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Minutes of Wandsworth Mobility Forum. 

 
Meeting held at: - The Town Hall, Council Chamber, 

Wandsworth High Street, SW18 2PU 

 
Thursday 29

th
 November 2007 

 
Attendees 
Joseph Healey  Chair of Meeting & Co-Director of 

Transport for All 
Manuel Button    Vice Chair & WCT 
Wendal Clarke   WAA Member 
Martyn Ellacott   Wandsworth Access Association (Chair) 
Emily D’Silva   WAA Member 
Betty Price   WAA Committee 
Mary Crawford   WAA (Vice chair) 
Sue Elliot    Wandsworth Old Person’s Forum 
Pat Brown   Team manager 
Susan McGuiness  Generate 
Rebecca Mc Guiness Daughter of Susan from Generate 
Margaret Snell   Housing Scheme Manager 
Belinda Danino  London Buses 
Aaron Roozenburg  Wandsworth Council, Minutes Taker  
John Saughter   Wandsworth Council 
Paul Bentley   South West Trains 
Cllr Adrian Knowles  Roehampton Ward 
Lewis Wight   TfL Dial-a-Ride 
Susie Romeo   Palentypist 
Jim South Wandsworth Hard-of-Hearing Group & 

WAA 
Barbara Madelhoff  Wandsworth Training Officer for the Deaf-

blind. 
 

1. Apologies 
Cllr Billi Randall, Cllr Sheldon Wilkie, Cllr Nick Bowes, Cllr Senior, 
Cllr Hallmark, Cllr Cooper, John Hunt (London Travel Watch), Joyce 
Mamode (Dial-a-Ride), Miss Murdoch (WAA), Alison Buick (WAA), 
Deidre Ratnayake (WAA), Clare O’Connor & Lucy McDonald 
(Wandsworth Council), Ian Seabrook (Public Carriage Office), Clare 
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Goodson, Don & Jan White, Bridie Tobin, Bidge Jugnauth, and Sue 
Musyoki. 
 
2. Matters arising from last Meeting, 26

th
 April 2007 

Covered under main items on agenda. 
 
3. Taxicard - Tony O’Connor, Service Development Manager, 

London Councils. 
Tony outlined London Council’s role, and a few of the other services 
that they manage.  They lobby on behalf of London to ensure that 
London Boroughs get adequate funding from the Government for 
services such as the night time lorry control scheme, various 
parking services, and two that Tony is most involved with:  The 
Freedom Pass and Taxicard.   He reminded everyone with a 
Freedom Pass that these will need to be renewed before 31 March 
next year.  Wandsworth issues its own Freedom Passes via its 
council offices.  From 1 April 2008 the vast majority of Freedom 
Pass holders will be able to travel free on local buses anywhere in 
England. 
 
London Councils have set up a Blue Badge database which 
boroughs can contact to deal with cards which may be lost, stolen 
or fraudulently used.  
 
London Councils manage the Taxicard scheme on behalf of 32 out 
of the 33 London Boroughs.  Westminster Council has its own 
scheme.  The scheme is jointly funded by the London Mayor and 
the boroughs, and will cost in the region of £16 million this year.  
London Councils negotiate the contract on behalf of the boroughs 
and also liaise with Transport for London (TfL) on the scheme and 
agree policy London wide on the scheme.  Their office deals with 
the day to day applications, produces and sends out cards to 
members, locates lost or stolen cards and provides a help desk to 
Taxicard members. 
 
Demand has grown considerably in the last 6 years.  There are now 
around 75,000 members, who are likely to make around 1.45m trips 
this financial year.  Over the last 6 years the number of trips has 
almost trebled, and the number of members has almost doubled. 
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In Wandsworth, there are currently around about 2,100 members, 
and they average round 3,000 trips per month.  5 years ago in 
2002/3, Wandsworth averaged around 1,300 trips a month.   
Growth over the last year has been 14% London wide, and 11% in 
Wandsworth. 
 
The new Taxicard contract was awarded to Computer Cab on 1 
October 2007, and operates for 3 years to 2010.  This contract 
expects 95% of cabs to arrive at the pick up location within 30 
minutes of bookings, and within 15 minutes for advanced bookings.  
In Wandsworth average performance this financial year is 91%, and 
92% for advanced booking.   
 

Computer Cab is currently using a number of private hire vehicle 
contractors to help with the growth.  Generally, people cannot book 
directly with a private hire company.   Instead the booking goes to 
Computer Cab, and they may decide particularly with advanced 
bookings, if they are unable to satisfy that booking themselves, to 
offer it to a private hire company. 
 

Q: On occasions there have been complaints that when a black 
cab is called (eg from the rank at Wandsworth Southside), a 
mini cab arrives first which may not be able to handle 
wheelchairs.   There is speculation that one company may be 
intercepting or monitoring the calls, and sending their cabs 
instead. 

 
R: It is unlikely that a minicab operator could “hack” into the 

Computer Cab system.  It could be that 2 vehicles are 
occasionally sent in error.  It was suggested that specific 
instances should be reported for investigation.   

 

There have been 68 complaints so far this year (April – October 
2007), averaging around 10 per month, or one complaint for every 
300 trips in Wandsworth. 
 

The new contract has enabled management costs to be reduced, 
allowing more to be spent on trips.   Computer Cab plans to 
increase the number of vehicles available to the scheme and recruit 
more drivers and more private hire sub-contractors. Computer Cab 
also plans to introduce a new booking system called “Advantage”, 
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hopefully in January.  It will be a while before all of their vehicles are 
equipped.   Eventually it is planned that the new system will be able 
to offer trips to different companies rather than just to their own 
vehicles.   This should improve response times.   All vehicles would 
be accessed via one telephone number. 
 
More staff are being recruited for the call centre to handle calls and 
deal with complaints.  Members can already book online.  In the 
future it is hoped to be able to telephone people to advise that a taxi 
is on its way, or to E-mail or a text message them. 
 

The new booking system will have call online identification which 
will help speed up bookings by bringing up details of people who 
have previously registered.  Better training is planned for Computer 
Cab staff and sub-contractors in disability awareness.  A training 
school is planned for drivers. 
 

Computer Cab is starting a scheme to lease wheelchair accessible 
private hire vehicles to private hire companies in return for 
guarantees of undertaking particular amounts of work. 
 

The round identifier target on the front of Computer Cab vehicles is 
to be extended to private hire companies participating in the 
scheme. 
 

Dial-a-Cab have decided to withdraw from the Taxicard contract: 
they account for only about 2% of the trips in the contract, so 
hopefully this will not affect performance. 
 
Q: The difficulty for blind people using Freedom Passes was 

raised.  The new sticker put on old passes needs to have a 
tactile treatment to distinguish it from the old pass, and wallets 
containing the passes should have either a tactile shape or 
braille on the outside of the cover.   

 
R: Tony: Hopefully the borough will be able to find a way round 

this when people cannot put stickers on themselves.  It is 
thought that in some boroughs the post office were placing 
stickers on the passes.  
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Q: Would it be possible to have separate bays for taxi cabs bearing 
the target symbol?  There is currently a problem of losing your 
place in the queue if you cannot use the first cab which turns 
up.  There have been a lot of complaints about this. 

 
R:   This wilI be raised with Computer Cab and the Public Carriage 

Office who manage the ranks.   ACTION: TO’C & JSl 
 
Concern was expressed that Radio Taxis dropped out of the 
tendering for the new contract, and Computer Cab now have a 
monopoly.   There have been many reports of the latter not 
delivering the service people want.   One suggestion has been 
raised of stationing an emergency back up vehicle in each area, so 
that if someone becomes stranded in a wheelchair, the back up 
vehicle can provide the journey home.    The figure of 90%, of cabs 
arriving on time might sound quite good but it means a 1 in 10 
chance that the cab isn't going to pick you up, and of becoming 
stranded.  This is why people are worried about Taxicard. 
 
R: The target of 90% does not mean 1 in 10 people do not get a 

trip.  It means the vehicles arrive, but they will arrive late. It is 
believed that around 97% of requests get a vehicle eventually.  

 
A lady from the floor raised an experience two years ago of a friend  
being put into a taxi without being strapped in or the brakes on the 
wheelchair being applied. 
 
Q: It was asked why double swiping of Taxicards is not allowed in 

Wandsworth.   An experience was recalled of a journey taking 
a long time due to a burst water main in the road, totalling 
£13.00.    On the return journey the driver double swiped the 
card, and charged only £4.00 for the journey.   

 

R: It is up to individual Boroughs.  Double swiping results in 
double subsidy for longer trips, and therefore uses up twice as 
quickly the number of trips allowed on a card. 

 
Chair:  A written complaint refers to the booking of a multi trip on 
Taxicard, plus a return journey home, but the latter failed to appear.  
The complainant had to call an alternative cab who charged her 
£35.   She wants to know whether she is entitled to a refund, why 
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she has not received a response from the firm, and what can be 
done to restore her confidence in Taxicard? 
 
A:  Computer Cab have been asked to respond to this.  Generally 
Computer Cab will treat each case on its merit but Taxicard does 
not provide a guaranteed service.  It is subject to supply and 
demand.       ACTION: TO’C/Computer Cab 

 
 

4. London Underground’s Consultation; “Towards an 
Accessible Tube,”  -  Nina Webster, London Underground 
Accessibility and Inclusion. 

 
A large part of improving accessibility on London Underground  
involves station refurbishment.  By 2011 all stations will have been 
refurbished or modernised, but will not necessarily be accessible. 
The refurbishment programme is separate from the step free 
access programme.   
 
A number of access improvements are being made without stations 
becoming step free: eg improvements to / installation of handrails, 
improving colour contrast and materials, and at certain stations 
providing a lower height handrail as well as a standard height 
handrail.   Also installed are help and information points with 
induction loops where passengers can call for assistance and 
information, plus audible and visual information about train services. 
 
As part of the modernisation work, obstructions at stations are 
removed as far as possible, and the visual contrast is increased if 
the obstructions cannot be removed.   Steps are made more visible 
by improving the contrast of stair nosings, with tactile surfaces 
provided at the top and bottom of the stairways. 
 
On platforms, priority seating has been introduced: a fifth of all 
seats on stations will be priority seats. 
 
Station signage is reviewed and new signage provided as 
necessary, with improved way finding.  CCTV coverage and lighting 
is also improved, with CCTV linked back to the station supervisor’s 
office and control rooms.  Public address systems are being 
upgraded to improve sound and coverage.   
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By the end of December 2007, 100 stations should have been 
refurbished. 
 
Wider automatic ticket gates have been trialled at Canary Wharf 
and Westminster, and found to be successful.  These allow 
independent access through the gate line rather than a person 
having to wait for a member of staff to open the gate.  These are 
now being rolled out at other stations. 
 
New advanced fare ticket machines are also being introduced, with 
buttons and operations at a level accessible to wheelchair users. 
 
All staff undergo disability awareness training, and every year each 
operational member of staff undergoes one week's training, of 
which disability awareness takes half a day. 
 
For journey planning, there are large print tube maps (copies 
distributed), tube access guides giving information on accessible 
routes into stations and changing between lines, and a new multi-
modal getting around London guide.  
 
Information on the number of stairs and ramps at stations, routes 
within stations and location of lifts (if any) is available at 
www.directenquiries.com, the TfL website, or by phoning 0207-222-
1234.  The phone number can also be used for journey planning.  
 
Step free access on to trains is being tackled in a variety of ways.  
New trains are on order to provide level access.  Raised sections of 
platform have been trialled at Wembley Park, London Bridge, and 
Waterloo, on the Waterloo and City line, and will be rolled out at 
other suitable locations.   At other locations (eg on the Jubilee Line) 
the track will be raised to avoid the step down into the train.   Due to 
the frequency of Tube services, manual boarding ramps (similar to 
the ones on national rail), are appropriate at only certain stations, 
such as at termini. 
 
It is planned to have 25% stations with step free access from street 
level to the platform, by 2010, to have the same 25% plus the key 
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Olympic stations step free by 2012, and 33% of stations by 2013. 
This would be the “foundation network”.    
 
London Underground is carrying out public consultation into what 
other stations should be made step free after 2013.  Two alternative 
approaches are offered:- 

���� A trips model, focusing on stations with the highest numbers 
of people travelling through them. 

���� A demographic model, which focuses on where people live. 
The trips model would provide more step free access at central 
London stations because that is where most journeys are made. 
The demographic model focuses on outer London, where people 
tend to live.   
 
The trips model would mean that 50% of stations would become 
step free and 50% of journeys, whereas the demographic model 
would allow 63% of stations to become step free, but would cater 
for only 32% of journeys.   
 
The consultation asks which model should be progressed, or 
whether a combination of both should be adopted, or something 
completely different.   There are also questions on customer 
service, platform to train access, safety, and anything else that 
needs to be raised.  Comments are required by 31 December 2007. 
 
Q: The safety of flooring was raised, particularly the risk of 

slipping in the wet.   
R: The refurbishment will see the replacement of any flooring 

which does not come up to specification.  If anyone has 
specific examples of poor flooring, then she will take these 
back to LUL. 

 
A comment was made that London Underground staff are very 
helpful, but unfortunately most stations have very few or no staff on 
them. Therefore, it doesn't matter how much the stations are 
adapted, a lot of disabled people will not be able to use them 
because of having to give 24 hours notice of travelling. 
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R: All stations are staffed and there should always be someone at 
the gate line.  If a journey is planned in advance, the staff should be 
expecting you. 
 
 

5. Access Improvements at Clapham Junction Station - 
Samantha Taylor & Peter Maynard, Network Rail. 

 
The improvements will be funded through the Department for 
Transport’s Access for All Scheme, which has a total budget of 
£378 million over 10 years to be spent across the entire network.   
This investment is intended to be above and beyond any 
commitment that train operating companies will have made in their 
franchise commitments.  Approximately 100 stations have been 
identified to receive this funding.  Further stations are due to be 
announced next month. 
 

The funding is intended specifically to provide an unobstructed 
obstacle free accessible route within Network Rail controlled 
infrastructure from at least one station entrance, which is usually 
the main station entrance, to all drop off points associated with the 
entrance to each platform and between each platform served by 
trains.  The accessible route would be suitable for manually self-
propelled wheelchairs.  Ideally the length of the route should not 
exceed 400 metres from the station entrance point to the entry or 
exit of station platforms for the trains.  
 
Schemes are being developed by Network Rail in consultation with 
train operators and Network Rail.  Discussions are held with 
disabled persons, transport advisory committees, and local project 
groups.   
 
At Clapham Junction there will be 9 lifts to access the 17 existing 
platforms, which will be accessed from the existing footbridge.  Lifts 
will be approximately 1.6 metres by 1.6 metres, and capable of 
accommodating 16 people.  They will have the usual audible 
guidance to say whether the lift is going up or coming down to the 
platform, and they will also be fitted with CCTV both inside and 
outside, and an emergency telephone. 
 



~ 10 ~ 

Additional staircases are to be provided to platforms 11/12 and 
15/16 to alleviate congestion.   The footbridge will be accessed by 
an additional entrance opened though Brighton building, which is 
the old station building further up St John’s Hill than the existing 
entrance.   There will be a drop off point for passengers at this 
entrance, accessed through Brighton Yard.  
 
Network Rail expect to award the construction contract in 
December, with enabling works starting in January 2008, including 
the diversion of services and cables and etc.  Construction will start 
in April 2008, and be completed in spring 2009. 
 
Illustrative plans were displayed.  On all platforms except 11/12 and 
15/16, the lift will be on the country end of the bridge. A comment 
was made that these lifts would be on the wrong side of the bridge 
for those travelling to/from London.   Where additional staircases 

are being installed, the lift will go on the London side of the bridge 
within the new staircase enclosure.    
  
In response to a question as to whether there will be a hearing loop 
system within the lifts, it was understood that the lifts will be fully 
DDA compliant, and that a loop would be provided.  This is to be 
verified.     ACTION: Peter Maynard 
 

Post meeting note:- Peter Maynard has confirmed that each 16 
person lift will have: 
-           an induction loop,  
-           male voice over direction,  
-           colour contrast controls,  
-           instructions in Braille,  
-           a CCTV camera within the interior,  
-           emergency call buttons,  
-           two-way emergency phone,  
-           door glazing to provide good visibility internally and 

externally.  
The Network Rail specification is fully compliant with all the lift 
regulations described in the Code of Conduct Train and Station 
Services for Disabled Passengers. 
 
A questioner asked about the gap between platforms and trains.  In 
response it was explained that this is outside of the scope of this 
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scheme, and will not be addressed for the time being.  However, it 
is proposed in the longer term to realign the tracks on platforms 14 
to 17 to enable the platforms to be straightened and rebuilt at a 
higher level to reduce stepping distances. 
 

 

6. Clapham Junction Exemplar Street Improvements –  
David Tidley, Wandsworth Council. 

 
Following on from plans to improve the station, the Council is 
planning to improve the environment in the streets outside the 
station.   This would be in conjunction with a proposed 
redevelopment of the frontage of the station on St John’s Hill, 
including the shopping arcade.  The Council has been in 
discussions with the developer to secure improvements to the 
street, and to the station, including making land available to 
straighten platform 17.   The Council has also been lobbying for 
improved rail services from the station, including to Heathrow and 
Gatwick Airports and by extending the East London Line from 
Docklands to Clapham Junction. 
 
The problems of street clutter and congestion were described in 
Falcon Road, St. John’s Hill and particularly at the junction between 
these two and Lavender Hill.   The difficulties of crossing the roads 
here and of using the taxi rank were highlighted.  The Council have 
therefore looked at the possibilities of wider footways, direct 
pedestrian crossings, less traffic, and generally less street furniture 
and clutter.  Obviously something would need to be done to cater 
for traffic as well.   The Council has looked at potential street scene 
options and experience elsewhere eg Lewisham and Kensington 
High Streets.  One example of good practice is the placing of  traffic 
signal heads on lamp columns to reduce clutter on the footway.   
 
A questioner asked about the provision of facilities for blind people 
on pedestrian crossings, as experience of TfL crossings in Balham 
High Road was that there are no sound systems or spinners.  The 
crossings there are felt to be very dangerous for blind people. In 
response, it was explained that the intention is to have safe 
crossings with audible, tactile and spinning cone facilities.  Unlike 
Balham High Road, which is the responsibility of TfL, the roads in 
Clapham Junction are the Council’s responsibility. 
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The Council are planning to widen the footway on St John’s Hill and 
Falcon Road, and to provide a taxi rank further up St. John’s Hill 
against the footway.   Pedestrian crossings will avoid the need for 
central islands, so you won't have to stop halfway. 
 

ME asked about the implications of removing pedestrian guard rails. 
The Access Association had suggested a puffin crossing, because 
of the needs of blind and people with learning difficulties.   
 

In response, it was pointed out that it is generally better, particularly 
for wheelchair users, to minimise clutter, but for visually impaired 
people it is agreed that some street furniture does help to guide 
them.   If a puffin crossing system appears to be appropriate, then 
the Council will certainly consider it. 
 

It was also pointed out from the floor that guard rails are beneficial 
through preventing people in crowds being pushed into the road.  
 

DT explained that there have been approximately 100 accidents in 
the vicinity of Clapham Junction in the last 5 years.  By widening the 
footways the pressure on pedestrians is reduced, and by reducing 
the amount of through traffic, pedestrians will have more time to 
cross the road. 
 

It is proposed to ban right turning traffic from Lavender Hill into 
Falcon Road, except for buses, and instead to divert it into Falcon 
Lane.  This right turn accounts for about 25% of all traffic at that 
junction.  Currently there is a left turn filter from Falcon Road into 
Lavender Hill and it is proposed to remove this, providing instead a 
widened footway and public space.  DT showed the traffic modelling 
which the Council has undertaken to show how the system will 
work. 
 
The Council plan to undertake more detailed design in the next 12 
months.  It will be at least a year before construction work takes 
place. 
 

A questioner asked if the Council could stop shops cluttering the 
footways by displaying their wares.   The answer was “yes”, 
although it is not a particularly easy process.  There are occasional 
blitzes on them, but they generally creep back over time. 
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7. Any other business 
A petition was circulated by the Chair from Geof Pope, Member of 
the London Assembly Transport Committee, concerning the PPP 
for the Underground.   It petitioned the Mayor of London to set up 
sustainable business and financial arrangements so that Londoners 
do not have to pay any additional penalties for PPP failure.   It also 
sought capacity upgrades, modernisation of the Tube network, new 
passenger lifts for step free access no later than set out in the 
original timetables, and maintenance of staffing on stations during 
all operational hours. 
 

There was no other business or issues raised. 
 
8. Date of next meeting & Venue 
 

Provisionally, Thursday 22nd May 2008, at 2pm 
Venue:  confirmed as Wandsworth Town Hall Council Chamber 
 
JE/JSl 16 May 2008 
 


