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Overview
On Tuesday 7th July 2026, Baroness Tanni Grey‑Thompson chaired a meeting of the Accessible Transport Policy Commission to examine the government’s forthcoming Accessible Travel Charter. The roundtable brought together Department for Transport officials, disabled people’s organisations, transport operators, standards bodies, airports, combined authorities and accessibility experts.
The meeting also featured a presentation from Coventry University on the National Centre for Accessible Transport’s (ncat) latest research project, Accessibility Education and Training Landscape. This explores how education and training for transport staff improve disabled people’s travel experiences.
This briefing summarises the key insights and recommendations raised during the meeting and will be shared with decision makers in government and industry.
Key Findings
Disabled people need consistent, reliable and confident support – but ncat has found that current transport industry training and staffing practices vary widely
“Any staff member interacting with a disabled passenger has the power to either compensate or amplify the impact of other barriers.” – Dr Carlo Tramontano, Coventry University 
ncat’s Accessibility Education and Training Landscape project used desk research, a qualitative survey of 562 disabled passengers, and five expert interviews. 
The research found that better training content, combined with stronger support systems, can improve service quality and act as a catalyst for sector-wide cultural change.
Staff interactions were consistently identified as the single most important factor shaping disabled people’s travel experiences.
Disabled passengers repeatedly described how staff could either compensate for or amplify other barriers depending on their behaviour.
· Disabled people reported significant differences between agency staff and permanent staff, especially around the use of ramps, booked assistance and turn‑up‑and‑go support.
Agency staff often lacked training, leading to delays, confusion and “that’s not my job” attitudes.
· High turnover and inconsistent recruitment practices undermine training quality.
· Operators struggle to maintain a trained workforce during peak periods (e.g., Easter, Christmas).
Participants stressed the need for mandatory baseline training for all staff, regardless of employment route.
Accessibility training for staff must focus on people, culture and communication, not just knowledge
“Positive staff interactions can completely transform a passenger journey.” – Dr Sian Alsop, Coventry University 
· The research concluded that training quality varies dramatically between operators due to a lack of clear sector-wide expectations and monitoring.
· Participants emphasised the need for stronger regulatory levers to ensure training is adopted and maintained.
· Linking complaints and feedback systems directly to training can create continuous learning loops.
· Training must go beyond technical knowledge to develop interpersonal skills, empathy, communication and customer care.
Training should be co‑produced with disabled people, but lived experience alone is not sufficient – trainers must also have pedagogic expertise.
· The project produced several recommendations to improve the content and delivery of training for transport sector staff. These include: 
· The creation of a national register of accessibility trainers, modelled on the National Register of Access Consultants.
· Training should be interactive, scenario‑based and grounded in real lived experience – but not simulation exercises, which many attendees felt were counterproductive.
· Shadowing, mentoring and observational learning were seen as more effective than classroom‑only approaches.
· A new spoken accessibility toolkit is needed to complement existing Easy Read and written accessibility standards.
· Whole‑organisation training is essential: it should be mandated for everyone, including, importantly, senior managers and directors,  not just frontline staff. 
· Training must be embedded in organisational mission, values and leadership, not treated as a one‑off compliance exercise.
The Accessible Travel Charter is a major opportunity – but must be practical, enforceable and built around real journeys
“We need to provide more consistency in the quality of the experience that disabled people have when they travel and increase their confidence to travel more .” – Rosie Snashall, Department for Transport 
· The Department for Transport's Accessible Travel Charter is likely to have three components:
· Commitments (high‑level principles)
· Pledges (actions operators take)
· Modal guidance (detailed expectations for each mode)
· The Charter aims to create a consistent cross‑modal framework for accessibility.
· The Charter's proposed high-level commitments are: 
1. Accessibility is built in – transport should be designed so disabled people can travel safely, confidently and with dignity.
2. Staff know how to help – staff should be trained to support disabled passengers respectfully and consistently.
3. Passengers are supported during disruption – people should receive clear information, practical alternatives and organisations should learn from what went wrong.
4. Information is clear and accessible – journey information should be easy to find, understand and access in suitable formats.
5. Accessibility information is up to date – passengers should receive real-time information about issues affecting accessibility.
6. Journeys work from start to finish – organisations should work together across services, stations, stops and streets.
7. Technology helps everyone – technology should be used inclusively and should not leave anyone behind.
8. Passengers can see the difference – signatories should measure and share the impact of the changes they make.
9. Rights matter – the Charter should reinforce disabled passengers’ rights while improving consistency and experience
· Attendees said the Charter should: 
· Focus on practical delivery, not abstract principles.
· Provide clear expectations for operators and regulators.
· Include real‑world scenario testing to ensure commitments work for disabled people.
· Be designed to support spontaneous travel, not just pre‑planned journeys.
Standards, accreditation and consistency across the transport system are essential for meaningful change
"Standardisation legitimises the best of all the guidance… it becomes a coagulation of best practice from all over the UK and even further afield.” – Chris Nash, British Standards Institute 
· There was strong support for the Charter to incorporate rigorous formal standards covering key areas such as staff training – developed with the British Standards Institute.
· Debate over whether accreditation should apply to:
· individual trainers
· training organisations
· transport operators themselves
· Accreditation could help create a kite‑mark of quality for accessible transport services.
· Participants wanted to Charter to help achieve more cross-modal consistency, noting that disabled people face different rules, expectations and practices depending on the operator or mode. They stressed the need for:
· consistent training
· consistent information
· consistent assistance rules
· consistent disruption support
· Fragmentation undermines confidence and makes journeys unpredictable.
· Embedding accessibility requirements into procurement contracts can drive higher standards. Operators and manufacturers should be incentivised to meet accessibility expectations through contractual obligations.
End‑to‑end journeys require coordination between operators, local authorities and regulators
“The door-to-door aspect is very relevant. And remember, door-to-door includes streets and pavements.” - Ernie Boddington, The Access Association 
· Participants welcomed the DfT's proposed focus on improving the integration of local transport.
· Combined authorities and mayors have a critical role in shaping accessible local transport networks.
· Local accessibility forums can help authorities understand lived experience and prioritise improvements.
· There was agreement that the Charter's place-based approach could help enhance the way services work together when public transport is disrupted, which can create significant problems for disabled passengers. 
· Disabled people need clear, accessible and timely information during disruption.
· Staff must be trained to communicate effectively with people with sensory, cognitive or communication impairments.
· Operators should develop contingency plans that do not rely on inaccessible alternatives.
Disabled people need confidence that the Charter will be acted on, monitored and improved over time
“My concerns around charters, they're as good as far as they go, but you should also be looking at the licensing conditions as well to operators.” – Anthony Jennings, Independent Transport Accessibility and Inclusion Adviser 
· Attendees called for clear review points, reporting mechanisms and transparency.
· Progress should be visible to disabled people, operators and regulators.
· Charter commitments should evolve based on evidence and lived experience. Scenario testing and lived experience involvement were seen as essential.
· Many participants argued that voluntary adoption will not be enough. Options discussed included:
· linking Charter sign‑up to funding
· linking compliance to licensing
· independent auditing
· public reporting of performance
· Disabled people need confidence that the Charter will lead to real change, not just warm words.
About the Accessible Transport Policy Commission
The Accessible Transport Policy Commission is part of the National Centre for Accessible Transport (ncat) and works to remove barriers to transport for disabled people across the UK.
The Commission holds meetings in Parliament to bring together Parliamentarians, disabled people, transport professionals and policymakers from the national, regional, local and devolved levels of government to improve public policies and everyday practices. It does this by applying evidence and insights from ncat and a wide range of other experts through roundtable discussions, research symposiums and cross-sector meetings. 
The Commission is chaired by Baroness Tanni Grey-Thompson DBE DL (Crossbench) and convened on a cross-party basis with Parliamentarians from both Houses.   
Baroness Grey-Thompson is joined on the Commission by a number of vice-chairs: 
· Lord Shinkwin (Conservative Party)
· Baroness Brinton (Liberal Democrat Party)
· Sorcha Eastwood, MP for Lagan Valley (Alliance Party) 
· Richard Baker, MP for Glenrothes and Mid Fife (Labour Party)
The Commission’s secretariat is provided by the cross-party think tank Policy Connect.
About the National Centre for Accessible Transport 
The National Centre for Accessible Transport (ncat) equips stakeholders to remove transport barriers and create accessible journeys for everyone by bringing together evidence, lived experience, and innovation to drive long‑term systemic change.
ncat’s work helps to shape a transport system that is accessible, inclusive and works for everyone.
Funded by the Motability Foundation, ncat is delivered by a consortium including Coventry University, Connected Places Catapult, Designability, Policy Connect, the Research Institute for Disabled Consumers (RiDC), and WSP.
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