
Clarifying operator-passenger commitments

Passenger Assistance and on-board support are
often inconsistent or unavailable.
Poor communication about lift outages or
service changes creates stress and delays.
Passengers are frequently unaware of their
rights or entitlements when support fails.
Operators rarely communicate their limitations
or responsibilities clearly.
Lack of shared standards erodes trust and
forces disabled travellers to over-plan journeys.
Inconsistent staff training and unclear
expectations lead to variable experiences.
No established framework for mutual
accountability between passengers and
operators.

Design opportunity 
Create clearer, more transparent expectations between disabled passengers and
transport staff. Improve communication, training, and service principles to help
journeys feel more reliable, respectful and mutually understood.

Research highlighted a design opportunity to
build clearer, more transparent expectations
between disabled passengers and transport
operators

The following communication and service
barriers were identified as causes of
uncertainty, stress, and inconsistent
experiences: 

‘Translating Research into Design Opportunities: Highlighting ways to improve
accessibility on public transport for disabled people.’

What’s next? This design opportunity serves as a foundation
for co-design, prototyping, piloting, and scaling new solutions. 

We will continue to: 
Build strong partnerships with industry to enable practical
implementation. 
Act as a convening partner, connecting disabled people,
designers, and service providers to ensure every solution is
grounded in lived experience and real-world feasibility. 

Visit ncat.uk for the full design opportunity 
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