[submitted on underground mass transit operator’s website]

I am a wheelchair user.

Your Step Free Access Guide doesn't indicate that the [X station] to the [X line] is now operational. 

In addition, all the signs at the station say that the lift will be available "from summer [year]".

I therefore had no idea that I would be able to use the [X line] and assumed I would have to use the [Y line], changing at [Y station].

I checked in advance that there were no scheduled problems on the [X line] or [Y line], and there were none listed on the website.

I entered at the lift by the [X station] main entrance, then followed the signs for a quite considerable walk to the lift at the [X line].

I then discovered that the lift was out of order. The Station Supervisor stated that it was out of order since yesterday.

There were no signs in the ticket halls, the corridor etc. to indicate that the lift to the [X line] is out of order. So I had done a long push in my wheelchair for no reason.

The station supervisor suprised me by telling me to catch the [Y line], that the lift was now working, despite all the information on your website stating that there is still no step-free access to the line from [X station].

I therefore had to change line at [station]. I hadn't anticipated quite how much of a walk this would involve, down several streets and round the block.

I eventually arrived at [station] with minutes to spare for my train.

Whilst all staff were exceedingly pleasant and helpful, it is my conviction that through this I have been sorely let down and I have experienced discrimination as a disabled person in the following ways.

1) Failure to change your "step free access guide" OR the main [underground] map to indicate the new step free access to [train line] from [station]. I am sure that if access to able bodied passengers were now provided where it hadn't been previously, the publicity would have been updated much sooner.

2) Failure to change notices on lifts etc. at [station] that state access will be available "from summer [year]". I am sure, as above, that this would not happen for access arrangements for non-disabled people.

3) Failure to indicate throughout [station] complex that the lift to the [line] was out of order. I am sure that if the stairs to the [line] were blocked, announcements and signs would indicate this.

4) Failure to give due prominence to the broken lift on your website. Again I am sure that if the stairs were blocked your organisation would make this known more prominently on the website.

5) Failure of your staff to consider the extra long walk involved for wheelchair users changing lines at [station].

I'm disappointed that once again information about access to wheelchair users has not been given due consideration. This time, as well as being an unacceptable lack of thought regarding the impact of unpredicted service failures, it includes inaccurate and out of date information regarding permanent changes to the underground network.

It is clear in my mind that you have failed in several legal duties in addition to your failures to your duty to customer services. These include your duty to prevent undue difficulty to disabled people, your duty to make reasonable adjustments and your duty to promote disability equality, under the new Equality Act.

I request an apology, information on how you commit to prevent similar from happening in the future, an immediate update to your maps (particularly your step free access guide) and appropriate recompense for the inconvenience caused.

I request the above within 28 days or I intend to issue in the County Court for a declaration, an injunction and damages for injury to feelings.

Yours sincerely

Doug Paulley

[address]

