
No

Identify make and model of 
wheelchair, combined weight
of chair and customer,
destination, seat availability, 
has the wheelchair been 
modified. Call NCC and they 
will confirm if the wheelchair 
is compatible to take on 
board and be carried safely

DO NOT REFUSE TRAVEL
Ask the customer if they wish 
to remain in the wheelchair 
for the journey

Customer arrives at 
departure point to 
travel with wheelchair

Driver/Stations Wheelchair
User Flow Chart on the day

START

ENDEND

Was 
wheelchair
assistance

prebooked?

Customer can travel 
with us, they can remain 
in wheelchair on lift and 
transfer to a seat. 
Wheelchair stowed in 
the hold for the journey, 
with reasonable 
assistance at each point

Does the
customer need to 

remain in the 
wheelchair for the 

journey?

Customer 
safely boards 
and journey 
commences

Customer safely
boards and journey
commences

Customer safely 
boards and journey 
commences

Driver to prepare 
the coach removing
seats and securing 
all attachments and 
parts safely before
securing the 
wheelchair in the 
wheelchair space

Customer unable to travel 
on coach. If ticket has 
already been purchased, 
offer either a refund or 
alterative means of travel if 
customer has to travel. 
Liaise with NCC for 
alternative arrangements. 
Ensure regular updates are 
provided to the customer. 
NCC log on OCS.

Is 
wheelchair

compatible?

Yes

Yes

Yes

Yes

Can 
wheelchair 

be folded and 
unfolded/dismantled and 
rebuilt/drycell or lithium 

battery/has no auxiliary aids to 
hinder unsafe stowage/weighs 

no more than 20kg /
Confirm with NCC if 

stops are 
accessible

Is coach 
prepared?

No

No

Yes
to all

No
to any

ENDEND

No

Deploy the lift with 
the customer in their 
wheelchair and then 
store the wheelchair 
in the hold

Yes

No

If you are in any doubt with any part of this process or need guidance 
please contact NCC immediately


