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APPENDICES

The contents of this Part 4 comprise text reproduction of the embedded files or
imported and referenced documents within the Schedules included within Parts 1-3.

Each item below has been referenced to the Schedule and Schedule paragraph
appearing within Parts 1-3.
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SCHEDULE 1, DEFINITION OF INITIAL TIMETABLE
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SUMMER FERRY TIMETABLES 2015
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SCHEDULE 4 PARA 1.4

FARES SUMMER 2016 FINAL DRAFT.DOCX

65







































































































































Executed Contract 22.08.16

Clyde and Hebrides Ferry Services
Contract for Provision of Ferry Services
Part 4 - Appendices

Hopscotch 24 £35.70 £17.85 |£175.50 [£87.75 £87.75 £175.50 £264.00 £175.50 £264.00 [£175.50 £264.00 £351.00
Hopscotch 25 £ 38.65 £19.35 |£185.75 }£92.90 £92.90 £185.75 £279.40 £185.75 £279.40 [£185.75 £279.40 £371.50
Hopscotch 26 £15.80 i£7.90 £82.50 £41.25 £41.25 £82.50 £124.00 £82.50 £124.00 [£82.50 £124.00 £165.00
Hopscotch 27 £31.55 £15.80 |£142.25 [£71.15 £71.15 £142.25 £213.40 £142.25 £213.40 [£142.25 £213.40 £284.50
\Whisky Hopscotch Kennacraig  [£28.45 £14.30 }£120.30 [£60.15 £60.15 £120.30 £180.95 £120.30 £180.95 [£120.30 £180.95 £240.60
\Whisky Hopscotch Oban £31.25 £15.70 |£137.80 }£68.90 £68.90 £137.80 £206.95 £137.80 £206.95 |£137.80 £206.95 £275.60
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COACH RATES 2017.DOCX

Rate per Metre
or part thereof,

Coach Rates 2017-18 RET thereafter (Inclusive

ROUTES RET Fixed Rate of driver) 6 7 8 9 10 11 12 13 14 15
Kennacraig-Port Ellen/Port Askaig £24.50 £7.44 £69.14 £76.58 £84.02 £91.46 £98.90 | £106.34 | £113.78 | £121.22 | £128.66 | £136.10
Tayinloan-Gigha £24.50 £0.58 £27.98 £28.56 £29.14 £29.72 £30.30 £30.88 £31.46 £32.04 £32.62 £33.20
Oban/Kennacraig-Colonsay £24.50 £8.42 £75.02 £83.44 £91.86 | £100.28 | £108.70 N/A N/A N/A N/A N/A
Port Askaig-Colonsay £24.50 £3.22 £43.82 £47.04 £50.26 £53.48 £56.70 N/A N/A N/A N/A N/A
Oban-Port Askaig £24.50 £12.20 £97.70 £109.90 | £122.10 | £134.30 | £146.50 | £158.70 | £170.90 | £183.10 | £195.30 | £207.50
Ullapool-Stornoway £24.50 £12.02 £96.62 £108.64 | £120.66 | £132.68 | £144.70 | £156.72 | £168.74 | £180.76 | £192.78 | £204.80
Oban-Coll/Tiree £24.50 £13.74 £106.94 | £120.68 | £134.42 | £148.16 | £161.90 | £175.64 | £189.38 | £203.12 | £216.86 | £230.60
Coll-Tiree £24.50 £2.76 £41.06 £43.82 £46.58 £49.34 £52.10 £54.86 £57.62 £60.38 £63.14 £65.90
Oban-Castlebay/Lochboisdale £24.50 £20.60 £148.10 | £168.70 | £189.30 | £209.90 | £230.50 | £251.10 | £271.70 | £292.30 | £312.90 | £333.50
Tiree-Castlebay £24.50 £11.04 £90.74 £101.78 | £112.82 | £123.86 | £134.90 | £145.94 | £156.98 | £168.02 | £179.06 | £190.10
Uig-Lochmaddy £24.50 £6.72 £64.82 £71.54 £78.26 £84.98 £91.70 £98.42 | £105.14 | £111.86 | £118.58 | £125.30
Uig-Tarbert £24.50 £6.72 £64.82 £71.54 £78.26 £84.98 £91.70 £98.42 | £105.14 | £111.86 | £118.58 | £125.30
Mallaig-Lochboisdale £24.50 £13.56 £105.86 | £119.42 | £132.98 | £146.54 | £160.10 | £173.66 | £187.22 | £200.78 | £214.34 | £227.90
Claonaig/Tarbert(+)-Lochranza £24.50 £1.16 £31.46 £32.62 £33.78 £34.94 £36.10 £37.26 £38.42 £39.58 £40.74 £41.90
Ardrossan-Brodick £24.50 £2.72 £40.82 £43.54 £46.26 £48.98 £51.70 £54.42 £57.14 £59.86 £62.58 £65.30
Ardrossan-Campbeltown £24.50 £9.40 £80.90 £90.30 £99.70 | £109.10 | £118.50 | £127.90 | £137.30 | £146.70 | £156.10 | £165.50
Brodick-Campbeltown £24.50 £8.66 £76.46 £85.12 £93.78 | £102.44 | £111.10 | £119.76 | £128.42 | £137.08 | £145.74 | £154.40
Wemyss Bay-Rothesay £24.50 £1.58 £33.98 £35.56 £37.14 £38.72 £40.30 £41.88 £43.46 £45.04 £46.62 £48.20
Colintraive-Rhubodach £24.50 £0.14 £25.34 £25.48 £25.62 £25.76 £25.90 £26.04 £26.18 £26.32 £26.46 £26.60
Tarbert-Portavadie £24.50 £0.80 £29.30 £30.10 £30.90 £31.70 £32.50 £33.30 £34.10 £34.90 £35.70 £36.50
Largs-Cumbrae Slip (Roundtrip) £49.00 £0.56 £52.36 £52.92 £53.48 £54.04 £54.60 £55.16 £55.72 £56.28 £56.84 £57.40
Oban-Craignure £24.50 £2.14 £37.34 £39.48 £41.62 £43.76 £45.90 £48.04 £50.18 £52.32 £54.46 £56.60
Lochaline-Fishnish £24.50 £0.44 £27.14 £27.58 £28.02 £28.46 £28.90 £29.34 £29.78 £30.22 £30.66 £31.10
Tobermory-Kilchoan £24.50 £0.86 £29.66 £30.52 £31.38 £32.24 £33.10 £33.96 £34.82 £35.68 £36.54 £37.40
Castlebay-Lochboisdale £24.50 £5.56 £57.86 £63.42 £68.98 £74.54 £80.10 £85.66 £91.22 £96.78 | £102.34 | £107.90
Ardmhor (Barra)-Eriskay £24.50 £1.36 £32.66 £34.02 £35.38 £36.74 £38.10 £39.46 £40.82 £42.18 £43.54 £44.90
Mallaig-Armadale £24.50 £1.16 £31.46 £32.62 £33.78 £34.94 £36.10 £37.26 £38.42 £39.58 £40.74 £41.90
Sconser-Raasay £24.50 £0.44 £27.14 £27.58 £28.02 £28.46 £28.90 £29.34 £29.78 £30.22 £30.66 £31.10
Lochmaddy-Tarbert £24.50 £7.14 £67.34 £74.48 £81.62 £88.76 £95.90 | £103.04 | £110.18 | £117.32 | £124.46 | £131.60
Berneray-Leverburgh £24.50 £2.20 £37.70 £39.90 £42.10 £44.30 £46.50 £48.70 £50.90 £53.10 £55.30 £57.50
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SHEDULE 4 PARAGRAPH 3.2.4
Home » News » Ferry discount for Blue Badge holders - Cheaper vehicle fares from October
2015

FERRY DISCOUNT FOR BLUE BADGE HOLDERS - CHEAPER VEHICLE FARES FROM
OCTOBER 2015

Blue Badge holders will be able to access reduced vehicle fares on the Clyde and Hebrides
Ferry Services (CHFS) network from October 2015, Minister for Transport and Islands Derek
Mackay has announced.

A new 25% discount for Blue Badge holders will be applied on Road Equivalent Tariff
(RET) vehicle fares, which are also due to come into effect across the whole CHFS network
at the start of the Winter timetable.

The discount will be available on car, motorhome and motorbike fares.

In cases where the new discounted RET fares are more expensive than the previously
available discount, the fares will be capped at the lower level.

The discount will be open to both islanders and non-islanders that hold a Blue Badge.
Mr Mackay said:

“We want our Islands and the attractions they offer to be as open and accessible as possible,
so I’m very pleased to announce these new discounted vehicle fares for Blue Badge holders.

“In cases where the new discounted fares are higher than the old ones, they will be capped at
the lower level. This means ferry travel continues to be attractive and affordable to everyone.

“Along with the introduction of lower RET fares across the CHFS network from October
2015, this is more evidence of the Scottish Government’s commitment to investing in our
ferry services and continued support for the Island economies.”

Publication Date:
Tue 28/Jul/2015
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SCHEDULE 5 PART E

CLASSES OF ASSET V.2.XLSL

Location |Class of Asset Category Sub Category
Equipment This wi‘II be brol.<en dovs./n into subcategories of equipment used on vessels for
Operating operating, repair or maintenance purposes.
Stocks This will be broken down into subcategories of vessel spares, engineering stocks
and stocks for operational purposes
This will be broken down into subcategories of equipment and inventory used to
Equipment support retail operations, catering operations, hotel services and the maintenance
Customer & Hotel Services of ‘cust.omer areas on the vessels : : :
VESSELS This will be broken down by sub category for retail, catering, hotel services and
Stocks customer area maintenance stock items. Stock for retail resale will not be included
but will be transferred on handover at prevailing wholesale value.
This will be broken down into sub categories to include items such as life saving
Equipment equipment, (life jackets, defibulators), safety equipment (oil spillage kits), fire
Health & Safety K i
extinguishers
Stocks Any Health & Safety stock items (such as first aid kits)
I Hardware This will be proken down into subcategories to include servers, laptops
Local Wifi LAN. Wifi
Buildings & other structures This sub category will include storage containers, storage cages and fuel tanks
Vehicles This sub category will include any vehicle used in the operation of the port
This will be broken down to further subcategories to list
Operating Equipment 1. plant and equipment used to support the operation of the ports.
2. Equipment used to support the operation of the office
3. Equipment used to support the operation of the Vessels
Stocks This will include fuel in tanks, and other stocks of consumable items
Equipment This will be broken down into subcategories of equipment and inventory used to
PORTS A support catering operations and the maintenance of customer areas at the ports
Customer& Hotel Services
Stocks This will be broken down by sub category for catering and customer area
maintenance stock items
This will be broken down into sub categories to include items such as life saving
Equipment equipment, (life jackets, defibulators), safety equipment (oil spillage kits), fire
Health & Safety K i
extinguishers
Stocks Any Health & Safety stock items (such as first aid kits)
This will be broken down into subcategories to include servers, laptops, mobile
IT Hardware .
devices etc
Buildings & other structures This sub category will include storage containers, storage cages and fuel tanks
Vehicles This sub category will include any vehicle used in the operation of the vessel
support operations
Operating Equipment This sub category will include equipment used in the workshop to support vessel
SUPPORT operations, equipment and furnishings used Support Services.
SERVICES Stocks This sub category will include spares and stocks of consumables used to Support
- Gourock vessel operations, and stocks of consumables used in support services.
HQ offices Health & Safety Equipment
and work Stocks
shop This will be broken down into subcategories to include servers, laptops, mobile
Hardware i
(Vessel devices etc
Support) Software
IT Communications WAN, LAN Wifi
Licenses A listof Licenses and end dates will be provided
IT Managed Services A list of IT managed services will be identified from the procurement register
IT Support Contracts A list of support contracts will be identified from the procurement register
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Engineering Equipment Hand tools

Engineering Equipment Power tools

Engineering Equipment Grinder

Engineering Equipment Lathe

Engineering Equipment Driller

Engineering Equipment Welding gear (torches, masks, gas canisters)
Engineering Equipment Electrical meters (multimeters, clamp meters)
Engineering Equipment Electrical cables

Engineering Equipment Washing station

Engineering Equipment Waste oil tanks and drums
Engineering Spares Engine spares

Engineering Spares Generator spares

Engineering Spares Auxiliary spares

Engineering Stores Fuel Oil

Engineering Stores Lube Qil

Engineering Stores Paint

Engineering Stores Rope

Engineering Stores Electrical (bulbs, fuses, wires)
Engineering Stores Metal (pipes, bars, rods)
Management Hardware Mobile phones

Management Hardware Server stack - Computer network (WAN/LAN)
Management Hardware Server stack - WiFi
Management Hardware WiFi infrastructure and masts
Management Hardware Monitors

Management Hardware Computers / laptops
Management Hardware Printers / scanners / fax machines
Management Hardware Data storage devices / USB sticks
Management Hardware UPS (uninterruptible power service) devices
Management Hardware Cabling (HDMI, power, connectors, other)
Management Office Equipment Laminators

Management Office Equipment Guillotines

Management Office Equipment Shredders

Management Office Equipment Lamps

Management Office Equipment Clocks

Management Office Equipment Cameras

Management Office Equipment Accessories (staplers, rulers, punches, etc)
Management Office Equipment Consumables (stationary, toner, staples, etc)
Management Office Equipment Filing cabinets

Management Security Keypad entry system
Management Security Swipe card entry system
Management Security ADS system with linked pagers
Management Security Metal detector wands
Management Security Lanterns / torches
Management Security Combination locks
Management Security Safes

Management Systems Fuel monitoring system (Engenei)
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Retail & Hotelling & Catering

Entertainment

Gaming machines

Retail & Hotelling & Catering

Entertainment

TV / monitors / display screens

Retail & Hotelling & Catering

Entertainment

Sound systems / speakers

Retail & Hotelling & Catering

Entertainment

Vending machines

Retail & Hotelling & Catering Furnishings Chairs and tables (not fixed to vessel)
Retail & Hotelling & Catering Furnishings Paintings / displays / art work
Retail & Hotelling & Catering Furnishings Framed notices / notice boards
Retail & Hotelling & Catering Furnishings Heaters (standalone)

Retail & Hotelling & Catering Furnishings Fans (standalone)

Retail & Hotelling & Catering Furnishings Dehumidifiers

Retail & Hotelling & Catering Furnishings Water coolers

Retail & Hotelling & Catering Furnishings Lamps

Retail & Hotelling & Catering Furnishings Clocks

Retail & Hotelling & Catering Galley Soup kettle

Retail & Hotelling & Catering Galley Panini press

Retail & Hotelling & Catering Galley Ice machine

Retail & Hotelling & Catering Galley Milk dispenser (Pergal)
Retail & Hotelling & Catering Galley Trays

Retail & Hotelling & Catering Galley Tray trolleys

Retail & Hotelling & Catering Galley Kettles / pots / pans / baking dishes
Retail & Hotelling & Catering Galley Cups / glasses / bowls / plates / saucers / jugs
Retail & Hotelling & Catering Galley Cutting boards / knives / utensils
Retail & Hotelling & Catering Galley Fridge / freezers

Retail & Hotelling & Catering Galley Oven

Retail & Hotelling & Catering Galley Range

Retail & Hotelling & Catering Galley Bain Marie

Retail & Hotelling & Catering Galley Deep fryer

Retail & Hotelling & Catering Galley Microwave

Retail & Hotelling & Catering Galley Toaster

Retail & Hotelling & Catering Galley Dishwashers

Retail & Hotelling & Catering Galley Glass washers

Retail & Hotelling & Catering Galley Coldroom

Retail & Hotelling & Catering Galley Heating rack / heating cupboard
Retail & Hotelling & Catering Galley Water boiler (boiling urn)
Retail & Hotelling & Catering Galley Potato peeler

Retail & Hotelling & Catering Galley Soap dispensers / cleaning stations
Retail & Hotelling & Catering Hotelling Irons /ironing boards

Retail & Hotelling & Catering Hotelling Cleaning stock

Retail & Hotelling & Catering Hotelling Mattresses / pillows

Retail & Hotelling & Catering Hotelling Linen / towels

Retail & Hotelling & Catering Hotelling Washing machines

Retail & Hotelling & Catering Hotelling Tumble dryers

Retail & Hotelling & Catering Hotelling Vacuums / carpet cleaners

Retail & Hotelling & Catering

Retail hardware

Registers and tills

Retail & Hotelling & Catering

Retail hardware

EPOS systems

Retail & Hotelling & Catering

Retail hardware

POS devices / card readers / imprint devices

Retail & Hotelling & Catering

Retail hardware

Printers / scanners / fax machines

Retail & Hotelling & Catering

Retail hardware

Compass & Storm ticket machines

Retail & Hotelling & Catering

Retail space

Coffee machine

Retail & Hotelling & Catering

Retail space

Display chiller

Retail & Hotelling & Catering

Retail space

Display shelving units

Retail & Hotelling & Catering

Retail space

Clothing / wearables

Retail & Hotelling & Catering

Retail space

Waste bins
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SUPPORT SERVICES AND WORKSHOP ASSET CLASSES

S §
g g
= G
»n ‘n
u o un
S 33
Buildings
Temporary
Structures Huts & Kiosks
Office Facility Equipment
Health & Safety
Equipment
Supplies
Workshop Vehicles

Sub Sub Class

Smoking Shelter
Bicycle Shelter
Motorcycle Shelter

Furniture, Storage, lamps, clocks

Notice Boards/White Boards/ Leaflet & Mag Racks
Electronic White Boards

Signage Fixed/portable
Paintings/Models/antiquities

Staff Kitchen Equipment & Supplies

TV

Air Conditioning Units/Fans/Heaters

Cleaning Equipment

Regulation Manuals

Copier/scanner/printer ( A roll out of Multifunctional
Devices by way of managed service may replace the
scanners and current devices)

franking machine

Guillotine

Laminator

Shredder

Safe

Evacuation chair

Fire extinguishers/blankets/buckets

First Aid box

Cleaning Consumables

Customer info/boarding cards/ticketing stationary
IT consumables, Stationary and other office supplies

general waste/recycling/cigarette bins

Forklifts
2500kg pallet truck
1000kg vestergaard pallet truck
pramac 1000kg pallet truck s/n10093286
2500kg centre point lift fork lift attachment
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Workshop Plant & Machinary

Hartridge injector tester
Guyson beadblaster
110v 9inch grinder
110v 4dinch grinder
110v Makita impact gun x2
110v Makita drill
Castle sound level meter ga214
Coolant system pressure test equipment
Skf vibration pen
Straightpoint load link 1000kg s/n dcl2259
Enerpac hydraulic pumps x 3
Enerpac 12 ton jacks x 4
Enerpac 20ton jacks x2
Enerpac 12ton hollow jack
Enerpac 5ton hollow jack
Enerpac 10ton pad jacks
startrite radial drill 1.4kw
colchester student 2500 lathe s/n308054
kitchen+wade radial drill s/n4224r3
hunger valve reface s/n 29506440
kwikway valve reface model sus-d
ridgid pressure test pump 1450
karcher pressure washer hds 7/10-4m
Large bupi cleaner s/n 11.160. 98L
bupi cleaner tl-80
ultrasonic cleaner
draper parafin cleaner
nilfisk alto hover model attix 30-0O1pc
powermatic heater model h608I1028
freeranger hf welder s/n 48631-1
forklift cage
200kg plate clamp
roebuck 60 ton press s/n 236310
1000kg loadlink s/n dcl2259
compair compressor
240v skf induction heater s/n 02 01 2070
110v skf induction heater
110v makita impact gun (2 of )
240v sip welder
kemppi minarcmig evo welder
110v makita drill
110v chopsaw
240v hika bench grinder
2000w honda generator
sealey 10ton press model yk30
videoray R.0.V (3 parts)
olympic borescope
F.G, Wilson 27KVA portable generator
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Workshop

Engineering Equipment

Oscilloscope, Iso-tech Isr620

Jigsaw, 110V, Dewalt Dw341

Battery tester, Act33 081016509

Temperature Calibrator, Ametek 650 Se

RCD Tester, Megger, Rcdt302

Impedence tester, Toa, Zm-104

Microwave leak detector, Robin, Tx-90
Microwave leak detector, Martindale 42328167
Microwave leak detector, Martindale 252-324
Equipment safety monitor, Esm, Esm 10/11
Fuse finding kit, Martindale, FD 600

Thermal printer, Act-300xp, 08080089

Hand held pressure tester, Si pressure instruments, TPI
Hand held pressure tester, Si pressure instruments, Htpi-ax 160950
Function generator, Jupiter 2010, 62884

Battery tester, Argus, Tp211050272

Antenna tester, Zetagi Mod 3122

Dual k type thermometer, RS 206-2788

Phase rotation tester, Dorman Smith, Mod 3122
Illumination tester, Iso-tech L783501 ilm350
Bench power supply unit, Tti, PI 330

Loop tester, Time electronics, Loop-mate 1 7006
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Port Office Facility Equipment

classification

Container Unit
Gas Cylinder Cage
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Bunded Storage

forklift/pallet truck
Port Van/car
tugmaster

Furniture, Storage, lamps, clocks

Notice Boards/White Boards/ Leaflet & Mag Racks
Signage Fixed/portable
Paintings/Models/antiquities

Staff Kitchen Equipment & Supplies

v

Air Conditioning Units/Fans/Heaters

Cleaning Equipment

Regulation Manuals

Copier/scanner/printer ( A roll out of Multifunctional

Devices by way of managed service may replace the
scanners and current devices)

franking machine
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Classification

Health & Safety
Equipment
Supplies

Port Operations Equipment

Sub

classification

Sub Sub Class

Evacuation chair

Cleaning Consumables Y
Customer info/boarding cards/ticketing stationary
IT consumables, Stationary and other office supplies Y

=<

Barriers/Traffic cones

Trafficline spray

Flood Lights/Portable lights

general waste/recycling/cigarette bins
Benches/Picnic Benches

Signage Fixed/portable

Measuring Sticks, tapes & lasers

Digital Camera

Weighbridge/portable weighbridge/scales
Ship to Shore and Port Radio & Comms Equipment Y
Mooring equipment

Oil/Water Pump

Passenger access system (Cmal) Y
Passenger Counting Machines

Pressure Washers

Gritting Equipment

Snow Shovels

Standpipe

Ladders

Tools

Torches/lanterns

Trailer

Trolley/barrow

Winch

Generator

< < =< =<

=<

Transformer

Car Battery Charger/Power Pack

Waste Oil Tank/Drum

Weather Monitoring

Wheelchair Y
Electric car charging Point (CMAL)

Ardrossan
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=<
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=<
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=<

=<
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=<
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=<

< < =< =< =< =<
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Classification

Health & Safety
Equipment

Supplies

Vessel Support

Operations

Retail Services
Assets

Equipment

Supplies

Retail equipment
Retail Stock

Sub

classification

Life belts/jackets
Life Buoys
De-fibrulator

Fire extinguishers/blankets/buckets

Sand buckets

First Aid box

First Aid training Dummy

Harness

Drug & alcohol testing kit
Oil Spill Kits & Equipment

Cleaning Consumables
Gangway Supplies

Gritting Supplies

Oil & Lub Supplies

Port maintenance supplies
Ropes

Vessel Maintenance Supplies

Fridges/Freezers

Hose

Oil/Water Pump

Weather Monitoring
Cleaning Consumables

Food Stores

Gangway Supplies

Oil & Lub

Vessel Maintenance Supplies

Retail equipment
Retail Stock
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Tiree
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Wemyss Bay
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Vessels [MajorVessels |MV Argyle Y Y Y Y Y Y
Major Vessels MV Bute Y Y Y Y Y Y
Major Vessels  [MV Cal ian Isles Y Y Y Y Y Y Y
Major Vessels  |MV Coruisk Y Y Y Y Y Y
Major Vessels  |MV Clansman Y Y Y Y Y Y Y
Major Vessels  |MV Finlaggan Y Y Y Y Y Y Y
Major Vessels  |MV Hebridean Isles Y Y Y Y Y Y Y
Major Vessels  |MV Hebrides Y Y Y Y Y Y Y
Major Vessels  |MV Isle Of Arran Y Y Y Y Y Y Y
Major Vessels  |MV Isle Of Lewis Y Y Y Y Y Y Y
Major Vessels  |MV Isle Of Mull Y Y Y Y Y Y Y
Major Vessels  |MV Loch Seaforth Y Y Y Y Y Y Y \
Major Vessels  |MV Lord Of The Isles Y Y Y Y \ Y Y Y
Major Vessels  |MV Lochnevis Y Y Y Y Y Y Y
Small Vessels  [MV Loch Dunvegan Y Y Y
Small Vessels  |MV Hallaig Y Y Y
Small Vessels  |MV Lochinvar Y Y Y
Small Vessels |MV Loch Shira Y Y Y
Small Vessels  |MV Eigg Y Y Y
Small Vessels  |MV Isle Of Cumbrae Y Y Y
Small Vessels  [MV Loch Alainn Y Y Y
Small Vessels  [MV Loch Bhrusda Y Y Y
Small Vessels  [MV Loch Buie Y Y Y
Small Vessels MV Loch Fyne Y Y Y
Small Vessels  [MV Loch Linnhe Y Y Y
Small Vessels [MV Loch Portain Y Y Y
Small Vessels  |[MV Loch Ranza Y Y Y
Small Vessels  |MV Loch Riddon Y Y Y
Small Vessels  |MV Loch Tarbert Y Y Y
Small Vessels  |MV Raasay Y Y Y
Unattended SlipJArdmhor
Port Ardrossan Y Y Y
Port Armadale Y
Unattended SlipyBerneray
Port Brodick Y
Port C own Y
Unattended SlipyCanna
Port Castlebay Y
Unattended Slip\Claonaig
Port Colintraive Y Y
Port Coll Y Y
Port Colonsay Y Y
Port Craignure Y Y
Unattended SlipyCumbrae
Port or Slipway |Eigg
Unattended Slip\Eriskay
Port Fionnphort
Port or Slipway |Fishnish
ticket office Fort William Y
port of safety  [Gourock Y
Unattended SlipJGigha
Port or Slipway |lona
Port Kennacraig Y
Port or Slipway |Kilchoan
Port Largs Y
Unattended Slip\Leverburgh
Unattended Slip\Lismore
Unattended Slip\Lochaline
Port Lochboisdale Y
Port Lochmaddy Y
Unattended Slip\JLochranza
Port Mallaig Y
Port or Slipway |Muck
Port Oban Y Y
Unattended Slip\Otternish
Port Port Askaig Y
Port Port Ellen Y
Port or Slipway |Portavadie
Unattended SlipJRaasay
Unattended SlipyRhubodach
Port Rothesay Y
Port or Slipway |Rum
Port Sconser
Port Stornoway Y
Port Tarbert, Harris Y
Port or Slipway |Tarbert, Loch Fyne
Unattended Slip\Tayinloan
Port Tiree Y Y
Port Tobermory Y Y
Port Uig Y Y
Port Ullapool Y Y
Port Wemyss Bay Y Y
Support Services Y Y Y Y Y Y
Gourock Port of Safety \ Y
Garvel Dock Gourock
Hi Trans Sites
Hi Trans Sites
Hi Trans Sites
Hi Trans Sites
Hi Trans Sites
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Unattended Slip{Berneray Y Y
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Port Castlebay Y Y Y
Unattended Slip|Claonaig Y
Port Colintraive Y Y Y Y
Port Coll Y Y Y Y
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Port Tobermory Y Y Y Y Y Y Y
Port Uig Y Y Y Y Y Y
Port Ullapool Y Y Y Y Y
Port Wemyss Bay Y Y Y Y Y Y Y
Support Services| Y Y Y y y Y Y Y
Gourock Port of Safety Y Y Y
Garvel Dock Gourock y
Hi Trans Sites Y
Hi Trans Sites Y
Hi Trans Sites Y
Hi Trans Sites Y
Hi Trans Sites Y

Ship to shore comms equipment
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SCHEDULE10 PARAGRAPH 1.1

HTTP://WWW.MACS-MOBILITY.ORG/DOCS/PUBS/VALUABLE/INDEX.HTM

Home » Public Transport » Concessionary travel » Mobility and Access Committee for Scotland (MACS)

MOBILITY AND ACCESS COMMITTEE FOR SCOTLAND (MACS)

MACS provides advice on the planning and regulating of transport facilities to ensure that they are accessible
for those with a disability.

MACS believes in a Scotland where anyone with a mobility problem due to some physical, mental or sensory

impairment can go when and where everyone else can and have the information and opportunity to do so.

This section provides information on what MACS does in its role in advising government and contains
information on the committee itself.

MACS has no staff but is supported by a Secretariat within Transport Scotland.
Choose a topic:

e Aims
e Annual Report
e \Workstreams

e Forthcoming meetings

e Minutes

e Members, Secretariat and contact details

e Public consultation responses

e Guide to information

Aims of MACS

e To give Scottish Ministers advice on aspects of policy affecting the travel needs of disabled people

e To take account of the broad views and experiences of disabled people when giving advice

e To encourage awareness amongst disabled people in Scotland of developments which affect their
mobility, choices and opportunities

e To work closely with the Scottish Government and ensure our work programme complements the work
being undertaken by the Disabled Persons Transport Advisory Committee (DPTAC), the Scottish Office

of the Equality and Human Rights Commission and other organisations, voluntary and statutory

agencies
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e To promote the travel needs of disabled people with transport planners and operators so that these are
fully taken into account in the delivery of services
e To monitor and evaluate the effectiveness of our work against the above aims and objectives in

improving travel opportunities for disabled people in Scotland.

Annual Report

e View the MACS Annual Report 2014/15
e View the MACS Annual Report 2013/14

MACS Code of Conduct

e MACS Code of Conduct

Workstreams

e 2015/16 Workstreams
e 2014/15 Workstreams
e 2013/14 Workstreams
e 2011/12 Workstreams
e 2010/2011 Workstreams
e 2009/2010 Workstreams
e 2007/08 Workstreams
e 2006/07 Workstreams

Meetings
The Mobility and Access Committee (MACS) meets quarterly in Victoria Quay, Edinburgh. Meetings commence

at 11:00 (refreshments from 10:45) unless otherwise indicated.

Dates of MACS meetings in 2016:

18 January 2016
19 April 2016
19 July 2016
e 18 October 2016

Members of the public are welcome to attend MACS meetings. The Secretariat requires a minimum of one
week's notice of attendance. Depending on the venue up to 5 places are available. Places will be allocated on a

first come, first served basis.

If you wish to attend please contact macs@scotland.gsi.gov.uk or telephone 0131 244 0848.
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HTTP://WWW.GOV.SCOT/RESOURCE/DOC/935/0099989.DOC

Scottish Government Ferries Review — Accessibility Work Package

Introduction

It is estimated that there are over 1 million disabled people in Scotland (Equality and Human rights commission

2009). In addition to this, Scotland like many other countries has an ageing population. Recent figures confirm that
the number of children under 16 is projected to decrease by 7% between 2006-2013, whilst the number of people
aged 75 and over is projected to increase by 81% over the same period”. More than half the people aged of 75 and

over would be considered disabled people under the DDA’

Inaccessible public transport can create barriers to employment, it can create barriers to social engagement, it can
even create barriers to health and well-being. Breaking down these barriers is essential — it will help to challenge
disability poverty, it will produce a transport system that is easier for everyone to use and it will help lead to a fairer
and more equal Scotland.

(Mind the Gap: The Next Steps 2008, Leonard Cheshire Disability)

For the purpose of this report® when considering accessibility the term’ Persons with Restricted Mobility’* (PRM) is
used to ‘mean any person whose mobility when using transport is reduced due to any physical disability (sensory or
locomotor, permanent or temporary), intellectual disability or impairment, or any other cause of disability, or age,
and whose situation needs appropriate attention and the adaptation to his or her particular needs of the service

made available to all passengers’.

It is also important to take consideration of those passengers that would not normally be considered as being
Persons with Restricted Mobility, for example people travelling with small children that may well be in buggies, and

travellers with heavy luggage or bags which may also need some form of additional assistance.
UK Legislation and Guidance

Transport infrastructure, including ports is covered by Part 3 of the Disability Discrimination Act 1995 (DDA) which
gives people the right to access to goods, facilities and services. However, air and sea transport vehicles (including
ferries) are currently exempted from those Part 3 provisions. The DDA 2005 has amended the DDA 1995 to make it
clear that the exemption from Part 3 only applies in connection with the provision and use of vehicles, and now
includes a regulation-making power to enable the Secretary of State to lift the exemption, in whole or in part (and
at different times), in respect of transport providers operating certain types of vehicle including large passenger
ships and cruise liners.

A wheelchair user has no protection under Part 3 of the Act if a ferry on which he wishes to travel is not accessible.
However, if he is refused service in the buffet bar of the ferry terminal because of disability, this is likely to be
unlawful. (DRC Code of Practice for Transport vehicles 2006)

! General Register Officer for Scotland, 2008
? Improving the life chances of disabled people, Cabinet Office, 2005
3 “The views expressed in this report do not represent Scottish Government policy.”
* Regulation (EC) No 1107/2006 of the European Parliament and of the Council
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In 2005 the Disabled Persons Transport Advisory Committee (DPTAC) were asked by the UK Government to review
the effectiveness of the existing ‘voluntary’ code of practise guidance on the inclusive design of ships and passenger
infrastructure. This report has now been completed and is under review by the UK Government. However initial
findings have shown that overall the ships met between 57% and 77% of the DPTAC guidance recommendations

whilst the ports met between 51% and 80% of the recommendations.
The following represents some of the other notable guidance regarding disability in a marine environment:

» The Disabled Persons Transport Advisory Committee (DPTAC) Guidance “ The design of large passenger ships
and passenger infrastructure: Guidance on meeting the needs of disabled people”

» Marine Guidance Note 31 (M) “Recommendations of the design and operation of passenger ships to respond
to elderly and disabled persons needs”

» Marine Guidance Note 306 (M) “Designing and operating smaller passenger vessels: Guidance on meeting
the needs of persons with reduced mobility”

» Directive 2003/24/EC (amending council directive 98/18/EC on safety rules and standards for passenger
ships)’

European Legislation and Guidance

In 2008 the UN Convention on the rights of persons with Disabilities (2006) was amended and signed by the
European union, Article 9 of the convention focuses on Accessibility and states:

‘To enable persons with disabilities to live independently and participate fully in all aspects of life, States Parties shall
take appropriate measures to ensure to persons with disabilities access, on an equal basis with others, to the
physical environment, to transportation, to information and communications, including information and
communications technologies and systems, and to other facilities and services open or provided to the public, both in

urban and in rural areas’

Other European proposals worth noting are (COM(2008) 816) which looks to establish the rights of domestic and
international maritime passengers, including those who are disabled or persons with reduced mobility, in order to
improve the attractiveness of and confidence in maritime transport, as well as to achieve a level playing field for
carriers from different Member States and for other modes of transport. Essentially, the proposal lays down
provisions on the following:

¢ Accessibility, non-discrimination and assistance to disabled persons and persons with reduced mobility;

¢ Obligations for carriers when travel is interrupted in the event of cancellation or delay;

® Obligation to inform passengers travelling by sea and inland waterways of their rights;

¢ Handling of complaints;

* General rules of enforcement.

Methodology

5 Article 6b Safety requirements for Persons with reduced mobility, Annex 111Guidlines for Safety Requirements for
Passengers Ships and High-speed Passenger Craft for Persons with Reduced Mobility
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1. Ardrossan terminal- Brodick terminal; scheduled vessel - Caledonian Isles.

2. Lochranza terminal- Tarbert slipway; scheduled vessel - MV Loch Riddon.

3. Kennacraig terminal- Islay; scheduled vessel - MV Hebridean Isles (or MV Isle of Arran).
4. Ardgour slipway- Nether Lochaber; scheduled vessel MV Corran.

5. Kirkwall terminal- Northern Isles; scheduled vessel - MV Earl Sigurd or MV Earl Thorfinn.
6. Kirkwall Balfour - Shapinsay; scheduled vessel - MV Shapinsay.

7. Gourock- Kilcreggan pier; scheduled vessel - MV Seabus.

It was acknowledged that the routes selected represented a good mix from an assessment perspective. Each
inspection comprised a visual assessment of the ferry infrastructures and operating vessels, in terms of suitability
and/or deficiency in respect of Access for Disabled people and Legislation appertaining to Disabled Access including
the following:

e Disability Discrimination Act 1995 & 2005

e The Design of Large Passenger Ships and Passenger Infrastructure; guidance on Meeting the Needs of
Disabled People, issued by DPTAC November 2000;

e Inclusive Mobility; Best Practice Guidance, issued by the Department of Transport;

e Building Standards 8300 — Buildings and their use by Disabled People 2003 and revised 2008 — Issued by the
Building Standards Agency;

The surveys was conducted by following a logical approach of how a person would arrive at and use the terminal
and its services, from other forms of public transport or by private car, including parking which is provided within
the site, looking at the accessibility of routes and entrances, followed by entry and circulation within facilities. Shore
based Marshalling, boarding and manoeuvring throughout the vessel and vessel facilities.

The desired outcome of this assighment was to produce a written report which considers the ‘whole travel
experience’ for People with Restricted Mobility (PRM) travelling on the selected ferry routes, and to identify where
possible areas of good practice, and areas for improvement with recommendations. The draft report was submitted
to the sub group on the 24th April.

The report recognises a range of good practice on the routes assessed, along with areas for improvement. A general
comment was made however that most of the barriers identified in many of the older ferries and harbours could /
would now be avoided or mitigated if PRMs were involved in the early stage design of the ferries and infrastructure,
which is now common practice. It is also worth noting that often the greatest difficulties are likely to be experienced
by unaccompanied PRMs using unstaffed slipways, whilst it is often the case that more problems are experienced
by PRMs in embarking and disembarking from a ferry than onboard the ferry itself.

» In general terms the older and smaller the ferry or port infrastructure is the more barriers there are to PRMs.
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» New ferries and harbour infrastructure represents the most cost effective opportunity to remove any barriers
to PRMs at the design stage.

Areas of Best Practice Identified included:

e The gangways at Ardrossan and Brodick which were the easiest to use of those surveyed

e Painted footsteps on walkways at Orkney Ferries Terminal

e Qutside stair climber on the MV Varagen (Orkney Island Ferries)

e Well designed web sites such as the Shetland Ferries’ site which had details of each route with photographs
of some of the potential barriers and full guidance notes to aid journey planning were extremely helpful.
The CalMac website ®was also easy to use with a link to change how the page was viewed, followed by a
text only version option.

e Welcoming and helpful staff was experienced on many of the routes, but it was noted that on some of the
routes that had a greater number of barriers that this personal help was very important to PRMs

Areas for Improvement identified included:

e All routes would benefit from the provision of Visual Display Units (VDU) for people with impaired hearing,
and Information / wayfinding schemes® such as those used by the Royal Institute of the Blind (RNIB) could
improve the safety of PRMs travelling. These could be used for general boarding and safety
announcements.

e Emergency Strobe lighting used to illuminate Escape routes in public areas

e Facilities for assistance dogs at terminal buildings should be considered

e Provision of Accessible Parking bays which should have signage to BS8300 standard™®

e Provision of induction loops and signage at service counters

e Provision of variable height seating with armrests in public areas

e Use of circular handrails on steps which extend 300mm beyond the top and bottom of the stairs

Accessibility Self Assessments

The Operators Stakeholder Group™" were asked to conduct accessibility self assessments on their own ferries and
harbour infrastructure, the following operators returned self assessments;

)
0'0

Atlantic Ferries Ltd
CalMac Ferries Ltd
Shetland Ferries Ltd
Orkney Ferries Ltd
NorthLink Ferries Ltd

)
0.0

)
Q.Q

)
0.0

>

)
'0

7 www.shetland. gov.uk/ferries/CustomerAssistance.asp

$ www.calmac.co.uk

® similar to the REACT system and help points used by the rail industry

191t should be noted that the area around embarkation points may not be under the control of the ferry operator, and
hence accessible parking bays may require a multi organisational approach

11 This was an independent group of both private and public ferry operators which were consulted during the Scottish
Government Ferries Review
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On the whole the public operators believed that they were following best practice guidance, the private sector
operator identified a number of areas that they felt they were failing in and represented barriers to PRMs, notably
training for staff was highlighted.

Costs

In 2005 the MCA published a paper on EU Directive 2003/24/EC Annex 111 regarding the costs associated with
addressing the issues previously identified in IMO circular MSC/735 regarding accessibility. The research carried out
looked at 430 ships affected by the directive and identified that for each of the areas on average the costs to

implement reasonable alterations would be in the region of:

Access to the ship

Ships should be constructed and equipped in such a
way that a person with reduced mobility can embark
and disembark easily and safely, and can be assured
access between decks, either unassisted or by means
of ramps, elevators or lifts

Cost per ship

Ramps costs from £300 - £15,000
depending on the size of vessel.
Elevators are normal features of larger
passenger ships. Cost of fitting an
automatic internal door are
approximately £600012

Signs

Signs provided on a ship to aid passengers should be
accessible and easy to read for persons with reduced
mobility (including persons with sensory
disabilities), and be positioned at key points

Cost per ship
Up to approximately £1000

Means to communicate messages

The operator should have means onboard the vessel
visually and verbally to provide announcements,
such as those regarding delays, schedule changes
and on-board services, to persons with various forms
of reduced mobility

Cost per ship

Safety announcements are already a
feature of passenger ship operations and
could be at minimal costs™

Alarms

The alarm system and alarm buttons must be
designed so as to be accessible by and to alert all
passengers with reduced mobility, including persons
with sensory disabilities and persons with learning
disabilities

Cost per ship
Alarms are already a feature of passenger
ship operations, and could be adapted

Additional requirements ensuring mobility
inside ship

Handrails, corridors and passageways, doorways and
doors shall accommodate the movement of a person
in a wheelchair. Elevators, vehicle decks, passengers
lounge accommodation and washrooms shall be
designed in order to be accessible in a reasonable
and proportionate manner to persons with reduced
mobility.

Cost per ship

£100 for a grab rail, £350 for widening an
external door, £1000 upwards for
converting a Iavatory.12

2 It is worth noting that due to the nature of the Scottish ferry fleet where most of the doors need to be watertight that
these cost would almost certainly be higher than in the study. In certain situations it may not be practical to make
certain modification to watertight doors and sills, for example widening.
B Although the addition of Visual Display Units would be an additional cost not considered at the time
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The system could be implemented at minimum cost if it relied on customer feedback i.e. PRMs asked to
complete a simple Feedback Form where a score of 1-3 is given for the ferry/harbour/trip. This way the
system would allow for movement, up or down depending on the average scores received over time.
Importantly any system should be used as an aspiration and not a ‘stick’ to drive through improvements.

The information collected from this process could then be used to compile a series of more detailed
information leaflets or accessibility guides similar to those already produced by Shetland Ferries which
would give specific information, for example how people with different disabilities found the journey or
experience, what was good and how best to prepare for the trip. This could be done by an independent
organisation to ensure consistency and openness across the ferry network.

6. Accessibility information should be readily accessible to PRMs in order to aid journey planning. Where
possible websites should be improved to take recognition of the needs of PRMs and make it easier to access
this information.

7. Disabled Persons Assistance policies should be developed by all ferry and port operators as a matter of best
practice.

8. A policy for those passengers which may require additional assistance which fall out with the general
categorisation of PRM, for example people travelling with small children, or heavy / awkward luggage or
baggage should be encouraged

9. Provision where appropriate of some form of left luggage facility which would aid those passengers that
are waiting onward travel connections
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Principles of Inclusive Communication

People with communication support needs can face widespread exclusion and
discrimination. It is estimated that over a million people in Scotland have some

form of communication support need.' This means itis a concern for all of our
communities and public authorities.

Inclusive communication will enable people with communication support needs to:
e Gain full access to services

Understand what service providers are telling them so that the
advice, guidance and information provided by the services makes
sense to them

Be understood by services providers so that service providers provide
better quality, more effective services first time

Have a more positive experience of services and be less likely to
challenge service providers

Maintain the motivation to take up and stick with services that make
positive changes to their lives

The principles of inclusive communication and linked performance indicators
contained in this document have been producedto help public authorities make
their communication more inclusive, and to help deliver effective, well organised
and equally accessible services that provide value for money.

Inclusive communication can save both time and money for service providers
and the people who use services, and can improve outcomes for people with
communication support needs and the wider community.

Inclusive communication addresses the needs of people of all ages, people from
different cultural and language backgrounds, and disabled people.

1 For information and data on the prevalence of communication support needs and people’s
life experiences, see ‘Communication Support Needs: A Review of the Literature’ available via
the link below: http://www.scotland.gov.uk/Resource/Doc/179456/0051018.pdf
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An information and self-assessment tool for public authorities

This document brings together the knowledge and experience of people with
communication support needs and service providers to offer a practical approach
to delivering inclusive communication.

This work supports the Independent Living Programme. This programme supports
disabled people in Scotland to have the same freedom, choice, dignity and control
as other citizens, at home, at work and in the community. The programme is a
partnership of Scottish Government, the Convention of Scottish Local Authorities
(COSLA), NHS Health Scotland and the Independent Living in Scotland Project (ILiS).

A working group of partners from the Independent Living programme, Disabled
People’s Organisations and other representatives from the public sector and
voluntary sector developed this document. A full list of acknowledgements is on
page 20.

Purpose of the document

This document is designed as an information and self-assessment tool for public
authorities. It is relevant to all modes of communication.

It aims to supportand complement existing guidance and toolkits for inclusive
communication. Refer to pages 16 and 17 for links to further information and
guidance.

This document also identifies the links between inclusive communication, the
Equality Act 2010 and the United Nations Convention on the Rights of Disabled
People.

Inclusive communication is about recognising that a person might have
communication support needs and to considerthe best way to communicate to
help them as an individual.

This document will help you to do this by:

e Improving awareness, knowledge and understanding of communication
support needs, and
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¢ Promoting positive attitudes and behaviours, and the importance of
showing a willingness to change communication practices to make them
more inclusive.
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Principles of Inclusive Communication

ho should use this resource?

This document is for public authorities to use to help make sure their
communication is inclusive. It has been produced to support leadership on
inclusive communication across public authorities.

This document is for:

= Strategic and operational service leaders, who are responsible for
delivering or improving services; service leaders or managers in customer
services

=  Staff with responsibility for monitoring and improving performance
= Staff with responsibility for organising events and meetings

= Staff who are responsible for communicating information, in any way,
to the public

It is important that all staff have an awareness of inclusive communication and
are adequately trained, especially those who have regular contact with people
who use their services.

Definition of inclusive communication

Inclusive communication means sharing information in a way that everybody can
understand.

For service providers, it means making sure that you recognise that people
understand and express themselves in different ways.

For people who use services, it means getting information and expressing
themselves in ways that meet their needs.

Inclusive communication relates to all modes of communication:

e Written information
e Online information
e Telephone

¢ Face to face
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Inclusive communication makes services more accessible for everyone. It will
help to achieve successful outcomes for individuals and the wider community.
It enables people to live more independently and to participate in public life.

04

An information and self-assessment tool for public authorities

Definition of communication support
eeds

People have communication support needs if they need support with
understanding, expressing themselves or interacting with others.

To meet their needs you have to be flexible in how you communicate and the
methods that you use, for example by having information in audio instead of
written form.

You will also need to give people the chance to express themselves in a way
which suits them, for example by using pictures instead of speaking.

It may not always be obvious at first that somebody has a communication
support need. However, if information is not accessible, a person may:

O

O

O

Avoid services completely
Not turn up for an appointment

Respond to only some of advice given even after saying or nodding
they understand

Ask a lot of repeated questions
Give irrelevant, unclear or rambling responses to questions

Behave in a way which can present challenges to service providers. For
example, a person with communication support needs might only see
certain staff, or appear inflexible, unpredictable or unreliable

Seem bored or have difficulty payingattention

Express strong emotions that might appear to be inappropriate to the
situation, such as anger, frustration, embarrassment, or anxiety

Have difficulty describing feelings, events or needs in words that make sense

05
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06

Principles of Inclusive Communication

hy use inclusive communication?

By using inclusive communication, service providers will ensure people who use
services get access to them, use them and participate in improving them.

There are strong legal and business reasons for adopting inclusive
communication.

Inclusive communication:
o Helps people in communities to lead independent lives
o Helps public authorities avoid discrimination

The business case for use of inclusive communication is clear. It provides benefits
in terms of both cost and user satisfaction.

If services are designed around the needs of the people who use them, they will
be more cost effective, user friendly and fit for purpose.

If the service provider is gettingit right the first time, the people who use their
services will understand and communicate their needs straight away.

The Equality Act 2010 and the United

Nations Convention on the Rights of
Disabled People

The Equality Act 2010 (the Act) makes it unlawful for public authorities to
discriminate against, harass or victimise employees and people who use services
because of personal characteristics such as disability.

The Act requires public authorities to make reasonable adjustments for disabled
people to avoid disadvantage and is clear that reasonable adjustment includes
provision of information in an accessible format.

Public authorities are also under a duty to promote equality.
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An information and self-assessment tool for public authorities

Providing information in an accessible format and supporting people to
communicate in a way that suits the person will help a public authority:

o Meet its reasonable adjustment duties
o Ensure that disabled people are not disadvantaged
o Promote equality

View the Equality Act 2010 at http://www.legislation.gov.uk/ukpga/2010/15/
contents for further information.

You can download the Equality Act in Easy Read here:
http://www.equalities.gov.uk/equality_act_2010.aspx

The Statutory Code of Practice on Services, Public Functions and Associations
provides detailed information and guidance on reasonable adjustments.

The United Nations Convention on the Rights of Disabled People (the Convention)
is a statement of the human rights of all disabled people and covers all areas of
life. Governments must report on how they will promote, protect and monitor its
implementation.

Inclusive communication supports many of the Convention articles, but Articles 9
and 21 are especially important as they require disabled people to have access to
information and communication in different forms. These Articles set out disabled
people’s right to find out and give information and to say what they want, the
same as everyone else.

View the UN Convention on the Rights of Persons with Disabilities at:

www.un.org/disabilities/default.asp?id=259
View in Easy Read at: www.equalityhumanrights.com/uploaded_files/

publications/uncrpd_guide_easyread.Pdf
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Principles of Inclusive Communication

The six principles of inclusive

communication
The six principles below will help you to make your communication more
inclusive.

Following these six principles will help you deliver services more effectively and
support people with communication support needs.

You may already consider some of these things, but using the principles together
will help you think about all aspects of inclusive communication.

Communication accessibility and physical accessibility are

qually important

All people who use public services have the right to access them on
an equal basis.

To make your services fully accessible means considering
communication accessibility as well as physical accessibility in the
traditional sense.

Good Practice Example:
When arranging an appointment or a meeting:

e Consider the individual or your audience and ensure accommodation is
accessible

¢ Allow sufficient time to provide communication support as required
e Send out information or papers at least 10 working days in advance

This will mean anyone with supportneeds has time to make
arrangements for any support they may need, both before the event and
on the day.

08
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An information and self-assessment tool for public authorities

2

Every community or group willinclude people with
different communication support needs

You should presume that every group you are working with, or
expect to work with, includes people with communication support
needs. This includes members of the public and your colleagues.

Inclusive communication should be considered at all times, whether
providing information or planning an event, meeting or activity.
Good communication practice will help you reach your target
audience more effectively and allow people to access services on
an equal basis.

Good Practice Example:

Some ideas to support people with communication needs:

Some people may require the support of a British Sign Language
interpreter or a palantypist

Some people may require information in alternative formats, for
example audio or large print
Some people may need the support of advocacy services

Some people may have difficulty using a phone and may prefer a
one-to-one meeting with communication support

Some communication needs are less obvious and other support may be
required. This might include head and body language, simple gestures,
photographs, drawings, cartoons or symbols

To ensure you can provide communication accessible services, it
is good practice to allow time to arrange different formats or
communication support depending on the needs of your audience
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Principles of Inclusive Communication

3

Communication is a two-way process of understanding
others and expressing yourself

Quality service delivery is when the service provider and person
who uses the service understand each other, and the person who

is using the service is able to express their needs and choices
effectively.

Everyone communicates differently. When somebody has
communication support needs, it may take more effort and time to
ensure that service provider and person who is using the service
understand each other.

You need to:

e Match your communication to the needs of the people who
use services

e Recognise and respond to the variety of ways that
individuals may express themselves

Good Practice Example:

o Use symbols on signs outside and inside buildings, or to represent
service on appointment cards, information leaflets and letters

o Staff training - Ensure relevant staff are trained to effectively
simplify speech and to speak clearly, and to support verbal
information by writing down key words

e Allow time - Offer double appointments for individuals who will
require more time, therefore supporting communication needs as
required

10
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An information and self-assessment tool for public authorities

Be flexible in the way your service is provided

In order to match the way you communicate to the needs of all the
people who use services do not take a ‘one size fits all' approach.

It is important to consider how changes to the way services are
delivered will affectthe people who use them. A ‘one size fits all’
approach will not work, as one system will not meet the needs of
the all the people who use services.

Good Practice Example:

Think about how accessible your service will be, what methods are best
and be flexible in your approach. Many local authorities are moving
towards online service delivery because it is cost effective and efficient.
This may be a good option for the majority of people who use services,
but can present barriers to people with communication support needs.
Make sure good quality service is available offline too.

11
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5

Principles of Inclusive Communication

Effective user involvement will include the participation
of people with different communication support needs

To help you identify the full implications of service changes for all
members of the community, involve people who use these services,
including people with communication support needs, from the
beginning of the change process.

Services delivered around the needs of the people who use them
will be more cost effective, user friendly and fit for purpose.

It is important that people with communication support needs have
the opportunity to participatein the change process in the same
way that others can.

Good Practice Example:

When planning a service change, think about how to support everybody
to ensure they can be involved. This may mean training for staff before
a consultation, or interpretation and translation and other forms of
communication support available during a consultation. Although this
may incur additional costs, the benefits of getting the change right

first time will provide a more economic outcome in the long term.
Remember, change needs to be monitored and reviewed, with continual
improvement based on user feedback.
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12

6

Small, simple changes to the way you communicate will make a big
difference to your service delivery. Some changes may take longer,
but will deliver positive outcomes, resulting in cost efficiencies and
an increase in user satisfaction.

An information and self-assessment tool for public authorities

The self-assessment tool

The 10 performance indicators overleaf provide a self-assessment tool which wiill
help service providers measure their organisation’s performance against the six
principles in this document. They will also provide an understanding of how to
work toward best practice to deliver inclusive communication.

These indicators cover hard data and service user perception. They have been
identified to fit easily into the self-assessment models and frameworks that
public authorities already use. For example, the Public Service Improvement
Framework (PSIF). See the appendix for mapping of these indicators with PSIF.

You may also wish to incorporate these indicators into your Equality Impact
Assessments (EQIAs), as communication is a fundamental part of all elements of
service delivery.

These indicators cover:

o Data gathering
Service user perception
What the service does
What the service achieves

c O O O

Quantitative and qualitative information
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Principles of Inclusive Communication

The 10 performance indicators

Indicator 1: Public commitment

Senior Managementwill give a visible and public commitmentto deliver services
that support inclusive communication.

Indicator 2: Data collection on need

Service uses a range of data sources and statistics to show they fully understand
the range of communication support needs of the people in their area.

Percentage of services that have undertaken an inclusive communication review.
For example, by using appropriate self-assessmentframeworks and/or as part of
an Equality Impact Assessment.

Indicator 4: Service development

Demonstrate range of people with communication support needs for whom
services have been fully adapted or where services are being developed.

Indicator 5: Staff training

Percentage of all staff who have undergone specific training on recognising and
responding to a wide range of communication support needs.

Indicator 6: User involvement (quantitative measure)

Percentage of service development and review processes that have included
people with diverse communication support needs, reflective of local area
population needs.

14
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An information and self-assessment tool for public authorities

Indicator 7: User involvement (qualitative measure)

Percentage of people with communication support needs who are involved in
service development and review processes satisfied with their overall input to
process of change.

Service must demonstrate that the method used to capture this feedback is
accessible to all who should respond.

Percentage of people with communication support needs who use services
who agree their needs and preferences were responded to sensitively when
interacting with the service.

Service must demonstrate that the method used to capture this feedback is
accessible to all who should respond.

Indicator 9: Use of services

Percentage of people with communication support needs who access or use
services, reflective of local area population.

Indicator 10: Annual improvement

Year-on-year results which demonstrate improvement to meet all of the above
indicators.

15
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Principles of Inclusive Communication

inks to further quidance and information

For further information and data on prevalence of communication support
needs, follow the link below for ‘Communication Support Needs: A Review
of the Literature’. The report also details the life experience of people with
communication support needs.
http://www.scotland.gov.uk/Resource/Doc/179456/0051018.pdf

For further information about who may have communication support needs and a
list of conditions from which they may arise, click on ‘Talk for Scotland Toolkit™ at:
http://www.communicationforumscotland.org.uk

For further guidance and to find out more about how you can improve your
communication, particularly for specific groups, please refer to the information
below:

Autistic Spectrum Disorder
http://www.autism.org.uk

Best Value Toolkit: Equalities, Audit Scotland, July 2010
http://www.audit-scotland.gov.uk/docs/best_value/2010/bv_100809_equalities_
toolkit.pdf

Best Value Toolkit: Customer Focus, Audit Scotland, July 2010
http://www.audit-scotland.gov.uk/docs/best_value/2010/bv_100809_customer_
focus_toolkit.pdf

Changing Faces
http://www.changingfaces.org.uk

Communication Forum Scotland (Talk for Scotland toolkit):
http://www.communicationforumscotland.org.uk

Deafblind Scotland
http://www.deafblindscotland.org.uk

Scottish Accessible Information Forum (SAIF):

http://www.saifscotland.org.uk

182



Executed Contract 22.08.16 Clyde and Hebrides Ferry Services
Contract for Provision of Ferry Services
Part 4 - Appendices

An information and self-assessment tool for public authorities

Enable Scotland ‘Accessible Information Unit’
http://www.enable.org.uk

The Office for Disability Issues, information on ‘Delivering Inclusive
Communication’
http://www.officefordisability.gov.uk

Royal College of Speech and Language Therapists
http://www.rcslt.org

The Royal National Institute of Blind People (RNIB), in particular their ‘See It
Right’ Guidance:
http://www.rnib.org.uk

Scottish Consortium for Learning Disability (SCLD)
http://www.scld.org.uk

Scottish Council on Deafness (SCoD) publications:
http://www.scod.org.uk/SCoD _publications-i-127.html

SCoD Directory:
http://www.scod.org.uk/Directory-i-143.html

The Scottish Disability Equality Forum guidance on producing material in an
accessible format
http://www.sdef.org.uk

Scottish Independent Advocacy Alliance
http://www.siaa.org.uk

UPDATE, Scotland’s national disability information provider
http://www.update.org.uk

Website Accessibility from Web Accessibility Initiative
http:// www.w3.org/WA
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Principles of Inclusive Communication

Performance Indicators and Public Service Improvement

Framework

PSIF Criterion

Inclusive Communication Indicator

Public commitment™ "~ """ 7"7 777 >
1. Senior Managementwill give a visible
and public commitmentto deliver services
that support inclusive communication.

Data collectionon need™ ===~~~ == >
2. Service uses of a range of data
sources and statistics to show

they fully understand the range of
communication support needs of the
people in their area.

Inclusive communication review= = = = >
3. Percentage of services that have
undertaken an inclusive communication
review. For example, by using

appropriate self-assessment frameworks
and/or as part of an Equality Impact
Assessment.

Service development= ==~~~ === = >
4. Demonstrate range of people with

communication support needs for whom

services have been fully adapted or

where services are being developed.

Staff training= =~~~ ~~=~======— >
5. Percentage of all staff who have
undergone  specific training on

recognising and responding to a wide
range of communication support needs.

1c2

There is a commitment from leaders to
putting the customer at the heart of
service delivery and these leaders
actively support and advocate for this.

5a1

The service has developed insight
about customer groups to better
understand their needs and
preferences.

6b

The service has a set of indicators, which
link to the organisation’s outcomes that
measure the efficiency and effectiveness
of the customer services strategy and
processes.

5c1

The service evaluates how customers
interact with the organisation

through access channels and it uses this
information to identify possible service
improvements.

7b

The service has a set of indicators, which
link to the organisation’s outcomes that
measure the efficiency and effectiveness
of the people strategy and processes.
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Further information about this work

This work fulfils part of the Independent Living in Scotland Programme priorities
contained within the programme work plan.

Members from the Independent Living in Scotland Programme partnership,
Disabled People’s Organisations and other representatives from the public sector
and third sector, in co-production with the Improvement Service, developed this
document.

The document is shaped by an Inclusive Communication Working Group, formed
to oversee this project, and from additional consultation to encapsulate a wider
network, held between December 2010 and February 2011.

The consultation was responded to by service users with a range of
communication support needs, as well as service providers and impairment
groups. A full consultation report is available upon request.
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If youwant more information about this document, the Independent Living in
Scotland Programme, or a copy of the consultation report, please contact the
Scottish Government Equality Unit at:

equality.unit@scotland.gsi.gov.uk.

Equality and Communities

Local Government and Third Sector Directorate
Scottish Government

Area 2G — South

Victoria Quay

Edinburgh

EH6 6QQ

Telephone: 0131 244 2730
Textphone Users: use prefix 18001

Fax: 0131 244 1824
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