
Improving existing assistance services

Support is fragmented, inconsistent, and
unreliable across modes and operators.
Passengers are often unsure how or where to
request help, or whether staff will be available.
Booked assistance frequently fails to arrive,
eroding trust and confidence.
Experiences vary widely depending on individual
staff attitudes and awareness.
Tech-based tools show promise but remain poorly
integrated and not fully inclusive.
Lack of real-time visibility or confirmation of
assistance causes stress and uncertainty.
Assistance often reinforces dependence rather
than enabling independence.

Design opportunity 
Improve travel assistance services so that support feels more consistent, visible
and user-driven across transport modes. The aim is to better integration of
technology and frontline practice to help shift experiences from dependence
toward autonomy and confidence.

Through user engagement, a design opportunity
emerged to improve travel assistance services
by making them more consistent, visible, and
user-driven across modes.

The following operational and technological
barriers were identified as limiting trust,
reliability, and independence: 

‘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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