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Executive Summary 

This Summit marked a new beginning; a beginning of a vital new relationship between 

the transport industry and everyone who is experiencing or will experience a mental 

health condition.  According to latest statistics over 16 million people every year in the 

UK are affected by mental health disorders. Yet their difficulties in accessing transport 

have remained largely unrecognised. But on 25th February 2016, all that was changed 

as representatives from every mode and strata of transport ς providers, regulators, 

watchdog bodies, policy makers and two Ministers of State ς gathered at the Royal 

College of Nursing to listen to the voices of experience. 

Getting us off to an excellent start to the day Alastair Campbell talked about mental 

ƘŜŀƭǘƘ ǎǘƛƭƭ ōŜƛƴƎ ƛƴ ǘƘŜ ƭŀƴŘ ƻŦ ǘƘŜ Ψ.ƛƎ /ΩΦ  ²Ŝ ƴƻǿ ƘŀǾŜ ŀ ƭŀƴƎǳŀƎŜ ǘƻ ǘŀƭƪ ǘƻ ŜŀŎƘ 

other about cancer but we are still so ill equipped to talk about mental health. Yet there 

are thousands of people feeling anxious on buses, trains and planes right 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 the Mental Health Action Group talked to delegates about the stark reality 

of their transport experience and the psychological obstacles they have to overcome. 

Liese described her experience of a major panic attack at Birmingham New Street 

station which forced her to abort her journey, Shona talked about her flight to Australia 

which proved a traumatic experience and left her housebound for many weeks. Both 

had requested formal assistance in advance of the journey but because their disability is 

not recognised or understood they did not get the help they needed. 

Laura Whitehurst from Anxiety UK told delegates that the impact of not 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 home. If you are deprived of a bus pass, a blue badge and the kind 

of travel assistance that other disabled people are normally able to access it is 

extremely hard to overcome the obstacles to recovery. The challenge she gave to the 

transport industry is to start thinking about ΨǘƘŜ ǊŀƳǇǎΩ ǘƘŀǘ ǿƻǳƭŘ ƳŀƪŜ ǘǊŀǾŜƭ ǇƻǎǎƛōƭŜ 

for this sector of disabled customers.   

Time to ChangeΩǎ Employer Manager, Rosie Mckearney, urged transport companies to 

invest strongly in the mental wellbeing of their own employees.  Staff who are 

encouraged to look after their own mental health and are trained to recognise early 

ά¢ƘŜ 5ŀȅ WŜ ²ƻƪŜ ¦Ǉ ǘƻ aŜƴǘŀƭ IŜŀƭǘƘέ 
Jonathan Bray (Urban Transport Group) 
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signs of distress will feel equipped to meet the needs of their customers. Transport for 

London gave some excellent examples of how to build a mentally resilient workforce 

which can deliver a better customer service and reduce long-term sickness absences.  

aƛƴƛǎǘŜǊ ƻŦ {ǘŀǘŜΣ !ƴŘǊŜǿ WƻƴŜǎΣ ǳƴŘŜǊƭƛƴŜŘ ǘƘŜ ¢ǊŀƴǎǇƻǊǘ 5ŜǇŀǊǘƳŜƴǘΩǎ ŎƻƳƳƛǘƳŜƴǘ 

to closing the gap on mental health.  Parity of esteem between physical and mental 

health is now enshrined in the Health & Social Care Act but there is some catching up to 

do to make this a reality in transport provision. The Minister urged transport 

stakeholders to make their pledges to deliver improvements. He too would pledge to 

include the key recommendations from this Summit in the DŜǇŀǊǘƳŜƴǘ ŦƻǊ ¢ǊŀƴǎǇƻǊǘΩǎ 

Accessibility Action Plan. 

Workshops in the afternoon offered delegates the chance to explore potential ΨrampsΨ 

such as training for customer facing staff, assistance cards, pre-journey orientation 

sessions, mental health first aiders - all relatively low cost and reasonable adjustments. 

The climax of the day was the break-out sessions which saw delegates working, across 

transport modes, to come up with potential transport solutions.  Amongst the key 

recommendations were assistance cards specifically for people with hidden disabilities 

operated on all transport modes and clear training standards for staff in mental health 

awareness which equips them to deliver appropriate and empathetic support (See page 

24 for all recommendations.) 

Justin Tomlinson, Minister for Disabled People, addressing delegates before the panel 

session, concluded that the Summit represents a great opportunity for the people that 

he represents but also for the transport industry.  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!   
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Foreword from Ann Frye OBE  

¢ƻ ŘŜǎŎǊƛōŜ ŀƴ ŜǾŜƴǘ ŀǎ άƎǊƻǳƴŘ ōǊŜŀƪƛƴƎέ ǎƻǳƴŘǎ 

clichéd to say the least ς but in the context of this 

Summit I believe that it is entirely justified. 

The first huge success was the number of delegates 

from every side of the transport industries ς not just 

token representation but senior level people who 

came to listen and to learn ς and who stayed all 

day! 

The second success was the outstanding quality and 

range of speakers and, in particular, those who gave vivid and often painful insights into 

the realities of living with a mental health condition and what 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 in 4 of your potential customers will experience a mental health 

condition at some time in their life 

¶ 1 in 10 of your potential customers is living with a severe and 

enduring mental health condition 
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Why a Mental Health & Transport Summit? 

In 2011 when the Mental Health Action Group launched its national survey on the 

transport experiences of people living with a mental health condition we were 

astonished and very moved by the volume and quality of the responses that came 

flooding in.  As we read through those responses we knew beyond a doubt that the 

experience of our members in Derbyshire was mirrored right across the UK. Their 

unanimous plea was for the transport industry to be educated about their needs and 

difficulties so that they could receive appropriate support as and when needed.  

At the same time Anxiety UK were receiving dozens of calls and posts from their 

members describing the frustration and limitations of not being able to access 

transport, of not having their needs recognised. Being convinced that this really was a 

big issue and one which deserved our combined time and energy we formed a 

partnership which would enable us to deliver this national summit. 

Already aware of some small pockets of good practice in parts of the UK, what we really 

needed was to get all stakeholders to a baseline of understanding and then to raise the 

bar with some aspirational targets for the whole industry. An opportunity to get mental 

health firmly on the map across all transport sectors and across providers, regulators, 

policy makers, umbrella bodies and watchdog bodies was essential. Only this way could 

we hope to achieve the kind of change that would open up possibilities for thousands of 

people across the UK to visit friends and family, to participate fully in their community, 

to seek volunteering and work opportunities and to make the best possible recovery. 

All too often mental health sits on the margins of society shrouded in myths and 

misunderstandings but on 25th February 2016 we finally had the chance to bring it out 

of the shadows and onto the mainstage of transport provision. That would not have 

been possible without funding and support from the Department for Transport and 

additional support from DPTAC, Derbyshire Mind and the Forum of Mobility Centres to 

whom we extend our sincere appreciation. Our grateful thanks also go to all of our 

excellent speakers on the day. 

 

 

 

Niki Glazier    Nicky Lidbetter 

Co-ordinator     Chief Executive 

Mental Health Action Group Anxiety UK 

  

   Mental health is the single largest sector of disabled people in the UK 
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The Extent of the Problem 

Every seven years a comprehensive survey is carried out on the prevalence of mental 

health conditions in households in England.  In the last report, published 2009, one 

person in every four (23.0 per cent) had at least one psychiatric disorder and 7.2 per 

cent had two or more disorders.  Below is a list of the statistics reported on the more 

common conditions. It is hard to imagine that these statistics will have improved much 

in the latest survey results due to be published in Sept 2016.  

 

 

 

 
 
 

 

 

 

   

 

The presentations by MHAG and Anxiety UK, detailed later in this report, help to explain 

the debilitating impact that mental health conditions can have; especially when people 

finds themselves in very crowded, stressful and unfamiliar situations of which transport 

is a prime example.  

Being able to successfully use transport however is one of the key determinants of the 

ŜȄǘŜƴǘ ŀƴŘ ǎǇŜŜŘ ƻŦ ŀ ǇŜǊǎƻƴΩǎ ǊŜŎƻǾŜǊȅ ŦǊƻƳ ŀ ǇŜǊƛƻŘ ƻŦ ƳŜƴǘŀƭ ƛƭƭ ƘŜalth.   

Being denied the opportunity to travel ΧΦ not 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 

homes or in supported accommodation. The loneliness and loss of self-worth 

that results lead us to give up on ourselves and our possibilities. We live 

ǿƛǘƘƻǳǘ ƘƻǇŜ ŦƻǊ ǘƘŜ ŦǳǘǳǊŜΧΦ Any efforts to reduce this cycle of despair and 

enable us to access work and other opportunities in our communities cannot 

be successful if we are denied access to the transport necessary to access the 

opportunities we value.      Rachel Perkins, Chair of Equality 2025 

 

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 

Post-traumatic stress disorder 3.0 in 100 people 

Eating disorders  1.6 in 100 people 
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The importance of this should not be underestimated. The longer it takes to recover 

your confidence to travel, the more entrenched and severe the mental health problems 

can become. The longer you are out of touch with your colleagues and friends the 

harder it is to take the necessary steps back to involvement, recreation and 

employment.  A vicious cycle develops and before you know it your whole world has 

shrunk to the four walls of your house. Imagine then the day when you finally feel well 

enough and brave enough to walk down the road and catch a bus and imagine the 

ŘƛŦŦŜǊŜƴŎŜ ǘƘŜ ŘǊƛǾŜǊΩs attitude will make to you for better or worse.  Will it be the 

turning point towards recovery or will it send you rushing back 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 unaddressed.  This Summit represented the first coming together of the 

transport industry to listen, to learn and to respond to this wealth of unrealised 

opportunities, untapped potential and lost revenue. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

1) To deliver a national Summit for transport providers, policy makers, 

regulators and umbrella bodies 

2) To create an opportunity for the above stakeholders to understand 

the difficulties experienced by their customers, and potential 

customers, with mental health conditions 

3) To encourage the transport industry as a whole to be more open 

and accepting of mental health 

4) To share examples of existing good practice  

5) To provide opportunity for networking and learning across the 

transport sectors 

6) To initiate a Call to Action which spurs the transport industry into 

delivering a better travel experience for these customers 

7) To start the conversation on potential transport solutions 

 

The Objectives of the Summit were:- 
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Opening Address 

 Alastair Campbell 
 

When Alastair Campbell had his own experience of mental 

health problems in the midst of a very high profile career 

it would have been understandable had he chosen to try 

and hide it but thankfully for us and for so many others he 

ŘƛŘƴΩǘΦ He decided to speak out and encourage all of us to 

do the same. 

In his opening address he candidly told delegates how 

there were not infrequent times during his illness when he found himself having 

conversations with buses.  He talked of the intensity of feeling he experienced as he 

watched so many other travellers moving around with great purpose and confidence. 

This, he said, underlined his own sense of disengagement and he reminded us that 

there are thousands of people feeling anxious on buses, trains and planes right now!  

The world of public transport can be an intensely lonely and anxiety-provoking 

experience which is made all the worse because of the taboo which still surrounds 

mental illness. 

Drawing on personal experience of being told as a child not to talk about Ψthe Big /Ω 

Alastair pointed out that mental health is still today in that place of taboo, fear and 

shame in 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 about our 

own and other ǇŜƻǇƭŜΩǎ mental health. The stigma and taboo that still surrounds mental 

illness has a profound effect on public services and what happens to people when they 

are in distress.  

Lǘ ƛǎ ƴƻǘ ŀǘ ŀƭƭ ǳƴŎƻƳƳƻƴ ŦƻǊ ǇŜƻǇƭŜΩǎ ǳƴŘŜǊƭȅƛƴƎ ŀƴȄƛŜǘƛŜǎ ǘƻ ŎƻƳŜ ƻǳǘ ǿƘŜƴ ǘƘŜȅ ŀǊŜ ƛƴ 

a stressful crowded public transport situation. 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. Begin to develop an open attitude and the language and 

confidence to talk to people in distress, 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 make and hopefully one day in the 

not too distant future we wiƭƭ ƭƻƻƪ ōŀŎƪ ŀƴŘ ǘƘƛƴƪ ǿƘȅ ƻƴ ŜŀǊǘƘ ŘƛŘƴΩǘ ǿŜ ǘŀƭƪ ŀōƻǳǘ 

mental health? Why did we think that was the right thing to do, when any sense of 

logic, any sense of compassion tells us it is fundamentally the wrong thing to do!   

 

 

ά²Ŝ ƴŜŜŘ ǘƻ ŀŎŎŜǇǘ ƳŜƴǘŀƭ ƘŜŀƭǘƘ ŀǎ ŀ ǎƻŎƛŜǘȅ ƛƴ ƻǊŘŜǊ ǘƻ ƳƻǾŜ ŦƻǊǿŀǊŘǎέ 
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First Stop ς Panic Station 

Suman Gupta & Alex Cope 

(Mental Health Action Group) 
 

Introduction 

Alex and Suman explained how the Mental 

Health Action Group has had to campaign 

nationally on transport accessibility because it 

plays such a vital role in recovery and 

maintenance of good mental health. It is a vital link and yet for so many people it is a 

missing link! They also drew delegateΩs attention to the fact that whilst they could see 

their physical problem, because of the walking sticks, they could not see what was going 

on in their heads. Both speakers explained the number of mental health conditions that 

they also have to manage in their daily lives. This is the problem that they and so many 

others with non-visible disabilities face when trying to get assistance with transport. 

Bus Travel 

The main media presentation featured members of the Group explaining how their 

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

suffers from severe Obsessive Compulsive Disorder (OCD) describes how the anxiety of 

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

ǘƻ ōŜ ŀōƭŜ ǘƻ Ǝƻ ƛƴǘƻ ǘƘŜ ƎŀǊŘŜƴΗ  {ƻ ƛǘΩǎ ƴƻǘ ŘƛŦŦƛŎǳƭǘ ǘƻ ƛƳŀƎƛƴŜ ǘƘŜ ŎƘŀƭƭŜƴƎŜ ƻŦ ǘǊȅƛƴƎ 

to catch a bus. Many people with OCD find public transport extremely difficult because 

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

Shona who has Bi-Polar Disorder describes her first attempt to catch a bus on her own 

in over 30 years. Just getting to the bus stop is absolutely exhausting, all the time your 

head is telling you to 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 

ǘƘŀǘΩǎ ƛǘΣ ȅƻǳΩǊŜ ƻŦŦΗ ! ŦǊƛŜƴŘƭȅ ŀƴŘ ƘŜƭǇŦǳƭ ƳŀƴƴŜǊ ŦǊƻƳ ǘƘŜ ŘǊƛǾŜr is therefore vital and 

can mean all the difference between a successful journey and a completely aborted 

journey. Further difficulties described on buses include having your bus pass challenged 

and not being allowed to access the disabled seating when you feel unwell, because you 

happen to have a non-visible disability. 

Train Travel 

On train travel Liese describes an attempt she made to use passenger assistance. She 

ǿŀǎ ǘƻƭŘ ǘƘŀǘ ǘƘŜǊŜ ǿŀǎƴΩǘ ŀ ǘƛŎƪ ōƻȄ ŦƻǊ ƘŜǊ ǇǊƻōƭŜƳ ŀƴŘ ƴƻǘ ǎǳǊǇǊƛǎƛƴƎƭȅ ǘƘŜ ǎǘŀŦŦ ŘƛŘ 

not give her appropriate assistance. She was left in the middle of Birmingham New 

άTransport is a vital link in our recovery but all too often it is ŀ ƳƛǎǎƛƴƎ ƭƛƴƪέ 
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{ǘǊŜŜǘ ƛƴ ŀ ƳŀƧƻǊ ǇŀƴƛŎ ŀǘǘŀŎƪ ŀƴŘ ƘŀŘ ǘƻ ǊŜǘǳǊƴ ƘƻƳŜΣ ǎƘŜ ŎƻǳƭŘƴΩǘ ŎƻƳǇƭŜǘŜ ƘŜǊ 

journey. Nowadays she only travels familiar journeys ς the same time, the same station, 

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

ŀ ƴŜǿ ƧƻǳǊƴŜȅ ǎƘŜ ǿƻǳƭŘƴΩǘ ŦŜŜƭ ŀōƭŜ ǘƻ ŎƻǇŜ ǿƛǘƘƻǳǘ appropriate assistance.  

Chris, who has autism, anxiety and depression explains how his difficulties are limiting 

his travel. He only makes short local journeys these days but would love to travel 

further afield. For him personal contact with staff is very important for necessary 

reassurance especially when things go wrong, as they inevitably do sometimes.  He 

finds ticket machines very stressful to use and worries that customers are being 

expected to depend more and more on machines rather than people. 

Air Travel 

Shona relates the experience she had of flying to Australia when her mother was dying.   

She felt let down at every 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 

ŀƛǊǇƻǊǘ ŦƻǳƴŘ ƘŜǊ ŘŜǎǇŜǊŀǘŜ ŦƻǊ ǎƻƳŜ ƘŜƭǇ ōǳǘ ǎƘŜ ŎƻǳƭŘƴΩǘ ƎŜǘ ŀƴȅƻƴŜ ǘƻ ǘŀƪŜ ƘŜǊ 

needs seriously. She believes that had her disability been visible she would have been 

treated quite differently.  The impact of this experience when she finally got home was 

ǘƘŀǘ ǎƘŜ ǿŀǎ ƘƻǳǎŜōƻǳƴŘ ŦƻǊ ǎŜǾŜǊŀƭ ǿŜŜƪǎ ŀƴŘ ŎƻǳƭŘƴΩǘ imagine ever making the flight 

back again to her native homeland. 

Alex who has had Post Traumatic Stress Disorder for many years and is also diagnosed 

with Borderline Personality Disorder talked about peopleΩs misunderstanding of anxiety. 

When you say you are feeling anxious people seem to react with Ψǘhere, there dear, 

have a cup of teaΣ ȅƻǳΩƭƭ ōŜ ŦƛƴŜΩ.  But it is so much more disabling than that ς you 

ŎŀƴΩǘ ōǊŜŀǘƘŜΣ ȅƻǳ ŎŀƴΩǘ ǘƘƛƴƪΣ L ŦŜŜƭ ŜǾŜǊȅƻƴŜ ƛǎ ŀƎŀƛƴǎǘ ƳŜΣ ǘƘŜȅΩǊŜ ŎƻƳƛƴƎ ƛƴ ŀǘ ƳŜ 

and I need to get out very quickly ς ƛǘΩǎ ǘƘŜ ŦƭƛƎƘǘ ƻǊ ŦƛƎƘǘ ǊŜǎǇƻƴǎŜΦ  Alex relates an 

incident when he supported a fellow flyer who was having a severe panic attack on-

board. He makes a strong plea for a flexible attitude from staff to allow a passenger in 

this situation to move seats to somewhere quiet where he/she is not so hemmed in. 

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

Final comments ς 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 addressing these issues, 

training your staff and providing as much care as you hopefully would for someone with 

a physical or sensory disability you can significantly increase your customer base and 

your revenue. 

ά¸ƻǳ ƘŀǾŜ ǘƘŜ ǇƻǿŜǊ ǘƻ ƳŀƪŜ ǘƘŜ ŘƛŦŦŜǊence for millions of people across the UK. 

¢ƘŀǘΩǎ ŀ ƭƻǘ ƻŦ ǇƻǘŜƴǘƛŀƭ ƴŜǿ ŎǳǎǘƻƳŜǊǎέ  
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All Aboard!   

Laura Whitehurst (Anxiety UK) 

Laura began by explaining that Anxiety UK are a 

national organisation based in Manchester 

which represents the needs of anyone with an 

anxiety based stress disorder or anxiety based  

 depression.  Anxiety disorders is a huge 

      umbrella term that covers anxiety, obsessive 

compulsive disorder, 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 cavemen but 

ǘƻŘŀȅ ƻŦ ŎƻǳǊǎŜ ǿŜ ŘƻƴΩǘ ŦŀŎŜ ǘƘƻǎŜ ƪƛƴŘǎ ƻŦ ǘƘǊŜŀǘǎΦ LƴǎǘŜŀŘ ǿŜ ŜȄǇŜǊience stress for 

other, generally, less threatening reasons and our system can unfortunately over react 

to perceived threats.  She described anxiety as being a bit like a smoke alarm; smoke 

ŀƭŀǊƳǎ ŀǊŜ ƎǊŜŀǘ ǿƘŜƴ ǘƘŜǊŜ ƛǎ ŀ ŦƛǊŜ ōǳǘ ǎƻƳŜǘƛƳŜǎ ǘƘŜȅ Ǝƻ ƻŦŦ ǿƘŜƴ ȅƻǳΩǊŜ just making 

ǘƻŀǎǘΗ  ¢ƘŀǘΩǎ ǿƘŀǘ ŀƴȄƛŜǘȅ ƛǎ ƭƛƪŜ ǎƻƳŜǘƛƳŜǎΣ ƛǘ ƎƻŜǎ ƻŦŦ ǿƘŜƴ ȅƻǳΩǊŜ Ƨǳǎǘ ƳŀƪƛƴƎ ǘƻŀǎǘ 

which can be really difficult and can intensely and severely impact your functionality. 

!ƴȄƛŜǘȅ ¦YΩǎ ƛƴǘŜǊŜǎǘ ƛƴ ǘǊŀƴǎǇƻǊǘ ōŜƎŀƴ ǿƛǘƘ ǘƘŜ .ƭǳŜ .ŀŘƎŜ Scheme with many of their 

service users and members experiencing direct discrimination because of revisions to 

benefit criteria. Those who had initially been awarded a blue badge because 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 

Ƴŀƴȅ ƘŀǾƛƴƎ ǘƻ ŀōŀƴŘƻƴ ƧƻǳǊƴŜȅǎ ǿƘŜƴ ǇŀƴƛŎ ǎŜǘ ƛƴ ŀƴŘ ǘƘŜȅ ŎƻǳƭŘƴΩt find a space near 

enough to their destination.  This presents a big problem when food is needed, jobs are 

waiting and children need to be collected. The CEO of Anxiety UK, Nicky Lidbetter, 

credits her Blue Badge with helping her to regain her independence after 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 also very difficult so 

ǿƘŀǘ ƛǎ ƭŜŦǘ ŦƻǊ ǘƘŜƳΚ  Lƴ [ŀǳǊŀΩǎ ŎŀǎŜ ǘƘŜ ŀƴǎǿŜǊ ƛǎ ϻнΣон4.60 which is the amount she 

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 major adjustments to their travel 

arrangements because of their anxiety like a teacher whose 20 minute commute takes 

him over 2 hours because he canΩt use the tube or a book publisher who has to leave 

home an hour early and come home an hour late to avoid a crowded train.  

 

People become physically and mentally exhausted because of these longs hours which 

in turn has a negative effect on their mental health. 

άaƻǊŜ ǘƘŀƴ м ƛƴ мл ǇŜƻǇƭŜ ŀǊŜ ƭƛƪŜƭȅ ǘƻ ƘŀǾŜ ŀ ŘƛǎŀōƭƛƴƎ ŀƴȄƛŜǘȅ ŘƛǎƻǊŘŜǊ 

 ŀǘ ǎƻƳŜ ǘƛƳŜ ƛƴ ǘƘŜƛǊ ƭƛŦŜέ 
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And why is it so important for people with a mental health problem to use public 

transport?  It is quite simply a lifeline, it is often the only means of getting to doctorΩs 

appointments, family, friends, therapist etc. For Laura the consequences of not having 

that lifeline was nearly tragic. She found herself in £2,324.60 of debt, with no job, not 

able to travel, not able to get her doctor, she became very isolated and depressed and 

took an attempt on 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 

depressed, 2) Travel but with great difficulty and under serious duress or 3) Be able to 

travel because some small and inexpensive adjustments have been made for them. 

The adjustments were talking about today can put an awful lot more people into that 

3rd ŎŀǘŜƎƻǊȅΦ {ƻ ǿƘŀǘ Ŏŀƴ ōŜ ŘƻƴŜ ǘƻ ƘŜƭǇΚ  ²Ƙŀǘ ǿƻǳƭŘ ǘƘŜ ŜǉǳƛǾŀƭŜƴǘ ΨǊŀƳǇǎΩ ōŜ ǘƻ 

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. 

Laura has had very 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 wheelchair! How can this be remotely 

appropriate she asks. Only 8% of people who identify themselves as disabled actually 

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

wheelchair ie support getting through security and queues and being allowed to board 

the plane either first or last. Iǘ ƛǎƴΩǘ ŘƛŦŦƛŎǳƭǘ ŀƴŘ ƛǘ ƛǎƴΩǘ ŜȄǇŜƴǎƛǾŜΦ A train company told 

Anxiety UK that they would strongly recommend people who are prone to anxiety and 

panic Ψnot to travel ǿƛǘƘ ǘƘŜƳΩ because it would cost the company a lot of money to 

make any unscheduled stops.  Imagine a company saying the same thing to someone 

ǿƘƻ ǿŀǎ ǇƘȅǎƛŎŀƭ ŘƛǎŀōƭŜŘ ƻǊ ƘŀŘ ŀ ƭŜŀǊƴƛƴƎ ŘƛǎŀōƛƭƛǘȅΤ ƛǘ Ƨǳǎǘ ǿƻǳƭŘƴΩǘ ƘŀǇǇŜƴΦ {ƻ ǿƘȅ is 

there ǎǳŎƘ ŀ ƭŀŎƪ ƻŦ ǇŀǊƛǘȅ ŜǎǇŜŎƛŀƭƭȅ ǿƘŜƴ ǇŜƻǇƭŜ ŀǊŜƴΩǘ ŜǾŜƴ ŀǎƪƛƴƎ ŦƻǊ ŀƴ ǳƴǎŎƘŜŘǳƭŜŘ 

stop but just for some simple 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 letΩs start to change those exceptions into a 

standard of care that can be relied upon. You can be the ones to make the difference, to 

break down the barriers of isolation and discontent, to stop people having to put 

themselves through hell just to get to work. Reliable help and understanding will result 

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

 

 

 

ά²Ƙŀǘ ǿƻǳƭŘ ǘƘŜ ΨǊŀƳǇΩ ōŜ ŦƻǊ ƘŜƭǇƛƴƎ ǇŜƻǇƭŜ ǿƛǘƘ ƳŜƴǘŀƭ ƘŜŀƭǘƘ Ŏƻnditions to 

ŀŎŎŜǎǎ ǘǊŀƴǎǇƻǊǘΚέ 
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Mind the Gap 

Wƻŀƴƴŀ 5Ŝŀƴ όaƛƴŘΩǎ [ŜƎŀƭ 5ŜǇǘύ  

Joanna ran through the bare minimum 

compliance standards for transport 

operators under the Equality Act. The 

obligations apply when providing a service 

to anyone who has a long term mental 

health condition which has a serious impact 

on their normal day to day activities. Although 

these activities are not listed it is clear that travelling would be considered a normal 

day to day activity so operators need to consider the needs of people with a mental 

health condition when developing their policies and practices. 

Direct discrimination occurs when a person is treated less favourable than another 

person because of their disability. So you would need to compare the service you give 

to them with the service you give to someone who does not have a disability. This 

ŘƛǎŎǊƛƳƛƴŀǘƛƻƴ Ŏŀƴ ŀǇǇƭȅ ǘƻ ǘƘŜ ǇŜǊǎƻƴΩǎ ŦǊƛŜƴŘǎ ŀƴŘ ŦŀƳƛƭȅ ǿƘƻ Ƴŀȅ ŀƭǎƻ ōŜ ŀŦŦŜŎǘŜŘΦ 

Indirect discrimination ǿƘŜǊŜōȅ ōŜŎŀǳǎŜ ƻŦ ŀ ŎƻƳǇŀƴȅΩǎ ǎȅǎǘŜƳǎ ŀƴŘ ǇǊŀŎǘƛŎŜǎ ŀ person 

with a disability is rendered unable to use their service. Joanna gave the example of 

someone being unable to book their ticket on-line because of paranoia or anxiety. If the 

ŎƻƳǇŀƴȅ ŘƛŘƴΩǘ ǇǊƻǾƛŘŜ ŀƭǘŜǊƴŀǘƛǾŜ ƳŜŀƴǎ ƻŦ ōƻƻƪƛƴƎ ǘƛŎƪŜǘǎ ǘƘŀǘ ǇŜǊǎƻƴ ǿƻuld 

effectively be discriminated against.  

Additionally some organisations such as the Civil Aviation Authority or Transport for 

London for example have a Public Sector Equality Duty. This is a proactive responsibility 

to consider the needs of people with disabilities rather than a reactive responsibility. So 

when developing new policies companies 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 should be 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 of making reasonable 

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 others without visible 

disabilities feel included as well. 

 

 
ά¸ƻǳ Ƴǳǎǘ ŜƴǎǳǊŜ ȅƻǳ ƘŀǾŜ ŜƴƻǳƎƘ ŜǾƛŘŜƴŎŜ ŀōƻǳǘ Ƙƻǿ ǇŜƻǇƭŜ ǿƛǘƘ ŀ ƳŜƴǘŀƭ 

ƘŜŀƭǘƘ ŎƻƴŘƛǘƛƻƴ ǿƛƭƭ ōŜ ŀŦŦŜŎǘŜŘ ōȅ ȅƻǳǊ ǇƻƭƛŎƛŜǎ ŀƴŘ ǇǊŀŎǘƛŎŜǎέ 
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Fixing your own Oxygen Mask before helping Others 

Rosie McKearney (Time to Change) 

wƻǎƛŜ ƻǇŜƴŜŘ ƘŜǊ ǘŀƭƪ ōȅ ŜȄǇƭŀƛƴƛƴƎ ǘƘŀǘ Ψ¢ƛƳŜ ǘƻ /ƘŀƴƎŜΩ ƛǎ 

.ǊƛǘŀƛƴΩǎ Ƴƻǎǘ ŀƳōƛǘƛƻǳǎ ǇǊƻƧŜŎǘ aimed at changing public 

attitudes about mental health.  She then invited delegates 

to take part in an exercise to help them appreciate the 

impact of stigma. Using 3 scenarios she asked delegates to 

remain standing if they would feel able to talk about their 

experience of a mental health problem in each scenario or 

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 stigma, when allowed to exist 

unchallenged in the workplace, can isolate and erode confidence in your employees.  

Since mental health is probably the number one reason for absence in workplaces 

across Britain it makes sense to get people talking about it and giving them support 

sooner rather than later. It also makes sense for your customers. If your workforce 

ŎŀƴΩǘ ǘŀƭƪ ƻǇŜƴƭȅ ŀōƻǳǘ ƳŜƴǘŀƭ ƘŜŀƭǘƘ ǘƘŜȅ ǿƛƭƭ ǎǘǊǳƎƎƭŜ ǘƻ ƛŘŜƴǘƛŦȅ ǎƛƎƴǎ ŀƴŘ 

symptoms in their customers and to have the courage to step in and offer help.  It is 

important to get your own house in order first. So what can you actually do to get your 

workforce talking openly?   

 

 

 

 

 

 

 

 

 

 

1. Promote mental wellbeing for all staff. This prevents only 

ǎƻƳŜ ǇŜƻǇƭŜ ǿƛǘƘ ŀ ŘƛŀƎƴƻǎŜŘ ŎƻƴŘƛǘƛƻƴ ōŜƛƴƎ ƭŀōŜƭƭŜŘ ŀǎ ΨƻǘƘŜǊΩ 

or ΨŘƛŦŦŜǊŜƴǘΩΦ ±ŜǊȅ ƛƳǇƻǊǘŀƴǘ ŦƻǊ ŜƳǇƭƻȅŜŜǎ ǘƻ ǎŜŜ ǎŜƴƛƻǊ ƭŜǾŜƭ 

buy-in from managers who are prepared to talk openly about 

mental wellbeing. 

2. Equip your line managers to feel confident in spotting signs 

and symptoms and having supportive conversations with their 

staff. Many line managers are scared to address this issue for fear 

ƻŦ ǘǊŜŀǘƛƴƎ ǇŜƻǇƭŜ ŘƛŦŦŜǊŜƴǘƭȅ ƻǊ ǎƛƳǇƭȅ ōŜŎŀǳǎŜ ǘƘŜȅ ŘƻƴΩǘ ƪƴƻǿ 

what to say. This leaves staff feeling isolated and unsupported. 

3. LƴŎǊŜŀǎŜ ȅƻǳǊ ŜƳǇƭƻȅŜŜǎΩ ƳŜƴǘŀƭ ƘŜŀƭǘƘ ƭƛǘŜǊŀŎȅ. The more we 

know about mental health the better we can support each other 

and our customers. Some companies have a page on their 

intranet where staff can go for resources and information if they 

are struggling or want to help a colleague who is struggling. 

 3 Top Tips for Reducing Stigma in the Workplace 
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Building a Mentally Resilient Workforce 

Ben Gatty, Errol Dinnall & Jess Evans 

(Transport for London) 

Ben Gatty, a psychotherapist working within Transport for 

[ƻƴŘƻƴΩǎ Trauma Support Group, explained how he and 

his colleagues facilitate the Peer Support Service that TfL 

provide for their employees. The 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.  Peer-support is built on the premise that when things do go wrong 

and people experience trauma they find it most helpful in the early stages to be 

supported by those they know well. TfL has recently been trialling a new form of peer 

support training called Mental Health First Aid. This is built onto existing approaches 

and offers staff specific training to help them recognise their own resources and build 

resilience in themselves and in their colleagues.  Effectively they offer each other 

compassionate support, reaching out to provide a genuine and safe space to talk. If our 

staff are enabled to help themselves and each other in this way then they are all the 

better at helping the general public. 

Jess Evans spoke about the difference that mental health first aid training has made to 

her as an employee. She described how it enabled her to help one colleague who she 

ƴƻǘƛŎŜŘ ǿŀǎƴΩǘ ƻƴ ƘŜǊ ǳǎǳŀƭ ŦƻǊƳΦ Although she didnΩt know the person well the training 

had given her confidence to open up a conversation. This enabled her colleague to 

share how she was struggling at work because of her parentΩs diagnosis of terminal 

illness. Jess suggested they continue to meet and together they talked about strategies 

to help her manage her work and her evident emotional stress. The colleague 

subsequently told Jess that having someone at work to talk to who was not her line- 

manager had enabled her to continue working when at times this was extremely 

difficult. This is just one example of the difference that well trained staff who are able to 

draw on their own resources can make to each other and to the company. 

Errol Dinnall, also a psychotherapist with TfL, then offered delegates an opportunity to 

reflect on what resources are most important to their own mental wellbeing. He 

encouraged them to take a couple of minutes to share with 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 strengthen their own 

resources and their ability to self-care.  

 

 
ά.y training employees to effectively help each other you set up a powerful  

network of support throughout the organisation.έ 
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Notes from the Underground ς Making Art out of Anxiety 

Sophie Winter (On the Button Theatre) 

Sophie was diagnosed with an anxiety disorder a few years 

ago which manifested itself in a fear of travelling on the tube 

and on trains.  This left her having to cycle from one side of 

London to the other every day to work, a round trip of some 

35 miles. The strain of that meant that her anxiety started to 

   spill into other areas of her life forcing her to seek help.  

 Sophie found Cognitive Behavioural Therapy very helpful with 

her experiences of anxiety but she is aware that many others are still struggling. The 

difficulties that people experience can end up dictating other bigger life choices. For 

example you may feel you cannot live or work in a certain part of London if you 

cannot use the tube. It 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 something to highlight the problem and being an artist she decided to portray it 

through theatre. 

What Sophie came up with was her Challenge Anneka production. She 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 

conversations started to inspire the narrative.  

In this special episode https://vimeo.com/132811298  Sophie plays Anneka, who has 

been instructed to travel to Bethnall Green on the tube.  Whilst on the tube she is told 

to observe a particular woman who is clearly feeling very uncomfortable about being 

ǘƘŜǊŜΦ  ¢Ƙƛǎ ǿƻƳŀƴΩǎ ŜȄǇŜǊƛŜƴŎŜ ƻŦ ŎƻǳǊǎŜ ƳƛǊǊƻǊǎ {ƻǇƘƛŜΩǎ ƻǿƴ ŜȄǇŜǊƛŜƴŎŜǎ ƻŦ ŀƴȄƛŜǘȅ 

ŀƴŘ ŘƛǎǘǊŜǎǎΦ Ψ!ƴƴŜƪŀΩ ŘŜǎŎǊƛōŜǎ ǘƘŜ ǇƘȅǎƛŎŀƭ ǊŜŀŎǘƛƻƴǎ ǘƘŀǘ ǎƘŜ Ŏŀƴ ǎŜŜ ƎƻƛƴƎ ƻƴ ƛƴ ǘƘe 

ǿƻƳŀƴΩǎ ōƻŘȅ ŀƴŘ ŎƭŜŀǊƭȅ ǇŜǊŎŜƛǾŜǎ ǘƘŜ ŘƛǎǘǊŜǎǎ ǘƘŀǘ ƛǎ ƘŀǇǇŜƴƛƴƎΦ   

Following the screening of this episode of Challenge Anneka delegates were treated to a 

ŦƭȅƛƴƎ Ǿƛǎƛǘ ŦǊƻƳ ά!ƴƴŜƪŀέ ǿƘƻ ǎŀƛŘ ǎƘŜ ǿŀǎ ŘŜƭƛƎƘǘŜŘ ǘƻ ƘŜƭǇ ǘƻ ƘƛƎƘƭƛƎƘǘ ǘƘŜ ǇǊƻōƭŜƳ 

of anxiety disorders 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 

she rushed off to face her next challenge! 

 

 

 
άCƻǊ ƳŜ and for many others travelling by train and especially by tube, 

 can be an enormous challenge.έ  

https://vimeo.com/132811298
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Setting the Satnav  -   Call to Action 

Andrew Jones (Parliamentary Under Secretary of State for 

Transport) 

This Summit is the biggest gathering of transport and 

ƳŜƴǘŀƭ ƘŜŀƭǘƘ ŀŘǾƻŎŀǘŜǎ ǿŜΩǾŜ ƘŀŘ ƛƴ ǘƘƛǎ ŎƻǳƴǘǊȅ and 

my Department is delighted to be supporting it. As a 

department we have made some good progress with 

improving transport accessibility for many people with 

disabilities, for example 90% of buses are now equipped 

to meet the needs of people with physical health 

problems. When it comes to serving people with a mental health condition however 

transport has some catching up to do. 

TransportΩǎ problem with mental health is a symptom of the wider society. Across our 

society and across our economy mental health has not received the same level of 

attention as physical health. Over the last few years we have made some real progress 

through the work of mental health charities and through legislation, for example the 

DƻǾŜǊƴƳŜƴǘΩǎ Health & Social Care Act giving parity of esteem to mental and physical 

health care. Bit by bit we are breaking down the stigma and misunderstanding that 

surrounds mental health but now we need that important change to come to the  

transport sector too. There are some early signs of progress with initiatives such as the 

Better Journey Card used by First Bus and companies like Virgin Trains working with 

the Alzheimers Disease Society. But we need to see the industry continuing to take 

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

support they need to access transport. 

 

 In the end it is skilled and helpful transport staff who make the biggest difference to 

passengers. ¢ƘŜ DƻǾŜǊƴƳŜƴǘ ŘƻŜǎƴΩǘ ǿŀƴǘ ǘƻ ƛƳǇƻǎŜ ŀ ƻƴŜ ǎƛȊŜ Ŧƛǘǎ ŀƭƭ ŀǇǇǊƻŀŎƘ ς itΩs 

about knowing your customers and taking action in the most effective way for your 

sector. So make your pledges, I will make a pledge too ς I will incorporate all that I can 

in an Accessibility Action Plan for all disabled people which my Department is writing 

and will publish later this year. 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 on 

rising up the agenda. 

 

 

 

 

ά¢Ƙƛǎ {ǳƳƳƛǘ ƛǎ not a one day wonder. 

 /ƘŀƴƎŜ ƛǎ ŎƻƳƛƴƎ ŦƻǊ ǇŜƻǇƭŜ ǿƛǘƘ ƳŜƴǘŀƭ ƘŜŀƭǘƘ ŎƻƴŘƛǘƛƻƴǎΗέ 
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Signposts to Success ς Good Practice Workshops 

Delegates were now invited to choose 2 workshops from which to discover potential 

transport solutions. Options included were:- 

 

1) Ψ.ƭǳŜ !ǎǎƛǎǘΩ Scheme 

Tom Davidson from Transpennine Express presented 

the merits of this assistance card for non-visible 

disabilities. The card, which is specifically designed for 

non-visible disabilities, offers an alternative symbol to 

the blue wheelchair sign; thus giving a feeling of 

credibility and confidence for the user. Card owners can write on the reverse of the card 

the kind of assistance 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 clear and obvious. However, as usual, additional training does help to 

guarantee better outcomes. One big advantage of this card is that, if recognised across 

all transport modes, it would allow the user to simply carry one card throughout the 

whole journey. 

 

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) Training staff to have a positive and supportive attitude towards 

passengers and colleagues experiencing a mental  health condition 

 

3) Introducing and advertising assistance and travel initiatives 

specifically designed for people experiencing a mental health 

condition; thereby increasing confidence to travel  
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2) Flying with Confidence 

Presenting this workshop and the latest customer care 

initiatives from Virgin Atlantic was Geraldine Lundy, 

Passenger Accessibility Manager. 

She described how rig visits have enabled customers 

with severe anxiety and other mental health conditions 

to make journeys that would otherwise seem 

impossible.  Being able to book an individual visit to discuss your needs and to 

experience the upper class and economy cabins can make all the difference. Virgin 

Atlantic are also currently liaising with Gatwick Airport to enable customers to book an 

accompanied airport experience as well.  

The second crucial aspect of their assistance service is the high quality crew briefings. 

These are bespoke and ensure that assistance is tailored to individual customer needs.  

High quality crew briefings give the customer confidence that they will receive 

appropriate assistance if and when the need arises.  It is noticeable that airlines who 

have invested in special assistance departments are the ones who pass enhanced 

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 forward at the Mobility Centres to 

support people who are anxious first drivers or who 

have become anxious.  Research 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 because they 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 best ways of ƳŀƛƴǘŀƛƴƛƴƎ ǇŜƻǇƭŜΩǎ ǇŜǊǎƻƴŀƭ ƳƻōƛƭƛǘȅΦ ²Ŝ ƘŀǾŜ ƘŜŀǊŘ ŀ ƎǊŜŀǘ ŘŜŀƭ 

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 future. There 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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Another issue raised by the workshop was the fact that information about help with 

driving is not always very accessible for the public. Government websites can be quite 

densely populated and difficult to extract the information that you need. It would be 

really helpful if this could be improved. One delegate shared the experience of a friend 

of hers with agoraphobia in trying to take his theory driving test.  He needed a slight 

adjustment to enable him to take it within his geographical comfort zone and it took 

many phone calls and letters just to establish the fact that he could do that.  

 

пύ Ψм ƛƴ п tŜƻǇƭŜΩ /t/ !ŎŎǊŜŘƛǘŜŘ ¢ǊŀƛƴƛƴƎ ŦƻǊ .ǳǎ 5ǊƛǾŜǊǎ 

Jacqueline Poole is a full time trainer at Nottingham City 

Transport (NCT) and has been delivering the Ψм ƛƴ п tŜƻǇƭŜΩ 

training module for bus drivers over the past 3 or 4 months. 

She therefore had plenty of experience to share with workshop 

attendees and was keen to 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 she explained how NCT have adapted the material to suit their own needs 

and how she has ǇŜǊǎƻƴŀƭƭȅ ǿƛǘƴŜǎǎŜŘ ŀ ƭƻǘ ƻŦ ΨƭƛƎƘǘōǳƭō ƳƻƳŜƴǘǎΩΦ The training 

features first-hand 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 drivers 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. 

This is the first CPC accredited mental health training for bus drivers and is available 

from the Confederation of Passenger Transport. A proportion of the sales is donated to 

the Mental Health Action Group to support its continued work. 

 

5) Airport & Airline Passenger Assistance for Hidden Disabilities 
James Fremantle, Consumer Enforcement 

Manager for the Civil Aviation Authority 

(CAA) explained their recent initiative to 

improve assistance for people with hidden 

disabilities. The initiative is based on 

general agreement that Regulation 

EC1107/2006 places an obligation on 

airports to provide assistance to those 

ǇŀǎǎŜƴƎŜǊǎ ǿƛǘƘ ŀƴ άƛƴǘŜƭƭŜŎǘǳŀƭ Řƛǎŀōƛƭƛǘȅ ƻǊ ƛƳǇŀƛǊƳŜƴǘέΦ It is also underpinned by CAA 


