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Using public transport

With a comprehensive network of buses, 
trains, Tube and other services, getting 
around the capital has never been easier. 
Transport for London (TfL) offers reliable, 
affordable, inclusive and sustainable 
transport options for its customers.

Customer support
Customers are supported in many different 
ways, as follows:

Turn up and go
We offer a turn up and go service on the 
Tube, London Overground and Elizabeth 
line. As part of this, when a customer 
arrives at a station, they can notify a 
member of staff of their individual needs, 
and that staff member will do their best 
to accommodate those needs. This often 
involves guiding the customer through 
the station, ensuring they can board a 
train, assisting them in getting a seat on a 
train, deploying a ramp or mini-ramp, and 
contacting staff at the destination station 
to provide assistance there.

Passenger Assist
You can book staff assistance in advance 
on the Elizabeth line, London Overground 
and at 30 Tube stations as part of the 
Passenger Assist service. If you have a 
smartphone, we recommend using the 
Passenger assistance app, which allows 
you to make passenger assistance requests 
from your phone. Please note that requests 
made within two hours of your stated travel 
time may need to be cancelled or adjusted. 
It is best to confirm with staff at the station 
upon arrival in these circumstances.

‘Please offer me a seat’ badge
The ‘Please offer me a seat’ badge signals 
to others that they should offer you 
a seat, without you having to ask. This 
might be helpful if you have a disability 
or impairment that means you struggle 
to stand, especially if it is a non-visible 
condition. If you live in Greater London 
or the South East, you can apply online for 
a ‘Please offer me a seat’ badge. If you live 
outside this area or are unable to access 
the form, you can order by calling us 
on 0343 222 1234.

‘Baby on board’ badge
We also provide ‘Baby on board’ badges for 
pregnant customers.

Travel support card
We produce a travel support card to 
help people communicate to staff any 
assistance or information requirements 
they may have. There is space on the card 
to write down what help is needed. You 
can use a travel support card on all our 
services, and you can order the card via 
our Accessibility guides page.

Travel mentoring scheme
We also have a travel mentoring scheme 
where our skilled travel mentors can assist 
customers with planning journeys that 
work best for them.

If you wish to travel during quieter times 
on the TfL network, you can check the 
TfL website for more details. 

Our staff are trained to give assistance to customers
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https://tfl.gov.uk/transport-accessibility/help-from-staff#on-this-page-1.
https://tfl.gov.uk/transport-accessibility/passenger-assist
https://passengerassistance.com
https://tfl.gov.uk/transport-accessibility/please-offer-me-a-seat
https://tfl.gov.uk/transport-accessibility/baby-on-board
https://tfl.gov.uk/forms/12387.aspx?cid=accessguides
https://tfl.gov.uk/transport-accessibility/learn-to-use-public-transport?intcmp=5334.
https://tfl.gov.uk/status-updates/busiest-times-to-travel


Zip cards give young people free and discounted travel in London

Concessions
A range of different fares concessions are 
available, as follows:

Concessions for children
•  Children under 11 travel free on buses 

and trams. When accompanied by a 
fare‑paying adult, up to four children 
under the age of 11 can travel free on TfL 
rail services, buses and trams. A 5-10 Zip 
Oyster photocard allows children aged 
5-10 free independent travel on most TfL 
and National Rail services in London

•  Children with an 11-15 Zip Oyster 
photocard are entitled to: free travel 
on buses and trams; child-rate 7 Day, 
Monthly or longer period season tickets; 
and pay as you go child-rate fares on 
Tube, DLR, London Overground, Elizabeth 
line (not Iver to Reading) and 50 per cent 
off most National Rail services in London

•  With a 16+ Zip Oyster photocard, young 
people aged 16-17 get 50 per cent off 
adult pay as you go fares on most TfL 
and National Rail services in London. 
They also get child-rate 7 Day, Monthly 
or longer period Travelcard and Bus and 
Tram Passes, and free travel on buses 
and trams if they live in London 

Concessions for adults
•  Students aged 18 or over who are living 

in a London borough during term time 
may be eligible for an 18+ Student Oyster 
photocard, which gives a 30 per cent 
discount on adult-rate Travelcards and 
Bus and Tram Pass season tickets

•  TfL is part of the English National 
Concessionary Travel Scheme (ENCTS), 
allowing free bus travel, with time 
restrictions, for ENCTS card holders, who 
should show their card to the bus driver. 
To apply, contact your local council

•  If you hold a National Railcard – including 
the 18-25 Student Railcard – you can get 
it added to a registered Oyster card by 
asking staff at Tube stations and some 
London Overground and Elizabeth line 
stations, and get a 1/3 discount on off‑peak 
pay as you go fares on Tube, DLR, London 
Overground, Elizabeth line and most 
National Rail services in London

•  The Disabled Person’s Freedom Pass 
allows Londoners with eligible disabilities 
free public transport in London and on 
local buses across England

•  The Disabled Person’s Railcard gives 
disabled people a 1/3 discount on rail travel. 
This card can also be added to a registered 
Oyster card by asking staff at Tube stations 
and some London Overground and 
Elizabeth line stations, giving you 1/3 off 
pay as you go fares on Tube, DLR, London 
Overground, Elizabeth line and most 
National Rail services in London

•  The Older Person’s Freedom Pass enables 
Londoners over the age of 66 to travel 
free, with time restrictions, on most 
public transport services in the capital 
and on local buses across England

•  The 60+ London Oyster photocard enables 
Londoners over the age of 60 to travel 
free, with time restrictions, on most public 
transport services in the capital

•  The 18-25 Care Leaver Oyster photocard 
allows London care leavers aged 18-25 
50 per cent off adult pay as you go bus and 
tram fares, as well as 50 per cent off adult 
7 Day or Monthly Bus and Tram Passes

•  The Veterans Oyster photocard allows 
eligible veterans of the UK armed forces 
free and discounted travel on most of 
London’s transport services; some time 
restrictions apply

•  The Apprentice Oyster photocard allows 
eligible Londoners aged 18 or above in their 
first year of an apprenticeship a 30 per 
cent discount on adult-rate Travelcards 
and Bus and Tram Pass season tickets

You can find out more about our available 
free and discounted travel. If you have any 
problems, call us on 0343 222 1234 Monday 
to Friday 08:00-20:00 (charges may apply). 

Discounts on travel

TfL offers various discounts 
on travel for holders of the 
following cards:

•  5-10 Zip Oyster photocard

•  11-15 Zip Oyster photocard

•  16+ Zip Oyster photocard

•  18+ Student Oyster photocard

•  English National Concessionary 
Travel Scheme card

•  National Railcard

•  Disabled Person’s Freedom Pass

•  Disabled Person’s Railcard

•  Older Person’s Freedom Pass

•  60+ London Oyster photocard

•  18-25 Care Leaver 
Oyster photocard

•  Veterans Oyster photocard

•  Apprentice Oyster photocard
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https://tfl.gov.uk/fares/free-and-discounted-travel/5-10-zip-oyster-photocard
https://tfl.gov.uk/fares/free-and-discounted-travel/5-10-zip-oyster-photocard
https://tfl.gov.uk/fares/free-and-discounted-travel/11-15-zip-oyster-photocard
https://tfl.gov.uk/fares/free-and-discounted-travel/11-15-zip-oyster-photocard
https://tfl.gov.uk/fares/free-and-discounted-travel/16-plus-zip-oyster-photocard
https://tfl.gov.uk/fares/free-and-discounted-travel/18-plus-student-oyster-photocard
https://tfl.gov.uk/fares/free-and-discounted-travel/18-plus-student-oyster-photocard
https://tfl.gov.uk/fares/free-and-discounted-travel/national-railcard-discount?intcmp=54723
https://www.londoncouncils.gov.uk/services/freedom-pass/disabled-persons-freedom-pass
https://www.disabledpersons-railcard.co.uk
https://www.londoncouncils.gov.uk/services/freedom-pass
https://tfl.gov.uk/fares/free-and-discounted-travel/60-plus-oyster-photocard#on-this-page-2
https://tfl.gov.uk/fares/free-and-discounted-travel/18-25-care-leaver-oyster-photocard
https://tfl.gov.uk/fares/free-and-discounted-travel/veterans-oyster-photocard
https://tfl.gov.uk/fares/free-and-discounted-travel/apprentice-oyster-photocard
https://tfl.gov.uk/fares/free-and-discounted-travel
https://www.gov.uk/call-charges


TfL’s bus network is one of the most accessible in the world

Accessibility 
London’s transport system has seen 
significant levels of investment in 
accessibility over the past few years, both 
at bus stops and stations, and beyond. As a 
result, the capital now has one of the most 
accessible transport networks in the world.

At bus stops and stations
We provide seating at bus shelters and bus 
stations. You can find locations near your 
hospital by accessing our bus spider maps. 

A total of 94 per cent of London’s bus stops 
are accessible, and more than 96 per cent of 
London’s population live within 400 metres 
of a bus stop.

The bus is the most accessible mode 
of public transport, serving all parts of 
London, and our comprehensive network 
is well placed to serve short trips made by 
those with mobility needs. 

Low-floor vehicles run on all our bus 
routes and have a dedicated space for one 
wheelchair user and an access ramp. Buses 
can also be lowered to reduce the step up 
from the pavement. 

All bus drivers complete diversity and 
inclusion training when they start working 
for a London bus operator to ensure they 
can support all customers, including those 
with specific needs such as accessibility.

On the rest of the TfL network
Currently, more than 90 London 
Underground stations are step-free, 
together with more than 60 London 
Overground stations, and all Elizabeth line 
and DLR stations. All London Trams stops 
are also step-free.

Google Street View is available inside 
some of the busiest stations on the 
Tube and rail networks to aid customer 
navigation. This feature will be available 
at more stations soon.

To find more about accessibility on the 
rest of the TfL network, refer to our 
Accessible travel in London leaflet, which 
can be found on the Transport accessibility 
page on our website.

Safety and cleanliness 
London buses (operated by private 
companies under contract with TfL) are 
cleaned daily. Two antiviral agents are used: 
Guardicide and Zoono. 

Guardicide is used daily, with particular 
attention paid to the driver’s cab and 
touch-points, including all poles and 
handles touched by customers on the 
network. Zoono is applied to seats and side 
panels once every 21-28 days and remains 
effective for 30 days.

On average, the air within a London 
Underground, London Overground and 
Elizabeth line carriage is recycled every 
three to five minutes. This is similar to 
other train carriages of similar capacity 
throughout the country.

While we work continually to address dust 
via specific and targeted cleaning, for a 
limited number of customers travelling 
on our services, the dust on the network 
may cause sensitivity. We would remind 
customers to speak to their medical team 
about additional safety precautions while 
travelling on TfL services.

Train cleaning on the 
London Underground

Tube trains are cleaned under the 
following regimes:

•  Pre-service checks carried out 
daily (immediate and obvious 
cleaning, for example spillages)

•  Mini-cleans carried out every 
three days (pre-service check 
plus touch-point cleaning, for 
example grab poles)

•  Deep cleans carried out every 21 
days (full interior/exterior clean)

•  External train wash carried out 
approximately every three days 
(using external train wash facility)
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https://tfl.gov.uk/maps_/bus-spider-maps
https://madeby.tfl.gov.uk/2024/12/03/google-street-view-london-tube/
https://tfl.gov.uk/transport-accessibility/


Travel tools 
A number of travel tools are available, 
enabling you to check before you travel, 
and plan ahead:

•  The TfL Go app (see right for further 
information) and Journey Planner, which 
can help you plan your route by public 
transport, cycling or walking

•  The latest status updates for buses

•  The latest status updates for traffic 

•  The latest status updates for Tube, rail 
and trams

•  The Nearby web page, which uses your 
current location, or a postcode or address 
of your choice, and places you on a map, 
showing Tube, bus, rail and Santander 
Cycles locations around you

•  Our email updates, which you can sign 
up to

TfL Go

TfL Go has a number of 
advantages, allowing you to check: 

•  The status of our services

•  The activity level of a station 
(green for ‘quiet’, yellow for 
‘busy’, red for ‘very busy’)

•  Toilet availability: select a station 
and scroll to the bottom of the 
page. If toilets are available, you 
will see displayed the type of 
toilet (Disabled, Male, Female or 
Baby changing), and whether it is 
inside or outside the gateline

•  A station’s accessibility level: 
turning on the step-free 
function (wheelchair symbol 
in top right of screen) will give 
you a step-free version of our 
network map

Walking and cycling

We want London to become a city where 
people choose to walk and cycle more, 
bringing huge health and wellbeing benefits 
to everyone. The Healthy Streets Approach 
is at the heart of the Mayor’s Transport 
Strategy and is central to TfL’s investment 
programmes and policies. 

Planning your walking journey
To find the best walking route for your 
destination, use the TfL Go app. 

Walking for some or all of your journey 
can be quick and comfortable, especially 
at busy times. Our walking route maps 
show how close together stations are 
in the capital. For more details, look 
out for on‑street signage or download 
the Go Jauntly app. 

Legible London maps, available across 
London, assist with your location and what 
is nearby. The map faces the same way as 
you when looking at it, and shows how far 
away nearby locations are by foot. It also 
shows pavement widths and the locations 
of pedestrian crossings.

Legible London signs help people to find their way around the capital
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https://tfl.gov.uk/maps_/tfl-go
https://tfl.gov.uk/plan-a-journey/
https://tfl.gov.uk/bus/status/
https://tfl.gov.uk/traffic/status/
https://tfl.gov.uk/tube-dlr-overground/status/
https://tfl.gov.uk/tube-dlr-overground/status/
https://tfl.gov.uk/maps?Input=Current+location+
https://cloud.email.tfl.gov.uk/emailsignupstep1
https://tfl.gov.uk/maps_/tfl-go
https://tfl.gov.uk/modes/walking/
https://walks.gojauntly.com/users/transportforlondon?intcmp=56822
https://tfl.gov.uk/info-for/boroughs-and-communities/legible-london


Planning your cycling journey
To find the best cycling routes, visit our 
Cycling web page.

A range of cycle hire schemes are available, 
including Santander Cycles, Lime bikes 
and Forest.

Santander Cycles
The Santander Cycles hire scheme covers 
central London and much of Zone 2. Bikes 
can be hired from docking stations and 
dropped off at docking stations elsewhere.

If you hold one of a number of cards or 
discounts (see box), you are entitled to a 
50 per cent discount on monthly or annual 
Santander Cycles subscriptions.

Discounts
Half-price Santander Cycles 
subscriptions are available with the 
following cards:

• Apprentice Oyster photocard

• 18-25 Care Leaver Oyster
photocard

• Older Person’s and Disabled
Person’s Freedom Pass

• 60+ London Oyster photocard

• Veterans Oyster photocard

• Bus and Tram discount

• Jobcentre Plus Travel discount

Other cycle hire schemes
Other schemes include:

• Lime bikes, which do not use docks. Some
boroughs have rules about where to park
dockless hire bikes. Find out more about
parking Lime bikes

• Forest

Free cycle training for children and adults is 
available in boroughs throughout London.

Bringing your bike on public transport 
depends on the type of bike and the 
transport service you are looking to 
use. Please check the TfL website for 
information on bringing cycles on TfL and 
National Rail services.

E-scooter hire schemes are available from
Lime and Voi.

Driving to and from a hospital

You may be liable to the Ultra Low Emission 
Zone (ULEZ), Congestion Charge and/or 
Blackwall and Silvertown tunnels charges 
when driving to and from a hospital.

Charges
ULEZ
The ULEZ is an emissions-based charging 
scheme that operates across all London 
boroughs to help clean London’s air. 
Owners of vehicles that do not comply 
with the required emissions standards 
need to pay £12.50 to drive within the 
zone unless their vehicle is subject to 
a discount or exemption. The ULEZ 
operates 24 hours a day, every day of the 
year, including weekends, public and bank 
holidays, excluding Christmas Day. Use 
our vehicle checker to see if your vehicle 
meets the required emissions standards. 

Congestion Charge
If you drive in central London within the 
Congestion Charge zone from 07:00-18:00 
Monday-Friday and 12:00-18:00 Saturday-
Sunday, there is a £18 daily charge, unless 
your vehicle is subject to a discount 
or exemption.

There is no charge between Christmas Day 
and New Year’s Day (inclusive).

Blackwall and Silvertown tunnels charges
You need to pay a charge to drive through 
the Blackwall and Silvertown tunnels unless 
your vehicle is subject to a discount or 
exemption. Charges apply from 06:00-22:00 
every day except Christmas Day. 

To help spread traffic levels more evenly 
and reduce congestion, peak charges apply 
during the busiest times on weekdays 
(06:00-10:00 northbound and 16:00-19:00 
southbound). For customers registered 
with Auto Pay, off-peak charges apply at 
all other times and during weekends. There 
is no charge to use the tunnels between 
22:00 and 06:00. Use our vehicle checker 
to see what you need to pay.

Paying the charges
We offer two payment options: Auto Pay 
and Fleet Auto Pay.

The easiest way to pay is through Auto 
Pay. We’ll bill you automatically for the 
number of chargeable journeys your vehicle 
makes within the Congestion Charge zone 
or through the Blackwall and Silvertown 
tunnels. We’ll also bill you automatically for 
journeys made in the ULEZ if your vehicle 
does not meet the required emissions 
standards and is not subject to a discount 
or exemption. 

If you or your business regularly drive more 
than five vehicles within a charging zone 
or through the Blackwall and Silvertown 
tunnels, choose Fleet Auto Pay.
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https://tfl.gov.uk/modes/cycling/
https://tfl.gov.uk/modes/cycling/santander-cycles
https://www.li.me/vehicles/electric-bike
https://www.forest.me
https://santandercycles.tfl.gov.uk/map?intcmp=48337
https://www.li.me/en-gb/london-parking
https://tfl.gov.uk/modes/cycling/cycle-skills#on-this-page-2
https://tfl.gov.uk/modes/cycling/cycles-on-public-transport
https://www.li.me/vehicles/scooter
https://www.voi.com
https://tfl.gov.uk/modes/driving/check-your-vehicle/
https://tfl.gov.uk/modes/driving/congestion-charge/congestion-charge-zone?intcmp=2055
https://tfl.gov.uk/modes/driving/silvertown-blackwall-tunnels-charge/paying-blackwall-and-silvertown-tunnel-charges
https://tfl.gov.uk/modes/driving/check-your-vehicle/
https://tfl.gov.uk/modes/driving/auto-pay
https://tfl.gov.uk/modes/driving/fleet-auto-pay


Benefits of Auto Pay

With Auto Pay, you:

•  Will not forget to pay charges

•  Are protected from receiving 
Penalty Charge Notices 
while registered

•  Receive a discount on the 
Congestion Charge, compared 
to the price you would pay after 
the day of travel

It is free to register for AutoPay. You must:

•  Be at least 18 years old (drivers aged 16 or 
17 must register their vehicles on a parent/
guardian’s Auto Pay)

•  Complete either a Direct Debit mandate 
or link a payment card

•  Tell us which are the vehicles you want 
to register

You can also pay charges online through 
our official payment portal or through the 
TfL Pay to drive in London app. 

Discounts and exemptions
There are a number of discounts and 
exemptions for the ULEZ, Congestion 
Charge and Blackwall/Silvertown tunnels 
charge schemes. More information can be 
found on our website.

NHS patient reimbursement
If you’re undergoing NHS treatment, you 
may be eligible to claim reimbursement on 
any of the ULEZ, Congestion Charge and 
Blackwall/Silvertown tunnels charges.

If you’re eligible, you will need to pay 
the charge and then submit a claim for 
reimbursement through the NHS hospital 
or trust where you had your appointment. 
If you need to travel for appointments on 
multiple days, you will need to pay the 
relevant charge and claim reimbursement 
for each day you travel.

Eligibility
You may be eligible if you have been 
clinically assessed as too ill, weak or 
disabled to travel to an appointment on 
public transport, and meet one of the 
following criteria: 

•  You have a compromised immune system 
(problems with your immune system) 

•  You are in need of regular therapy 
or assessment 

•  You need to have recurrent 
surgical intervention 

The relevant NHS hospital or trust will 
determine whether you’re eligible for 
reimbursement based on the above criteria. 
The reimbursement scheme applies to 
vehicles used by eligible patients to travel 
to hospital appointments for diagnosis or 
treatment provided by, or on behalf of, an 
NHS trust or other NHS organisations.

An NHS patient can apply for reimbursement 
whether they are the driver or passenger, 
and the vehicle does not have to be the 
patient’s own vehicle. A patient can only 
claim for one vehicle per appointment. 

Our NHS patient reimbursement charge 
leaflet explains how patients can be 
reimbursed for eligible trips.

You may be liable to the ULEZ charge when travelling to hospital
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https://tfl.gov.uk/modes/driving/auto-pay
https://tfl.gov.uk/modes/driving/pay-to-drive-in-london
https://tfl.gov.uk/modes/driving/ultra-low-emission-zone/discounts-and-exemptions
https://tfl.gov.uk/modes/driving/discounts-and-exemptions?intcmp=54579
https://tfl.gov.uk/modes/driving/discounts-and-exemptions?intcmp=54579
https://tfl.gov.uk/modes/driving/discounts-and-exemptions?intcmp=54579
https://tfl.gov.uk/modes/driving/reimbursements-of-the-congestion-charge-and-ulez-charge#on-this-page-1
https://tfl.gov.uk/modes/driving/reimbursements-of-the-congestion-charge-and-ulez-charge#on-this-page-1
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