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Swindon Borough Council and NHS Swindon   
Diversity Impact Assessment for Review of Dial a Ride Services Support 
1  What’s it about?                                                                                     Refer to equality duties 
What’s it there for? What’s it set up to deliver? What’s the proposed change? What do you want to 
achieve? 
In view of the budget pressures facing the Council the existing strategy for financially supporting 
bus services (as set out in the Local Transport Plan 2011) is to be reviewed. Although this review 
includes conventional bus services a separate DIA has been produced to cover that specific 
service area. 
The Council provides a Dial a Ride service (through a contract with Swindon Dial a Ride). It 
provides transport services for any individual within the Swindon Borough Council area who is 
unable to use conventional public transport due to disability.   
All users must be pre-registered. All users must qualify based upon disability. All services must be 
pre booked. They use vehicles that are adapted to the needs of the clients with drivers that are 
trained to attend to the needs of the client group. 
There are four services – 

1. Dial a Ride bus – A pre booking, door to door bus service, wheelchair accessible, to any 
location within the Borough of Swindon upon request. Service operates between 0730 and 
1815 on Mondays to Fridays and between 0830 and 1745 on Saturdays. No service on 
Sunday, Bank and Public Holidays. Operated by mini bus which can be shared with a 
number of users. 

2. Dial a ride car service – Door to door taxi-type service, wheelchair accessible, to any 
location within mainland United Kingdom. Service to operate between 0900 and 1630 on 
Mondays to Fridays and evenings and weekends by arrangements. 

3. Shopperbus – Door to door, flexibly routed timetabled service to pre-defined locations 
within the Borough of Swindon as detailed below: 
Monday: Wroughton, Hodson, Chisledon, Badbury and any other rural area of the Borough 
to Sainsbury’s Bridgemead and the West Swindon Centre  
Tuesday: West Swindon area and Sheltered Housing in Old Town and Rodbourne to the 
West Swindon Centre, Sainsbury’s Bridgemead and Morrisons 
Wednesday: Stratton St Margaret Parish* to Sainsbury’s Stratton and Sheltered Housing in 
Moredon to Sainsbury’s Bridgemead. 
Shared with other users and operated on demand. 

4. Excursions – Day trips led by demand and interest from the regular registered users of the 
Dial-a-Ride services. Costs are paid totally by the regular registered users attending the 
day trip. There are usually at least two trips per month but each month will depend upon 
demand and interest. Offering leisure/social facility for users on a limited number of days 
per year. 

Additional services ancillary to the main operation are – 
Group Transport Hire 
Hiring wheel chair accessible minibuses to any non-profit, educational, community and 
voluntary groups in the Borough eg Scouts/cubs, lunch clubs, stroke clubs. The hirer 
provides a suitably qualified and trained driver. Service operates 24 hours a day, 7 days a 
week, 365 days per year. 
Access car 
This service offers a wheelchair accessible car for self-drive hire. The car can be used for 
journeys of any length and can be hired for any period of time. Using this scheme enables 
families or small groups with a member with disabilities to travel together in the same vehicle. 
Service operates 24 hours a day, 7 days a week, 365 days per year. 
 MiDAS Driver Training  
Minibus driver awareness scheme (MiDAS) is provided free to drivers who wish to use the 
vehicle hire service above for an educational, community or voluntary group and are not 
MiDAS trained.  
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The service aims to provide these “mobility impaired” clients with access to services and facilities 
on a basis that is more equal to the access enjoyed by those who can use ordinary bus services 
or have their own transport. The journey purposes may involve accessing employment, medical 
appointments, shopping, non-statutory education, leisure and social activities. 
Fares are charged. Concessionary Travel vouchers issued under the Council Concessionary 
Travel Scheme are accepted. Vouchers are issued as an alternative to bus passes – some users 
(who can manage to use ordinary buses for some trips) claim the bus pass instead of vouchers 
and then pay cash for the Dial a Ride service. 
Proposed Change - The service provision has been reviewed as part of the tender procurement 
process and will be tendered during December 2012 to ensure a new contract is in place for the 
1st September 2013 when the existing one expires. This will also include an option to reduce the 
service to meet the savings target as part of the annual Council budget review process for non- 
statutory functions. 
The Council wishes to ensure that scarce resources are directed at the services that have the 
greatest impacts in terms of delivering its strategic objectives. 
What potential is there to meet the equality duties?  

Table 1 sets out the projected increase in the elderly population of Swindon through to 2022. It 
shows the higher increase in elderly people compared to the general increase in population 
levels. The percentage increase in the number over 85 year olds is particularly significant. The 
ability to meet the transport requirements of a growing population of older people is vital to 
them retaining a high quality of life as their income, health and mobility levels change.  

Table 2 sets out information from the 2001 Census on household car ownership in Swindon. 
There are significant variations from the Swindon average figure of 22.1% of households 
without a car. In some areas less than 10% of households are without a car while in other 
areas over 40% have no car. Those areas with the highest number of households without a 
car are also those that are high on the index of multiple deprivation.  While these areas tend 
to have a good conventional bus service, access to services will be a problem for those in the 
many households without a car where people with disabilities are unable to use conventional 
buses. Dial a Ride services will therefore be particularly important in such areas for reducing 
inequalities in access to services between economic groups as well as between disabled and 
non-disabled. 

Amongst the largest barriers to mobility are physical difficulties associated with walking and 
accessing public transport. Common concerns include:  

 Poor condition of pavements;  
 Inadequate crossing facilities;  
 Boarding/alighting buses. 

Lack of awareness, particularly awareness of special transport schemes like Dial-A-Ride and 
Shopmobility, can mean that those with the greatest need fail to benefit from services that 
have been specifically implemented to help them. Older people worry more about their safety 
because they are likely to be more severely injured, take longer to recover and suffer greater 
psychological impact than a younger person in a similar incident.  

Information from the Department for Transport: ‘Understanding the Travel Needs,  Behaviour 
and Aspirations of People Later in Life (2007):  

 
• The policy implications suggested as an outcome of this report, recognise the importance of 

factors other than age in shaping transport use patterns in particular in relation to health 
status and cost.  

• Transport is important to older people for basic needs (e.g. reaching basic services etc) but 
also to psychological and emotional needs, visiting friends and family and integrating within 
the local community.  

• Barriers to using public transport caused by declining health need to be removed through 
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changes in bus design and transport staff training.   
  

 Information taken from the Department for Transport on ‘disability and transport difficulties 
faced by disabled people’:  
In the UK, the Disability Discrimination Act 1995 defined a disabled person as someone who 
has a physical or mental impairment that has a substantial and long term adverse effect on his 
or her ability to carry out normal day to day activities.  In Britain 22% of adults are covered by 
the Disability Discrimination Act and around one fifth (6.9 million 19%) of people of working age 
have a long-term disability.  The Swindon Borough Council data highlights that 15.26% of the 
population have some form of disability.   

 
 
 
 
 
 
  
 

  
Future disability projections: 
Whilst the Swindon rates of visual impairments are comparable to the South West region and 

England, an ageing population will result in an increasing number of people with visual 
impairments in the Borough.  For example for the over 65 years aged group, the number of 
citizens will increase from 2 467 in 2010 to an estimated 2 654 by 2013.     

 Approximately 3% of the Borough’s population aged 16-64 years have moderate to severe 
learning disabilities and this figure is due to rise as the population increases.   Trends of this 
nature will need to be taken into consideration with the provision of the mainstream public 
transport services.   

 
The Transport Advisory Committee Study on the Attitudes of Disabled People to Public Transport 

(2002) 
• Disabled people travel a third less often than the general public.  
• Disabled people drive cars less often, and are less likely to have one in the household.  
• The most common mode of transport for disabled people is a car driven by someone else.  
• Almost half of disabled people use some initiative for disabled people to make travel easier. 
• 13% do not find it easy to get travel information on any kind of travel service. However, 

overall 39% felt well informed during journeys and 48% do not.  
• In many respects the transport priorities of disabled people differ very little from the general 

population and their main requirement is for frequent and reliable services.  
• Other requirements relate to the softer aspects of public transport such as improving staff 

attitudes to people with disabilities and training staff in dealing with people with disabilities. 
 

Evaluating the Impact of the Disability Rights Commission, The Office for Public Management, 
September 2007 

Evidence collected as part of this evaluation suggests that disabled people’s confidence in 
using public transport is significantly lower than that of non-disabled people.  Disabled people 
are 4 times more likely to lack confidence in using public transport services than non-
disabled people (26 per cent compared to 6 per cent). However a limitation of this source is 
the lack of comparable data for previous years on the specific question of confidence.  This 
means it is not possible to track change over time. 

 
There is evidence that the physical accessibility of public transport (and buses in particular in 

some parts of the country) has improved during the lifetime of the Disability Rights 
Commission (DRC), which is likely to have helped to improve levels of confidence.   

 

Population by Disability (Long Term Limiting Illness) for the Borough of Swindon 

 2001 Census Mid 2007 projected 
estimate

Mid 2008 estimate 
based on 2007 data

Disabled 27476 15.26% 29306 15.26% 29900 15.26%
Non-disabled 152575 84.74% 160173 84.74% 163000 84.74%

Total 180051  189479 192900 
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What equality benefits does it create? (for people, organisation etc…) 
 
It allows people who are disabled and have no use of a private car and who are unable (or find it 
very difficult) to use conventional bus services to be able to access services and facilities in a way 
more equal to that enjoyed by able bodied people. It also allows them to remain independent from 
relying on carers to provide for their needs. The ability to remain independent and to socialise 
away from the home may have links to issues such as dignity, mental well being and life 
expectancy. 
There are potential, unquantified benefits to the NHS and local authority around avoiding 
expensive provision of home care services, hospital admissions and other adult social care 
interventions arising from allowing people to live independently. 
In May 2012 Dial a Ride carried out a survey of its users. Amongst the questions asked was “What 
benefits do you get from Using the Dial a Ride services”. The results are shown in table 5. The two 
main benefits were –  
being able to make and keep health appointments 
remain independent from domiciliary care 
This supports the view that provision of Dial a Ride enables clients to maintain their independence 
and continue living in their own homes. 
What are the barriers to meeting this potential? The greatest barrier to realising the full potential 
benefits of the service is the cost of this type of provision and the availability of funding from the 
Council as the fares are unable to cover the operating costs. 
 

 

2  Who’s it for?                                                                                           Refer to equality groups 
Who is expected to benefit or use the service (internal/external)?  
The following groups are entitled to register to use the service – 
People of any age with mobility difficulties;  
People of any age with visual difficulties;  
People with severe learning difficulties (provided the person can travel on their own or is provided 
with an escort throughout the journey);  
Escorts and guides travelling with a registered user.  
The service is restricted to those who are disabled. None of the other equality groups are intended 
to benefit expect where they are also disabled. Elderly people (particularly those at the upper end 
of the age range) are more likely to also be disabled than other members of the community. 
 
What do you know about them (evidence)?  
There are currently 2103 individuals registered with Swindon Dial A Ride to use the services. All 
have disabilities; 25% are male and 75% female; 25% are under 65 and 75% over 65. Ethnicity is 
not recorded. Table 3 sets out the age profile of the users of Dial a Ride services in June 2012. 
Table 4 sets out the number of journeys for each of the four services, by postcode area, for June 
2012. 
During 2011/12 Dial a ride bus and car services provided 25,220 single passenger trips (an 
increase of 1.3% from 2010/11). Of the Dial a ride journeys completed 24% were made by 
wheelchair users. The number of journeys made by wheelchair users increased by 8% from 5,662 
in 2010/11 to 6,124 in 2011/12. These figures have been achieved against a 4.8% reduction in 
operating hours over the same period. 
In the May 2012 user survey a question was asked about how often clients use the Dial a ride 
services. Out of 271 responses, 7 used it every day, 113 at least once a week, 43 at least twice a 
week, 107 occasionally. 
 
Who is missing or may find it difficult to use the service? Demand for Dial a Ride services is 
known to exceed the service provision that is available. Registered users have reported that they 
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are often unable to book the service they require because it is fully booked. The requirement to 
book in advance also restricts the freedom of users to make late arrangements or be flexible about 
their plans. There is likely to be suppressed demand because of the perceived difficulties in 
making a booking due to the service often being fully booked. In addition the restricted hours of 
operation mean that the benefit of the service is only available for users for part of the day and 
week. 
 
Do you know why? Availability of funding means that the contract let by the Council only provides 
for restricted hours of operation and numbers of vehicles available. 
 

 

3  Impact                                                          Refer to dimensions of equality and equality groups 
Show consideration of: age, disability, sex, transgender, marriage/civil partnership,

 maternity/pregnancy, race, religion/belief, sexual orientation
 and if appropriate: financial economic status, homelessness, political view

Is there any potential or real issue which will stop some groups or people getting involved? 
(adverse impact) 
Removal of the service is likely to have an adverse impact on people who do not have access to a 
private car and are disabled to the extent that they find it difficult or impossible to use conventional 
public transport services. However in considering where a service revision could be made and 
reduce its impact overall it was decided to concentrate on the dial a ride core service within the 
Borough only and with the supplier providing their own choice of vehicle between 4 and 16 seats. 
The facilities for excursions, group transport hire, access car and MiDAS training would be 
withdrawn. This action would minimise the effect on service users as excursions are an extra 
facility which can be done commercially by an operator and not a key essential service, the groups 
can still hire transport they just have to pay for it, MiDAS training would have to be paid for but the 
training is available elsewhere in the Borough/County and would have to be paid for, while the 
access car loss would be minimal. Commercial car hires although a cost would be an alternative to 
the Access Car. The Shopperbus service is to be renamed and tendered separately to make it 
more attractive to bidders and sustainable financially. 
Is that reasonable?  Can it be justified or mitigated? 
The degree to which removal of the service will have an adverse impact is unproven. There is no 
firm evidence that some or all of the clients could not manage in other ways or that it would reduce 
independence or result in more need for “home care” services. 
Without the service users would need to find alternatives. Improvements to bus stops, bus design 
and bus driver training may make conventional buses a better option for some disabled people. 
Distance to bus stops from home and lack of confidence remain issues. 
Service users may be able to use taxis – but costs are an issue along with the level of skill and 
training of drivers for dealing with this user group. 
Otherwise clients will need to rely on friends, relatives or social services/voluntary organisations to 
bring services into the home or provide transport alternatives.  
However if only certain elements are removed as described previously the effect on users will be 
minimal as in many aspects the facilities would still be available at a cost and the effect will be 
mainly on groups rather than an individuals. 
How will this service be successfully delivered to a diverse group of people? (positive impact) 
There are no apparent positive impacts to equality groups that would arise from a reduction in the 
Dial a ride service. 
Is there any innovative thinking, working or technology that could improve delivery? 
It may be possible to refine the service to reduce costs and improve the effectiveness of the 
service – but this will require a better understanding of the needs of potential users and the 
prioritising of provision for those who will benefit the most. This is why we are exploring the option 
described in the tender as the best way to reduce costs but retain the key service. 
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What consultation has taken place? How has the consultation influenced the service?  
Consultation has not taken place at this stage in the budget setting process. 
 

4  So what?                                                                                  Link to business planning process 
What changes have you identified?  
Proposals have been put forward by officers which will be part of an option in a forthcoming tender 
and a final decision will be made at the award stage process. This will depend upon how much 
budget Cabinet decides to make available, as well as the tender prices received. 
What will you do now and what will be included in future planning? 
The principles of the revised bus strategy have been put to Cabinet in October 2012 before 
consultation with operators. Details of the resulting priniciples to form a strategy will then be 
subject to consultation with stakeholders before final approval by Cabinet and application of the 
new policy from April 2013. The tender will be decided in April 2013. 
When will this be reviewed? 
The revised bus strategy will be subject to the views of Cabinet when they adopt it. 
The tender and options will be decided based on available budget and approval of the Council. 
 
How will success be measured? 
There may be metrics around hours of availability of services. There may be a value for money 
indicator around cost per passenger carried. 
The tender bids will show whether the current service is value for money or not. We will also 
depending upon available comparison, compare the cost of this service with those provided by 
other local authorities. 
 
 

For the record 
Name of person leading this DIA: Nigel Hale/Philip 
Martlew 

Date completed 

Names of people involved in consideration of impact :Gwillam Lloyd 
Name of director signing DIA: Gwillam Lloyd Date signed 
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Population Forecast – Swindon  
 
Table 1 Forecast growth in elderly population of Swindon 
 
Age Group 2010 2015 Projection 2022 Projection 
65+ 28,857 32,944 38,721 
75+ 13,892 15,556 19,391 
85+ 3,865 4,681 6,161 
Total Population 201,053 211,102 231,867 
 
Household Car Ownership 
 
Table 2 Households with/without cars (2001 Census) (Selected Wards) 
 
Area % households without a car 
Swindon 22.1 
Ridgeway 5.2 
Blunsdon 9.4 
Highworth 16.9 
Westlea 18.1 
Walcot 37.2 
Parks 41.6 
Penhill 44.8 
 
 
An overview of Dial-a-Ride services: 
 
There are currently 2103 individuals registered with Swindon Dial A Ride to use the services. All 
have disabilities; 25% are male and 75% female; 25% are under 65 and 75% over 65. Ethnicity is 
not recorded. 
 
Table 3 - A summary of the age profile of the users of all Dial-a-Ride services for June 2012 
 
 Age (years) 
Service <4 5-

11 
12-
16 

17-
18 

19-
64 

65-
69 

70-
74 

75-
79 

80-
84 

85+ Unknown

Dial a Ride Bus 0 3 3 1 335 102 159 259 366 579 5 
Dial a Ride Car 0 2 4 1 404 127 177 302 413 619 5 
Shopperbuses 0 0 0 0 19 13 33 49 77 124 17 
Excursions 0 2 2 1 235 74 105 187 242 323 6 
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Home locations of Dial-a-Ride Users (by postcode)  
Comment from Dial Ride: We are aware that there are higher concentrations of users in the older 
parts of Swindon and in the less affluent areas. 
 

 
Table 4 - A breakdown of number of journeys by postcode area for Dial-a-Ride services in 

June 2012 (provided by Dial A Ride): 
 
 
Postcode Dial a ride bus 

service 
Dial a ride car 
service 

Shopperbuses Excursions 

SN1 205 234 18 133 
SN2 393 440 74 265 
SN3 591 669 103 399 
SN4 148 166 48 82 
SN5 204 230 76 119 
SN6 63 71 1 44 
SN25 189 223 6 125 
SN26 9 11 0 2 
 
 
 
 

Table 5 – Results of May 2012 survey of Dial a Ride users 
 
What benefits do you get from using Dial a Ride services? 
Tick all that apply. Actual number of responses 273 
 
Access education courses 17 
Access employment (paid or voluntary) 14 
Make and keep health appointments 149 
Gain enjoyment from solitary or communal 
recreational activities 

83 

Access a larger range of retail outlets offering 
better choice and value 

114 

Able to visit family and friends 69 
Being with other people in a social setting 
makes me feel happy 

123 

Remain independent from domiciliary care 130 
 
 
 
 
 
 
 
 
 
 



 

 
 


