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1. Introduction

The Disability Discrimination Act commenced in 1992. Standards under this Act set out formal
requirements for accessibility to public transport in Australia. These include access paths,
manoeuvring areas, ramps and boarding devices, allocated spaces, handrails, doorways,
controls, symbols and signs, the payment of fares and the provision of information. The
purpose of these Standards is to make public transport more accessible for people with a
disability.

Port Stephens Coaches (PSC) recognises these Standards not only as a legal obligation but as
a way of providing a better service for customers with a disability, the elderly, pregnant
women and parents with infants in prams.

2. Reforms to DDA Standards

On 20 March 2024, the Federal Government announced the release of new DDA Standards.
The reform package is broad and covers a number of matters relevant to the bus industry. In
total, there are 76 reforms, which include regulatory reforms that apply to new and
substantially upgraded assets (30 reforms), regulatory reforms that apply to existing assets
(19 reforms), regulatory reforms that apply on commencement (4 reforms), and changes to
guidance that supports the Transport Standards (16 reforms).

Further work is being undertaken (by the Federal Department of Infrastructure, Transport,
Regional Development, Transport for NSW and the Bus Industry Confederation) to determine
the scale and scope of the changes introduced by the new Standards. For example, further
work has been agreed to investigate whether dedicated school buses will be included within
the scope of accessible transport.

As a result, this year's Accessible Transport Plan will be focused on the 1992 Standards, as the
Government and industry's approach to the new Standards are determined. It is expected
that next year's Accessible Transport Plan will focus on implementation of the new standards.

3. Objectives

This Accessible Action Plan outlines how PSC will ensure that all customers can access our
services, irrespective of their physical or mental capacity. In particular, the Plan:

e Qutlines what we aim to achieve in terms of action on disability;

e Developing particular strategies and targets for the coming year;

e Ensuring that the information we provide to customers is accessible;

e |dentifying how and when we will relay feedback on our disability strategies to TINSW;
and

e Explaining how our strategies fit within the broader DDA standards and TfNSW
policies.
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4. DDA Targets

The Disability Standards for Accessible Public Transport (DDA Standards) introduced a
staggered compliance timeframe for accessible transport, with full accessibility to be
achieved by 31 December 2022. PSC has successfully met this target.
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Set out below are the compliance targets as at 31 December 2022 (the final date of
implementation for the new Standards). As can be seen from the table below, PSC has not
only met all standards and provides 100% accessibility on services (excluding dedicated school

services).
Item DDA Current DDA Current PSC
Standard Compliance Compliance
No. Requirement % Rate %
Accessible Booked Services (Coach) 28 100 100
Accessible Services (Bus) Weekdays 28 100 100
Accessible Services (Bus) Weekends 28 100 100
Symbols for Accessibility 16 100 100
Signs Visibility Size 17 100 100
Hearing Augmentation 26 100 100
Information Visibility 27 100 100
Storage of Disability Aids (Coach) 30 100 100
Min of 2 Priority Seats (Bus) 31 100 100
Accessible Handrails and Grabrails 11 100 100
Accessible Payment of Fares 25 100 100
Unhindered Access Passage (Bus) 2 100 100
Manoeuvring Areas 3 100 100
Ramps meet DDA standards 6 100 100
Boarding Devices 8 100 100
Allocated Spaces 9 100 100
Doorways and Doors 12 100 100
Stairs 14 100 100
Toilets (Coach) 15 100 100
Controls 21 100 100

PSC Compliance with DDA Standards (as at 31 December 2022)
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As mentioned in Section 2 of this Plan, new DDA Standards were released by the Government
in March 2024. This means that implementation of the new Standards is likely to commence
this year once advice from TfNSW is received.

5. Focus Areas for Accessibility

PSC has divided its DDA requirements and outcomes into five key strategies:

4.1

5.2

Accessible Bus and Coach Services;
Accessible Information on PSC Services;
Transit Stops and other Infrastructure;
Staff Training; and

Employment.

PLEASE VACATE THIS SEAT FORA
DISABLED PERSON, ELDERLY PERSON
OR EXPECTANT MOTHER
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Sponsored by Bus & Cosch Association (N.S.W)

Accessible Bus and Coach Services

The DDA Standards require that all booked (coach) services be 100% accessible, and
that, by 1 July 2022, 100% of current regular route services be DDA compliant
(excluding school buses).

As of 1 July 2021, ALL PSC booked (coach) services were 100% accessible, including
the Sydney Express service and the Newcastle Airport Shuttle.

Similarly, as of 1 July 2021 all weekday timetabled (route) services excluding school
services were 100% accessible.

In 2022, PSC achieved 100% accessibility on weekend route services in line with DDA
requirements.

ACHIEVEMENT: PSC has achieved 100% accessibility on ALL route and coach services.

Accessible Information

The DDA Standards recognise that people with disabilities may encounter difficulties
reading information and when using computers. As a result, it requires information
about public transport services to be accessible.

PSC has reviewed its website to ensure W3C Priority 1 (Level A) accessibility. W3C is
a set of guidelines for making web content more accessible to persons with disabilities.
Accessible information on our website includes the following:
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e How to Get an Opal Card
o Adult OPAL Cards;
o Child OPAL Cards;
o Pensioner/Senior (GOLD) Cards.

e School Ticketing Information
o Where School Opal Cards can be used;
o Eligibility;
o How to Apply.

It is noted that the new (2024) DDA Standards introduce specific requirements for the
websites of public transport providers designed to further enhance accessibility. PSC
will therefore examine the new guidelines (in consultation with TENSW) to determine
how and when the new website requirements will be implemented.

ACTION: PSC is awaiting on advice from TfNSW as to the new (2024) DDA Standards
in relation to website accessibility and whether any further work is required in this
area.

Similarly, all PSC timetables are published in an accessible format (for both print and
online timetables). These timetables are divided into those for route services and
coach services (Sydney Express and the Newcastle Airport Shuttle), all of which are
accessible (refer 4.1). A link to the 131500 Trip Planner, and any Timetable changes
are also displayed in accessible format on this page of the website. Customers can
also download accessible timetables from this page.

This Accessible Transport Action Plan also forms part of our Information Strategy for
people with a disability. As a result, this new Accessible Transport Action Plan will be
published on the PSC website.

ACHIEVEMENT: PSC to publish the new version of its Accessible Transport Action
Plan on its website for the reference of customers.

5.3 Transit Stops and Signs

Public transport infrastructure such as bus stops and bus interchanges are generally
owned and managed by local council. As such, PSC has no direct control over the
accessibility of this public transport infrastructure.

Instead, PSC works closely with Port Stephens Council to improve the access and
egress of bus infrastructure throughout OSMBSC Region 3, for customers with a
disability. This takes place both via formal consultative forums such as the Local Traffic
Committee, and informal direct liaison with Councillors and Council staff.
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ACTION: PSC to continue to raise the issue of upgrading bus stops within the region
with Local Council to improve access and egress for people with a disability, with a
view to gaining Council support for a minimum of 2 bus stop upgrades per annum.

PSC also ensures that timetable information is posted in an accessible format at all
major bus stops along our routes.

5.4  Staff Training

PSC recognises that its drivers are the “front line” in terms of customer service and
the company’s reputation. As a result, PSC provides disability awareness training to
all front-line staff including, but not limited to drivers. This training includes
communication strategies for customers with a disability, and assisting customers with
a disability in an emergency situation.

This disability awareness training is provided as part of three weeks of induction
training provided to staff. Drivers also receive specific training (and counselling)
whenever a problem is identified, for example, through a customer complaint.

The new (2024) DDA Standards include enhanced requirements for staff disability
training which needs to "meet the specific roles and responsibilities of staff." Itis likely
that this training will be coordinated at a state level by TINSW and/or BusNSW.

ACTION: PSC is awaiting on advice from TfNSW as to the new (2024) DDA Standards
to determine what additional training may be required for PSC staff (including
drivers).

4.5 Stakeholder Training

PSC makes staff available to disability groups for individual travel training. The training
program assists these stakeholders to understand important accessibility features
about the services that PSC provide, including:

e relevant features of the vehicle/s and how to use them;

e use of mobility aids and where to store them while travelling;
e Travel Passes and fares;

e  planning a trip;

e recognition of bus stops, routes and landmarks;

e getting on and off the bus safely; and

e who to contact at PSC for further information.

4.6 Employment

PSC’s disability strategies go beyond our customers. The company has embarked upon
strategies to increase the proportion of its employees with a disability. This involves:
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e Adjustment of the workplace to cater for the particular disability;

e Alternative technologies or processes where possible;

e Garnering the support of fellow employees through training (refer 4.4); and
e Flexible work arrangements for the employee.

6. Stakeholder Consultation

PSC’s Accessible Transport Plan is a two-way process, providing information and services to
customers with a disability, but also establishing forums and other mechanisms to enable
these customers to have input into our services.
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Currently these mechanisms include:

5.1 Service Planning Forums

PSC holds a Service Planning Forum each year where the local community (including
customers with a disability) has input into how PSC bus services can be improved.

5.2 Meetings with Key Stakeholders

PSC also meets key stakeholders on a regular basis including disability advocacy
groups.

5.3 Local Traffic Committee

PSC is an active participant in a Local Traffic Committee (LTC) coordinated by Port
Stephens Council. Meetings are held monthly and advise the Council on issues raised
by the local community (including customers with a disability) in relation to roads in
the Port Stephens area. Issues include parking controls (e.g., no stopping, no parking
and bus zones), give way and stop controls, and all line marking.

Other stakeholders on the LTC include:

e Police (Port Stephens Highway Patrol);

e Transport for NSW (formerly Roads and Maritime Services)
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5.4

5.5

e Local Members of NSW Parliament — Member for Port Stephens and Member
for Newcastle; and

e Local Councillors

Our participation in the LTC ensures that PSC is closely involved in and provides advice
on any issues related to roads in the Port Stephens Council area that affect or are likely
to affect passengers with a disability.

Customer Surveys
PSC undertakes regular customer surveys, both of current passengers and potential
new bus wusers to give the company strategies for further service

developments/improvements. Some of these surveys canvass disability issues.

Customer Feedback

Customers can provide feedback on PSC and the services it provides:

° By telephone (either 131 500 or directly to the company)
° In person

. By mail

. On-line.

We maintain detailed records of all customer feedback and review each
complaint/feedback for opportunities to improve service delivery.

6. Alignment with TFNSW Plans and Policies

PSC’s Accessible Action Plan has been structured around TfNSW Plans and Policies. In
particular, we have reviewed the following TINSW documents in the preparation of this
Plan:

o TfNSW Disability Inclusion Action Plan 2018-2022
e TfNSW Community Engagement Policy
e TfNSW Outer Sydney Metropolitan Bus Services Contract (Reporting).

7. Summary of Actions

Section | Issue Implementation Performance Timeframe

in Plan Strategy Measure

4.1 Improve PSC is awaiting on Website to be 2025/26
Website advice from TfNSW as upgraded to

Accessibility to the new (2024) DDA | comply with
Standards in relation to | new Standard.
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website accessibility
and whether further
work is required.

Standards to determine
what additional
training may be
required for PSC staff

4.2 Accessible Publish new Accessible | Accessible 1 December
Transport Transport Action Plan Transport 2025
Action on PSC website Action Plan
published
4.3 Bus Stops Formally raise issue of | Upgrades to 1 December
upgrading bus stops minimum of 2 2025
with Local Council to bus stops per
) ONGOING
improve access and annum
egress for people with
a disability.
4.4 Training PSC is awaiting on Staff to be 2025/26
advice from TfNSW as | trained to new
to the new (2024) DDA | DDA Standards

8. Further Information

For further information, contact Port Stephens Coaches directly on:

Telephone: 02 4982 2940

Email: info@pscoaches.com.au

Address: 15 Port Stephens Drive, Anna Bay, NSW 2316
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