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Part One – Introduction and basis of
report
1 Introduction
The Local Voices project is the Council’s key mechanism for engaging,
connecting and consulting with disabled people (including people with a
long-term health condition) living, working or studying in Tower Hamlets.
The project is funded by Tower Hamlets Council, led by an independent
steering group of local disabled people, and facilitated and supported by
Real - the Borough’s user-led organisation of disabled people.
During the year interim reports and updates have been provided by Real
to the One Tower Hamlets team. This report is the full, final year report
of the last year’s delivery of Local Voices.

2 Basis of report
The content of this report is based on:






notes taken at steering group meetings
notes written up after events
notes from consultations run by statutory services
supervision notes
reports produced by the steering group

These capture issues raised by steering group members and events’
participants.
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Part Two - Overview of project delivery
3 Delivering the Local Voices project
Real’s role is to facilitate the delivery of Local Voices. The key element
of this is to recruit, develop and support a steering group of local
disabled. The steering group are then responsible for the overall
direction of the project.
Real also administers the project. We oversee the development and
delivery of robust project plans, we maintain the budget and we liaise
with One Tower Hamlets on all contractual matters.
To do this Real employs an Engagement Officer, Rob Johnson. Rob has
worked on the project for the past two and a half years. He is supported
by Real’s Delivery and Development Manager, Karen, who is
responsible for the overall contract delivery. Local Voices also benefits
from administration and events support from Real’s Officer
Administrator, Lorna, and Real’s finance officer. Real’s CEO, Mike
Smith, has also supported some of the consultation events.
Rob coordinates the work of the steering group, alongside the wider
support from his colleagues in Real to ensure an effective and active
engagement function.

4 Working with the steering group
The steering group are the most integral part of the project. They are
responsible for the project direction and for holding Real and One Tower
Hamlets accountable. The group ensure disabled people have a voice,
and are genuinely able to influence, and change, statutory and other
services locally.

4.1 Recruitment
The steering group has maintained a core group of 8 members
throughout year 3. They have become a well-functioning group who are
committed to continually developing Local Voices. The consistent
membership has really enhanced their productivity. They have formed a
well-functioning team.
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Further recruitment to the steering group has remained an objective
throughout year 3. This was targeted, as well as open, as there were
particular skills required and expectations of the role which are set out in
the role specification (Appendix 2), which was developed in April 2014
and further modified in 2015 by the steering group. This was to ensure
greater clarity on the role of being a steering group member.
We openly promoted through:
 East End Life
 Our website
 Partner organisations
 The Local Voices Network
 Real’s own volunteer and client base
 Local Voices events and attendances at other events
We have found the continuity this year has been vital to the success
achieved by the steering group.

4.2 Diversity of the steering group
The current steering group is quite diverse in many respects. The
following is a summary of their diversity (based on diversity monitoring
forms completed by 8 steering group members):
Impairment type
(some members have
multiple impairments)

Ethnicity

Sensory impairment (1)
Physical impairment (5)
Learning disability (2)
Mental health condition (2)
Long-standing health condition (8)
White British (3)
Black/Black British (2)
Asian or Asian British Bangladeshi (1)
Asian or Asian British Indian (1)
Not Disclosed (1)
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Age groups

26-35 (1)
36-45 (3)
46-55 (2)
56-65 (2)

Religion or belief

Muslim (1)
Christian (2)
Hindu (1)
Not Disclosed (4)

Gender

Male (5)
Female (3)

Sexual orientation

Heterosexual/straight (5)
Not Disclosed (3)

4.3 Supervision and Training
During the second half of the year training and development was made a
regular agenda item at steering group meetings. The group have agreed
areas they want to include in training for early 2016, and are reviewing
providers.
Several steering group members participated in Real’s IT Peer training
program. This is offered to all Real’s volunteers to develop their I.T. skills
using accessible computers, 1-2-1 peer trainers and customised
development plans. One Steering Group member with no I.T. skills can
now access and respond to emails and produce word processed
documents.
Summary of training provision utilised by the group:
Training

Provision

Attendees

Safeguarding

Real

2

Video and filming
techniques

Peer Researchers
programme in
conjunction with Local
Voices

3

Forum Theatre

3
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I.T. Skills

Real’s peer trainer
programme

4

Care Act
introduction

Tower Hamlets Council

2

Multimedia
techniques

Local Voices

3

Running a
meeting

Local Voices
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During the year we have continued to implement a structured approach
to supervision with regular 1-2-1 sessions being provided for those
Steering Group members wanting to take advantage of this type of
support. Some Steering Group members have declined to participate in
individual supervision sessions. As they are volunteers we respect their
decision on this. We do however promote the benefits of this support
and continue to offer the opportunity to those who have previously
declined.
All Steering Group members want to develop skills and participate in
progression within their roles. They do this in a variety of ways such as
 Develop and improve their I.T. skills
 Take an active role in delivering Steering Group meets (eg.
rotating chairs, minute taking)
 Taking a greater degree of ownership / management of specific
projects

4.4 Supporting the group to take ownership
Through consultation with the steering group, and based on our previous
experience, we implemented a significant change to the role of the
steering group. Previously the group had been split in to subgroups and
were responsible for a particular area of delivery. They were expected to
run consultations, events and participate in project work. This was in
addition to the role of overseeing the strategic delivery and participation
in regular steering group meetings.
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This was a lot to ask from a small group of volunteers. We identified the
key aspects of their role, and designed the new role similar to that of a
Trustees role. The new role helps to steer and run the project through
regular monthly meetings (see Appendix 2, for the updated role
specification).
In parallel we designed a new role, that of an ‘Active Member’. This role
is a member of the LVN who actively takes part in developing and
implementing engagement and project work. This provides hands on
support for specific projects. LVN members can take part in projects they
have an interest in. This creates better engagement and project
ownership.
In practice, several steering group members also acted as active
members, participating participated in project work throughout the year.
The new structure allows them to choose which projects are more
appealing to them rather than having to do the work because they are a
steering group member. They are able to work with members of our
wider network to achieve shared outcomes.

Another role disabled people have taken in supporting Local Voices is
through an Admin Support role. In 2015 we benefited from three Real
volunteers who were seeking progression and further skills
9

development. These volunteers took on additional roles within Local
Voices such as:






Minute and note taking and report writing
Admin support to steering group including meeting prep
Promotional pamphlet design and production
Database and Local Voices network updates
Event support

It is hoped 2 of these volunteers will progress further and join the
steering group in 2016.

4.5 Feedback from the steering group
We asked some of the Steering Group to comment on their involvement
in Local Voices this year:
Nathan Giraudel – in 2014, Nathan had made excellent contributions as
an active member during community events, mainly around networking
and service promotion. Early in 2015 he joined the Steering Group. He
has continued in this role, and has remained an active member
throughout the year.
On being an active member – ‘I enjoy attending Local Voices events and
promoting stuff. I feel my networking skills have improved this year’
On joining the Steering Group – ‘I feel that I have grown into the role,
during the course of the year. I have enjoyed getting to grips with the
extra responsibility and decision making’
On helping to create the Local Voices brand – ‘This was an excellent
and fulfilling exercise for me. I think we came up with a great brand and
strap line in a very short time!’
On recruiting a friend to join the Steering Group – ‘I was pleased to
nominate a friend who I knew would be able to make a difference too’
Faiz Rehman – has been with Local Voices’ steering group since 2014
and has been really engaged as an active member for much of the same
time. Faiz has worked on numerous projects and is particularly
interested in access / transport.
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‘One of the advantages of being a Steering Group member is that I am
one of a select few to have ownership of how a working committee is
able to operate. An example is the specialised work on transport issues
and being able to hold people to account on operational matters.’
On progression – “Being on this committee has taught me professional
ethics. Moreover, it has enabled internal character development and
trusting that we do not underrepresent ourselves but are flag bearers for
the organisation. It is important for me to view my colleagues and
facilitators as if I was in a paid position. It is only through this perception
that I feel valued. This is the only committee that values you in a social
way rather than a purely financial one”
Henry Stone said about his involvement in 2015 – ‘I was involved with
Local Voices in many different ways. As a member of the Steering
Group it was very important to be able to play some part in the strategic
and tactical direction of the Local Voices Network over the year.
In addition, as a Local Voices volunteer I also contributed by helping to
set up, and then project manage, the Local Voices Incident Reporting
Line. This has given disabled people in Tower Hamlets the opportunity
to report issues surrounding access and transport. These issues are
logged and followed-up on with each organisation responsible. It has
been a pleasure to make such a tangible difference to the volume of the
voice of disabled people in the borough.
As part of Local Voices I sit on the Accessible Transport Forum, to
represent the concerns of disabled people in the borough. The Forum
comprises of representatives from the LA, TFL, DLR and other public
and statutory bodies. It has been an education to learn about the
operations of these organisations and act as an advocate for the rights
of disabled people at a day-to-day level.
Finally, I have come to most, if not all, of the networking and social
events organised by Local Voices in 2015. At some of these I have
participated in a range of workshops and given presentations on
particular issues. What was always been apparent is the strength of
feeling and commitment within the disabled community to improving the
lives of the community as whole.
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John McPartland – has been with the project since year 1 during the
research phase – “I feel we had a good year but was sometimes
frustrated by poor engagement by some of the steering group”
Hubert Valentine – has also been with the project since the early days
– “project work, this year, has been very good and I have been kept well
informed”
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Part Three - Delivering project work
Unlike the previous year, the steering group did not split into themed sub
groups but worked on specific projects as ‘active members’. This was
based on the new structure we agreed with the steering group and
proposed in our bid to run the last years delivery.
Overall, this gave a much more flexible approach to project delivery as
both steering group and Local Voices Network (LVN) members could
come together to work on specific projects.
Furthermore it improved overall end user (the LVN) engagement within
Local Voices, which of course is central to the ethos of the project.
We saw a much larger and diverse engagement of active members in
2015, working on specific projects. The steering group feel this is due, in
part, to the changes to the delivery model, which are outlined above.
This allowed both the steering group and the wider membership to take
part in a range of projects in a more flexible and engaging way.

Summary Statistics (for 2015)
Category
Active Members
Instances of Activity
Events / Activities

No.
37
163
63

Defined as ….
Number of unique individuals who took
part in LV activities
Total active members involved in
activities
Total number of events and activities
that active members were involved in

Average members taking part in single activity = 2.58
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5 Access and transport
The Steering Group agreed the following outcomes for 2015:
 Better access to public transport for disabled people.
 To influence training programs for TFL (and other relevant
transport providers) staff on access and disability awareness.
 Setup a dedicated incident reporting service for public transport
issues (see 5.3).
 Engage with key public transport stakeholders in the local area.
The following sections describe the project work that was implemented
to achieve these outcomes.

5.1 Representation at the Accessible Transport Forum (ATF)
Long established within the Borough, the ATF represents the issues of
both disabled and other users with access issues. Local Voices active
members have attended all meetings this year. Local Voices’ role for
2015 has been to:
 Provide representation for the local disabled community:
o raise specific issues from individual LVN members
 Establish two-way feedback mechanisms
o provide specific contentious case studies for comment and
feedback
o flag common issues for priority action
 Provide experience for a specific active member to take on joint
chairmanship of the Forum
 Establish useful networking links with other ATF attendees
Key Outcomes
 The appointment of an active member as co-chair of ATF
 Establishment of (or improved) communications mechanisms with:
 Public Transport
14

 TFL
 DLR
 Tower Transit (bus company)
 Tower Hamlets Council
 Mobility Team
 Engineering / Highways
 Transport Team / Community Transport
 Third sector
 Community Transport
 Disabled Go
 Older People’s Reference Group
This platform has enabled good partnership work for Local Voices, such
as with DisabledGo. We have committed to reviewing how we share and
connect our work with access assessments. Currently we tend to be
qualitative and include more subtle aspects such as staff attitudes.
Whereas DisabledGo are more quantitative, looking at things like
providing appropriate space for mobility within a built environment.
Both aspects provide vital information for disabled people and together
could be very powerful.

5.2 DLR - addressing accessibility issues and staff training
The Docklands Light Railway (DLR) is a major transport service for
Tower Hamlets. Despite being built as a ‘fully accessible’ transport
service Local Voices has established there are many issues for disabled
users.
In 2014, Local Voices had some success with engaging with the DLR
but our desire to deliver a disabled person-led access training
programme did not happen. DLR management decided not to continue
with the proposal, partly due to a change in the management company.
Local Voices organised a focus group consultation as an alternative.
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The Local Voices Steering Group wanted to continue with this work due
to the high level of issues and complaints they were receiving, and
experiencing. They decided to support active members to do a
comprehensive access report on both trains and stations on the DLR
network.
Rob supported active members to do the field work during the summer,
a group of 3 members attended stations and rode the network. They
produced a report and video on their findings, making recommendations
for improved access. The full report is included in appendix 3
The report and its recommendations was submitted to DLR’s Head of
Operations, in October, with a promise that DLR would arrange a meet
with Local Voices representatives to discuss this further. When this
didn’t happen the steering group requested through its principal contact,
TFL, to take the matter further. They have agreed to facilitate a meeting
in early 2016.
There have been some changes made to improve access since our
report was submitted. However the steering group have clearly stated
their intention to see the entire report acted upon, and will follow this up
in 2016.
There continues to be updates to the report as more issues with access
are brought to the attention of the steering group. They will continue to
work with DLR to address these in 2016.
Reviewing access issues at Pudding
Mill Lane
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As a continuation of the work already done and raised in section 3 of
Local Voices DLR Transport Access Assessment, the steering group will
also be addressing issues of antisocial behaviour on the DLR in 2016.
During 2015, Local Voices had feedback from disabled users of the DLR
that there were issues caused by other passenger’s attitudes rather than
the physical access issues already discussed in the report. Many of
these issues affect all passengers but can be particularly difficult for
those with a disability. For example, badly placed luggage may pose a
danger to a person with a visual impairment. The report is included in
the appendices.

Key Outcomes
A comprehensive access report was produced and given to senior
management on the DLR, this included:
 21 issues reported
 24 recommendations made
 Recommendations made for further work to improve access
Supporting video (available on YouTube)
https://www.youtube.com/watch?v=T1UgdyyXseM
The changes made on the DLR since our report was submitted:
 Better signage at Canning Town
 Removal of some partition walls giving better access to wheelchair
bays
 Markings on the platforms to show where carriage doors will open
at Canning Town and Poplar

Feedback from TFL
The following is a quote from our primary contact in TFL:
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‘We’ve worked closely with Local Voices for the last couple of years
to understand their members’ concerns around the accessibility of
transport in east London. The stakeholder intelligence Local Voices
provide through things like their incident reporting service and their
Stratford station report, is vital in helping us to address the concerns
of local disabled people, and make improvements to our services.
We look forward to building on our work with Local Voices to help
their members, and our other disabled customers, feel more
confident about using the accessible transport options available to
them.’
Sophie Achillini | Strategic Communications Officer, TFL

5.3 Public Transport Incident Reporting
The Local Voices Incident Reporting Service was setup as a direct
response to the number of complaints we receive about issues people
have making complaints, raising issues and getting a response to
complaints (around transport and travel issues). The Steering Group
established key actions to develop this service:
 A dedicated desk, computer and phone line
 Bespoke recording and monitoring software (database – see 13.3)
 Trained active members to deliver the service, who would:
 record and submit complaints
 follow up with clients
 produce basic statistics for monitoring
 Offer a range of accessible reporting methods:
 telephone
 email
 reporting form – physical or digital
 in person (for example, at events)
18

 Establish suitable network partners to report incidents to
 Service promotion
Initially the service wasn’t promoted widely, to enable the steering group
to receive training and establish a delivery model. The service had a
good response rate even without promotion, through word of mouth.
The Local Voices member database was amended to include a process
for easy and accurate recording and monitoring. Two active members
volunteered to lead on service delivery. They received training on the
new software and procedure. Each active member was allocated a
regular half day slot to cover the phone and respond to emails. This
meant we could promote the service as being staffed at specific times
and messages could be left on voicemail at all others time.
After the initial trial further changes were made to the software and
reporting mechanism. The service was launched officially in late spring
with a supporting article in East End Life which promoted, in particular,
the telephone reporting service. This did not result in a great increase in
new reports made by telephone. However this was not unexpected as
we had already established the most popular reporting method was by
word of mouth.
Recorded and submitted complaints for 2015

Incidents Submitted Responses
Bus

4

1

1

DLR

18

8

0

Overground 1

1

1

Rail

0

n/a

n/a

Tube

7

6

1

Walking

2

1

0

TOTALS

32

17

4
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The steering group is disappointed by the poor response (four out of
seventeen) from the TFL agencies, in particular the DLR. Further
discussion with our principal TFL contact has resulted in an agreement
that TFL will facilitate a meeting, in early in 2016 to strengthen the
reporting and responding mechanisms.
Of the 4 incidents that we have had a response on, it is interesting to
note that only one directly addressed the issues fully and to an
agreeable resolution. The other 3 just acknowledged the issue and
apologised. In 2016 Local Voices intends to do further work on
increasing the number of responses, and ensuring responses are
relevant, full and not just apologetic, in nature.
Towards the end of 2015, a number of incidents remained unreported,
this was because the active member who manages the submission was
on holiday. In addition, several were held back, due to poor responses,
in order to raise them directly with the DLR, via the Accessible Transport
Forum. Unfortunately, they did not attend that meeting. The relevant
active member will now be submitting them using our standard channels
in early 2016 instead.

5.4 Safer pavements
This project was part of the incident reporting project but focussed on
public highways.
Local Voices received very few new reports of issues during 2015. Late
in the last quarter we had several reports about the new ‘floating bus
stops’ to be found in between the cycle lanes and the main road on the
new cycle highways. There were concerns about the impact on
surrounding pedestrian access. This will be investigated and reported on
in 2016.
An ongoing issues the steering group was tackling was the road closure
at Blackwell Way / St Law Street. This road access was closed three
years ago leaving only a single, boxed in pavement of around 30 metres.
Cyclists and moped users turned this into a rat run.
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Local Voices received clarification from the Council that this pavement
was only designated for pedestrian use. The usage by cyclists and
mopeds was dangerous and illegal. However none of the statutory
authorities did anything about controlling this illegal activity.
Local Voices received numerous complaints from local disabled people,
which they raised with Highways and Transportation. One person
reporting being hit by cyclists over a dozen times, and by a moped. They
were also threatened by a cyclist when they challenged their use of the
pedestrian access. Sadly he chose to use an alternative, and longer,
route. He was quoted as saying ‘it is just too dangerous for people with
mobility or sensory problems’.
The road finally reopened in late 2015 but the steering group is
concerned that the statutory authorities have not recognised the issues
or what they could have done to resolve them. The steering group will
take this up with their contact in Highways and Transportation to get
some reassurance this issue will be avoided in the future

5.5 Participation in Tower Hamlets Accessible Transport Day
Local Voices participates in this each year. It has proven to be a great
platform for networking and gathering views from local disabled people.
This year we provided:
 A stall promoting Local Voices, including:
o Our Incident Reporting Service
o Local Voices services and projects
o Real’s services
 Facilitation of an open forum discussion session, with
representatives from TFL, DLR, Tower Hamlets Council and other
third sector organisations (see below)
Open Forum discussion group
We led a lively debate with approximately 20 people. The discussion
topics included:
 Kerbs and getting off buses
 Bus frequency on some local routes
 Station upgrades and access issues
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 DLR lift issues
There were some issues holding the Forum as the space we were given
was affected by background noise. We had to call a halt to the
discussion after 30mins, much too some of the group’s disappointment.
Some participants continued discussing their issues 1-2-1 with the
various panel representatives, in some instances exchanging contact
details to work towards an outcome.
LV steering group would like to continue participating in this event. Both
Local Voices and Council representatives agree changes will need to be
made next year to improve facilitation of the Open Forum.
Participant Feedback
 Event was very empowering and very informative
 An interesting day and I learnt some things
 Although not as busy as last year, people attending were much
more engaged and appeared to be getting much more out of
the day. Their questions were answered at the various stalls,
activities and, of course Local Voices’ Open Forum event

5.6 Working with DisabledGo
Local Voices continued to build the relationship that it had forged with
DisabledGo, in the previous year.
The steering group have agreed to:
 Suggest venues in Tower Hamlets for DisabledGo access
assessments
 Share and review public transport (and related) access information
with DisabledGo
 Promote and host another surveyor training day
DisabledGo Surveyor Training
‘DisabledGo is looking to employ local disabled people, in Tower
Hamlets, to assess how accessible public buildings are (e.g. Shops and
council offices). This is paid work and training will be given.’ Hannah
Salem, DisabledGo.
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Local Voices promoted this training with 8 active members expressing
an interest. This resulted in 4 members attending the training with 3 of
the 4 attendees enjoying the process and have chosen to take further
paid work with DisabledGo.
Feedback
The participants said:
 The DisabledGo training was excellent. Both the trainers explained
the role of a surveyor very clearly and were very patient in
answering all of our questions around the surveying process.
 OK, fairly simple instructions via the use of Powerpoint as to how
to do the survey
 Following that we were taken out by Richard & Frank who
accompanied us to do a row of shops (7). They took the lead and
showed us how to do it. We then did one or two ourselves
Key Outcomes
 Four active members trained as DisabledGo Surveyors
 Three members will receive paid work as surveyors
Local Voices will continue this relationship into 2016 with another
training session in the first quarter.

5.7 Working with Tower Transit
Tower Transit is a bus company that runs several TFL bus routes in
Tower Hamlets and numerous others in adjacent borough. Jean
Eveleigh, Disability Co-ordinator for Tower Transit, requested Local
Voices participate in a workshop – this was to give disabled public
transport users the chance to discuss issues with the bus drivers.
The event was held in a very noisy staff canteen offering no
confidentiality or private space. There were about 20 of us, none of us
were very happy with the environment. It was inaccessible for people
with certain impairments due to the noise. It was also intimidating due to
the lack of privacy. We felt out of place as it was during the busy lunch
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time slot in the canteen. Bus drivers may also have felt like this as none
of them engaged with us.
However, the event offered excellent (and unexpected) networking
opportunities. Local Voices connected with:
 TFL and discussed:
 poor responses (from them) to our incident reporting service
 the possibility of us taking part in their mystery shopping
programme
 poor promotion of ‘no requests’ bus stops
 lack of marked pavements to show wheelchair entry point (onto
bus)
 poor quality of their access and disability awareness training for
bus drivers
 Tower Transit Management and discussed:
 wheelchair versus buggy priorities and defining priority users
until issue is resolved
 having our pilot training session as part of their new training
program
 A Researcher and discussed:
 A project to interview wheelchair users who use bus services
Jean is dedicated to improving the ‘passenger journey’. We suggested
next time staff participation is required as training. This would mean the
discussion does happen. Jean has told us she will organise another
event in 2016 and would like us to participate again.

5.8 Community Planning
Very early in the year, Gary Marshall (Tower Hamlets Council) came to
discuss how Local Voices could be involved in local area developments.
This might include pavement and road access, street furniture, cycle
lanes and building access.
It was agreed that Gary would return from time to time to consult the
steering group and arrange possible site visits for active members.
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Gary has been unable to return during the rest of the year but has said
he will have projects for the steering group in 2016.

5.9 Stratford Station
We received reports of issues (the majority from an event we facilitated)
about the poor provision of toilet facilities at Stratford station. It is a busy
station, used regularly by local people. So we decided to try to resolve
this ourselves, rather than go through our reporting service.
The steering group suggested attending the station and doing an
assessment. Active members who went to perform the assessment were
shocked at the poor state of the access and the facilities.

Faiz attempts to access the disabled
toilet (unsuccessfully)

A comprehensive report was submitted to TFL. The full report is included
in appendix 3.
It included:
 11 issues reported
 14 recommendations made
Supporting video (available on YouTube)
https://www.youtube.com/watch?v=AllvA93J9jY
Key Outcomes
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TFL management visited the station to discuss our report. They took the
following actions with station management:
 Removal of PIN locking system on toilets.
 Review of repairs needed and maintenance of existing facilities.
 Explored the possibility of having more accessible and larger
toilets.
Local Voices can confirm that the toilets no longer use the PIN system
and are open more frequently. We will continue to monitor this in 2016
and follow up on the outstanding recommendations.

6 Welfare and Benefits
The last welfare reform workshop, run in late 2014, was poorly attended
despite excellent promotion and venue (Idea Store, Whitechapel).
Feedback through LVN and Real’s advocacy and advice services
indicated that most people had the information they felt they needed.
The issues that were arising around disability benefits and the ‘bedroom
tax’ were about individual specific issues and not about the wider welfare
reform. The delay in the implementation of Universal Credit was also
thought to be part of the reason.
The steering group discussed this with Dan Kerr, Local Voices principal
Council contact, and it was agreed that Welfare and Benefit should be
deprioritised in 2015.

7 Social Care
Local Voices were asked by the Council to help facilitate several events
related to social care services throughout the year. We provided a venue
and we promoted the consultations which were run by the council.
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7.1 Care Act Consultation
The council has developed a new approach to social care assessments
and support planning in response to the Care Act. They ran a
consultation to get disabled people’s views. We promoted this through
the LVN and eight active members attended.
Feedback on the consultation process
3 of the participants said:
‘The presentation was well delivered, and informative; it answered many
questions, while raising many more. Some of the diagrams and
terminology was difficult to understand. It is good to see the council are
responding to the care act.’
‘The power point presentation was well thought of, although too
technical in some aspects. They didn’t need to go into so much detail on
past set up of social services. Both speakers did handle the questioning
very well and had the technical, strategic knowledge and insight into all
aspects of social care which comes with implementing such a change.’
‘I personally would like to see evidence of how staff are going to cope
with the change in assessing need (e.g. training schedules, case
scenarios, and new paperwork)’
There was a lively debate and questions were raised that couldn’t be
answered. The Council representatives agreed to run a follow up event
to explore the issues and answer any outstanding questions.

7.2 Social Care Spending Cuts Consultation
Gill Beadle-Phelps from the Council led this consultation. It was to share
information on the cuts expected to happen to the Social Care budget,
and discuss where these might happen and what services could be
affected. It was an opportunity for local residents to say where they
thought the cuts should, and shouldn’t, be made.
8 active members attended. The main topics covered were:
 Focus on Reablement for Social Care service users
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 Improving focus on maintaining independence for people using
social care services
 Review of high cost learning disabilities care packages
 Charging for social care services
Participants told the council:
The Council recorded the information shared by the 8 participants and
sent us their notes. The following bullet points represent what the
Council staff member wrote up and sent to us afterwards:
Proposal 1: Reablement
 The group questioned the need for two people in every case as in
some instances it may be a waste of resource. One person would
be ok and in terms of family life is much less invasive and
personable.
 Idea of working more flexibly – somebody who can go from case to
case where needed to assist rather than having cases with
multiple workers assigned to every visit.
 One individual questioned the quality of the assessment and the
quality of the support that is put in with regards to people knowing
how to safely move and handle people.
 The issue of time around carer visits was raised as a concern. The
group agreed that carers need to be more flexible. With regards to
proposal of moving from single handed to double handed care the
group would be ok as long as one carer can provide a full service
on their own in the time allocated for the visit. If time overruns
carers should be allowed to be flexible enough to work around this.
 The group raised concerns that the quality of care might suffer in
some cases if it was reduced from double handed to single
handed.
 The group would like to hear evidence of where this proposal has
been successfully implemented in other borough.
Proposal 2: Maintaining independence
28

 It was agreed that Tower Hamlets have been ‘too generous’ and
need to work better to make sure the council achieves better value
for money whilst still promoting safe and quality care. If the new
practice framework (focusing on what the person can do, person
centred and strength based approach to assessment) helped to do
this then they agreed with this approach.
 The group said that this approach sounds good but would like
assurances that this is actually happening in practice. Would like
appropriate mechanism in place to feedback when this isn’t
working.
 People wanted to be as independent as possible – don’t want
unnecessary care.
 Don’t want to be forced to use a direct payment if happy with
current care being provided to them – would like to keep managed
budget arrangements.
 Should be more person centred as opposed to ‘resource focused’
 Important that we have good quality providers and a range of
providers that can meet individual needs of service users in the
borough
 Communication with social work teams needs to be much more
open, clear and precise. A number of people in the group shared
experiences of struggling to reach a social worker to talk about
their care and support.
 Would like to see better integrated care – make it clear what
services are integrated and what it means for people
Proposal 3: High Cost Learning Disabilities Packages
 Consensus was as long as each case is properly risk assessed
then it is right that people are brought back into the community,
closer to their friends and family, and in an environment that allows
them to be more independent.
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 Decisions should not be cost driven – the principal of least
restrictive and most appropriate care for a person’s needs should
be at the forefront of all decision making.
 Need to think about social isolation – make sure that appropriate
support networks are in place if moving people back into the
community.
 Need to make sure that the transition back into the community is
managed properly.
Proposal 4: Charging for Community Social Care services
 Subject to further details around how cost threshold will be
calculated, the group agreed with the general principal of this
proposal, that those who can afford to pay a contribution towards
their care and support should do so.
 Needs to make sure that it is targeted at the right people, that it will
not penalise poorer residents
 Need to make sure that the most vulnerable people do not feel like
they are forced to reduce their care and support as they feel they
cannot afford to pay for it.
 Worry is that those with a LD or MH issue may not be able to
manage financial implications of their care package being charged.
Social services need to be aware of this and safeguard against it.
Need to make sure they are not putting their health at risk due to
feeling they cannot afford to pay for their care.
Feedback on the consultation process
One participant said:
‘It was good to be consulted, however, I think only lip service was being
paid to our views’
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7.3 Consultation: Code of Conduct Easy Read Service
Provider Guide
Caroline Billington from the Quality Assurance team in the Local
Authority led this focus group of active members to help develop an easy
read guide for clients who employ their own PAs. The purpose of the
guide is to explain the rights and responsibilities of the employer. The
guide was the outcome of consultation with 7 London boroughs
(including Tower Hamlets).
Caroline was keen to get input into the first draft of the guide from a
variety of sources including mixed impairment groups, clients already
managing a budget and staff with relevant experience too. Local Voices,
in conjunction with Real, was able to engage representatives from each
of these groups for this consultation.
Caroline presented the guide to the attendees and discussed various
issues and possible changes. She then took away the recommendations
to discuss further with the project’s Steering Group

7.4 Tower Hamlets Commissioning Panels
Throughout 2015 Local Voices has been unable to move this forward
due to delays within the Council. The Council needed time to develop a
structure to the commissioning process in order for Local Voices active
members (and others) to be involved in the earlier stages of the process
(interviews) and the final stage (contract awarding). They have said they
cannot facilitate involvement in the more complex legal and
administrative sections in the middle of the process.
Local Voices was advised by Q3 that this process was in place and we
could think about recruiting Local Voices active members to participate.
However, changes to the Council infrastructure have caused further
delays. It is hoped that we can move this forward in early 2016.

7.5 Disability Awareness Training for Council Staff
Local Voices, in conjunction with the Peer Research programme,
delivered an initial Forum Theatre train the trainer session, in
preparation for the delivery of this training.
It was decided, in conjunction the Council, the initial target group (Social
Workers), would only have minimal benefit and engagement. The
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Council recommended that we train HR / Front Desk staff, following
issues raised by the Council’s training review.
Further delays occurred due to Council restructuring and by quarter 4,
Council advised us that these changes would not be in place, fully, in
order to deliver this training in 2015.
We hope to revisit this project in 2016 and review possible target groups,
moving forward.

8 Additional projects
8.1 House of Lords Consultation
In September, A House of Lords committee requested a meet with
disability support organisation Real, as part of its investigation into how
well the Equality Act 2010 is working for disabled people. Local Voices,
as an engagement project, helped to organize and facilitate this event.
Following general staff and membership organisation introductions, s set
of small group workshops were run on issues that had been identified as
relevant to the Equalities Act.
Following two sets of workshops, the groups fed back to the main group
and this would be the basis of what the Lords put into their report
This was an excellent opportunity for Local Voices’ active member to
have direct input as how the Act might be modified and/or implemented
more effectively. Local Voices was well represented with approximately
two thirds of the attendees being active members (around 15)
Feedback
“I felt it was a good event, and I found it really encouraging that the
Lords Committee have made this connection to our organization”. Local
Voices active member
“For the Committee to get out and speak to disabled people is invaluable
for our investigation. We heard some frank views on the Equality Act
2010, both good and bad, and they have given us a great deal of food
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for thought, which will inform our eventual findings. Our final report will
benefit enormously from all their efforts.” Baroness Deech, Chair of the
Committee

8.2 Promotion of external events
The following table summarises events Local Voices were involved in
(and in some cases continue to be) with a range of partners.
Event

Local Voices role

Frequency

Your Say, Your Day mental
health conference

Promotion, facilitates
workshops,
participation by active
members

Every 2
months

Operation Disabled Vote,
Inclusion London

Local Voices promoted Once
electoral voting by
hosting stall at Watney
Market

A Walk In The Park mental
health therapy session

Promote

Once

Patient Leader Programme

Promote and suggest
possible participants

Annual

Tower Hamlets Vision Strategy
Group

Participant

Quarterly

Community Transport research

Active member
participation

Ongoing
project

Accessible Transport research
project

Active member
participation

Ongoing
project

Enter and View Training, Mile
End Hospital

Active member
participation

Periodic

Safeguarding Adults Review,

Active member
participation

Once

Council ran at Riverside
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Event

Local Voices role

Frequency

Disability Fayre, Tower Hamlets
Council

Real’s Local Link
service participated,
promoting both Real
and Local Voices

Once

Voluntary and Community Sector Promoted survey
Strategy

Once

Accessible By Design,
Independent Researcher:
researching the experience of
wheelchair users and public
transport

Once

Promote and
facilitated the
presentation

Local Voices consultation
exercise

9 Working through other organisations
In the summer we targeted fourteen organisations we wanted to work
with, to engage with their members. These organisations are all council
funded and provide services for disabled people, and people with long
term health conditions. By signing these organisations up to the network
we would be able to widen our reach, and connect with groups of
disabled people who might be harder to reach as individuals.
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We have in the past had difficulty engaging with these organisations. We
decided to design a partnership agreement and ask organisations to
help us develop this. This would set out expectations, the benefits of
engaging and enable them to have some ownership of the process.
Appendix 2 is a copy of the draft agreement.
Initially we called round each of the organisations. Having spoken to
eight staff members who were enthusiastic about getting involved we
introduced a partner event to bring them together. We wanted to find out
what they would want from their engagement with Local Voices, and
how we could be relevant to their members.
After several email communications and follow up calls we chose a date
which appeared to work for the majority. We had six organisations
confirm. Very disappointingly we had only one organisation, Vibrance,
attend.
Although we were disappointed at the numbers of people who didn’t
show we were pleased with the conversation we had with the guys from
Vibrance. They were enthusiastic about supporting Local Voices. They
shared concerns about the housing issues people with more complex
needs face, and the lack of opportunity for work and meaningful
activities. We agreed that Local Voices could take these topics forward
in 2016.
The steering group are pleased with this new partnership. Vibrance have
attended Local Voices events since our first meeting, and in 2016 we will
visit them at their centre.
In relation to the other five organisations we got some feedback on why
they didn’t attend. They told us it is difficult with stretched staff numbers
to come out to other organisations. We agreed to communicate by email
and come to visit them. To keep the communication going we sent them
the partnership agreement asking for feedback and input. Despite
chasing we have had no responses on this.
We intend to follow up with visits to their centre in the first quarter of
2016.
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Despite a poor response with that work we have had other success in
terms of developing partnerships. Following are examples where it has
worked well.

9.1 Beyond Barriers
Beyond Barriers are a user led group of people with a visual impairment.
Through 2015 Local Voices continued to facilitate their general group
meetings (15-20 attendees), steering group (3-8 attendees) and
dedicated events for people with a visual impairment (20 plus
attendees).
Local Voices benefited from closer links with them. For example,
promoting events at their meetings.
‘Beyond Barriers gratefully acknowledges the logistic and infrastructural
support of Local Voices in holding our board and other meetings in its
premises.
We express our gratitude to the staff and volunteers for escorting the
blind members of Beyond Barriers from the entrance and reception to
the meeting room and facilitating the arrangements
Thanks all of you for this support.’
Mahendra, Secretary-trustee, Beyond Barriers

9.2 Disabled Go
Please see section 5.6

9.3 Tower Transit
Please see section 5.7

9.4 The Peer Research Program
This was independently funded by Tower Hamlet’s Council but shared
close ties with Local Voices because:
 previously it had been managed by Real
 in 2015, it shared a project manager with Local Voices (Rob
Johnson)
 it frequently hosted events at Jack Dash house
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In practical terms this allowed for some crossover of skills and
development:
 Local Voices active members were trained by experienced peer
researchers in Forum Theatre techniques
 Peer researchers attended Local Voices facilitated social care and
access events
 Peer researchers delivered impartial 1-2-1 research for Local
Voices
In late 2015 the Peer Research program was discontinued, Local Voices
played an active role (and will continue to do so) in finding new
opportunities for the peer researchers. To date, this has included:
 Joining the Local Voices Network and steering group
 Becoming volunteers at Real
 Participation in Local Voices 3rd sector projects
 Community Transport Research
 DisabledGo surveyors program

10 Local Voices annual event
Each year Local Voices runs an event to bring people together who have
contributed to the project, and to recruit new members. It is an
opportunity to celebrate the good work and the successes, and also to
highlight issues and concerns shared by local disabled people. We listen
to people’s views and this guides the work of the steering group.
This year we ran an event coincide with the International Day of
Disabled People. Around 40 people attended to celebrate, share lunch
and share their views, opinions, concerns and ideas.
We ran three workshops, two based on issues we know are important to
local disabled people:
 Digital Inclusion
 Housing
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The third workshop was on the theme of International Day of Disabled
People:
 Inclusion matters: access and empowerment for people of all
abilities
All participants were split in to three groups. They rotated round each
workshop. This enabled everyone to discuss their views on each of the
topics.
Each workshop had a facilitator and note taker. The Digital Inclusion and
Housing workshop started with an introductory session from the council
officer responsible for Digital Inclusion, and in Housing two of the Tower
Hamlets Homes (THH) staff.
After the introduction within the individual workshops each person talked
about the issues that mattered most to them. This process was repeated
for each of the 3 sessions, allowing everyone the same opportunity to
share. At the end of the first and second sessions the previous groups’
work was summarised and later groups then expanded on particular
issues. The following notes represent the collective views of all 3
sessions, grouped into themes, for each workshop:

10.1 Digital Inclusion:
Problems with physical access
1. People don’t have access to computers in the first place because
they can’t afford them. Even if they do have access to money they
don’t know what to buy or how to make them accessible.
2. People are not sure where they can access public computers. One
person had heard that there were some at the Idea Stores, but
didn’t know how they would access them.
3. There is a massive difference between having a computer/tablet
yourself, and relying on public access.
4. It’s not just about getting a computer - many people felt
overwhelmed with all of the other stuff that needed doing, such as
getting broadband connections set up (or maintained if they go
wrong).
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Challenges with disability-related access
5. Some people need additional assistance to use computers
because of their impairment. This acts as an extra barrier to
learning how to use computers in the first place.
6. Most publicly-available computers, such as those at Idea Stores, do
not cater for different access needs (e.g. special keyboards,
speech recognition software, different mice, screen reader
software, et cetera). This could even be something as simple as
having desks at the right/different heights.
7. One person said that they could not use publicly available
computers because they needed to change things such as font
size, but they weren’t allowed to change the settings. So rules that
made sense for other people actually made it harder for disabled
people to use public computers.
8. People were also concerned that they couldn’t ask for help (e.g. at
the Idea Store), or didn’t know what it was reasonable to ask for.
People certainly didn’t feel like Idea Stores made it publicly known
what support it was fair and reasonable to ask for.
9. People reported that the way that their specific impairment affected
them could be fundamentally different to a different disabled person
with an alternative impairment. The range and spectrum of
solutions needed to facilitate digital inclusion was significant. The
key message was that you couldn’t treat all disabled people the
same.
10. In particular this often meant that bespoke solutions were needed.
This therefore meant that a lot more time and resources were
needed to get a disabled person online compared to a non-disabled
person.
11. One person felt that their access needs, as someone with a
learning disability AND with a sight impairment, meant that
standard solutions for either one of those impairments alone
wouldn’t work. But they didn’t feel that anyone had been able to
help them manage both impairments in terms of getting online. It
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was noted that many disabled people have more than one
impairment type.
12. People felt that their training needs, as disabled people, were
different. They needed to be taught about computer access AND
how to do things differently because of their impairment. Not all
organisations could do this. They were also concerned that they
were taught something once, but then because they couldn’t get
online for a while they forgot it.
13. A separate but related topic was that of computerised telephone
systems. People found it difficult to get through menu options,
especially when they needed to press number keys during the
telephone call.
Challenges because of the changing world
14. There is an increasing assumption on the part of providers that
people will be able to access the Internet and online solutions.
15. This includes public sector provision, e.g. the council, housing
providers and local health services. For example people feel left
out of the council housing bidding processes.
16. It also includes private sector provision. One person had been
relying on receiving a catalogue from a company for many years
and suddenly no longer got it. When they contacted the company
they were told that they no longer did a printed catalogue and it
was all online. This was previously a solution to finding it difficult
to get out to go shopping, and now that option was no longer
available as well.
17. In general people felt that providers were not good at providing
non-online options if the main option was online. They felt they
got negative responses when they called for help, and made to
feel like they were the problem. People said that when changes to
service provision that excluded people was against the Equality
Act, organisations didn’t take them seriously.
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18. More and more job applications are only available online, which is
a barrier to getting into employment (especially if the online
application is not accessible to adaptive technologies).
19. Even volunteering and training programmes expect people to be
able to access computers already, or use their standard
computers which are not accessible.
20. Some people found it difficult to understand what different terms
online meant, and felt that websites should be simplified and
made easier to use.
Technology as an aid to communication
21. It was recognised that, for some people, options such as Skype
could be beneficial for keeping in contact. Equally using platforms
such as Facebook could help people to feel connected.
22. But, and this was a big but, many people felt that social workers
and others felt that this kind of communication was an adequate
alternative to face-to-face contact in the real world and so their
social care support was being withdrawn. So the net result was
that they were feeling even more isolated, not more included.
Potential benefits of getting online
23. People recognise that being online, especially with a handheld
device, could make a real difference to their lives. Examples
included:
a. being able to use real-time information to plan accessible
transport journeys (e.g. understanding if lifts at particular
stations were going to be working, or how to get portable
ramps booked);
b. being able to see when the next bus would be coming along,
or taking an alternative route if there were delays to avoid
getting cold and wet;
c. being able to do more online shopping, or access other good
deals that were only available online;
d. finding out if venues were accessible on websites such as
DisabledGo (although people thought this wasn’t up-to-date
or comprehensive enough either).
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24. However some people felt that different websites and
applications were not always accessible, or designed to be used
with assistive technologies, which sometimes undermined all of
the potential benefits.
Summary comments
25. Many reported that the quickly changing world was leaving them
behind and more isolated. Some said this was quite depressing.
It was also disempowering for some.
26. Many felt that the overall barriers to physical access,
compounded with low levels of knowledge and accommodation
of disability-related access, meant that the whole challenge of
getting online just seemed overwhelming and too much. They
didn’t know where to start and didn’t feel there was anyone
around that could help them.
27. They also felt that there was a chicken and egg situation; they
couldn’t learn because of inadequate support for their
impairment, and they couldn’t say what support they needed
because they didn’t have enough knowledge to understand or
articulate what help they needed.
28. Some people had previously come to the IT training sessions at
Real. They had found this really helpful because there were
accessible computers there and they could be taught at their
own pace. These sessions are not funded currently and so are
very limited and only staffed by volunteers.
29. People felt that they needed holistic, tailored and joined-up
approaches to getting online and not just help with one aspect.
30. It was noted that there were particular challenges for the Bengali
community, both in terms of language and communication
generally, and cultural responses (assuming children will do
everything online for them) [Real assumes that the same will
apply to many communities that do not use English as a first
language].
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31. It was also noted that the challenges for older disabled people
were greater, with double disadvantage in trying to get online.
32. People noted that for some disabled people getting online
provided real opportunities and benefits. Some people said there
were things that they could do now that they couldn’t do before.
But for most in our session they felt that the changing world, and
the lack of support, was making their lives harder and not better.

10.2 Housing:
What are the biggest issues for the disabled community around
housing?
1. People said that they experience anti-social behaviour generally
and hate crime against them as disabled people. People feel
intimidated even when they live in sheltered housing.
2. Lifts in Social housing seem to be always out of service. There are
not a lot of lifts in social housing, it makes it impossible to visit
people if you have mobility issues.
3. People said maintenance is generally very poor, examples such as
the length of time it takes to fix a boiler was highlighted.
4. There are many issues in areas of social housing and estates that
effect how easy it is for people to move around. Entry doors are
often too heavy for a disabled person to easily push open.
5. A lot of people said that they are worried about changes to the
bidding process and they thought the information about how to bid
is not clear. People who do not have a computer and cannot get
out of the house cannot use the Ideas Store computers to bid once
it is no longer in the East End Life. This change will mean that
bidding is not accessible to people without computers at home.
Smart phones might be one solution but the community has
diverse needs and technology can be difficult to use.
6. Staff at the Ideas Store need to be trained in how to bid online as
they don’t always know how to.
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7. Some disabled people are being allocated ‘Lifetime homes’ that
are on the 1st or 2nd floor without a lift. People are worried that their
disability will get worse and then they will have to move because
they will not be able to use the stairs. People think that the ground
floor should always be reserved for disabled people.
8. It is difficult to find a consistent source of information about how
people get charged for adaptions when they own their own
leasehold. People said that no matter where you live, you have to
fight very hard to get housing adaptions, even though this is a
service you are entitled to.
9. There were concerns expressed about the poor housing stock in
Tower Hamlets and the long waiting lists for social housing.
What are some solutions to these problems?
1. People would like to see a joined up approach to address antisocial behaviour in social housing and neighbourhoods, and
patrols of community safety officers in estates would be useful.
People think there should be a time limit on playing loud music and
Tower Hamlets team should enforce this, working with the police.
Signs to say no to anti- social behaviour would also be helpful.
2. People would like to see more community fun days so that
disabled people living in the community can socialise with their
neighbours and create relationships. When these have happened
they have been really successful.
3. Housing should improve the poor surfaces outside and make sure
gates are not locked so that taxis are able to get close to people’s
houses.
4. Some people thought that there should be warden based housing
available in Tower Hamlets so that people can feel more secure
but still live in their own home.
5. People think that there should be an asset management system
developed for housing adaptions so that Housing can keep track of
how housing is adapted and for which need. This means that when
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a disabled person moves house they could move into a place
already adapted for the previous occupant. People said there
doesn’t seem to be a system like this in place.
6. There are often the same issues arising across different housing
associations. Housing associations should get together regularly to
share information, issues and solutions.
7. Tower Hamlets should work cross borough with other local
authorities to share housing stock.
8. Disabled people should be involved in consultation and focus
group on any planned changes.
9. Bidding processes should be changed to be easier to use and
more efficient. Jargon should be removed.

10.3 Inclusion Matters:
Issues with access and inclusion
1. Issues arise from people’s lack of awareness and a lack of
consideration for disabled people.
2. Key areas where disabled people experience poor access are with
public transport and accessing education.
3. Disabled people are affected by the poor attitudes of people using
public transport, for example understanding wheelchair users
should have priority over buggies.
4. Drivers on public transport rush people and don’t give extra time
for disabled people to get on and off safely.
5. Pavements are uneven affecting disabled people’s ability to get
around, this is particularly difficult in Mile End.
6. People felt disabled people are always excluded with services
delivered with non-disabled people as the starting point. Disabled
people are excluded as ‘the other’.
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7. One person shared an experience of being excluded by the Local
Authority (LA) when trying to access work. It was felt by this
person the LA discriminate against disabled employees.
8. People felt definitions of access and inclusion are patchy; it means
different things to different people and services.
What it means to have good access and feel included
1. It is important to have access to good advocacy services.
2. Feeling welcomed is very important.
3. Having real choice and the same choices as nondisabled people.
4. Not being dictated to and to having to compromise.
5. Being able to go out on a whim and not having to organise
everything.
6. Accessible venues help people feel included.
7. Invisible disabilities need to be recognised particularly in
organisational policies.
Empowerment
1. People felt this meant nothing to some people and was just a ‘buzz
word’.
2. Being treated the same as non-disabled people was empowering.
3. Government cuts disempower disabled people. Local information
is disconnected from national information which is disempowering.
4. Having the correct information is empowering and passing this on
to other disabled people is both empowering and empowers more
disabled people.
5. Knowledge is power and knowing your rights is empowering.
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6. Organisations should have ‘non-power’ structures in place as best
practice
7. Language need to be less technical, have no jargon and be clear.
8. Services like Bubble Club empower people because they value
people. People having patience and understanding can lead to
empowerment.
Solutions to improving access, inclusion and feeling empowered
1. Inclusion awareness training and awareness raising more
generally is key to resolving these issues. Local Voices should
deliver this training. Outreach sessions and awareness training
amongst the statutory workforce is important.
2. We need to challenge incorrect information, and encourage
disabled people to make complaints.
3. Issues and complaints should be put in writing and used to hold
people to account. Evidence needs to be collected and used to
hold the LA and other services to account.
4. Disabled people should hold meetings with transport providers
to improve the attitude of bus drivers and hold them
accountable.
5. We need to change perceptions and challenge stereotypes.
More integration between disabled and nondisabled people
would help achieve this. Celebrating and promoting the
achievements of disabled people would also help.
6. There should be a forum on Reals website. This could have
good information on people’s rights. People could raise issues
and concerns. Disabled people could share knowledge and
support each other.
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Part Four- Promoting LV and connecting
with local disabled people
11 East End Life
Real has, as a local community organisation, a regular six-weekly slot
available in East End Life. This is used to reach out to the whole
community on a variety of issues relating to the work of Real and/or the
issues of concern to local disabled people.
We used this regularly, either as part of an, or sometimes a whole,
article, to reach out to parts of the community with whom we had not
already connected. Articles included:
Publication

Summary of content

April ‘15

Promotion of the ‘Operation Disabled Vote’
campaign, highlighting the importance of
exercising the right to vote. Local Voices
supported Real and Inclusion London to deliver
an event in Tower Hamlets.

July ‘15

Promotion of the relaunch of the Incident
Reporting Line, encouraging people to tell us
about:
 disability-related issues you have had on
any aspects of public transport in London;
or
 issues with pavements and general
disabled access issues in Tower Hamlets

August ‘15

Promotion of the House of Lords event, which
Real and Local Voices hosted to input into the
review of the disability-related provisions of the
Equality Act, and whether they make any
difference to disabled people’s lives.
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November ‘15

Promotion of Local Voices event celebrating the
International Day of Disabled People.

12 Online presence
12.1 Local Voices on the web
Real has a dedicated section of its website for the project, which can be
found at www.real.org.uk/localvoices
This has developed throughout the life of Local Voices, and now
includes:
 What we are working on this year
 Upcoming events and activities
 How to get involved in the network
 The role of the steering group
 Reports and information on the issues disabled people face
These were regularly updated, and Local Voices was regularly in the
‘News section’ of Real’s website.
Some technical problems in the later part of the year, meant we couldn’t
update as regularly. This has now been resolved.

12.2 Social media
Real has a growing and developing presence on both Facebook and
Twitter. Both social media platforms were used to promote Local Voices
and specific events related to the project. We get new followers on
Facebook and Twitter every week.
We are still aiming to improve this, and develop more regular two-way
communication with social media users. We see this as an excellent tool
for developing our reach and capturing a wider voice for disabled
people. We do however acknowledge many local disabled people do not
have access to the web, and will continue to work creatively to meet
their needs, allowing everyone a platform for sharing.
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13 Communications to the network
Regular communications with the Local Voices Network improved
considerably during this year. This was due to the development of a
newsletter, cleaning up our email contact list and improving the
information we hold on current members.

13.1 Newsletter
We developed a 2 page A4 newsletter format which we updated and
printed at regular intervals (4-6 weeks). This format was based on a new
email program we intend to introduce called Mailchimp, more on that
further down.
The newsletter contains:
 Local Voices events
 External events which may interest our network
 Information partner organisations ask us to share
 Information on relevant policy and news items
The steering group decided only free events should be promoted in
our newsletter.
Distribution
Wherever a member has an email we use this as a method for sending
the newsletter. This is the most economical way to distribute.
We have members who asked for their communication to be by post. We
post the newsletter to them when this is their only way of accessing it.
Distribution Statistics (end of 2015, based on 155 members)
Number
sent

%

Email

97

62.4

Regular Mail

40

25.9
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A small, residual percentage of 11.7% use neither method (mainly
telephone only users).
A sample of the Local Voices newsletter can be found at Appendix 4

13.2 Email
In addition to regular newsletters, Local Voices also communicated by
email only. Typically this would be used if it was necessary to
communicate with the Network quickly. The most common reason for
this would be:
 To promote an event at short notice
 If we needed prompt feedback on an issue
The Steering Group recognised the shortcomings of email only
communication (reaching only 64.5% of the Network) but viewed this as
necessary when there was a short timeframe involved.
Where possible (time and resource permitting) Local Voices combine
this method with additional telephone, website and social media
promotion.
We recognise further work needs to be done to address the issue of
regular communications meeting a wider audience, and to ensure we
are not disadvantaging people who don’t have email access.
In 2016 we will work closely with other delivery teams in Real, including
the Local Link partners. We will produce a regular newsletter and ask
our staff and partners to distribute by hand to those clients unable to
access this electronically.
We will also explore the original idea of having a voice message with all
our information on, which people can call up to listen to. This has some
interesting challenges, around capacity to regularly update, and also
meeting language needs. However we plan to explore this in more detail
to ensure we have as wide a reach as possible.
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13.3 The Local Voices Membership Database
With the network growing we realised we needed a more sophisticated
approach to storing the membership data. At that point, late 2014, the
data was held in a simple spreadsheet.
During early 2015, a bespoke database was developed and the existing
data imported in. The database was further developed to store a larger
amount of profile information on individual network members, this would
enable us to run reports and target communications based on individual
interests. We have designed it to collect:
 Client data – name, address, DOB, alternative contact
 Communication preferences – details and interests
 Roles within Local Voices – active member, steering group,
network partner
 Impairment and disability information, access needs and
reasonable adjustments required
 Equality and diversity information
 Availability

Database Development for Communications to Network
As Local Voices developed its communication with its members, the
database was developed further to facilitate complex queries based on
the data fields referred to above to help us target different audiences on
different topics. We can use this to:
 Generate email list for bcc email production (manual)
 Template creation (in Word) – for physical mail outs
 Template creation (in Word) – for emails
Similar queries and templates were also setup for communication with
the Steering Group.
We also did some work setting up the Mailchimp service. This is a free,
online solution that allows you to send group emails. But in addition to
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the functionality provided by Microsoft Outlook it also allows you to do
extra things, such as:
 Track if and when people read the email, and how often
 Monitor rejected email addresses
 If you have links to external websites (Real's or in general), it
monitors if people click through to those websites (e.g. where it
says "click here for further information")
Using the combined functionality of these two systems allows us to
target emails to particular subgroups of the Local Voices network. We
are looking to develop use of this system in 2016 to have more
sophisticated communications and marketing strategies to the network.
Database Support for the Incident Reporting Services (see also 5.3)
Further database development allowed specific incidents to be both
written up and logged within the database. Reports are automatically
anonymised and then can be exported directly to Adobe Acrobat, ready
for despatch to the relevant investigating authority. The database also
logs incident progress and responses.
As we developed the database we are able to continuously update and
customise to accommodate changing needs.

13.4 Branding Local Voices
Early in 2015, the steering group decided that Local Voices needed to
have its own identifiable brand. A subset of the group devised both the
icon and strapline during a steering group meeting.
Presented and signed off at the next meeting, the brand was quickly
established with almost entirely positive feedback.

First attempt was tweaked to better represent a
megaphone rather than a drink!
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A few quick changes and we had a ‘brand’
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Part Five- Key learnings
In this part of the report we have summarised the key things that we
have learnt this year both from disabled people, and that will help the
project be more effective going forward.

14 Summary of issues disabled people raised
with us
We have gained great insights in to the issues affecting disabled people
in Tower Hamlets. We know people still feel excluded in many ways, and
everyday regular tasks can be difficult, requiring careful planning and the
support of others. In particular:
Travelling around:
 inaccessible signage
 poor attitudes and understanding of staff and the general public
 inaccessible pathways
Social services:
 poor quality of care services
 poor and inefficient use of council budget
 remaining as independent as possible is very important
Digital inclusion:
 poor access is prevalent
 the results of poor access are impacting on many aspects of
equality
 there is a lack of understanding of the issues, on how to support
disabled people and a lack of resources to address the issues
Housing:





issues with anti-social behaviour
poor repairs service particularly response times
lack of accessible accommodation
poor information and support with the bidding process
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Generally:
 there is a general lack of awareness and understanding
 consideration of disabled people’s needs appear to be an after
thought
 people don’t always know their rights, or where to get information
and support
Local Voices will use are learning to inform our work through 2016. For
example we are developing a working partnership with Tower Hamlets
Homes to address housing issues, and will share information with our
Local Link partners around people’s concerns about their rights and lack
of good information.

15 Summary of improvements to the project
delivery
We have now delivered three years of the Local Voices project. We have
learnt many lessons along the way, implementing this learning to
improve and develop. We are taking this learning to further improve our
delivery through year 4 of the project.

15.1 Working with the steering group and active members
This has been a positive experience in the main. However there are
areas we want to improve.
We didn’t get the training for the group delivered in the original
timeframe. We think the training is really important, both for their growth
and development, but also as a way of rewarding their hard work and
commitment.
The intention is to deliver an ‘away day’ and training on how to exercise
governance in the first quarter of 2016.
We also want to improve the number of people form our network
becoming active members. Our steering group often have a dual role as
an active member, which is invaluable. However in 2016 we will be
focussing on increasing and widening this group. The work on
developing the network will aid us in this.
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15.2 Developing and communicating with the network
We have done a lot of work this year improving our communication
format (the newsletter lay out) and improving our tools for recording and
holding information on our network members (the database).
In 2016 we want to focus on improving the content of our
communications, to encourage a two way relationship. Currently the
network are passive receivers of information. What we really want is to
stimulate discussion, debate and the sharing of ideas and opinions.
In 2016 the steering group will oversee the implementation of a robust
communication strategy. Our communications tend to be sent when we
have events and consultations to promote. The new strategy will set out
a timetable for communications, and guidance on the content to ensure
it is more than just promotional information.
Local Voices will sign up to organisations such as Inclusion London, who
send regular communications relating to national policy that affects
disabled people. This will enable us to share information that invokes a
response, we will ask people what they think on subjects such as the
change to the mobility criteria.
Our aim is to inform and also to provoke. This will result in lively debate,
engaging people and encouraging them to get involved in consultations
and campaigns both locally and nationally.
We will then use this new passionate exchange to encourage more
people to sign up. By promoting the positive changes being part of a
campaign can bring, we will encourage more people to join the Network
and get involved.

15.3 Balancing conflicting demands on resources and priorities
In 2014 we reported on the issue of being under resourced. This
continues to be the case. There is a high demand for consultation, and
the project needs a lot of human resource to be successful.
The solutions we implemented, such as changing the role of the steering
group, has helped to improve efficiency. However there is still more to
be done.
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We have worked with One Tower Hamlets in setting out the priorities for
2016. In being clear on what is achievable and focussed on what is
important to be a success, we have been able to agree a set of targets
for Local Voices to achieve, aided by the steering group.
In addition to this Real has developed a plan for an internal restructure
to give additional resource into the Local Voices project. Combining a
disability hate crime project, which we are developing, with Local Voices,
we are able to utilise the funding more efficiently to deliver engagementrelated activities to disabled people in Tower Hamlets.
We are creating 2 new positions within Real which will work on Local
Voices, as well as other engagement projects. Under the proposals the
total resource applied to Local Voices will be increased to 2.8 days per
week. This should ensure better delivery for Local Voices going forward
by having:
 more resource overall; and
 differently skilled individuals ensuring the right person focuses on
the right tasks.
This will benefit the overall delivery of Local Voices through its fourth
year.
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Appendix 1 - Local Voices Steering Group
Member role description

Role
specification:

Where:

You will be active participant in both decision making
and implementation of the Local Voice’s
Engagement Project in Tower Hamlets
Local Voices (at Real), Jack Dash House, London
E14 9YQ

When:

A single monthly steering group meeting

Duration:

We would like a minimum commitment of 6 months.

Task
Description:

 Attend monthly steering group meets and
participate in the decision making process

Essential
Skills:








Natural enthusiasm
A friendly and professional manner
good communication skills
reliable
good team player
Desire to use or develop your skills and
experience
 confident taking part in discussions and other
projects
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Desired Skills
(any of these
would be
useful :






What’s In It
For You:

Local Voices single premise is to improve the lot of
disabled people in Tower

decision-making skills
conflict resolution skills
administration skills (e.g. taking notes)
IT skills (using spreadsheets, making leaflets,
sending emails)
 internet skills (websites, Facebook and Twitter)

You will be directly supporting the development of a
service that aims to improve choice, control and
independence for disabled people in Tower Hamlets.

You will receive an induction and ongoing
supervision with a view to using your skills and
experience to support others.

Both general and specific training, will be provided

Reasonable out of pocket expenses will be paid.

For more
information
contact:

Rob Johnson 020 7001 2176 or
rob.johnson@real.org.uk
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Appendix 2 – Draft Local Voices Partnership
Agreement

Local Voices Partnership Agreement
Introduction
Local Voices (LV) is the mechanism by which local disabled residents of
Tower Hamlets can have a say, influence local statutory services and
make a difference to the lives of local people through better access and
equality.
Local Voices is run by a steering group of disabled borough residents.
They are supported by Real, a Disabled Peoples Organisation, and
funded by LBTH. The heart of LV is our Network, with whom we
communicate regularly. We highlight local issues, introduce national
campaigns and listen to what issues people are facing. Feedback from
our Network drives our work, and input from the active members of the
network influence change.
LV along with services for disabled people wish to build on our existing
strengths in working together to enhance the engagement experience
and the participation of disabled people locally.
This agreement sets out our approach to partnership, as well as
detailing agreed priorities for 2016. It also describes how everyone can
get involved.
This agreement has been developed to promote an understanding
between LV and local service providers about what is important to local
disabled people. We believe that this Partnership Agreement is an
important statement of our commitment to work together to ensure the
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people we are here for participate at a level they choose, are able to
contribute to the work done by LV, and are able to have their voice
heard.
LV’s goal is to positively impact on the lives of disabled people locally
through consultation, campaigning and influencing change. We wish to
build on our knowledge and strengths, which are being accessible to all,
and ensuring others are to.
Our steering group and network and the relationship with our wider
partners and service providers is key to this goal. LV values the diversity
of our borough and works to make sure everyone feels supported and a
part of the community.
What is partnership?
The terms 'partner' and 'partnership' are used in a broad sense to
indicate joint working between LV and local service providers.
Partnership working is based on the values of:
 openness
 trust and honesty
 agreed shared goals and values
 robust communication and understanding between the partners.
It is not based on the legal conception of equal responsibility and liability.
It does recognise that all members in the partnership have legitimate,
though sometimes different, perceptions and experiences.
By working together to a common agreed purpose, we can ensure we
interact in a way that works for all concerned. The term ‘partnership’
reflects a relationship based on mutual respect.
This Partnership Agreement comprises two sections. Part A sets out
principles that define types of engagement and representation.
Part B details the annual priorities that have been agreed between LV
and LBTH, which are aligned with the Local Voices report and the input
and feedback from local disabled people over the past three years.
We are committed to the continual development of this Partnership
Agreement which will be reviewed jointly on an annual basis.
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Part A –Principles that Define types of engagement and
representation
[To be completed with a focus group of partners]

Part B – Annual priorities agreed between LV and LBTH
Each theme will include specific consultations, projects and events
which will enable us to work together to improve service provision
locally.
Theme 1: Transport and access
Theme 2: Health and social care
Theme 3: Housing
Theme 4: Digital Inclusion
LV also wants to hear from you. We will work together on other themes
based on the issues affecting local disabled people.
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Appendix 3 – DLR / Stratford Stations Access
Assessments
Please see overleaf
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TRANSPORT ACCESS ASSESSMENT
Assessment Date : 18/06/15
Venue : DLR (see below for specifics)
Assessors : Faiz Rehman, Henry Stone, Rob
Johnson

1.1 Train
Work Area

Problem

Solution

Notes

Wheelchair bay

Lack of signage to instruct
passengers to vacate
accessible seating and
wheelchair bays

Improve signage adjacent
to/above the areas. Ensure
signage present and up to
date

Consult with Local
Voices, if needed

Structure of the train makes it
difficult to get the wheelchair
into the bay

Remove wall between door
and bay or remove / reposition
the pole in the middle of the
standing space, to allow for
easier maneuverer around
space

Wall removal - this
sounds radical but had
been suggested as a
possible solution at an
earlier meet with DLR
staff
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Train doors

Disabled Priority
Seats

Aisles / Open area
by doors

Some disabled persons don’t
have sufficient time to open
door since doors are not
automatic

Open doors automatically
when weather permits.

Weak signage for accessible
seating related to not blocking
seats (e.g. placing bags on the
seat, sitting across multiple
seats, feet on seat etc)

Improve signage on windows
adjacent to / above the area.
PSA to flag seat blocking to
errant passengers

We feel you will need
input from Local
Voices Network to
better compose these
messages. See also 3.
Antisocial Behaviour
on the DLR

Difficult to access seats if you
board by the wrong door

Make both sets of double
inwards facing seats, Priority
Seats

See also Issues with
different train
lengths

Frequent poor access caused
New signage and monitoring
by passengers leaving luggage by PSAs
with little thought to other users’
access needs

See also 3. Antisocial
Behaviour on the
DLR

PSA’s should monitor
passengers with mobility
issues, during boarding /
alighting, and allow sufficient
time for them

Two incident reports
were logged during
this assessment work
(see later)
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Windows

Some window handles are very
difficult to grip. Some are very
good

Replace bad ones with better
c-shaped easy grip versions

c-shaped handless in
use of some trains

Cycles

Rarely room to accommodate
cycles in any capacity without
impacting on disabled access

Review decision to allow
cycles or create dedicated
space for their storage. PSA’s
should monitor and deal with
unacceptable monopolising of
communal space / seats etc.
No cycles during peaks - to
include special event days at
Excel. No cycles on 2 carriage
trains, ever !

We have had reports
of single cyclists
taking as many as 4
seats to accommodate
themselves and a
bike. More reports,
same problem
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1.1.1 new information (since assessment)
Seating

Vertical support bars extend too Set them back nearer to the
far into aisle thus restricting
seats
access

This is an excellent
move forward with
DLR have trial
some improvements in
replacement
access and a marked
seating – 8 x 2 seat Disabled seats are clumped
Allocate all 4 corners seats as
decrease in antisocial
in the Overground
together 2x2… Still with no
disabled (same as Tube
behaviour – mainly
style
allocated seats by second door network).
seat hogging. We are
set. Only single seats are being
getting reports of how
prioritized, representing a 50%
much easier access
drop in available seats. Some
has become.
carriages have no priority
The cut in number of
seating at all
priority seats is most
disturbing and
contrary to TFL policy
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1.2 Platform (most of this element, of the assessment, were done at Pudding Mill Lane)
Work Area

Problem

Solution

Notes

Wheelchair access
points

Lack of signage on platform to
indicate where the bays are
located within the train

Disabled seat
access point

Lack of signage on platform to
indicate where the seats are
located within the train

Mark points of access on
We note some sort of
platform and / or install signage trial off this at platform
overhead
? Though marking
unclear

Issues with
different train
lengths

No visual/audio information
about train length given on the
platform

Make matrix boards more clear
by displaying length of
incoming trains and section of
platform in use (rear, front etc)
Audio messages over the
intercom should be played to
alert visually impaired of next
train length

Platform section not in use, not
marked (for 2 carriage trains)

Mark platforms to show section
not in use
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Mobility issues for disabled
passengers who find
themselves on section of the
platform with no train

Lifts

Information and
help

Some train stop too far from lifts

Reposition train stopping place

Smaller lifts have trouble
accommodating wheelchair and
support worker

Expand the lift size
where/when possible

Lift door closes to quickly for
some mobility impaired users

Create a longer time interval
before doors close

Multiple doors in elevator, but
no audio telling passenger
which side to get out

Create an audio/visual
message board to indicate
which set of doors will be
opening

No intercom contact point for
information, only an emergency
call button

Staff the platform with
employee to provide
information or install call
system for information inquires

This means some
stations are not
accessible to some
wheelchair users

This has been given as
a major reason some
disabled people will not
use the DLR,
unaccompanied
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1.2.2 new information (since assessment)
Escalators

Flow reversal – usually part of
weekend maintenance cycle.
Can be highly dangerous,
especially for VI persons who
may try to mount an escalator
from the wrong end

Ensure that this is done to a
set rota and promoted
Local signage / comms that
alerts VI persons

So far, problem
identified as Canary
Wharf and Woolwich
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2. Relevant Incident Reports Summary
These incidents will be submitted as specific incidents, via Local Voice’s reporting mechanism, direct to TFL and
are included here as a simple case record of how easily these incidents can (and do) occur

Work Area

Problem

Solution

Canary Wharf:
Doors

Door closed on chair because
no one was watching to make
sure there was enough time for
wheelchair entrance into train

Staff platform with worker to
hold door longer for adequate
time to get onto train

13:10
South Quay: Doors
13:14

Notes

We will expect
specific response to
these complaints
through our reporting
mechanism.
Door closed on chair again when Install button that will alert staff
Inference is,
trying to exit train, but did not
member on board you are in
however, PSA’s need
open to give more time
need of assistance to hold
further training
door longer
around disability /
access
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3. Antisocial Behaviour on the DLR
Local Voices recognize there is a whole body of work to be done on this subject and its impact on disabled
passengers (this also applies to the rest of London’s public transport network).
Local Voices define and include, within antisocial behaviour, any passive aggressive behaviour that is done
deliberately and has a negative outcome on other passengers. Common examples include ….
 Seat blocking
o Sitting across seats (seat hogging)
o Bags on seats
o Feet on seats
 Not clearing seats, when they are required but before being asked
 Aisle and vestibule blocking
 Bicycles and attitude if cyclists
 Loud music – speaker or headphones
 Smoking, alcohol consumption
 Threatening behaviour
Based on our experience





Antisocial behaviour is rife
Much of it goes unreported
PSA’s do not challenge much of the lesser stuff
Better signage and other prevention methods would lessen antisocial behaviour
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4. Notes
The Local Voices team are available and willing to work with TFL and / or DLR to help formulate an action plan
to improve the access (and other) issues we have raised. All comments / suggestions are welcome !

Video edits from the assessment are available on U tube at
https://www.youtube.com/watch?v=T1UgdyyXseM

Related Report on Public Toilets is available and video is at
https://www.youtube.com/watch?v=AllvA93J9jY&feature=youtu.be

Special thanks to Alyssa Kustenbauder for her great admin. support on the day and beyond

Rob Johnson
rob.johnson@real.org.uk

74

TRANSPORT ACCESS ASSESSMENT
Date : 18/06/15 (main)
Venue : Stratford Station

Background
Local Voices has had a steady stream of incidents reports, over the past few months relating, mainly, to issues
around the provision of public toilets. Because of the high volume of complaints Local Voice sent in mystery
shoppers to investigate.
Anecdotal - Passenger Usage
In 2011/12,Stratford station had a mean average,
per day ……
 59,719 passenger entries / exits
 5655 passenger interchanges
(figures from Guardian, April 2013)
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Report Findings and Recommendations
Public Toilets - just inside behind main concourse
Work Area

Problem

Background

Solution

Toilets unable
to cope with
demand
(capacity
issues)

Toilets frequently
closed and no
alternatives offered

Stratford, clearly, needs more than a
single facility. The actual resource is tiny,
for a station the size of Stratford.

Take other facilities out
of mothballs and
reopen. Create new
larger facilities capable
of coping with the
demand. This is a very
large station and need
more toilets.

Queues are frequent
and cause access
problems themselves

Plumbing issues

Most of the closures appear to be caused Maintain this facility
by blockage, no doubt caused by available better.
resource being hopelessly inadequate

Signage ‘closed due to
vandalism’

We never saw any evidence of vandalism
– one mystery shopper was ushered out of
the toilet because the single pan was
blocked. Toilets were then closed and
vandalized sign stuck in front

Stop blaming your
customers (never a
good thing) for your
inability to provide. an
adequate resource
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A locked
resource

No information on how
to gain access

Passengers are confronted with a locked
door despite there being a public toilet
icon above it. From other passengers, we
ascertained, that users had to speak to
staff on duty at the tickets barriers for the
PIN !

Access issue using a
PIN

Excludes many disability groups accessing
this resources

Access issues using
door / handle

 Some learning disability users would
be unable to remember a PIN
 Mobility impaired users – extra
difficulties going to and from the
ticket barrier
 Handle / PIN is too high for
wheelchair user
 Upper limb impaired users – both
PIN and door handle difficult to
operate
 Visual impaired user - PIN difficult to
operate

Remove the lock and
PIN - make sure these
public toilet are
accessible for all users
instead of trying to
actively discourage their
use

Be aware of the varying
access needs of
different disability
groups

Ask us to train your
people
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Poor Access

Facility too small

External access, the ante room and actual
toilet areas are all far too small to allow
proper access for disabled users and also
cause additional congestion

See first entry

Disabled toilet not
available - locked

We understand, this has been closed for
many months

Get this facility
functional and in use

Poor maintenance is the part cause of
some of the plumbing issues and
subsequent closures

Regular maintenance
would help to alleviate
these issues

Poor
maintenance
Signage

Signposting poor
causing difficulty for
disabled users to
locate toilets

We have found no signage advising
passengers where the public toilets are
located, anywhere on the station.

Good clear and regular
signage throughout the
station. At very least,
wherever you are
signing exits, do the
same for toilets

Staff Attitudes

One mystery shopper
raised issue of access
(locks, PIN numbers)
with barrier staff

. .. was told them lot have their own toilet
over there (pointing to Jubilee line
concourse)

Major issues around
customer service,
disability and access

78

Mystery shopper
advised most disabled
user did not have a
RADAR key

… was told all passengers should think
themselves lucky to have any toilets
available, at all !

Mystery shopper asked This was refused with no reason given
to speak to speak to
station manager /
supervisor

issues. Legal obligation
(Equalities Act)
Ask us to train your
people
Ensure duty manager
available to customers
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Disabled Toilets – located on the Jubilee line concourse, RADAR users only
Anecdotal – Radar Key Scheme
Estimated RADAR users - 234,000 *
People with a limiting long term illness, impairment or
disability – 11,000,000 +
Percentage of above with RADAR keys - 2.1 %
* estimate based on figures from Disability Rights UK
+ DWP, Jan 2014

Work Area

Problem

General access

A little hidden away
and poorly signed.
Actual access was
OK

RADAR key

Lock mechanism
appeared to be
seized up

Background

Solution
Better signage (see
other notes on this
topic)

Difficult to get the key in the lock, difficult
to unlock. Wheelchair user was unable to
do this. Non wheelchair user was able to
do this but with difficulty

Make sure the current
lock / key system is
accessible or abandon.
Use fob system rather
than a key for access
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External door

Disabled Toilet

Cannot open door
and move wheelchair
out of the way at the
same time

Was not possible for a wheelchair user to Maintain the door and
open the door and move out of the way of ensure it is accessible
the door, at the same time, however ….. for all disability groups,
at all times OR

Door would not move
even for nonwheelchair user

… this may have been due to the fact the
whole door was seized up and immobile

Have door open
automatically when
accessed

Never got access – will assess when we
do
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Appendix 4 - Local Voices newsletter
Local Voices Newsletter
OCTOBER 2015
Adult Social Care Saving Proposals Have Your Say!

This newsletter includes:


Adult Social Care Saving ProposalsHave Your Say!

Ongoing cuts to local government funding mean
that the London Borough of Tower Hamlets is
forecast to make £63million savings to the
council's budget over the next three years. To
balance the council's budget for next year (16/17),
they have developed a set of savings options that
we are now putting forward for public
consideration.



Are You Interested In Monitoring Health
& Social Care Services?



Becoming an Active Member and
getting involved, directly, in Local
Voices, other volunteer opportunities



Help with problems you have on public
transport

They are asking residents, stakeholders and
service users to consider what the impact might be
from a change to the way that a service is
delivered. This is a real opportunity to influence
the direction in which the Council will proceed
with these proposals. Please come along to our

Had Problems On Public Transport?
Not Sure What To Do?

Consultation event to hear about the proposed
saving options across Adult Social Care services
and let us know how they will affect you or

Local Voices Incident Reporting Line will help

somebody you know.

about. For example, pavements, taxi cards, etc.

Local Voices will be facilitating this
consultation on Friday, 30th October between

you deal with issues you have with public
transport and other access issues when out and

Let us know what happened and we can report
these problems and help you get a resolution

10:30 and 12:30, here in the Council Chamber at
Jack Dash House. You don’t need to pre-register

For more information or take part

but if you can let us know beforehand it would help

contact Henry.Stone@real.org.uk or

to manage numbers

call Henry on 020 7001 2180 (line staffed

This Is Your Chance – Don’t Miss It!

Tues am and Thurs pm, message service
rest of team – leave a message and
82we will
get back to you)

Looking to
Volunteer? Join Our
Little Team!

Want To Get More
Involved in Local
Voices?

Are You Interested In
Monitoring Health & Social
Care Services?

Real is looking for

Why not become an

Enter and View is the opportunity

volunteers to join our

Active Member and get

for Tower Hamlets residents to visit

reception team. We need

involved in various

health and social care services and

a hand from volunteers to

projects around transport

talk to patients and users about

help greet and meet our

access, health and social

their experience. The information

visitors, handle phone calls

care. We have lots of

that is gathered is then used to

and other office support

interesting opportunities, do

make recommendations to

tasks.

as much or as little as you

commissioners and service

For more information

want. This is your chance to

providers.. The next training session

contact

make a difference for the

is 17th November, 10:00 -1;30, at

Rob.Johnson@real.org.uk

local disabled community

Mile End Hospital

or call Rob on 020 7001

For more information

2176

To confirm your attendance or for

contact

more information, please contact

Rob.Johnson@real.org.uk

Shamsur Choudhury on 020 8223

or call Rob on 020 7001

8750 or by emailing

2176

shamsur.choudhury@healthwatc
htowerhamlets.co.uk by the 10th
November 2015.

Local Voice active members facilitate the Open Forum discussion at
the Borough’s Accessible Transport Day
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