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1. Chairman's welcome 
 
Douglas Gilroy, John Ballantine (SATA), Chris Clarke (Transport Scotland), Arthur 
Cowie (Lochaber Disability Access Panel), Paul Cross (Individual), Kate Cross 
(Individual),  Stan Flett (SATA),  Mike Harrison (SATA),  Jane Horsburgh (Guide 
Dogs Scotland),  Maurin MacDonald (Lochaber Disability Access Panel), Rod 
Murchison (SATA),  Alan Rees (SATA),  William Reid (Individual),  Terry Robinson 
(Describe-online and SATA),  Matthew Short (East Coast Mainline)  
 
2. Apologies for absence 
Amanda Burt (Individual), Margaret Gilroy (Individual), Jan Goodall (Individual),  
Stephen Joyce (Deaf Blind Scotland), Lilian Lawson (SCOD),  John McDonald (CTUK 
and SATA), Pat McGuigan (Individual ), Bill McIntosh (Scottish Taxi Federation), 
Jim McKay (Focus West Dumbartonshire),  John Moore, Pauline Nolan (Inclusion 
Scotland), Patrick Nyamurundira (First ScotRail), Hussein Patwa (Individual), Ann 
Robertson, Muriel Williams (Individual),  
 
GUEST SPEAKER 
 
David Sindall ATOC and Maria Zedda  from Wideaware 
 
In September a new web site will be set up:  “travel made easy”. This will cover 
how to use and access rail services and how to make the most of help available on 
the network.  This helps people to plan and make a journey.  It sits within national 
rail enquiries website – an interactive planning tool to plan around stations and 
access to stations.   
 
Maria – Wideaware – has been working with David and the intention was to get a 



draft version in time for paralympics.  Research shows that biggest problem is 
that people don’t know that assistance is available.  We also need to improve 
quality of what we deliver.  ATOC is putting a new passenger assist booking 
system in place and people had to know what help was available. 
 
There are 2 main scenarios:  regular journeys where people do not book 
assistance; and other journeys that are less familiar. The new booking system 
keeps much more information about who makes the booking and when and how 
and puts the passenger at the centre of the system rather than the seat 
reservations.  Mostly people want help to get on and off trains, and the seat 
booking aspect is less important. 
 
QUESTIONS 
 

1.  Arthur Cowie:  concerned about people in a remote area without good 
web access as there is too much reliability on web sites.  He wants to see 
whole of booking system revised and not just web based systems. 

 
David replied that assistance booked at stations less accurate than bookings made 
through call centres. When the system was designed it was on a call centre model 
and online system. But train operators can also use the system to take bookings 
themselves.  First Scotrail has made the decision to still make bookings at 
stations.    
 

2. Maurin MacDonald:  using the telephone is difficult as to get to the right 
person call centres don’t give people enough time to say what they need to 
say.  In person people can use non-verbal communication to help them.  
She feels staff need disability awareness training. 

 
David replied that East Coast certainly provides all staff with disability awareness 
training and the small team working with booking assistance have additional 
training.  They should be able to tailor a call to an individual.  Also as an industry 
there is recognition that calls need to be considered in terms of numbers of calls 
and not the length of those calls.  What we can do now on every single call is track 
every single booking so they know who has made the booking.  Therefore they 
can monitor accuracy and encourage personal accountability. 
 



3. Paul Cross:  in terms of accountability,  did ATOC speak to operational staff 
on the trains to ask them their opinion on how to improve the service to 
the customer.  This is important as people do turn up for a service without 
booking in advance and so staff in the front line are really important. 

 
David replied:  yes – he is seeking a lot of opinions.  We also need to recognise 
that not all staff can know everything but we need to make sure that staff know 
how to help even if it is passing on to colleagues. But he is not running things like 
focus groups.  
 

4. Jane Horsburgh:  this is the first phase – what is the monitoring of what has 
happened so far. This is a bit technical and she is wondering how it impacts 
on people. 

 
John Ballantine added that some companies are saying that people can 
book on a 2-hour booking systems – what data do you have on this?  Also 
assistance at home station works well as you know how to get round that 
station.  But at a big station you may not know where to go and waste time 
looking for members of staff to assist. This is problematic as people have 
luggage they can’t leave alone whilst they seek help. 

 
David replied:  he doesn’t have any information on this but will go back and 
check.  The new system works in real time with a screen showing what jobs are 
being booked so this can speed things up – but he doesn’t know how effective 
these claims are. For a long time industry has been talking about a one stop shop 
– so passengers don’t have to phone all operators but have one point of contact – 
and not just for booking assistance but in journey assistance too.  However, this is 
still very provisional. 
 

5. Maurin MacDonald:  can we change the way the reserved tickets on the 
backs of seats are displayed – i.e. colour co-ordinated so that conductors 
know you are someone who needs assistance? 

 
David replied:  we can look at this. On some trains in England where someone has 
a railcard then staff know that they might offer additional assistance. 
 

6. Alan Rees:  is there a process in terms of receiving a call for assistance and 



agreeing who should do the assistance.  
 
David replied:  this depends on the station. At staffed stations large numbers of 
staff are able to provide support so they can decide as a team who will do what 
task. Staff also have radio contact to communicate with each other.   
 

7. Chris Clarke:  everyone has experience of things going wrong;  but people 
might be surprised at how many times things go well.  We can’t eradicate 
all error but overall it goes really well. 

 
David:  we have figures of around 97% where things go well. 250,000 journeys are 
made a year where assistance is needed and most go well. We are better than 
any other European country where they only take pre-bookings or on only certain 
journeys. 
 

8. Terry Robinson:  staff take phone numbers but one time it went wrong no-
one used the phone number to tell people if the assistance can’t be 
provided.   

 
David:   this isn’t acceptable as if we have the number we should use it. However, 
one of the things we have done is use contact emails and telephone numbers to 
let people know that journeys are going to be disrupted. 
 

9. Alan Rees: are most people who ask travelling alone?  Do people who travel 
with others need assistance? Can we incentivise families and friends to help 
instead? 

 
David:  people often travel as part of a couple. Matt Short added that 65% of 
bookings made are people needing help with luggage – no disability is involved. 
David wants to explore that instead of rail staff providing assistance, we call on  
other contractors – such as in rural parts of the country asking taxi drivers to help 
with ramps e.g.  He has also have even considered incentivising volunteers or 
friends etc to help,  but this is fraught with difficulties. 
 
Stan Flett added that he fears for safety of friends and families if they are 
involved. David then  added that this is important as sometimes people want to 
make decisions about travel that are dangerous and this presents such a problem 



for staff. 
 
MARIA ZEDDA 
 
Maria is Managing Director of Wideaware, a disability-led social enterprise 
working with ATOC. 
 
One of the things they aimed to do is consult with disabled people.  After version 
1 of the web site they consulted with a focus group and disabled people who gave 
very critical and detailed feedback and they have made sure they addressed the 
questions that were put to them. 
 
There is only so much a web site can do.  The whole system must account for a 
variety of needs. But she is keen to keep working on this as ATOC are keen to 
make this work and to help people as far as they can – especially merging the 
processes of over 20 different operators. 
 
Train operating companies need to be more accountable but disabled people 
themselves also need to be more aware of assistance available or if they do not 
want assistance, what they can do to travel independently. 
 
Developing version 2 of the web site is underway, incorporating the feedback that 
was received. 
 
Philosophy of web site:   
 

 Not top down, patronising – but about people being accountable  

 Help you find out more about the journey 

 Want to be realistic about the barriers that still exist but be encouraging of 
people’s independence.  Help train companies to be more accountable. 

 
The web site is as accessible as possible but there is always more to do.  
There is common acknowledgement that there is more to do but train companies 
are keen also to get this right and to get feedback so that they can improve. 
 
The site also includes a section for passenger experiences so that this gives reality 
to the site.  These experiences give the reality of travelling to help other 



passengers and this includes videos too so that people are speaking for 
themselves. For example they give tips such as be prepared, bring numbers and 
information with you and don’t expect everything to run completely smoothly. 
Wideaware is also considering a feedback section so that people can leave 
reviews of their experiences.   
 
The web site gives a whole range of tools for planning your journey,  as an 
alternative to using the booking system – information about parking, bus stops, 
and other practical information that could help you travel independently if 
preferred. 
 
QUESTIONS 
 

1. Arthur Cowie: does it allow anonymity for feedback  
 
Maria said that she needs to give consideration to the model to use but it is 
important to let people know that they are going to be listened to 
 

2. Douglas Gilroy:  is there going to be a facility for those in regular 
employment who make regular journeys – any facility to allow people to 
have a standing booking 

 
Maria:  we have that now 
 
Douglas thanked David and Maria for their valuable contribution. 
 
www.railtravelmadeeasy.co.uk 
 
3. Minutes of the Open Meeting on 8th November 2012 (circulated) 
 
Proposed Alan Rees and seconded by Paul Cross 
 
4. Matters arising 
 
Responsible Parking Bill, Scotland – Jane reported on official launch of the 
consultation responses of the proposed responsible parking bill in November.  It 
has inspired a lot of interest.  The stage we are at is that Sandra White MSP was 



given the go ahead to put her final proposals to the MSPs and get the appropriate 
support to bring forward the bill. 48 have signed up as of today from all five 
political parties and independents. There are 2 weeks to go before it closes and 
we still need more signatures from politicians.  There is a template on the Guide 
Dogs web site and using this will send your views to your MSPs. 
 
Terry Robinson asked if this can this be extended beyond parked vehicles to cover 
other barriers on the pavement. Jane answered not at this stage as this is a very 
specific traffic issue. However, this is a really important issue. 
 
5. Report from the Management Committee meeting (a.m.) 
 

 DPULO Application – this is being progressed. 

 Sub Groups – we have been in touch now with all sub groups to check 
membership and we have now confirmed memberships and have started 
circulating information. 

 Consultations – New consultation is the blue badge bill and if anyone wants 
to contribute then please get in touch with Mike as it has to be in by March 
20th. 

 AGM and Awards Ceremony –we will be sending our papers for 
nominations soon and urge people to get involved and nominate operators 
and individuals.   

 Future meeting dates – we confirmed out intention to change our meeting 
day to a Wednesday at the last meeting, but for various complex reasons 
we are going to stick to a Thursday.  We are also changing the May meeting 
to the 9th May and this will be in Camelon rather than Glasgow.   

 We have however agreed to hold the AGM and Awards in Edinburgh in 
Norton Park and that leaves us only one meeting to sort out by way of 
venue. 

 The contract for the Meetings’ Organiser was extended for a further year 
 
Arthur asked a question on behalf of an individual who is not receiving 
information about transport issues in the way she used to He asked if this means 
that all information is going to sub groups?  Mike asked Arthur to speak to him 
after the meeting. 
 
6. Information exchange (matters reported or raised by those present, 



including reports from other relevant meetings attended on behalf of SATA) 
 
Chris Clarke – the Access for All rail programme will continue beyond 2014. The 
UK Govt. has allocated £100m towards that fund for Network Rail 2014 to 2019. 
Scotland may get 10% of that fund so this could be £10m for Scotland to upgrade 
further facilities.  
 
Also, there is a new bridge in Perth just outside the station buildings.  This is a 
large structure that will help transfer people between platforms but there may be 
issues raised about this – it isn’t ideal but has been done in accordance with 
planning rules. The station is A listed and so no work was possible within the 
station and so the bridge was built outwith the station rather than do nothing. 
This also meant that a roof could not be put on to the structure as the size had to 
be minimised. 
 
Chris invites views from SATA members about this.  He fears that the bridge is so 
far outwith the station that people will still try to use the ramps. The ramps are 
steep and so a bridge will make a difference. 
 
Stan Flett – overall advertising on buses: it seems that there is now no advertising 
on bus windows and although there has been no official word on this, it seems 
that the bus companies have listened and removed the advertising from windows. 
 
John Ballantine – no information yet on future of DPTAC which is a UK Govt 
responsibility. 
 
7. AOCB 
 
Aberdeen Airport – there is a path in the car park at the airport with cars going in 
both directions. The car park is not well lit and Stan has asked for a tactile surface 
at strategic points.  The local access panel will go out to organisations to let them 
know of the work they are doing to improve access at the airport. 
 
Stan has been in several airports and wants to join the Air sub group to raise 
awareness of what help is available at airports and what is needed to promote 
access. 
 



Muriel Williams – honorary member of SATA – turned 80 on Monday and we will 
pass on our good wishes. 
 
8. Next Meeting: Thursday 9 May 2013 at the Forth Valley Sensory Centre, 

Camelon, Falkirk 
      
Mike Harrison, 65 the Loan, LOANHEAD, EH20 9AG; 
0131 448 0930  secretary@scottishaccessibletransport.org.uk  
 
Frances Simpson (Meetings Organiser/Minute Secretary), 53 North Street, 
Newtyle, Angus PH12 8TU Tel. 07447 591202 (please use email if possible):  
E-mail: fjanes1@gmail.com  
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