
Adult and
Community Services
Transport Policy



If you need this document in a different
language or format, please get in touch with
Customer First. 

This document

This document is quite long and contains lots
of information. You may want to read in stages. 

We have broken it up into coloured sections to 
make it easier.

To get in touch:

e-mail: customer.first@suffolk.gov.uk

phone: 0808 800 4005
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Section 1. 
Introduction

Section 1
part 1

The Care Act 2014 sets out the law around
care, support and assessments.

It sets out a way of working to assess people’s 
care and support needs and helps to work out 
what support you and your carers can get.

Suffolk County Council promote a 
‘strengths-based approach’. 

This means that people working with you must 
think about your strengths, what you can do
and focus on outcomes. 
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People working with you must also look at
what support may be available from your friends,
family, supporters or the community. 

This is to see who else might be able to
support you to learn new skills and do the things 
you want to do.

Section 1
part 2

Section 1. Introduction

Suffolk County Council does not have
responsibility for NHS services such as
patient transport.

However, Suffolk County Council should think 
about your support needs when you are
going to health appointments.
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Section 2. Eligibility
and the need for transport

‘Supporting Lives, Connecting Communities’
is Suffolk’s Operational Framework. It helps
the Council work to support you in the best
way possible. 

Section 2
part 1

Supporting Lives, Connecting Communities is 
flexible. If you are getting Tier 3 support, you
can still be supported with a Tier 1 or 2 offer. 

Suffolk County Council use a Signs of Safety
and Wellbeing approach.

It has 3 levels:

Tier 1: Help to
help Yourself

Tier 2: Help when 
you need it (short 

term support)

Tier 3: Ongoing
support
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Signs of Safety focuses on solutions and 
strengths. Signs of Safety also helps people to 
work together to help you achieve your goals.

Section 2. Eligibility and the need for transport
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If your carer supports you with getting out and 
about, they will have a carers assessment. This 
looks at their needs and rights. 

If you have a really urgent transport need, the 
council will work with you to meet this. 

Your assessment will look at your mobility levels 
and any risks that may come with travelling out
and about.

Section 2
part 3

Section 2
part 4

Section 2. Eligibility and the need for transport

A Care Act assessment a will look at your 
transport needs and the best ways to meet 
those needs. You will usually get a Tier 1 or 
Tier 2 transport offer.

Urgent need!

Tier 1

Tier 2
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People use transport in lots of different ways. 
What you use transport for should be in your 
Care and Support Plan.

If you are supported by Suffolk County Council 
you will get a personal budget as part of your 
Care and Support Plan.

A personal budget is money given to you to meet 
the needs in your care and support plan. 

Section 2
part 5

Your practitioner should share an estimated 
amount of money with you, and anybody
supporting you, at the start of care and
support planning.

Section 2. Eligibility and the need for transport
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You will have a plan of how you will use
your personal budget. Your plan will also
include details of any support you will get
with transport.

Following the assessment people who are
receiving support under Tier 3 may be offered
a Tier 1 or 2 transport offer if this meets
their needs.

Section 2
part 6

The final amount of of money is confirmed 
through the care and support planning process. 

Section 2. Eligibility and the need for transport

Tier
1

Tier
2
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Your social care practitioner will make sure
that you get information or assistance with 
transport directly. 

All information will be given to you in a format 
that meets your needs.

This includes easy-read, large print, audio or
support from an interpreter.

Section 3
part 1

Section 3.
Tier 1 ‘Help to help yourself:
information, advice and support

This will include information on transport
ideas, services in the community and needs
assessments. 

Your family, carers or other people that
support you will also be given all the information 
they need. 
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You can not normally get assisted transport as
a tier 2 or tier 3 transport offer if:

Section 3
part 3

a. You have a vehicle you drive yourself

You have a vehicle which you drive. 
An assessment will look at whether it is
reasonable to expect that you will use your
vehicle to meet the transport needs in your
care and support plan. 

When you use your own vehicle, no petrol
costs or other expenses will usually be paid
by the council.

This section applies when you have access to 
transport. This could be a car you drive yourself 
or your car that somebody else drives. Benefits 
like DLA or PIP can also pay for transport.

Section 3
part 2

Section 3. Tier 1 ‘Help to help yourself
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b. You have a vehicle of which you are not normally the driver

There will be an assessment of whether the
usual driver or drivers are happy to help you
travel to where you want to go. 

There might be a review of the allowed drivers of 
this car. This might change if the current driver(s) 
would not be able to meet your transport needs.

Where a carer is going to provide transport,
it is important that the practitioner is able to 
show that this is the right thing for both you
and your carer.

c. When your carer will provide transport

There should also be a plan in place for when 
your family, carers or friends are not able to
support you with transport. 
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d. You get the mobility part of DLA or PlP

You get the mobility part of Disability Living
Allowance or Personal Independence Payment. 

If you get the mobility part of DLA or PIP you
will need to use all of this money to meet of
your transport needs. 

However, sometimes this part of your benefit 
may not always be enough to cover all of your 
transport needs. 

If this is the case, your practitioner will include 
these costs into your support plan. 
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e. You live in a registered care home

If you live in a care home, the care home will
support you with transport.

When this happens, your practitioner will review 
your care and support needs with the care home 
provider to see whether any changes are needed.

However, there may be times when the care home 
cannot meet your transport needs. 
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Section 4. Tier 2
‘Help when you need it’

If you need transport, you will have an
assessment of your mobility and ability to
travel on your own. 

Section 4
part 1

As part of a Care Act assessment, someone will 
work with you to do a mobility assessment. 

This will involve looking at things like:
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Occupational
therapists

Physiotherapists

Sometimes your practitioner will make referrals 
to other professionals. People like:

Section 4
part 2

Referral

Promoting your wellbeing and ability to live 
independently in your community is very
important.

Section 4
part 3

Section 4. Tier 2 ‘Help when you need it’

Your practitioner must also think about the
physical, mental or social reasons help or stop 
you from travelling independently.
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Section 4. Tier 2 ‘Help when you need it’

They will look at things like:
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If this is the case, your practitioner must look
at accessible and affordable ways you can get 
out and about. 

If you live in the countryside, you may find
it more difficult to access services outside
your home. 

Section 4
part 3

After your assessment, your practitioner may
need to understand your ability and skills in more 
detail.

Section 4
part 4

In this case, your practitioner will make a
referral to the Travel Training Service.

Section 4. Tier 2 ‘Help when you need it’
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This training is aimed at helping people learn
to confidently use public transport.

Section 4
part 5

For more information please see contact Transport Travel 
Training via email: TransportTravelTraining@suffolk.gov.uk

The Travel Training service will work with you to 
assess your ability to travel independently.

They may then offer you person-centred
travel training so you can learn how to
travel independently.

Section 4. Tier 2 ‘Help when you need it’
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Gavin’s story

The route from his house is long and has a very 
busy road with no pedestrian crossing.

Gavin goes to the Sudbury Hub most days.

Gavin has just had travel training so that he 
could learn the walking route from his house
to the Hub.

Gavin has been taking taxis for a long time,
and now that he is able to walk, he will save 
10 taxi fares a week.
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Being able to walk to the Hub has also increased 
his confidence and independence. With his
support staff, Gavin is also planning to learn
how to walk to his sister’s house.

The taxi fares used to come out of Gavin’s
direct payments, so he was really happy to
be able to save the money.

This has been a goal of his for a long time. 

Gavin now plans to spend the money on better 
things like going to football.

Gavin’s story
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Section 4
part 6

Community Transport could be an option as
part of a tier 2 transport offer. 

Section 4
part 7

Working in partnership with RIDE, Suffolk
County Council provides an affordable transport 
service called Connecting Communities.

If you have had
travel training

are able to travel
on your own

or

You will not receive help with your travel costs if:

Section 4. Tier 2 ‘Help when you need it’
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The service helps people who might not
have access to a regular bus service travel 
around Suffolk.

Suffolk Infolink is another website which
provides transport options.

For more information on this service go to: 

https://communities.suffolkonboard.com/

For more information go to: 
https://infolink.suffolk.gov.uk/kb5/suffolk/infolink/lo-
caloffer.page?localofferchannelnew=9

Section 4. Tier 2 ‘Help when you need it’
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Sometimes a tier 1 or 2 transport offer cannot 
meet your needs.  

Section 5. Tier 3 ‘Ongoing 
support for those who
need it’ Meeting a need
for support with transport

Section 5
part 1

If you cannot attend your nearest 
community activity because there is no
transport available, or the nearest opportunity 
would not meet your needs, your practitioner
may ask for extra funding. 

Section 5
part 2

In this case your practitioner will talk to you
and your support circle about how best to meet 
your transport needs. 
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If you choose to go to an activity or a day centre 
that is not the nearest, but the nearest service 
could meet your needs, then you will have to
pay for the extra transport costs. 

If a carer will be helping you with transport,
your practitioner will make sure your carer is 
happy to do this. This will be done through a
carer’s assessment.

Sometimes this assessment shows that helping 
with transport places an too much of a demand 
on carers. 

Section 5
part 3

This may lead to transport being provided or 
arranged by Suffolk County Council.

Section 5. Tier 3 ‘Ongoing support for those who
need it’ Meeting a need for support with transport
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Any plans for care and support needs must 
consider if carers are “willing and able” to 
continue in their caring role. This means that 
they are happy to do it and it will not harm them.

Section 5
part 4

Your practitioner will think about if where
you live makes a difference to your ability
to travel. 

Section 5
part 5

There is no set rule of what is a reasonable 
distance or time to access services or activities 
that meet your needs.

Your practitioner will work with to understand 
what sort of time and distances you are happy
to travel.

Section 5
part 6

Section 5. Tier 3 ‘Ongoing support for those who
need it’ Meeting a need for support with transport

Distance
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There needs to be a balance between distance, 
value for money and your choice.

Section 5. Tier 3 ‘Ongoing support for those who
need it’ Meeting a need for support with transport

Other barriers to meeting your needs could be 
how long it takes to travel to the service or the 
higher cost of other ways of getting around. Your 
practitioner will assess these.

A long
way  

Expensive
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The Council will sometimes pay unpaid carers 
(your family or friends) some money if they are 
driving you places.

You might need short-term transport support if 
you or your carer is ill. Other family circumstances 
or changes at your service might also be a reason 
you need short-term transport.

A flexible approach will be taken in these
situations. 

A review of your Care and Support Plan may
be needed in these times, or this issue might be 
already taken care of in your original Care and 
Support Plan.

Section 5
part 7

Section 5
part 8

Section 5. Tier 3 ‘Ongoing support for those who
need it’ Meeting a need for support with transport
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If you already have a Direct Payment for other 
services, then the council should offer a direct 
payment for transport too. This will give you 
more choice and control.

If a tier 1 or tier 2 transport offer or a Direct 
Payment is not appropriate it will then your 
practitioner will need to make a request to the 
Council’s Passenger Transport Team.

Section 5
part 10

Section 5
part 11

Once assessed as needing transport, your
practitioner will look at community, family
and other solutions.

Section 5
part 9

Where a tier 1 or tier 2 transport offer will not 
meet your needs and you need to buy transport, 
your practitioner should talk to you about using
a Direct Payment. 

Solutions!   

Section 5. Tier 3 ‘Ongoing support for those who
need it’ Meeting a need for support with transport
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Transport prices will be worked out through the 
Transport Team.

Your practitioner will then tell you about the
different options to meet your needs. 

Every case will be different. Practitioners will
explore different ideas with you to find the best 
and most cost-effective solution.

Some examples can be found on the next
few pages.

Section 5
part 12

Section 5. Tier 3 ‘Ongoing support for those who
need it’ Meeting a need for support with transport
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Section 5. Tier 3 ‘Ongoing support for those who
need it’ Meeting a need for support with transport

Ben is 30. He lives in a flat in Ipswich which is part 
of a supported living scheme.

Ben has a motability car. Ben has paid carers
who usually drive the car for him.

However, Ben’s carers are not always available 
when he needs them.

Ben asked the Council to have extra support
by asking the Council to pay for a taxi to his
day centre 3 days a week.

£30 a week was less than paying new carers for
their time to drive him.
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Section 5. Tier 3 ‘Ongoing support for those who
need it’ Meeting a need for support with transport

Ben’s practitioner will now talk to Ben about 
whether continuing to lease a car is the best use 
of his Personal Independent Payment (PIP). 

Ben’s motability car is now not used much and 
there may be better options in the future. 

Using taxis proved to be the most cost effective 
way for Ben to get to his activities, as the taxi 
cost just over £30 per week.
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Section 6.
Community transport

The service helps people who might not
have access to a regular bus service travel
around Suffolk.

Working in partnership with Ride, Suffolk
County Council provides a service called
Connecting Communities.

Section 6
part 1

For more information go to: 

https://communities.suffolkonboard.com/

Suffolk Infolink gives informatrion on transport options:
https://infolink.suffolk.gov.uk/kb5/suffolk/infolink/
home.page  
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Section 6. Community Transport

Barsha is 88 and has visual and mobility problems. 
She lives with her daughter and son-in-law, who 
are both retired and in their sixties.

Barsha’s daughter and son-in-law are finding
things a bit hard, as Barsha cannot be left alone 
for long, and needs to go with them when they
go out.

Barsha has a care package including 1 day a week 
at a day centre. Barsha prefers to only attend in 
the afternoon, as that is when her friends attend.

Barsha’s daughter and son-in-law are happy to 
drop her off at the day care centre before lunch, 
but cannot always pick her up as they are often 
busy doing other things. 
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Barsha’s practitioner carried out carer
assessments for her daughter and son-in-law. 

The Council was able to fund a taxi to take Barsha 
home in the afternoon.

The taxi helped to meet the needs of the whole 
family and in the same time support Barsha’s
family to have a break from their caring role.
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Section 7. Use of
Motability Scheme Vehicles

The Motability Scheme supports disabled people, 
their families and carers.  

You can use some of your benefits to pay for
the scheme.

Section 7
part 1

If you have access to a vehicle through the
Motability Scheme it is Council policy to make 
sure people follow the rules of the scheme. 

The scheme helps people to rent a new car, 
scooter or electric wheelchair.
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Section 7. Use of
Motability Scheme Vehicles

If you need a member of your family or other
carer to drive your Motability vehicle, your 
practitioner will think about your carer’s needs 
for assessment.

Section 7
part 2

As it is your vehicle, Suffolk County Council
expect will be used to meet your travel needs 
wherever it is possible to do so.

However, this doesn’t mean you have to be in
your car for every journey. 

Section 7. Use of Motability Scheme Vehicles

If you pay for the vehicle using your benefits, the 
vehicle must ONLY be used to support you.

My vehicle
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If your Motability vehicle is not working to
meet your travel needs then your practitioner
will need to remind you or your carer of the 
scheme rules.

Section 7
part 4

Section 7
part 3

If this case you can get the mobility element of 
your benefits in cash. Sometimes this gives you 
more independence and flexibility.

In some cases it may be right for your
practitioner to talk with you and your carer
to see if it would be better to stop renting your 
Motability car early.

They will think about the impact of providing
daily transport on your carer, as this may affect 
their health, or ability to go to work. Your 
practitioner will also look at needs for respite.

Section 7. Use of Motability Scheme Vehicles
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Your practitioner must then think about
whether the Motability Scheme and DWP
should be told about the situation.

For more information about the Motability Scheme:

https://www.motability.co.uk/ 

This is so that they can make sure you are
following the rules of the scheme.

Section 7. Use of Motability Scheme Vehicles
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Section 8. Transport for 
medical appointments

For more information go to: 
https://www.nhs.uk/using-the-nhs/help-with-health-
costs/healthcare-travel-costs-scheme-htcs/

If you are asking for help the costs of travel
to hospital, your practitioner should check first
if you can get help from the NHS healthcare
travel scheme.

The NHS Hospital Travel Costs Scheme
may cover your travel costs for attending
hospital appointments.

Section 8
part 1

Sometimes the costs for going to health
appointments are included in your personal 
budget. 
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Further advice about eligibility for this scheme please call 
the Welfare Rights Helpline: 01473 264545

Section 8. Transport for medical appointments

For more information go to: 
https://www.nhs.uk/common-health-questions/
nhs-services-and-treatments/how-do-i-organise-trans-
port-to-and-from-hospital/
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Your practitioner will need to talk to you about 
your needs in accessing community healthcare 
when they are assessing your needs.

Travelling to primary care medical appointments 
(things like the GP or dentist) do not fall
within the NHS scheme.

Section 8
part 2

There are a number of other organisations such 
as Age UK that might support you to go to a 
GP or hospital appointment.

Section 8
part 3

You can find out more here:
https://www.ageuk.org.uk/services/in-your-area/
transport/

Section 8. Transport for medical appointments
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Section 9. Education transport

Section 9
part 1

Full details about the education transport provided can be 
found here: https://www.suffolkonboard.com/content/
downloadstream/8154/32554/2018+Post-16+Trav-
el+Policy.pdf

For information about travelling to school or
college, please visit the website below. 
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Section 10. 
Charging for Transport 

The mobility part of DLA or PIP does not count
as income.

Where transport is provided by the Council, a 
charging policy will apply and your practitioner 
will work with you to do a financial assessment. 

Section 10
part 1

A financial assessment helps to work out how 
much you will have to pay towards the cost
of your services. This is worked out using
your income and any savings you have.
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Section 11.
Reviews

To get in touch:

e-mail: customer.first@suffolk.gov.uk

If you would like a review of support for your
transport needs or charges you can get in
touch with Customer First.

Section 11
part 1

Or phone:

0808 800 4005
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Section 12. 
Refusal of Services 

Your practitioner will assess your ability to make 
decisions about transport. 

Section 12
part 1

Section 12
part 2

If you have any questions about the new policy, 
please get in touch with your practitoner or
Customer First.

If your practitioner does not think you are able to 
make this decision, then they will ask someone 
else to make sure this is in your best interests.
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Section 13. 
Review of the Policy 

This policy will be updated as things change.

Section 13
part 1
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Bengali
-

Different languages

If you need help to understand this information
in another language please call: 0808 800 4005

Portuguese
Se precisar de ajuda para ler estas informações 
em outra língua, por favor telefone para o
número abaixo -

Polish
Jeżeli potrzebujesz pomocy w zrozumieniu tych 
informacji w swoim języku zaadzwoń na podany 
poniżej numer -
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To get in touch

Lithuanian
Jeigu jums reikia sios informacijos kita kalba, 
paskambinkite -

Romanian
Dacă aveți nevoie de ajutor pentru a înțelege 
această informație într-o altă limbă, vă rugăm 
să telefonați la numărul -

Different languages

e-mail:

customer.first@suffolk.gov.uk

Phone:

0808 800 4005
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For more information: 

Online:
suffolk.gov.uk

e-mail: 
customer.first@suffolk.gov.uk

This newsletter was translated into easy-read 
by Ace Anglia and Thinklusive.

For more information:

Online:  aceanglia.com / thinklusive.org


