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The DWA has many important features:

•	 An Assistance Intercom with camera overhead. This device can 
be used if there is an emergency or if information is needed. 
Pressing a button on the intercom will immediately connect you 
to a TTC staff member. The overhead camera will allow for a TTC 
staff member to see the platform, and can send help right away 
if needed (police, fire, paramedics).

•	 More lighting

•	 A payphone with a blue button that can connect you to a mental 
health Crisis Line if you need to talk to someone

•	 A bench or grab bar for support

•	 The accessible subway door will open close to this area. Inside 
this accessible door will be blue priority seating.

Boarding a train

Before you get on a train, check the destination on the front or side of 
the train, or listen for the external announcement. This will help confirm 
if you are boarding the train in the direction you need.

If you are boarding a train while using a mobility device, follow these steps:

1.	 Locate and travel to the Designated Waiting Area (DWA).

2.	 Give yourself enough time to board the train safely. Do not rush. 
If you hear chimes or see an orange light flashing, the doors are 
closing. Wait for the next train.

3.	 If you see wide gap space signs on the platform floor, it is 
recommended that you board elsewhere along the platform 
where the gap between the door and platform is smaller.

4.	 Prepare to board by facing the platform edge.
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5.	 When the train arrives, let any customers exit first.

6.	 Board through an accessible door and travel safely over the gap.

7.	 Locate the priority seating area.

8.	 Position yourself facing the direction the train is travelling. This will 
help when the train announces which side the doors are opening.

Travelling over the gap

When travelling from the subway platform into the subway train, there 
is a gap. The gap can be horizontal, or horizontal and vertical. The gap 
can vary by station, by location on the platform, and/or by train.

When stepping over the gap, be careful of your footing. If using a 
walker, you may need to lift your walker over the gap.

When preparing to travel over the gap using a wheelchair or scooter, 
position the wheels so they are facing forward toward the platform edge 
and not on an angle. When the train comes to a stop and the doors open, 
travel over the gap at a medium speed. This will ensure the device has 
the power and momentum to go over the gap. 



  November 2022 | 45

Getting off the subway

Verbal and text announcements inform customers on the train the name of 
the next station. The verbal announcements are shared over the speaker, 
and on Line 1 and Line 4 trains, the text is displayed on the screen above 
the train aisle, and on an LED screen found on the side of the train. 

When you identify your stop, prepare your exit plan. Identify which side 
of the train the doors are opening, and move towards the door when 
either the vehicle is travelling slowly, or when it stops. On Line 1 and 4, 
the overhead screen will display arrows pointing to the doors that will 
open. Exit the train before other customer’s board. For customers using 
mobility devices, travel over the gap in the same way as entering, with 
wheels straight and at a medium speed.

For white cane users, on Line 1 and Line 4 trains there are tactile 
guidance indicators that run along the centre aisle of the train and 
branch off to each doorway. These tactile floor markings are red and 
can assist with travelling along the train and with locating doors.

After exiting the train, follow the signage or tactile wayfinding to your 
intended destination.
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Staying safe

General safety

Your safety is the TTC’s biggest priority. This section gives you general 
safety tips, as well as procedures to follow if there is an emergency. 

When you are travelling at street level:

•	 Be aware of your surroundings. 

•	 Cross the street at crosswalks or lighted intersections only.

•	 Stay in areas with good lighting. Do not travel between  
parked vehicles.

•	 If you are confused or lost, don’t be afraid to ask for help. Find a 
pedestrian, pay phone, police station, restaurant, or store. 

•	 Pay attention to horns and sirens.

Personal safety on the TTC:

•	 Before you travel, tell someone where you are going and what 
time you will return.

•	 Never give out personal information to strangers.

•	 Only carry items and money that you need. Do not travel with 
lots of money or expensive items.

•	 Change seats and tell the operator if you feel uncomfortable  
or threatened. 

Always travel with:

•	 Your personal identification 

•	 Emergency contact information

•	 A fully charged cell phone or enough change for a couple of 
phone calls.
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Station safety

Reporting emergencies

When possible, report emergencies to any TTC employee. 

Elevator safety

If you arrive at an elevator that is out of service, there is a blue and white 
poster that will explain how to continue your journey on an accessible 
route. If you need assistance, press the Assistance Intercom button on the 
outside of the elevator that will connect you to a TTC staff member on site. 

If you need help while inside the elevator, press the Push & Talk, Help, or 
Telephone symbol button that will connect you to a TTC staff member on-site.

Escalator safety

When riding escalators, follow these safety tips:

•	 Step on and off carefully.

•	 Stand to the right and hold the handrail.

•	 Do not rest bags on the handrail.

•	 Do not push or rush other customers.

•	 Never take a mobility device or service animal on an escalator. 
Use the elevator or stairs, if possible.

If someone falls on or gets caught in an escalator, push the red button 
at the top or bottom to stop it. Customers travelling with pets or service 
animals should use the stairs or the elevator for the safety of their animals.
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Bus and streetcar safety

Reporting emergencies

Report any emergency on a bus or streetcar to the operator. The operator 
is able to call for help using the onboard communications system. If 
necessary, the operator can also turn on an alarm to attract help.

On buses, you may ask the operator for help directly. On streetcars, 
press the yellow emergency alarm strip above most seating areas. You 
can also use the yellow passenger assistance intercom button in the 
multi-purpose areas, or use the Emergency Intercom button near all 
doorways.

Evacuating the vehicle

If there is an emergency, the operator may tell everyone to evacuate the 
vehicle. Follow the operator’s instructions. 

When you are leaving the vehicle:

•	 Stay calm and do not rush.

•	 Leave any large items behind.

•	 Use the route identified by the operator.

•	 Watch for traffic and go to a safe location. 
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Evacuating the station

In an emergency, you may be asked to leave the station. Listen or watch 
information screens for announcements and follow the instructions. If 
you are unable to understand the instructions, find a TTC staff member 
or Customer Service Representative. If you need help leaving the station, 
use the Assistance Intercom (at the elevator or Designated Waiting Area) 
to connect with a TTC staff member.

Turning off track power

In certain emergencies, you can turn off the power to the subway tracks 
(for example, if someone falls onto the tracks). To cut the power, travel 
to the blue light that is at either end of the subway platform. Follow the 
posted instructions to turn off the track power.

Tip

Never go down onto the subway tracks for any reason. It is 
dangerous and illegal. If you accidentally drop something on the 
tracks, leave it and tell TTC staff who will assist with retrieving 
your item.

Subway train safety

Using the passenger assistance intercom

If there is an emergency on the subway platform, use the Assistance 
Intercom at the Designated Waiting Area (DWA). 

Using the emergency alarm

If there is a situation on a train that requires emergency medical, fire 
or police services, press the emergency alarm. The alarm is a long, 
yellow strip with black lettering. Alarms are located above the windows 
of the car, and at each end of the car. Line 1 and Line 4 trains are also 
equipped with red emergency alarm handles near doorways and 
in priority seating. The alarm will sound in your train car and in the 
operator’s car. The operator will call for emergency assistance, stop the 
train at the next station, and hold there with the doors open. EMS, Fire 
and/or Police will be contacted. 

There is a $500 fine for misuse of the alarm.
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Evacuation from a train between stations

In a serious emergency, customers may need to be evacuated from a 
train that has stopped between stations. If this happens, listen carefully 
to the train staff and follow their instructions.

TTC or emergency services staff will determine the best evacuation 
method for customers unable to independently exit the train, including 
persons who use a mobility device, and/or have mobility restrictions or 
other disabilities.

Some customers may be evacuated from the train to a safe location 
without their mobility devices. In these circumstances, the devices will 
be retrieved and returned to the customers as soon as possible after 
the emergency situation has ended.

Reporting incidents 

Safe TTC is an app that can be downloaded to an iOs or Android and 
used to report harassment, safety concerns, or suspicious activity. The 
app will allow you to make a detailed report about your observations – 
whether on a TTC vehicle, in a subway station, or at a bus or streetcar 
stop. Here is a photo of what the Safe TTC App looks like.

Handling the unexpected 

Being informed can help prepare you for handling the unexpected.  
In general, stay calm and ask for help if you need it.
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What if I miss my bus?

If you miss your bus, wait for the next one. Prepare for this situation 
by looking at the route schedule before you leave, and make note of 
the next few arriving vehicles. You can find out when the next vehicle 
will be arriving by using the Next Vehicle Program, transit apps, or by 
contacting TTC Customer Information at 416-393-4636. 

What if I miss the last bus of the day?

If you miss the last vehicle, stay calm. Carry a mobile phone if possible 
and call one of the following for help:

•	 A friend or family member who could pick you up.

•	 Directory assistance by dialing 411 who can provide  
the number of a taxi.

•	 The Wheel-Trans Priority line 416-393-4311, available 24 hours  
a day, seven days a week.

•	 The Toronto Police Services’ non-emergency number 416-808-2222.

•	 Emergency Services 911, if necessary.

What if I miss my stop?

As soon as you notice that you have missed your bus or streetcar stop, 
press the stop request and tell the operator. The operator will let you 
off at the next stop and give you a transfer to travel back to your stop. 
If you miss your subway stop, get off at the next station, or the next 
accessible station if you need an elevator. Take the train heading in the 
opposite direction to travel back to the stop you need.

What if I lose something on a vehicle?

Lost articles found on TTC property are sent to the Lost Articles Office by 
2 p.m. the next business day. The Lost Articles Office is at Bay Station and 
is open from 8 a.m. until 5 p.m. on weekdays (excluding holidays). You can 
call the office at 416-393-4100 between noon and 5 p.m. on weekdays.

Note: Bay Station is not accessible. If you use a mobility device, please 
call the office in advance for help at 416-393-4100.

Lost items on Wheel-Trans vehicles may also be reported to Wheel-Trans 
Customer Service by phone 416-393-4111 or email wtcs@ttc.ca.
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What if there’s a service delay?

If there is a service delay, stay calm. The TTC asks for your patience 
and understanding. Unfortunately, there are many conditions (such 
as heavy traffic or bad weather) that our operators cannot control. If 
you have questions or need help, ask the vehicle operator, or any TTC 
employee.

What if there’s a change in the route?

Planned route changes are posted at the station and on ttc.ca. You can 
also call TTC Customer Information at 416-393-4636 if you have any 
questions and to get up-to-date information. If there is an unexpected 
problem that affects a route, the station staff will be able to assist you. 
If you are on a vehicle that is experiencing a route change, the operator 
will make an announcement. Ask the operator if you need assistance.

What if the subway isn’t running?

Planned closures

Planned subway closures are always advertised well in advance on the 
TTC website, on signs and announcements in subway stations, and in the 
news. Use an online trip planner, a route map, or TTC Customer Service to 
find an alternate route. During planned subway closures, the TTC will use 
shuttle buses. Keep in mind that shuttle service is accessible, but will not 
be as fast as the subway service. 

Unplanned closures

During unplanned or emergency subway closures, the subway trains may 
need to turn-back before the end of the line. Internal announcements will 
be made throughout the vehicle to tell you about the service changes.

When the subway needs to turn-back, it is a priority to try and have the 
subway turn-back at an accessible station with an elevator. When it is 
not possible, the subway will need to turn-back at a station that is not 
accessible, without an elevator. If the turn-back is at a non-accessible 
station, listen for an announcement that will tell you what the last 
accessible station is. If you need an elevator, be sure to get off the subway 
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at an accessible station before reaching the turn-back location. If you need 
an elevator and missed the last accessible station, exit at a station with a 
centre platform. Travel to the platform for the train heading in the opposite 
direction, and travel back to the last accessible station. 

Before the subway turns-back at the last stop, TTC staff will travel through 
the vehicle to make sure all customers have exited. If you did not exit at the 
last accessible station, and arrive at a non-accessible turn-back station 
with a side platform, stay on the train.

Note: Generally, if a delay is expected to be longer than 15 minutes, 
shuttle buses will be dispatched. Remember, if it is an unplanned closure, 
it may take some time for the shuttle buses to arrive. 

What if there’s an emergency situation?

If there is an emergency on a vehicle, stay calm and follow the 
operator’s instructions. In a station, use the Assistance Intercom to 
connect to a TTC staff member that can help you, find a Customer 
Service Representative in a red vest, or ask a member of the public  
if needed. 

What if a bus or streetcar ramp isn’t working?

In this situation, the operator will inform you that the ramp is not 
working. The operator will call a supervisor to find out when the next 
bus or streetcar (with a working ramp) will arrive and the operator will 
communicate that information to you.

What if my mobility device breaks down?

If your mobility device breaks down on a vehicle, tell the operator. They 
will contact a supervisor to help you. If you’re at a TTC stop when your 
mobility device breaks down, signal the next bus and ask the operator 
for help. If your device breaks down on the subway platform, on or near 
an elevator, or at an unstaffed subway entrance, try to get to a passenger 
assistance intercom. Ask another customer for help if you are not near an 
intercom.
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What if there’s a snowbank between me  
and the bus?

If a snowbank is blocking you from getting on a bus safely, the operator 
may suggest an alternative, such as picking you up at a cleared driveway 
or curb.

What if the bus, streetcar or subway train is full?

Public transit is operated on a first-come, first-served basis. Generally, 
service levels are set to ensure that all customers can board. However, 
this may not be the case during rush hour, or when construction, weather, 
or other circumstances delay transit. If the bus, streetcar, or subway train is 
full, you will need to wait for the next vehicle. 

If you are using a mobility device and the next bus or streetcar is also 
full, ask the operator for assistance. The operator will contact Transit 
Control and will communicate with you what to do. 

Connecting to other regions

To find the easiest way to travel to a destination in the surrounding 
regions of Peel, York and Durham, use the online trip planner at ttc.ca, 
select trip planner on the left. TTC Customer Information can also 
assist you by phone at 416-393-4636.
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”
“

Travel Training customer 
testimonials

By the end of our time together, I had a chance to go on buses, 
subways, and a streetcar in my power wheelchair. It was an exciting 
and at times scary task for me, but I could not have asked for better 
support. There was SO much I did not know! 

– Kim

I highly recommend the TTC Travel Training. I know there are 
individuals out there with disabilities who may be anxious to ride the 
TTC or who are pretty skeptical – I encourage you to just try it once. 
The sense of independence and freedom you will gain will eliminate 
those fears.

– Robert

Thank you for your techniques and tips, they were all needed and 
completely well thought through. I made it there and pretty much on 
time and now I am 100% confident I can redo it.

– Mohammad

I always thought that I knew the subway system very well, until 
meeting up with Desrianne. I now know the huge transformations 
in the subway system with complete knowledge of how safety and 
security are part of the subway system. I am so very happy that my 
traveling on the TTC has become much more of a joy and learning 
experience than I can ever express.

– Susan
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Resources

Department		  Number

Requesting Travel Training		  647-614-9396
To arrange for Travel Training:  
email traveltraining@ttc.ca. 

Customer Information		  416-393-4636 (INFO)
Monday to Sunday, 8 a.m. to 6 p.m.		   
(except holidays)

For information on routes and schedules 		   
(voice/faxback service), elevator/escalator  
status, and an automated multi-language  
option. 

Customer Service		  416-393-3030
Monday to Sunday, 7 a.m. to 10 p.m. 		   
(except holidays).

Elevator and escalator status		  416-539-5438 (LIFT) or
24 hours-a-day, seven days-a-week 		  416-393-4636 (press 5)

Lost articles		  Bay Station
Monday to Friday, 8 a.m. to 5 p.m.		  416-393-4100 
(except holidays)		

Phone representatives are available  
between noon and 5 p.m.

Wheel-Trans Customer Service		  416-393-4111
Monday to Friday, 8:00 a.m. to 4:00 p.m.

Wheel-Trans reservations 		  416-393-4222

Monday to Sunday, 5:30 a.m. to 11:00pm 

Wheel-Trans Priority line		  416-393-4311
24 hours-a-day, seven days-a-week
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Notes
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