.
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Group

Taxi and community

transport users

Most important
(required in
order to make a

journey)

Wanted to be able
to combine
booking a rail
journey over the
phone with
booking a
taxi/dial-a-ride to
take them to and
meet them from

the station.

People with learning disabilities

Users of all types of

transport

Simplification of
information using
visual images to
portray
complicated
transport

information.

‘Nice to have’ but
would still make
journey if not

available

Concessionary fares.
Would be nice if
community transport
could be integrated
with public transport

services.

Information about
ease of transfer and
accessibility of
stations and vehicles
for multi modal

journeys.

Preferred format

Real-time
information via
text messaging.
Telephone service
where they could

state their needs.

Mobile phones
very popular. Any
simple visual
information would
be welcomed,
including use of

pictograms.

Likely impact on

travel behaviour

Little impact on
people who are
heavily reliant ion
community
transport/taxis due
to prior experiences
of inaccessible

public transport.

Unlikely to use
public transport
because they
encountered
difficulties getting
on and off trains.
They would be more
likely to travel if
accompanied by a

support worker.

Table 1 The most important and ‘nice-to-have’ travel information, its preferred
format and likely impacts on travel for various disabilities groups (TTR, 2004)
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6.1.1

Techniques for Communicating With Disabled Persons

This section introduces a variety of communication techniques and technologies available to

public transport agencies to better communicate with persons with sensory and cognitive
disabilities, as documented the TCRP SYNTHESIS 37 ‘Communicating with Persons with
Disabilities in a Multimodal Transit Environment - A Synthesis of Transit Practice’ (TRB,

2001).

Non-Electronic Communication

u destination card programs;
[ ] American sign language;

[ ] route cards;

u orientation cues; and

[ ] braille writing.

Telephone Devices

u help phones;

[ ] hearing aid compatible telephones;
[ ] text telephone (TTY); and

[ ] fax machines.

Converting Text to Speech and Speech to Text

[ ] automatic speech recognition (ASR) systems; and
u countertop devices.

Tactile Technologies

[ ] tactile maps;
u tactile signs; and
[ ] tactile pathways and detectable warnings.

Electronic Information Systems

u light emitting diodes (LED)/liquid crystal display (LCD);
[ ] video/television monitors;

[ ] captioning; and

[ ] visual alerting devices;

Audio Techniques and Technologies

[ | voice enunciator systems;
u talking signs;
[ ] talking buses/trains;
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6.1.2

7.1.1

7.1.2

[ ] the talking directory display system;

u auditory maps/sound maps;

[ ] auditory pathways/acoustical finders;

[ ] auditory beacons or signals;

u sonic guide systems;

[ ] assistive listening systems (eg Induction Loop System, FM Systems and Infrared

Systems); and
u audible alarms.

Smart or Computerized Technologies

u smart cards;

u automated information kiosks; and
[ ] automatic vehicle location (AVL).
TRAINING

Transit Personnel:

[ ] sensitivity training;

[ ] transit ambassador program;

] ADA stop announcement program; and

[ ] serving passengers with cognitive disabilities.

Passenger Training:

u training people with disabilities; and
[ ] orientation and mobility training.

Detailed information on how some of these techniques and technologies are used in practice
in the USA and Canada is also summarised in the full report which is available at
http://onlinepubs.trb.org/onlinepubs/tcrp/tsyn37.pdf

Conclusion

We recommend TACTRAN and local authorities, in producing and making available travel
information, to follow the examples of Traveline and Transport Direct as both portals were
built upon extensive research which identified, described and assessed the effective delivery
of travel information to those with disabilities.

We highlighted in Appendix B various research results and guidelines which have provided
sound and unambiguous evidence in developing information services to better meet the
needs of those with disabilities.
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