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Introduction
We want to make it easier for disabled
and older passengers to make
journeys on our trains.
We want to make our stations and
trains more accessible.
We have been working hard to
improve many of our stations so
everyone can use them.
We have also got a lot of new trains
which have:

•
•
•
•

Spoken and visual information,
Wheelchair spaces,
Accessible toilets
Priority seating.

We are making sure that our staff
have training in helping disabled and
older passengers.
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Assisted Travel
Service
The Assisted Travel Service helps
disabled and older people.
Disabled and older people can
arrange that when they arrive at a
station:

•

There is a ramp ready to help
them get on or off a train,

••

Someone to help them:
Climb stairs,

• With luggage,
• Get to the next train,

•
•

Someone to help a blind or visually
impaired passenger,
There is a wheelchair to help them
get from the train to the entrance
to the station.
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How to book the assistance
You can book for some help on your
journey by:Free Telephone: 0800 783 4524
Online: southeasternrailway.co.uk
Free Textphone: 0800 783 4548

If things go wrong
Our assisted travel service should go
without a hitch.
But if you arrive at a station and the
service is not ready for you we will
give you compensation.
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Alternative
accessible transport
If an older or disabled person cannot
use:

•
•

A station,
Some part of the service because
of engineering works or another
disruption,

We will pay for a taxi to take you to
the nearest accessible station.

!
6

Passenger
information
You can get information about
accessibility at all our stations:

•

In our station access guide map,

•

From our website:
www.southernrailway.co.uk,

•

You can also get information from:
www.nationalrail.co.uk,

•

Telephone: 03457 484 950
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Tickets and fares
Buying a ticket
You can buy tickets from:

•
•
•

Any of our stations that have staff,
Our self-service ticket machines,
At www.southeatsernrailway.co.uk

Also from our assisted travel service:

•
•

Free Telephone: 0800 783 4524
Free Textphone: 0800 783 4548

If you cannot buy a ticket because of
your disability you will not be charged
a penalty fare.
A penalty fare is charged to people
who travel without a ticket.
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Disabled persons railcard
The Disabled persons railcard gives
you a third off the cost of a rail ticket
for you and an adult who travels with
you.
You can get a leaﬂet with an
application form from:

•
•

Any staffed station
The Disabled persons railcard
ofﬁce:

‣ Telephone: 0345 605 0525
‣ Textphone: 0345 601 0132
‣ Web: disabledpersons
railcard.co.uk

•‣

Southeastern:
Telephone: 0345 322 7021 or
0800 783 4524

‣ Free Textphone: 0800 783 4548
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Oystercard
An Oystercard is an easy way to pay
for travel in London.
A disabled person can get a discount
on their oystercard.
This will mean that you need a photo
of yourself on your oystercard.

At the station
Station entrances
We will try to make the main entrance
to stations accessible to everyone.
If this is not possible we will make
sure that there is an accessible
entrance.

Accessible information
At many of our stations there is
information about trains that you can
see and hear.
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Information points
All of our stations have help points.
These connect you to the National Rail
Call centre and you can get the latest
information about trains.

Ticket machines
The buttons and controls on our ticket
machines can be reached by someone
in a wheelchair.

Ticket gates
These is a wide aisle gate which would
be OK for someone in a wheelchair.

Luggage
We will help disabled passengers with
luggage.
This needs to be arranged before you
travel using the Assisted Travel
service.
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Lifts
Some stations have lifts but
sometimes they are not working.
Disabled passengers should check
with customer services that the lifts
are working before they travel.

Toilets
Many stations have accessible toilets.
If they are locked our staff will help to
unlock them.
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On the train
Our mainline trains are now
accessible for many more disabled
people.

We are improving our metro trains so
that they have wheelchair accessible
toilets, wheelchair spaces and priority
seating.

Information
Our newest trains have information
about the next station which you can
see and hear.

Seats on trains.
Our newest trains have priority
seating which has extra legroom.
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Priority seat card.
The priority seat card means that you
do not have to explain why you need
a priority seat.
You can get one by:

•
•

Free Telephone: 0800 783 4524
Web:
www.southeasternrailway.co.uk/
your-journey/assisted-travel/
priority-seating/

Toilets
Our mainline trains have one
wheelchair accessible toilet.
Our metro trains will have wheelchair
accessible toilets by 2020.

Scooters
Scooters are welcome on many of our
services but some trains cannot take
the big ones.
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Making connections
Our staff can help you to:

•
•

Transfer from one train to another
at a station,
Go to the taxi rank or bus stop.

You should book this with the Assisted
travel service.
Our staff are not allowed to help you
outside the station.
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Changes to trains or
platforms
We will tell you if:

•
•
•

There are delays of over 5 minutes,
There is a change to where the
train stops,
The train will not go to all the
stations.

Sometime there is a change of the
platform. We will allow enough time
for disabled passengers to change
platform.
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For more information
If you need more information please
contact:
Southeastern Customer Services
PO Box 10422
Unit 16 Coalﬁeld Way
Ashby-de-la-Zouch
LE65 9EL
Tel: 0345 322 7021
Fax: 0800 783 4548

To book some help:
Tel: 0800 783 4524 (freephone)

Free textphone: 0800 783 4548

Web: www.southeasternrailway.co.uk
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