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We proactively work with other public transport operators 
who provide an interchange service at stations to ensure 
that accessibility of vehicles is a key factor. 

The majority of stations served by us have a taxi rank with 
wheelchair compliant taxis available. In addition to this, we 
offer a taxi collect service utilising fully compliant vehicles.  
Further details of this can be found on our web site and 
our Customer Service Team.

4.3 Car Parking Facilities

The majority of stations served by us have car parking 
facilities with disabled parking spaces with the exception 
of Sunderland Station that has no car park facilities.   
These dedicated parking bays are situated as close to the 
station entrance as possible. The station operators’ staff at 
each of the stations will assist disabled passengers as and 
when required.

 

Trains                                

We operate our train services with refurbished 
High Speed Trains (HST). When we refurbish our 
trains we take account of the Rail Vehicle Accessibility 
Regulations to improve accessibility or, where this proves 
to be impracticable, seek appropriate dispensation or 
exemption (as appropriate) from the DfT.

Our HST fleet have been refurbished to include dedicated 
priority seating which are bookable only by 
passengers who have a legitimate claim to use 
them.  Two designated wheelchair positions are available 
in our standard class coach immediately adjacent to our 
buffet vehicle.  An accessible toilet facility is also available 
within this coach.

5.1 Access to Trains 

We encourage people with disabilities to plan their journey 
in advance to allow us to make sure that they can travel in 
comfort and with confidence.  If you require assistance you 
are invited to contact us in advance by booking your journey 
at least 24 hours in advance, through our Contact Centre, 
our Web Site or by contacting the relevant station operator 
in advance of travel. Of course, we will do everything 
possible to ensure that you have the same level of comfort 
and confidence if you have not been able to book  
in advance.

A wheelchair ramp is on all our train services and at line of 
route stations. If you have booked via APRS, you will be 
assisted from the station onto the train by the relevant station 
operator’s staff. If you choose to travel on the day without 
making arrangements via APRS, you will be assisted by 
station staff and our on train team.

Our HST fleet has slam doors with narrow vestibule 
areas and aisles.  The majority of scooters have a wider 
turning circle than wheelchairs of the same size and are 
not therefore suitable to take on board these trains. We 
can however carry scooters that can be folded down into 
lightweight and easily manageable components and treat 
them as luggage. Our staff will be able to assist with the 
storage of the scooter but we would ask that you are able to 
load the scooter on or off the train.

5.2 On-Train Facilities

Our train services offer the following facilities –

• 	 Buffet Bar

• 	 Restaurant Service

• 	 At Seat Service via Trolley service in 
	 Standard Class

• 	 At Seat Service via On Board Host in First Class

• 	 Reservations

Car parking facilities 
with disabled  

parking spaces.
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• 	 Reservable priority seating with increased seat pitch

• 	 Passenger information via manual PA

• 	 Accessible Toilet Facility in Standard Class

• 	 On-Board Portable Ramp

• 	 Graphic Evacuation Signage

• 	 Colour Contrasting Grab Rails

Our on board team will do their best to make your 
journey as comfortable as possible. They will keep you 
informed about on-board services, any disruption/delays 
and the stations that the train is calling at by announcements 
through the train’s PA system. Our on board team have 
been trained to ensure they make clear consistent audible 
announcements. We will ensure that when the name of an 
approaching station is announced, consideration is given of 
the need to allow an adequate period of time for passengers 
to prepare to leave the train. If you have any problems 
hearing these announcements you should advise the on 
board team at the earliest opportunity, they will be happy to 
help you throughout your journey.

 

Service Disruption

If you have booked your journey through APRS 
we will attempt to contact you to notify you of any 
operational changes that may restrict your journey, for 
example late notice engineering works. Should operational 
changes result in a disabled passenger being unable to 
use our service, then suitable, alternative transport will be 
provided, at no additional cost to you.

When service disruption occurs en-route, our Senior 
Conductor will keep passengers informed and if 
necessary review assistance arrangements for disabled 
passengers as necessary.

All Stations have an individual evacuation plan that 
describes its procedures to be adopted in the event 
of a fire, security alert or similar incident. The Station 
Operators staff are trained in these procedures.   
Similarly, our on board teams are trained and assessed 
on evacuation procedures from trains. Where it becomes 
necessary to undertake an emergency evacuation of 
one of our trains, the Senior Conductor will make 
the necessary arrangements for passengers who 
require assistance.

6.1 Alternative Transport

In times of disruption, we will do everything possible to 
minimise delay and inconvenience to you. We will ensure 
that when replacement buses and taxis are required, they 
are fit for purpose and no additional costs will be passed 
on to you.

Details of planned engineering works may be obtained 
from the notice boards at the stations we call and from 
National Rail Enquiries on 08457 48 49 50. or when 
booking through our Contact Centre.

Staff Training

We are committed to the training and development 
of our staff. As part of our training commitments, our 
staff will undertake disability awareness training. The 
training courses will be reviewed and updated in line with 
industry legislation, in partnership and consultation with 
local disabled persons groups and where any material 
changes take place to our rolling stock or facilities.

Our staff are trained to: -

• 	 Understand the term disability and the commercial 	
	 and humanitarian implications of disability awareness

We are committed to the 
training and development

of our staff.
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• 	� Understand the legal obligations that apply to the 
service we provide and how they impact upon  
staff roles

• 	� Ensure they use the correct language and terminology 
when communicating with disabled passengers

• 	 Increase awareness of disability through a range 		
	 of training tools and simulation

• 	� Have an understanding of the correct techniques 	
to use when offering and providing assistance 	
especially those involving manual handling such 	 
as ramps and wheelchairs

• 	 Understand that an increasing number of disabled 	
	 passengers choose to travel independently

• 	 Understand the role of assistance dogs in dealing 
	 with blind and deaf people and those suffering 
	 from epilepsy

We have developed an on board service specification for 
our staff which will be regularly reviewed. The specification 
includes a section on assisting passengers with special 
needs.  We will ensure that refresher training is undertaken 
at regular intervals to ensure we meet 
our specification at all times.

Communication of DPPP

We will ensure that the Policy will be made 
available on request free of charge. 
You can obtain a copy from :

Grand Central Railway 
Customer Services 
17 Museum Street 
York 
YO1 7DJ

Telephone:   0845 603 4852 (lowcall)

Station posters are on display at all stations at which our 
services call detailing our company contacts details. 

You can also find the policy on our web site 
www.grandcentralrail.com

The Policy is also available in large print format, 
Braille and on Audio CD.

A concise passenger version of our DPPP will be 
available within three months of obtaining approval 
of our DPPP from the Authority.

National Rail Standards

We have adopted the ATOC National Rail 
Standards where relevant as a guide to best practise 
and we will be involved in the development of improved 
processes to support these standards.  Where there are 
differing in Standards in the DfT’s ‘Train and Station 
Services for Disabled Passengers - A Code of Practice’, 
we will always follow the Code.

 

Consultations Arrangements

We recognise the importance of liaison with 
groups representing the interests of disabled 
people. Our Directors and Seniors Managers will 
represent the business at local and National forums 
as appropriate.

No changes will be made to the DPPP without prior 
consultation through the appropriate forums, which 
include DfT, Passenger Focus and DPTAC (Disabled 
Persons Transport Advisory Committee).

We recognise the 
importance of liaison  

with groups representing 
the interests of  
disabled people.
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Managerial Arrangements

Our DPPP is approved by the Board of Grand 
Central Railway Company Ltd. The DPPP will be the 
direct responsibility of the Operations Director who will 
have responsibility for integrating the arrangements into the 
company business plan and other management processes, 
including measurement of company’s progress against its 
accessibility goals.

The Operations Director will ensure that the DPPP is 
integrated into business plans at the planning stage of all 
major projects. He/She will ensure the requirements of 
passengers with special needs are represented at Grand 
Central Board level and that briefings will be cascaded 
throughout the organisation.

Managers and Staff are made aware of their specific 
responsibilities through the training programme detailed 
in Section 7 and through a team brief process. The 
team brief process provides the opportunity for staff to 
be kept up to date in developments concerning disabled 
passengers and in addition provides a viable feedback 
process.

Costs and affordability of proposed projects to enhance our 
trains and facilities will be appraised by the Board. Relevant 
appraisals will include evaluation of potential accessibility or 
other improvements to meet the standards recommended 
in the Code. Such benefits will be specifically highlighted 
in investment proposals and appraisals to enable further 
consideration to be given in the event that normal financial 
criteria cannot be met.

To comply with the company’s compliance with 
accessibility an annual report will be sent to the DfT on 
the anniversary of the approval of this DPPP detailing 
progress made in achieving our objectives and high lighting 
any difficulties that have been experienced in delivering the 
commitments contained within the DPPP.

The DPPP is a live document, and we will review it 
annually through its managerial group before submitting 
it for approval to the DfT. The group will specifically look 
at progress towards improvements, recommendations for 
changes, comments received from users and evaluation 
of use of technological advancements.

Contacts

General Enquiries 
For Grand Central Railway information visit: 
www.grandcentralrail.com or 0845 603 4852.

For Grand Central Railway Assisted Travel call our 
Contact Centre on 0844 811 0072. 
text phone 0845 305 6815. 
Opening Times are 0800 until 2200 
(Monday to Sunday).

Or email at assistance@grandcentralrail.com

For Customer Services please write to:

Grand Central Railway Company Ltd 
17 Museum Street 
York 
YO1 7DJ .

or call 0845 603 4852.

For National Rail Enquiries please call: 

08457 48 49 50. 

Our DPPP is approved 
by the Board of Grand 

Central Railway 
Company Ltd.
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Station Information

Northallerton

Lounges 
Secure waiting rooms with seating available on Platform 
1 and Platform 2. Open during ticket office opening 
times. Accessible for wheelchairs. Assisted wheelchair 
access via subway to platform 2.

Buffet 
Shop serving hot drinks and sandwiches.

Station/Platform Access, Wheelchair availability. 
Step free access to station, access to each platform via 
ramped subway. Wheelchairs available from within 
the station

Customer Information Systems 
Monitor only on Platform 1. No other Customer 
Information Systems at the station.

Disabled Parking 
Long stay – 121 spaces, including 10 disabled spaces.    
Disabled spaces have no safety zones. 

Short stay – 13 spaces, including 2 disabled, which also 
lack safety zones.

Pick-up Set-down points 
No designated area.

Ticket Office 
Monday – Saturday 0545 to 2000 and  
Sunday 0900 to 1830. 
Ticket office has an induction loop fitted.

Telephones 
A telephone box is located on the station. 
Not accessible for wheelchair users.

Toilets 
Gents and Ladies toilets only. There is no disabled toilet.

Secure waiting rooms
with seating.
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Thirsk

Lounges 
Secure waiting rooms with seating available on Platform 
1 and Platform 2.  Open during ticket office opening 
times. Not accessible for wheelchairs. 

Buffet 
No buffet

Station/Platform Access, Wheelchair availability. 
Step free access to station to platform at barrow crossing.   
(closed out of hours). Wheelchairs are available from 
within the station.

Customer Information Systems 
No system currently available.

Disabled Parking 
38 spaces, 2 are disabled.

Pick-up Set-down points 
No designated area.

Ticket Office 
Monday – Saturday 0600 to 1945 and 
Sunday 0845 to 1730. 
No induction loop fitted.

Telephones 
A card phone is located in the Booking Hall. The nearest 
public telephone is five minutes from the station.

Toilets

1 disabled toilet, but door is not wide enough to 
accommodate a wheelchair

Eaglescliffe

Lounges 
Waiting Shelter between Platform 1 and Platform 2. 
Accessible for wheelchairs. 

Buffet 
No buffet

Station/Platform Access, Wheelchair availability. 
Step free access to station platform. Wheelchairs are  
not available.

Customer Information Systems 
No system currently available.

Disabled Parking 
Car Park Spaces with no designated disabled space.  
Blue badge holders are able to park in the area free 
of charge.

Pick-up Set-down points 
No designated area.

Ticket Office 
No Ticket office. Un-staffed station. Tickets must be 
purchased on board the train.

Telephones 
The nearest public telephone is five minutes from 
the station.

Toilets 
No toilets.

Blue Badge Holders
are able to park in the area free of charge.
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Sunderland

Lounges 
No waiting rooms, however secure seating available on 
Platforms and station concourse. Accessible 
for wheelchairs 

Buffet 
No buffet, however a number of food outlets are 
available around the station concourse area.

Station/Platform Access, Wheelchair availability. 
Step free access to station and platforms. Wheelchairs 
are available from within the station.

Customer Information Systems 
Customer Information System on concourse  
and platforms.

Disabled Parking 
No car park spaces.

Pick-up Set-down points 
Adjacent to station entrance.

Ticket Office 
Monday – Saturday 0555 to 1855 and  
Sunday 0800 to 1730. 
Induction loop fitted.

Telephones 
A card phone is located in the Booking Hall.

Toilets 
No toilet facilities

Hartlepool

Lounges 
Secure waiting rooms with seating available. Seating 
available in ticket hall when ticket office is open. 
Accessible for wheelchairs.

Buffet 
No buffet

Station/Platform Access, Wheelchair availability. 
Step free access to station and platform. Wheelchairs 
are not available from within the station.

Customer Information Systems 
No system currently available.

Disabled Parking 
Spaces are available.

Pick-up Set-down points 
Front of station

Ticket Office 
Monday – Saturday 0725 to 1800 
Closed Sundays. Induction loop fitted.

Telephones 
A card phone is located in the Booking Hall.

Toilets 
1 disabled toilet.

Induction  
loop fitted.



London

Sunderland

York

Lounges 
Secure waiting rooms with seating available. 
Accessible for wheelchairs. 

Buffet 
Buffet facilities available throughout station providing hot 
and cold refreshments, hot food and snacks.

Station/Platform Access, Wheelchair availability. 
Step free access to station and platforms. Passenger lift 
available. Wheelchairs are available from within the station.

Customer Information Systems 
Customer Information System available on concourses 
and all platforms.

Disabled Parking 
Parking spaces available in long stay and short stay 
car park

Pick-up Set-down points 
Station portico

Ticket Office 
Monday – Friday 0530 to 2215 
Saturday 0545 to 2210, 
Sunday 0730 – 2210. 
Induction loop fitted.

Telephones 
Public telephone available

Toilets 
Disabled toilets available.

London Kings Cross

Lounges 
Secure waiting room adjacent to Travel Centre and 
Platform 8. Accessible for wheelchairs. 

Buffet 
Numerous food and refreshment outlets available.

Station/Platform Access, Wheelchair availability. 
Step free access to stations and platforms. Wheelchairs 
are available from within the station.

Customer Information Systems 
Customer Information System on main concourse 
and all platforms.

Disabled Parking 
No parking

Pick-up Set-down points 
At side entrance to station.

Ticket Office 
Open daily 24 hours. 
Induction loop fitted.

Telephones 
Public telephones available.

Toilets 
Available at this station.

Numerous food and
refreshment outlets 

available.



The train you’ve been waiting for.

For timetable information and to buy a 
ticket visit www.grandcenralrail.com 


