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General

G1. Introduction

Wrexham, Shropshire & Marylebone Railway Company (Wrexham & Shropshire) is a new
business. Making our services easy to use will be a major factor in our future growth. We
believe that making travel by passengers who need extra help as easy as possible, within the
constraints upon us, will be beneficial to all passengers and to the overall development of the
business.

G2. Scope
Applicable to WSMR services

G3. References

Reference Title

SRA COP Code of Practice: Train and Station Services for Disabled
Passengers

RVAR the Rail Vehicle Accessibility Regulations

WSMR-C-004/RA1 Risk Assessment: Scooter accessibility on WSMR services

WSMR-C-004/T1tn TRAINING notes: Disability Awareness

WSMR-C-T1pp TRAINING powerpoint: Disability Awareness

SNRP Statement of National Regulatory Provisions (SNRP):
Passenger granted to Wrexham, Shropshire & Marylebone
Railway Company Limited

G4. Responsibilities

Role Duty

Customer Services Manager Ensure compliance with this standard
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Procedure

1. Welcome

Our Mission Statement.
“To be the outstanding provider of passenger transport in the communities that we serve.”

Welcome to the Wrexham & Shropshire Disabled People’s Protection Policy (DPPP).

The purpose of this policy is to detail the procedures that we have in place to help passengers
with disabilities. We have attempted to make it as straightforward and concise as possible in
the hope of making it accessible for a wide range of passengers.

This is a live policy and constantly under review to ensure we are always delivering the best
possible service.

We have looked at each aspect of your train journey with us and have detailed the level of
service you can expect. Everything is included from how to plan your journey and booking
extra assistance in advance to you arriving at a station and boarding a train.

We are committed to providing an excellent standard of service to all our passengers. We
recognise that by constantly improving the service we offer to disabled passengers we are
actually improving the service we offer to all our passengers.

Andy Hamilton
Managing Director
Wrexham & Shropshire
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2. Our Statement of Policy

Our policy is clear and simple — we recognise the needs and concerns of disabled customers when
using public transport and our goal is to provide a train and station network that is as accessible as
possible.

e The Disability Discrimination Act (1995) serves to protect the rights of disabled people. We
recognise the value of all our customers and as such we will continue to work in a way that
ensures we deliver our commitments under the Act.

e We are committed to delivering the standards set out in the Department for Transport publication
Train and Station Services for Disabled Passengers, A Code of Practice, published in 2002. This
publication will be referred to as the Code of Practice throughout this document.

 We will ensure that any new trains we bring in to service will comply with the Rail Vehicle
Accessibility Regulations 1998 (RVAR). When we refurbish our trains we will take account of
either the Code of Practice or the Rail Vehicle Accessibility Regulations, whichever covers train
refurbishment at that time, to improve accessibility or, where this proves to be impracticable,
seek appropriate dispensation or exemption (as appropriate) from the DfT.

 We will work closely with Passenger Focus (formally known as the Rail Passengers Council),
London TravelWatch, the Disabled Persons Transport Advisory Committee, other representative
disabled groups and the Department for Transport in order to continuously improve the levels of
service we offer to disabled customers.

e This policy is a ‘live’ document and is therefore always under development. We will carry out a full
review of policy annually and each version will be approved by the Department for Transport. The
production and publication of this policy is a condition of our licence agreement.

* We provide services to railway stations managed by other Train Operating Companies and
Network Rail. Those stations operated by another company will come under their own Disabled
People’s Protection Policy. These stations and their facilities are identified in Appendix B.

Planning Your Journey
We have a dedicated Assisted Travel Line which can help with purchasing tickets, reserving seats
and/or wheelchair space

On Board The Train

We will help you to find your seat, get your wheelchair or scooter on board, ensure you find luggage
space and generally our staff will do their utmost to ensure your journey is as comfortable and
pleasant as possible.

In Times of Disruption
We will ensure that you complete your journey with as little delay as possible. Where necessary
alternative transport will be provided.
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We will ensure that this Statement of Policy is available in print, large print, Braille and audio format
upon request from our Customer Services Department. A copy can also be found on our website:
www.wrexhamandshropshire.co.uk

Ultimately we commit to place the needs of disabled customers at the centre of our business.
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3. Overview

Wrexham & Shropshire operates passenger rail services between Wrexham and London
Marylebone via Shrewsbury, Telford, Tame Bridge Parkway and Banbury. The attached map
(appendix A) shows the extent of our route and the stations served.

Our rolling stock comprises 4 trains made up of Mk3 passenger coaches hauled by a
combination of a Class 67 locomotive and a Class 82 Driving Van Trailer (DVT). The Mk3
coaches have been refurbished to a high standard and wherever practicable these changes
have been completed in line with the requirements of the Rail Vehicle Accessibility Regulations
(RVAR). The flexible space for wheelchairs and the accessible toilet are both situated within the
1% Class carriage of our trains. Wheelchair using passengers and their travelling companion will
not be charged first class fares to use this accomodation. All of our trains will carry a ramp to
enable access between the trains and platforms. We will ensure that any new build trains
brought into service will comply fully with the RVAR and the Department for Transport's Code of
Practice.

Wrexham & Shropshire will operate and publicise a system which enables passengers who may
need assistance to make travel arrangements in advance and we strongly recommend that
passengers give us 24 hours’ notice where possible if staff assistance is required at stations.

If less than 24 hours’ notice is given, we will do our best to provide the necessary assistance
but cannot guarantee this will be possible, especially if the journey involves another train
operating company'’s services. .

Other operators manage all of the stations on Wrexham & Shropshire’s route:

e Arriva Trains Wales operate the stations from Wrexham to Shrewsbury

e London Midland operate Wellington, Telford Central, Cosford and Tame Bridge Parkway
e Virgin Trains operate Wolverhampton station

e Chiltern Railways operate stations at Banbury and London Marylebone.

These organisations are responsible for providing facilities for passengers who may need
assistance at stations on these routes. Wrexham & Shropshire will liaise with all operators in
making travel arrangements for passenger travel.

Car parking, including blue badge holders’ spaces, is described in Appendix B: summary of
station facilities.

Further detail about any station is available from National Rail Enquiries on 08457 48 49 50 or
at http://www.nationalrail.co.uk
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4. Planning Your Journey

If you contact Wrexham & Shropshire’s Assisted Travel Line on 0845 260 5233 you will be able
to receive all the help you need in planning your journey.

Through the helpline we can:

Help you to find the nearest station that meets your accessibility needs.

Ensure that our staff and staff at stations operated by other train operating companies are
aware of your journey details.

Arrange seat reservations and book wheelchair space

Arrange assistance with luggage or getting on and off the train.

Give you information on train times, fares and station facilities

Sell tickets. Wrexham & Shropshire support the Disabled Person’s Railcard which offers
discounts on a range of tickets for the Railcard holder and one accompanying adult. Discounted
fares are also available for some passengers who do not hold a Railcard. Details can be found
in the leaflet Rail Travel Made Easy published by the Association of Train Operating Companies
(ATOC). Copies can be found at staffed stations or by calling the Disabled Persons Railcard
application helpline on 0845 605 0525, textphone 0845 601 0132. Further details can also be
obtained from www.disabledpersons-railcard.co.uk

Wrexham & Shropshire does not operate any of the stations at which it calls but we will liaise
with all Station Operators to ensure the necessary arrangements are made.

Wrexham & Shropshire subscribe to a national database known as the Assisted Passenger
Reservation Service (APRS). This system shows the details of the times between which
assistance can be provided at stations and on trains.

We strongly recommend that passengers requiring assistance give us 24 hours’ notice of their
travel requirements.

Wrexham & Shropshire Assisted Travel

Telephone 0845 260 5233.
Textphone/Mini Com 0845 260 5233
Opening Hours 08.00 to 18.00

5. Boarding and Alighting from the Train
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To assist you getting on and off the train we have portable ramps aboard our trains and ramps
are also available at all main stations. To ensure assistance is available when needed we
strongly recommend you give us 24 hours’' notice of your travel requirements.

6. On- Board Accommodation

Our On Board staff will do their best to ensure your journey is as comfortable and pleasant as
possible. Staff are available to assist in directing you to your reserved seat. There is a limited
amount of luggage space available on our trains and advanced booking can be made to ensure
assistance is provided with luggage where needed.

7. Wheelchairs and Powered Scooters

The term “scooter” refers to a vehicle with a steering column if your vehicle has a joystick and
small front wheels that swivel 360 degrees, this is a powered wheelchair and not a scooter.

The wide range of scooters available has required us to specify which can be carried on our
trains while ensuring the safety and comfort of scooter users and other passengers.

. We are able to accommodate the use of scooters which have three wheels, or
those four wheeled scooters which have the front two wheels very close together
which can manoeuvre into tighter spaces than those which have four wheels like
a car (pavement vehicles).

. The scooter must fall within the size dimensions of the reference wheelchair, ie
Width (mm) Length (mm)
Reference Wheelchair 700 1200
. The weight of the scooter and its user must not exceed the maximum weight of
300kg which our on-board ramps carry.
. The powered scooter cannot be a petrol driven scooter, must have a free-

wheeling facility for use in case of power failure, must be fitted with a parking
brake that is in full work order and preferably have batteries that are sealed.

. Whilst on the railway infrastructure the scooter must have maximum speed of 4
mph whilst boarding, on board and alighting our services.

Customers with electric scooters are encouraged to book reservations and assistance,
preferably giving at least 24 hours’ notice.

As with all passengers, scooter users should stay clear of the platform edge until the train has
come to a complete stand at the station
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Users should unload any bags/shopping etc. from the scooter, as this can cause the scooter to
tip when going up or down the ramp.

If users have folding scooter they should ensure that they are able to carry it without staff
assistance when boarding and alighting from trains unless assistance is requested.

Where possible, the scooter user should be encouraged to wheel the scooter on board
themselves. Do not take a run-up as this increases the risk of the scooter tipping up.

Boarding and alighting with the scooter
Your scooter can be taken on and off the train using of the following
methods:

Lift it on — if you are safely able to lift your scooter onto our trains without the assistance of
our staff please do this. Our employees may not be able to assist you with this.

Drive it on- the best way to board the train is to drive your scooter up the ramp at low speed.
However you must stop if your scooter:

e Cannot drive up the ramp at low speed
e Grounds on the ramp

e Feels unstable for any reason at all

e Tips backwards

Walk it on — The scooter should be walked onto the train by the user or a member of staff.

With your scooter at the foot of the ramp on the platform, steer it up to the top of the ramp on
a low power setting. Please be aware of the gap between the train and the platform and
ensure you allow the scooter to stop at the top of the ramp enabling you to safely step on to
the train and finish guiding the scooter aboard. It is recommended that you drive your scooter
on the train forwards. If for some reason you are unable to do so, however, you should walk
your scooter off the train using a low power setting.

8. Assistance Dogs

Wrexham & Shropshire support the Guide Dogs Travel Charter and, through working together
with the Guide Dogs for the Blind Association, we will enable guide dog owners to travel safely
and without restriction. We will provide priority seating for the customer and a free space for
the dog. Where it is necessary to use rail replacement buses, we will endeavour to provide
buses that allow dogs. Alternatively we will endeavour to provide travel in an accessible taxi.

O. On Train Environment

Our trains are fitted with public address systems for On Board crew announcements. Wrexham
& Shropshire’s Drivers and Train Managers are fully aware of the importance of making clear
and consistent announcements. The company policy for on-train announcements is as follows:
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e Safety is our first concern. PA announcements will not be made when there is a risk to
the safe operation of the train.

e Pre-departure, stating all station stops, key interchange points and the final destination.

e On approach to stations advice of the next station stop and interchange services (e.g.
bus links and connecting train services)

« Prior to arriving at a terminating station, advising passengers that the train will be
terminating. The announcement is repeated upon arrival at the terminating station.

e Updating passengers of all delays encountered during their journey.

* In an emergency, keeping passengers fully informed of events and any safety
procedures.

On Board Catering is available on all Wrexham & Shropshire services. Catering staff will be fully
trained to assist passengers when requested to do so.

10. In Times of Disruption
Delays and alternative transport

In times of disruption we aim to provide all passengers with onward transport. We will ensure,
whenever possible, that passengers are taken to the next available train service to ensure the
journey is completed successfully. If this cannot be provided by other rail services alternative
transport methods suitable to all passengers’ needs will be provided.

We will ensure that audio and visual notices advising of the location of replacement transport
services are provided at stations.

Our Customer Care following a Major Incident Plan details the arrangements for providing
assistance to all passengers should an emergency occur at one of the stations en-route or on-
train. All train and station staff will be trained to have particular regard to the needs of disabled
passengers in the event that a train or station has to be evacuated In the event of an incident
on a train, except when the train is at a station platform, we will not detrain wheelchair users
during an evacuation, unless there is an immediate life-threatening situation.

To assist passengers all trains are fitted with Passenger Communication Systems to contact the
driver in an emergency.

11. Contacts and Information

Wrexham & Shropshire will display at each station where our services call, the address of our
Customer Services Department from where a copy of this policy can be obtained free of charge.

A concise version of the DPPP will be made available in print, large print, Braille and audio
format upon request from our Customer Services Department. A copy will also be available on
our web site:-www.wrexhamandshropshire.co.uk
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We welcome all comments on accessibility issues and we would like to know how you find using
our services, and want to be pro-active in obtaining customer feedback. Contact can be made
via our website or our Customer Services Department who can be contacted by post, telephone
or e-mail.

Address for Customer Services to be added

Wrexham & Shropshire Railway Company www.wrexhamandshropshire.co.uk
Wrexham & Shropshire Assisted Travel 0845 260 5233
Wrexham & Shropshire Customer Services 0845 260 5233
National Rail Enquiries www.nationalrail.co.uk
Network Rail www.networkrail.co.uk
Disabled Persons Railcard www.disabledpersons-railcard.co.uk
WSMR-C-004 1.0 12/02/2008
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APPENDIX A: Line of Route
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The Route

rexham General

With connections to Chester and
The Wirral

Ruabon

Chirk

Wellington
Cosford

Tame Bridge Parkway

Wolverhampton

Connections to

Banbury

* 4 $2
671 6

Birmingham, Coventry,
5

London
* 1$ 2 $ $ . &3
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APPENDIX B: Summary of facilities at stations managed by other operators on the Wrexham &

Shropshire line of route.

STATION Platform Staffing No. of No. of Wheelchair Accessible Wheelchair Hearing Public Customer Blue NOTES
waiting platform access to toilets? access to Loop Address Information Badge
rooms s platform? train System Screens Car Park
Spaces
Banbury Staffed 2 Yes Yes Yes Yes Yes Yes 5
0535-2030 Mon — Fri
0635-2015 Sat
0810-2000 Sun
Birmingham Staffed 3 Yes On Yes Yes Yes Yes 17
g 0430-0130 Mon — Sat Concourse
International 0600-0130 Sun
Chirk Unstaffed None 2 Southbound | No Yes No No No No Northbound
Nearest staffed yes platform only
stations- accessible by
Wrexham/Shrewsbury flight of 24
steps
Cosford Unstaffed None No No No No No No No
Nearest staffed station-
Telford
Gobowen Staffed None 2 Yes No Yes No No No 4
0655-1255 Mon — Fri,
0730-1230 Sat
None Sun
Nearest staffed station-
Wrexham/Shrewsbury
Marylebone Staffed None Yes No Yes Yes Yes Yes No
0630-2310 Mon — Sat
0730-2215 Sun
Ruabon Unstaffed None 2 Southbound No Yes No No No No Northbound
Nearest staffed station- yes platform only
Wrexham accessible via
52 steps
Shrewsbury Staffed None 4 Yes Yes Yes Yes No Yes 2
0515-0100 Mon — Sat
0700-0015 Sun
Tame Bridge Staffed None Yes No Yes Yes Yes Yes Yes
0540-2355 Mon — Fri
FEranEL 0540-2345 Sat
0920-2335 Sun
Telford Staffed None Yes Yes Yes No Yes Yes No
0600-1930 Mon — Sat Long route
Central 1210-1930 Sun between
platforms
Wellington Staffed None Yes No Yes No Yes No No
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0700-1330 Mon — Sat Platforms 2
1230-1930 Sun & 3 only
Nearest staffed station-
Telford
Staffed 24 hrs 2 Yes Platform 1 | Yes Yes Yes Yes 8
Staffed 10n 4 Part Yes Yes Yes Yes Yes Yes Access only
0615-1900 Mon — Sat platform when staffed
1220-1930 Sun 2
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