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Executive Summary

This Summimarked anew beginning;a beginning of a vital new relationship between
the transpat industry and everyone whis experiencing owill experience a mental
health condition. According to latest statistiasver 16 million people every year in the
UK are affected ypmental health disordersret their difficulties in accessing transport
haveremainedlargelyunrecognisedBut an 2%h February2016 all that was changed
asrepresentatives from evergnode and strataf transportg providers, regulators,
watchdog bodiespolicy makerandtwo Ministers of State; gathered at the Royal
Colkge of Nursing to listen tthe voices of experience.

Getting us off to an excellent start to the day Alastair Campakdéd about menrdl
KSFfOK adgAatt o0SAy3a Ay (GKS flFyR 2F (KS W,
other about cancer but we are stdbill equipped to talk about mental healtiv.etthere
arethousands of people feeling anxious buses trainsand planesright now! So

imagine what a difference you could make as transport providers, he urged, if you
decide to take a lead and let people know that you understand.

Members of theMental Health Action Group talked todelegatesaboutthe starkreality
of their transportexperienceandthe psychological obstacles they have to overcome.
Liesedescribal her experience of a major panic attack at Birmingham New Street
stationwhichforced her to abort her journeyShonaalked about herflight to Australia
whichproved a tramatic experience and left her housebound foanyweeks. Both
had requestedormal assistance in advance of the journeyt becausetheir disabilityis
not recognisecdr understoodthey did notget the help they needed.

Laura Whitehurst from Anxiety Ukld delegateghat the impact ofnot being able to

access transport is profound on someone who is trying to recover from a mental health
condition For herself it almost had tragic consequences as her world shrank down to

the four walls of her homdf you ae deprived of a bus pass, a blue badge and the kind

of travelassistance that othedisabled people araormally able to accegssis

extremely hard taovercome the obstaclet® recovery.The challengshe gaveo the

transport industry is to starthinking about¥ i KS NI YLJA Q G KI G @2dz R
for this sector oflisabledcustomers.

Time to Chang@ Bmployer Manager, Rosie Mckearnayged transport companies to
invest strongly in the mental wellbeing of their own employeewffSvho are
encouraged to look after their own menthkalthandaretrained to recognise early

GCKSWSE 2218 L) G2 aSyidlt

Jonathan Bray (Urban Transp@itoup)
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signs of distress will feel equipped to meet the needs of their custormieasisport for
London gave some excellent examples of how to build a mentally resilient workforce
whichcandeliver a better customer service anglduce longterm sicknessabsences

aAYAAUGSNI 2F {GF0ST ' yYRNBg W2ySaszx dzy RSNI AY
to closing the gap on mental health. Parity of esteem between physical and mental

healthis now enshrined in the Health & Social CarebAtthere is some catching up to

do to make this a reality in transport provision. TW@ister urged transport

stakeholders to make their pledges to deliver improvemehis too would pledgto

includethe keyrecommendationsrbm this Summitirthe DS LJF NI YSy 0 F2 NJ ¢ NJ
Accessibility Action Plan

Workshopsin the afternoonoffered delegateshe chanceto explorepotential ¥amps¥

such adrainingfor customer facing staflassistance cards, pjeurneyorientation
sessionsmental health first aidersall relatively low cosand reasonabladjustments

The climax of the day was tleeakout sessionsvhichsaw delegates workin@cross
transport modes, to come up with potential transport solutions. ghgst thekey
recommendations were assistance cards specifically for people with hidden disabilities
operatedon all transport modes and clear training standafdsstaffin mental health
awareness whiclequips themto deliver appropriate and empathetiaipport (See page

24 for all recommendation$

Justin Tomlinson, Mister for Disabled Peopleddressing delegates before the panel
session, concluded that the Summit represents a great opportunity fopduple that
he represens but also for the transpdrindustry. Disabled people in this country
represent a huge source of customers and revenue and people with mental health
conditions are a very large percentage of them!




Foreword from Ann Frye OBE

¢2 RSAONAROGS |y S@Syd a a3l
clichéd to say the leagt but in the context of this
Summit | believe that it is entirely justified.

The first huge success was the number of delegates
from every side of the transport industriesnot just
token representation but senior level people who
came to listen and to leargand who stayed all

day!

The second success was the outstanding quality and
range of speakers anah particular those who gave vivid and often painful insights into
the realities of living with a mental health condition anfiat it means when transport
providers are ignorant of or unresponsive to your needs.

Above all, the success of the Summit was that it did not stop at simply exposing the
issues, it went on to demand commitments to action from all those attending and from
the wider transport world.

Of course, the work does not stop there. We need to ensure that the promises made on
the day are translated into new policies and practices and better understanding of
mental health across the transport industries.

1 1in 4 of youmpotential customers will experience a mental health
condition at some time in their life

91 1in 10 of youpotential customers is living with a seveaad
enduring mental health condition




Why a Mental Health & TransporSummit?

In 2011 wherthe Mental Hedth Action Groudaunchedits national survey othe
transport experiences of people livimngth a mental health codition we were
astonished and very moved by the volume and quality of theaases that came
flooding in. Awe readthrough those responses weewbeyonda doubt that the
experience of our members in Derbyshire was mirrangtit across the UKTher
unanimous pleavas for the transport industry to be educated about their neads
difficultiesso that they could receivappropriatesupportas and whemeeded

At the same time Anxiety UK were receivilagensof callsand postsrom their
members describing thirustration and limitations of not being able to access
transport, of not having their needs recognisdeing convinced that this really was a
big issue and one which deserved aombinedtime and energy we formed a
partnership which would enable wes deliver this national summit.

Already awaref somesmall pockets ofjood practice imparts of the UKwhat we really
needed was to get all stakeholders to a baseline of understanding andatrarse the

bar with some aspirational targets for the whole industiy opportunity to get mental
health firmly on the map acrgsall transport sectors and acrgsoviders,regulators,

policy makers, umbrella bodiesmidwatchdog bodies was essenti@lnly this way could

we hope to achieve the kind of change that would open up possibilities for thousands of
people across the UK tosit friends and family, to participate fully in their community,

to seek volunteering and work opportunitiesd to make the best possibleaovery.

All too often nental health sits on the margins of socistyrouded in myths and
misunderstandingbut on 25" February2016we finally had the chance tbring it out
of the shadows and onto the mainstage of transport provisidmat would not have
been possible without funding and support from tBepartment for Transporand
additional support from DPTACeibyshire Mind andhe Forum of Mobility Centret®
whom we extend our sincere appreciatiddur grateful thanks also go to all of our
excellent speakers on the day.

g AKX

Niki Glazier Nicky Lidbetter
Coordinator Chief Executive
Mental Health ActiorGroup Anxiety UK

Mental health is the single largest sector of disabled peapkhe UK




The Extent of the Problem

Every seven years a comprehensive survey is castiedn the prevalence of mental
health conditions in households England. In the last report, published 2008¢

person ineveryfour (23.0 per centhad at least one psychiatric disorder and 7.2 per
cent had two or more disordersBelow is a list of the statistics reported the more
common conditions. It is hard to imagine that these statistics will have improved much
in the latest survey results @uo be published in Sept 2016.

Depression 2.6 in 100 people
Anxiety 4.7 in 100 people

Mixed anxiety and depression @ 9.7 in 100 people

Phobias 2.6 in 100 people
OCD 1.3 in 100 people
Panic disorder 1.2 in 100 people

Posttraumatic stress disorder 3.0 in 100 people

Eating disorders 1.6 in 100 peofe

The presentations by MHAG and Anxielty; detailed later in this reporthelp to explain
the debilitatingimpact thatmental healthconditions can haveespecially whemeople
finds themelvesin very crowded, stressful and unfamiliarnugtions of which transport
is aprime example

Being able to successfully use transguootvever isone of the key determinantsf the
SEGSYylG FyR aLISSR 2F | LISNEZ2Y Gih. NEBO2 S NE

Being denied the opportunity to traveEl ®@ot only prevents us from

participating as equal citizens, it also worsens our mental health condition in

a negative spiral of exclusion. Too many of us remain prisoners in our own
homesor in supported aammodation.The loneliness and loss of selrth

that resulslead us to give up oourselves and our possibilitied/e live
gA0K2dzi K2 LIS ARy2iiitsiiokesiucd thisi cgzheIs i e @mid

enable us to access work and other opportunitiessuincommunities cannot

be successful if we are denied access to the transport necessary to access the
opportunities we value. Rachel Perkins, Chair of Equality 2025
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The importance of this should nbe underestimated. The longer it takes to recover
your confidence to travel, the more entrenched and sev#re mental health problems
can becomeThe longer you are out of touch with your colleagues and friends the
harder it is to take the necessary steps back to involvemegteation and
employment. Avicious cycle develops and before you know it your whole world has
shrunkto the four walls of your housémagine then the day when you finally feel well
enough and brave enough to walk down the road and catch aahdsmagine the

RA T TS NEBy CSttitlidé willmRakedio gds faKbetter or worseWill it be the
turning point towards recovery or will it send youshingback home convinced that
your goal is unattainable?

Huge numbers of people with mental health conditions find catching buses very
difficult, let alone trains, planes and boats. Many have given up completely on one or
more transport modes and yet their difficulties have, to date, remained largely
unnoticed and uaddressed.This Summit represented the first coming together of the
transport industry to listen, to learn and to respond to tivsalth o unrealised
opportunities untapped potential and losevenue.

1) To deliver a nationgbummitfor transport providerspolicy makers
regulators and umbrella bodies

2) To create an opportunity fothe abovestakeholders® understand
the difficulties experienced bieir customersand potential
customerswith mental health conditions

3) To encourage the transport industry as a whole to be more oper
and accepting of mental heélt

4) To share examples of existing good practice

5) To provide opportunity for networking and learning across the
transport sectors

6) Toinitiate a Call to Action which spurs the transport industry into
delivering a better travel experience for these customers

7) Tostart the conversation on potential transport solutions /




Opening Address
AlastairCampbell

When Alasair Campbell had his own experience of mental
health prablems in the midst of a very high profitareer

it would have beemnderstandable had he chosém try

and hide itbut thankfully for us and for so many otlsre

R A R§eQlécitled to speak out and encourage all of us to
do the same.

In his opening addiss he candidly told delegates how
there were not infrequent timesluring his illnessvhen he founchimselfhaving
conversations wittbuses. Hetalked ofthe intensity of feelindhe experienceds he
watched so mny other travellers moving around with grepurpose and confidence.
This, he saidjnderlined his own sense disengagemenand he remindedis that
there arethousandsof people feeling anxious ohuses, trains and planesgiht now!
The worldof public transportcan be an intensely lonely and»aety-provoking
experience which is made all the worse because of the taboo which still surrounds
mental illness.

Drawing on personal experience of being takla childhot to talk aboutthe Big/ Q
Alastair pointed out that mental health is stidldayin that place of tabopfear and
shamein our society We have moved so far in our understanding and ability to talk
about cancer but we are still ill equipped and ill prepared for conversations ahwout
own and otherLJS 2 LiheSt&ealth. The stigma ad taboo that still surrounds mental
illness has a profound effect guublic £rvices and what happens to peopiden they
are in distress.

LG A& y2a FaG FEf dzyO2YY2y F2NJ LIS2L)X SQa dzy
a stressful crowded publicansport situation. So imaginghat a differenceyou cauld

make as transport providerbe urged,f you decide to take a lead arldt people know

that you understand. Begin to develop an open attitude and the language and

confidence to talk to people idistress, train up mental health first aiders as well as

physical first aiders because there are probably more people who are going to need it

on any given day. What a big difference that would makelawgefully one day in the

not too distant futurewewii f f 221 o0l O1 YR (KAY]l 6Ke 2Yy
mental healtt? Why did we think that was the right thing to do, when any sense of

logic, any sense of compassion teltst is fundamentally the wrong thing to do!
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First Stopg Panic Station
man Gupta& Alex Cope
(Mental Health Action Groyp

Introduction

Alex and Suman explainédw the Mental
Health Action Group hasad tocampaign
nationally on transport accessibilibecause it
plays such a vital role in recovery and
maintenance of good ental health. It is a vital link and yet for so magmgopleit is a
missing link! They also drew deleg@attentionto the fact that whilst they could see
their physical problem, because of the walking sticks, they could not see what was going
on in ther heads. Both speakers explained the number of mental health conditiais
they also have to manage in their daily liv€his is thegroblem thatthey and so many
others withnonviside disabilitiesface when trying to get assistance with transport.

Bus Travel

The mairmediapresentationfeaturedmembers of the Groupxplaining how their

mental health conditions affect their ability to access transport. Wendy for example

suffers from sever@®bsessive Compulsive Disord@CD)escribes how the anxietyfo

her condition prevented her from getting out of her home. It took her about a year just

G2 0SS o6fS (2 3IF2 AylG2 GKS 3IF NRSYH {2 AdGQ
to catcha bus Many people with OCD find public transport extremely clifti because

the anxiety of the situation triggers the obsessive thoughts and compulsions.

Shonawho hasB+Polar Disordedescribes her first attempt to catch a bus on her own

in over 30 yearslust getting to the bus stop is absolutely exhausting, akttime your

head is tellingyouto turn back. Having made it to the bus stop and stepped on the bus

the first thing you see is the driver and if he/she is intimidating or frightening then
OKFGQa AGXZ @2dzQNB 2FFH | T NI SefdbofeditalagdR K S f
can mearall the difference between a successful journey andompletely aborted
journey.Further difficulties descrilion buses include having your bus pass challenged

and not being allowed to access the disabled seating wherfge unwell, because you
happen to have a nowisible disability.

Train Travel
On train travel Liese describes an attempt she made to use passenger assiShace
ga G2tftR GKIG GKSNB slayQd | GAO1 ©02E ¥F2N

not give her appropriate assistanceghe was left in the middle of Birmingham New

dTransport is a vital link in our recovery but ab tdftenitisl YA aaAy
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{GNBSG Ay | YIFI22NJ LIYyAO FadrOl FYR KFR (2
journey. Nowadayshe only travels familiar journeysthe same time, the same station,

if there is any change in routine her confidence would be shattered and if she had to try

I ySg 22d2NySe aKS ¢ 2 dzZ RpprapiatedsSi§ancel ot S G2 O

Chris, who has autismanxiety and depressioexplains how his difficulties are limiting
histravel. He only makes short local journeys these days but would love to travel
further afield. For him personal contactittv staff is very important for necessary
reassurance especially when things go wrong, as they inevitably do sometitaes.
finds tické machines very stressful to use and worries tbastomersare being
expected to depend more and more on machines rather than people.

Air Travel

Shonarelates the experience she hadftfingto Australia when her mother was dying.

She felt let down aevery stage of her journey from trying to book assistance in

advance to asking for help when things went wrong. An unexpected 9 hour delay at an

F ANLI2 NI F2dzyR KSNJ RSALISNIGS FT2N) az2yYS KSft L
needs seriously. She beliesthat had her disability been visible she would have been

treated quite differently. The impact of this experience when she finally got home was
GKIFO aKS ¢l a K2dzaSo2dzy R infaginedverBaRiothe fights S S &
back agairio her native homeland

Alexwho has hadPost Traumatic Stress Disorder many years and is also diagnosed

with Borderline Pesonality Disordetalked aboutpeople@ misunderstanding of anxiety.

When you say you are feeling anxious g#e seem to react withhiére, there dear,

have acup of ted & 2 dzQ® But itdsSo nfudhynbre disabling than that you

Oy Qi oNBIGKSET @&2dz OFyQié GUKAYy(1XZ L ¥SSt S©
and | need to get out very quickigA i Qa (G KS Ff A 3JRiéxradaddarF A I KGN
incidert when he supported a fellow flyer who was having @ese panic attack on

board.He makes a strong plea for a flexible attitude from staff to allow a pass@émger

this situationto move seats to somewhere quiet where he/she is sothemmed in.

This may even mean moving them up to Business Class temporarily whilst they recover.

Final comments; we have told you the bad news and it may all sound very negative

but today is all about turning the negative into positives. By addngsbese issues,
training your staff and providing as much care as you hopefully would for someone with
a physical or sensory disabiliggu can significantly increase your customer base and
your revenue.

G, 2dz KI S GKS LI2 énSeNdr tiionsyof pedple acfoss thR U

CKFGQa F 24 2F LRISYGAl f
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All Aboard!
Laura WhitehurstAnxiety UK

Laua began by explaining that Anxiety UK are a
national organiation based in Manchester

which represents the needs of anyone wéh
anxiety basedtressdisorderor anxiety based
depression. Anxiety disorders is a huge
umbrellaterm that covers ariety, obsessive
compulsivedisorder, post-traumatic stress disorder, phobias etc

Laura explained a bit about the physiological causes of anxiety, the fact that it was very
helpful to our ancestors when faced with sabre toothed tigers or other cavermén b
G2RIe 2F O2dzNARS ¢S R2y QiU T OSientektess®r | Ay Ra
other, generally, less threateningasons and our system can unfortunately over react

to perceived threats.Shedescribedanxiety as being a blike a smoke alarpsmoke
FfFNYa NS 3INBIFG 6KSYy G§KSNB A& IljusthakiNg
G2 adH ¢KFEiQa 6KIG yEASGE A& tA1S a
which can be really difficult and can intensely and severely impactfyoationality.

A

o dzii
2YSi

l yEASGE 'YQa AyiSNBaild Ay ShemeivthigaNgof tiieis 31 y
service users ancthembersexperiencing direct discrimination becauserevisions to
benefitcriteria. Those who had initially been awardetlae badgebecause of their

mental health difficulties had the badge taken away unless they were able to prove that
they were physically unable to walk. This made a huge difference to their lives with

YIye KFEGAy3a (G2 ol yR2y 22 dzNy $fnda spakegar LI y A
enough to their destination. Thmesentsa big problem when food is needed, jobs are
waiting andchildrenneed to be collectedThe CEO of Anxiety UK, Nicky Lidbetter,

credits her Blue Badge with héhg herto regain her independercafter agoraphobia

left her housebound for a very long time. For people like Nicky public transport is an
impossibility and now, without a blue badge, personal transport is\asp difficult so

GgKEFEG A& fSTOG FT2N G§KSYK 4B0Wwhighls tadlam@unt skel & S
had to pay for taxis over the course of a year when her anxiety was at its worse.

Thera are many others who are having to make majgustchentsto their travel
arrangenentsbecauseof their anxiety like aeacher whee20 minue commute takes
him over 2 haurs becaisehe cafRuse the tubeor a book publisher who has to leave
home an hour early and come home an hour let@void a crowded train

Gaz2NB GKIYy M AY wmn LIS2LX S FFNB €A

Fd a2YS GAYS Ay GKSANI f
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And why is it so important for people with a mental health problem to use public
transport? It iquite simply a lifeline, it is often the only means of getting to do&or
appointments, family, fends, therapist etc. For Laura the consequences of not having
that lifeline was nearly tragic. She found herself if322.60 of debt, with no job, not
able to travel, not able to get her doct@he became very isolated and depressed and
took an attempt o her life.

There are huge numbers of people who are struggling with anxiety like Laura. The
options for them in terms of travel are 1) Not travel and become housebound and
depresed, 2) Travel but with great difficulty and under serious duress or 3) Ba@b

travel becausesome snall and inexpensive adjustments have beesade for them

The adjustments were talking about today can put an awful lot more people into that
340 1SA2NED® {2 gKIFG OFy 06S R2yS (2 KSf LK
help someone with a mental health condition to access public transport? Taking the
time to understand the particular difficulties experienced and investing in training for
your staff from organisations like Anxiety UK can make a big difference.

Laurahas hadvery variable responses to her requests for support from extremely

helpful to completely inappropriate. She once asked for help from both an airline and

airport and in both cases was offered a wheelchaitbw can this be remotely

appropriate she asks. Gn8% of people who identify themselsas disabled actually

use a wheelchair. But imagine if the same help were provided but without the

wheelchair ie support getting through sety and quaies and being allowed to board

the plane either firstorlastd A &y Qi RA T F A OdzA tfain cofhpanyitaid A a y Q
Anxiety UK that they would strongly recommend people who are prone to areiety

panicHot to travelg A (1 K béda®eiRould cost the company a lot of money to

make any unscheduled stopbnagine a company saying the same thing to someone

K2 gl a LKeaAoOrt RAAIFIOESR 2NJ KFER | fisSF NYA
thered dzOK | 1 O1 2F LI NARGEe SalLISOArftfte gKSy L
stop but just for somaimple inexpensive adjustments?

Laura has managed to get back to using trains and planes thanks to the kindness of a
few exceptional members of staff so today@start to change thse exceptionito a
standard of care that can be relied upon. You carnhe ones to make the difference, to
break down the barriers of isolation and discontettt stop people having to put
themselves through hell just to get to worReliable help and understanding will result

in vast numbers of extra people using your tsaort through just simple adjustments.

WNJ YLIQ 06S T 2iditiddesStd L

0NJF yaL}2 NI Ké
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Mind the Gap
W2l Yyl 5SIty oO0aAyRQ3

Joanna ran through the bare minimmu
compliance standards for transport
operators under théequality Act.The
obligations apply when providing a service
to anyone whahas a long term mental
health condition which has a serious impact
on their normal day to day activities. Although

these activities are not listeid is clear that travelling would be considered a normal
day to day activity so operators need to considdret needs of people with a mental
health condition when deelopingtheir poliaesand practices.

Direct discriminatioroccurs whera person is treated less favourable than another

person because of their disabilit$oyou would need to compare the servigeu give

to them with the service you give to someone who does not have a disability. This
RAGONAYAYIFGA2Y OFy |LIWXe& (2 GKS LISNER2Y Q&

Indirect discrininationg K SNBEo6& 060SOFdzaS 2F | O2 Ypelbofi e Qa
with a disability is rendexd unable to use their service. Joanna gave the example of
someone being unable to book their ticket-ine becausef paranoia or anxiety. If the
O2YLI y& RARYQG LINRPOGARS | fUSNYlFGMBS YSIya
effectively be discriminated against.

Additionally some orgaisations suchas the Gvil Aviation Authorityor Trarspott for

London for @ample have &ublic Sector diiality Duty. This is a proactive respondity

to consider the peds of people wittdisabilities rather than a reactive responsibility. So
when developingiew policiescompanies with this duty need to ensure that they take
into account the potential impact on people with mental health conditions. This is not a
tick box exercise but shoulek thorough and ensure you have enough evidence about
how this group of people are likely to be affected.

Joanna noted that most transport operator websites and publications place a clear
emphasis on physical and sensory disabilities. But in terms ahgasasonable
adjustments you must make it clear to people with a mental health condition that they
too can have appropriate assistance. Avoiding heavy use of the wheelchair symbol or
images of elderly people for example is very important to make othétsowt visible
disabilities feel included as well.

e2dz KIS Sy2dzAaK ¢

TA2Y gAff 0SS | FFSOL

Q)¢
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Fixing your own Oxygen Mask beforkelping Others
Rosie McKearney (Time to Change)

w2a8AS8S 2LISYSR KSNJ Gl f]1 o0& SELXI
. NR G AYQa Y2 3 @medwawohangdgpudia LINE 2 ¢
attitudes about mental health. She thémvited delegates

to take part in an exercise to help them apprecitie

impact ofstigma Using 3 scenario$e asked delegates to

remain standing if they wadd feel able to talk about their
experience of a mentaealth problemn each scenarior

sit down if they would not. By the end of these scenarios it is fair to say that most

delegates had sat down! A graphic way to portray how stigaieen allowed to exist
unchallenged in the workplagean isolate and eme confidencan your employees.

Since mental health is probably the number one reason for absence in workplaces
acrossBritainit makes sense to get people talking about it and giving them support

sooner rather than later. It also makes sense for yowt@mers If your workforce

OFyQil GlFrf]1 2LSyfte o62dzi YSydlt KSFfdK (KS
symptoms in their customers anith have the courage to step in and offer helyit is

important to get your own house in order first. So what can gotually do to get your
workforce talking openly?

3 Top Tips for Reducing Stigma in the Workpla

1. Promote mental wellbeing for adkaff. This prevents only
a2YS LIS2LxX S gAGK | RAF3Iy2aSF
OO RAFFSNBY (I Qd +SNEBE AYLERNII Y
buy-in from managers who are prepared to talk openly about
mental wellbeing.

2. Equip your line managgto feel confident in spotting signs
and symptoms and having supportive conversations with their
staff. Many line managers are scared to address this issue for
2T GNBFGAY3T LIS2LE S RAFFSNBY
what to say. This leavestaff feeling isolated and unsupported.
B3.LYONBI aS &2dzNJ SYLJ 2 & Steinae wes
know about mental health the better we can support each othe
and our customers. Some companies have a page on their
intranet where staff can go for resozes and information if they
are struggling or want to help a colleague who is struggling.
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Building a Mentally Resilient Workforce
Ben Gatty Errol Dinnall & Jess Evans
(Transport for London)

Ben Gatty, a psychotherapmtorking within Tansport for
[ 2 ¥V R Prgu@&ai Support Groyxplained how he and
his colleaguefacilitate thePeer Supporg&ervice thatTfL
provide for their employeesThe transport industry and
its staff experience a lot of stress and strain these days
when dealing with the travelling public particularly when
things goes wrong.Peersupportis built on the premise that whetihings do go wrong
andpeople experience trauma they find it most helpful in the early stages to be
supported by those they knowell. TfL has recently been trialling a new form of peer
supporttraining called Mental Health First Aid. Thidislt onto existingapproaches
and offers stafEpecifictrainingto help themrecognise their own resources abdild
resiliercein themselves and in their colleagues. Effectively they offer each other
compassionate supgrt, reaching outo providea genuineand safespace to talkif our
staff are enabled to help themselves and each otleithis waythen they are all the
better at helping the general public

Jess Evans spoke about the difference that takmealth first aid training has made to
her as an employe&hedescribal how it enabled hetto help one colleague who she
Yy20A0SR ¢ ay Qi Alfdolghbsdidmindwzhe perdos Wekhetraining
had given her confidend® open upa convesation. This rabledher colleagudo

share how she was struggling at work aese @ her parenf2 diagnosis of terminal
illness. Jess suggested they continue to neewt together they talked about strategies
to help her manage her work and her evident @ional stress. The colleague
subsequently toldess that having someone at work to talk to who was not herline
manager had enabled her to continue working when at titeswas extremely
difficult. This is jusbne example of the difference that welfdined staffwho are able to
draw on their own resourcesan make to eeh other and to thecompany

Errol Dinnall, also a psychotherapist with TfL, tbéflered delegates an opportunity to
reflect on what resources are most important to their own mentalliaeing.He
encouraged them to take a couple of minutes to shaith each other and invited

them to notice how they felt when they talked about it. He underlined the importance
of companies providing a strong lead in supporting staff to use strengthenalwvn
resources and their ability to setare.

a y training employees teffectivelyhelp each other yoset up a powerful

network of support throughout the organisati@n.
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Notes from the Underground; Making Art out of Anxiety
Sophie Winter (On the Buttohheatre)
Sophiewasdiagnosed with an anxiety disder a few years
agowhich manifested itself in a fear of travelljon the tube
and on trains.This left her having to cyefrom one side of
London to the other eerydayto work, a round trip of some
35 miles.The strain of that meant that her anxiety started to

spil into other areas of helife forcing her to selehelp.

Sophie found Cognitive Behavioural Therapy very helpful with
her experiences of anxiety baheis awarethat many othersare still strugglingThe
difficulties that people experience can end up dictating other bigger life choi¢es
example ya may feel you cannot live or work in a certain part of London if you
cannot use the tubelt can also add a huge amount of extra time onto your working day
as you have to use slower, more circuitous forms of transport. Sophie felt she wanted
to somethingto highlight the problem and being an artist she decidegdatray it
through theatre.

What Sophie came up with was herallange Anneka productioishe felt this was
particularly apt as Anneka was always able to stay calm despite being thrown some
enormous challenges. To Sophie and many others travelling by train and especially by
tube, can be an enormous challenge. As part of her preparation for the production
Sophie interviewed many people about their own difficulties with transport and these
conversatons started to inspire the narrative.

In this special episodeitps://vimeo.com/132811298Sophie plays Annekaho has

been nstructed to travel to Bethnall Green on the tub®/hilst on the tube she is told

to observe a particular woman who is clearly feeling wergomfortable aboubeing

0§ KSNB @ CKAA 62YFyQa SELISNASYOS 2F O2dNB S
YR RAAUONBIaADP WI yyS1IFQ RSaAONAROGSA (GKES LIKea
G2YlFyQa o02Reé yR Of SINIfeé LISNOSAPSa GKS RA

Following the screening of this episode of Challenge Anneka delegates were treated to a
FteAy3ad GAaArAldG FNRBY a!yyS{lé ¢gK2 alFAR aKS ¢
of anxietydisorders in relation to transport. She encouraged delegates to support the

efforts to smash the stigma of mental health and to open up conversations to get it out
there in the open. After a couple of selfies with everyone Anneka made her apologies as
sherushed off to face her next challenge!

& C 2 NahdYoBmany others travellig by train and especially by tube,

can be an enormous challenge.


https://vimeo.com/132811298
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Setting the Satnaw Call to Action
Andrew JonesRarliamentaryUnder Secretary of Stafer
Transport)

This Summit is thdiggest gathering of transport and

YSyidlrf KSFIfGK RI20I idhd 6S QO
my Departnent is delighted to be supporting. i\s a

department we have made some good progress with

improving transport accessibility for many people with
disabilities for example90% of buseare now equipped

to meet the needs of people with physical health

problems When it comes to serving people with a merftehlth conditionhowever

transport has some catching up to do.

Transporf @roblem with mentalhealth is a symptom aihe wider society Across our
society and across our economy mental health has notiveckthe same level of
attention as physical healttOver the last few years we have made some real progress
through the work of mental health charities and through legislation, for example the
D 2 @S NY Mealyhi& Sdcial Care Act giving parity of esteaermentaland physical
health care. Bit by bit we are breaking down the stigma and misunderstatithhg
surroundsmental health but now we need that important change to come to the
transport sector too. There are somany signs of progress with initiaes such as the
Better JourneyCard used by First Busndcompanies lik&/irgin Trains working with

the AkheimersDiseaseSociety But we need to see the industry continuingtéixe

steps to ensure that some of the most vulnerable people in our soceg the

support they need to access transport.

Inthe end it is skilled and helpful transport staff who make the biggest difference to
passengerst KS D2 @SNYYSyid R2SayQi gl yid e AYLRaA
about knowing your customers arnaking action in the most effective way for your

sector.So make your pledges, | will make a pledgegoavill incorporate all that | can

in an Accessibility Action Pl&or all disabled peoplevhichmy Department isvriting

and willpublish later this gar. This summit is not a one day wonder. There will be

actions coming out of this summit which will make sure that mental health keeps

rising up the agenda.

G¢ KA& {nde¥ ohk day vioader.

[ KIy3daS Aa O2YAy3a FT2NJ LIS2LIX S 4 A
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Call to Action Areas

1) Introducing policies and practices that supports the needs and
protect the rights of customers experiencing a mental health
condition.

2) Trainingstaff to have a positive and supportive attitude towards
passengers and colleagues experiencing a mental health condi

3) Introducing andadvertising assistance and traveitiatives
specificallydesignedor people experiencing a menthaealth
condition; therebyincreasing confidence to travel

Sgnposts to SuccessGood Practice Workshops
Delegates wer@ow invited to choose 2 workshops from which tliscoverpotential
transport solutionsOptions includedvere:-

1)W. f dzS SthéndeA & G Q
Tom Davidson from Transpennine Express presented 9

the merits ofthis assistanceardfor non-visible ® B LU E®
disabilities The ard, which ispecificallydesigned for MASS|ST
non-visible dlsablllt_les_offers an_ glternatlv_e symbol to DARE TO CONNECT
the blue wheelchair sigrthus giving feeling of
credibility and confidence for the user. Card owners can write on the reverse of the card
the kind of asstance they would like. The scheme is designed for use in all service
sectors and encourages anyone presented with the card to respond in a positive and
helpful way. It is not essential to provide specific training to staff because requests are
generally aar and obvious. Howevgas usualadditional training does help to

guarantee better outcomegOne big advantage of this card is that recognised across

all transport modesit would allow the user to simply carry one card throughout the
whole journey.
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2) Flying with Confidence

Presenting this workshoand the latest customer care
initiatives from Virgin AtlantizvasGeraldine Lundy
PassengeAccessibility Manager.

Shedescribedhow rig visits have enabled customers

% with severe anxiety and other meaithealthconditions

= to make journeys that would otherwisseem
impossible.Bengable tobook an individual visit to discuss your needs &nd
experience the upper class and economy caban make kthe difference. Virgin
Atlantic are also currentlydising with Gatwick Airport to enable customers to book an
accompanied airport experience as well.

The second crucialspect otheir assistanceserviceisthe high quality crew briefings.
These are bespokand ensure that assistance is tailored to indial customer needs.
High quality crew briefings give the customer confidence that they will receive
appropriate assistance if and when the need arisdsis noticeable that airlines who
have invested in special assistance departments are the onegpaswoenhanced
information to crew and have seen customer satisfaction scores rise.

3) Supporting Anxious Car Drivers
Anuraj Varshney Ed Passant of the Forum of
Mobility Centres

Anu and Ed led this workshop about the initiative
they are taking forwarat the Mobility Centres to
support people who are anxious first drivers or wh
have become anxiousfResearch shows that a huge
number of people do give up driving each year. It is highly likely that some of these are
making a premature decision becausey have lost confidence following an incident or
other life change. It may well be possible to support a proportion of these people to
stay mobile.

Anu has been looking into joint working with local mental health services in Kent to find

the bestwayso¥ I Ay Ol AyAy 3 LIS2LI SQa LISNEZ2YIlIf Y204
today about the importance of mobility. He has already done some work in the area of
dementia which will be affecting so many people in the futteere is great potential

for mobility centres around the country to offer support and training sessions that can

make all the difference.
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Anaher issue raised by the worksheyas the fact that information about help with
driving is not always very accessible for the public. Government weltsitebe quite
densely populated and difficult to extract the information that you need. It would be
really helpful if this could be improved. Odelegate shared the experience of a friend
of hers with agoraphobia in trying to take hiseory driving test. He needed a slight
adjustment to enable him to take it within hggeographicatomfort zoneand it took
many phone calls and letters just to establish the fact that he could do that.

no WYm AY n tS2LXSQ /t/ 1 OONBR
Jacgeline Pooleis a fulltime trainer atNottingham City
Transport(NCThnd has been deliveringtiém Ay n t S2 L3
training module forbus driversover the past 3 or 4 months.

She therefore had plenty of experience to share with workshop
attendees and was kee explain how the training material

has helped both with customer care and with employee

wellbeing.

Drawing on feedback from participants and from her own
observations shexplained how NCT have adapted the material to suit their own needs
andhowshehaBISNER 2y I f f & gAGYySaaSR Thetaiging 2F Wt A3
features firsthand experience from members of the Mental Health Action Group and

shows how relatively small adjustments in attitude and approach can make all the
difference.By helping bus dvers to understand the needs and reactions of this sector

of disabled people they can be given confidence to offer help when a customer is

clearly struggling to complete the journey.

Thisis the first CPC accredited mental health training for bus driaredsis available
from the Confederation of Passenger Transport. A proportion of the sales is donated to
the Mental Health Actn Groupto supportits continued work.

5) Airport & Airline Passenger Assistance for Hidden Disabilities

James Fremantl€Gonsimer Enforcement

Manager for theCivil Aviation Authority [ Ch -
(CAAEXxplained theirecent initiativeto *! =3 B : -
improve assistance for people with hiddents: ' % 7 ol
disabilities.The initiativeis based on : |
general agreement that Regulation
EC1107/2006 places an obligation on
airports to provide assistance to those

LI 84Sy 3ISNE 6AGK Iy aAydSiiéBsduinderpinedby 8AA A £ A
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