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1. Who are our Customers?

PSC operates contracted (including school and route) bus services and coach and charter services
in the Port Stephens and the Hunter (Outer Metropolitan Bus Services Region 3). Our total
patronage for 2023 was 614,203 passengers, which was a return close to pre-pandemic levels.

School students comprise approximately 80% of our patronage and we service the following 27
schools throughout the school term:

e Anna Bay Primary School

e Bob's Farm Primary School
e Catherine McAuley Catholic College
e Corpus Christi

e Grahamstown Primary

e Hunter Christian School

e Hunter River High

e Hunter School of Performing Arts
e Hunter Sports High

e Hunter Valley Grammer

¢ Irrawang High

e Irrawang Primary

e Medowie Christian School
e Merewether High

¢ Newcastle High

e Raymond Terrace Primary
e San Clemente High

e Salt Ash Primary School

e Shoal Bay Primary

e St Brigids Primary

e Soldiers Point Primary

e St Fancis Xavier

e St Michaels Primary

e St Philips Salamander Bay
e St Philips Waratah

e Tomaree High School

e Tomaree Primary School

An outline of the special programs we offer schools, particularly primary schools, is outlined at 4.2.

PSC also operates the following 7 regular route services:

e Newcastle to Newcastle Airport (Route 130 & 131)

e Newcastle to Port Stephens (Route 130 & 131)

e Soldiers Point to Shoal Bay (via Vantage & Seabreeze Estates (Route 132)
e Soldiers Point to Fingal Bay (via Galoola Drive) (Route 133)

e Soldiers Point to Boat Harbour (Route 134)
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e Port Stephens to Newcastle (via Newcastle Airport) (Route 130 & 131)

e Shoal Bay to Soldiers Point (via Vantage & Seabreeze Estates) (Route 132)
e Shoal Bay to Soldiers Point (via Galoola Drive) (Route 133)

e Soldiers Point to Birubi Point (Route 134)

e Newcastle to Soldiers Point

e Soldiers Point to Newcastle

e Nelson Bay to Raymond Terrace

A map showing these routes is provided below.
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Port Stephens Route Services

The most popular destination for our route passengers is (to and from) the Newcastle rail
interchange (primarily for work, retail and social activities). This route also passes close to
Waratah, Broadmeadow and Hamilton train stations for rail connections. Our other most popular
destinations are the residential and holiday locations of Nelson Bay, Anna Bay, Soldiers Point and
Fingal Bay in the Port Stephens area. We also conduct a regular service to and from Newcastle
airport and this is increasing in popularity as more interstate flights are landing there.

As outlined at 3.8 of this Plan, we hold regular meetings with NSW Trains, Newcastle Airport
Corporation, the Port Stephens Local Traffic Committee, and local council to ensure we are aware
of any changes or special events and can plan/adjust these services accordingly.
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2. Customer Service Model

The customers of Port Stephens Coaches (PSC) are at the centre of everything we do. PSC
ensures high standards of customer service are maintained via regular staff training, and the
employment of Customer Service Officers with primary responsibility for monitoring and
improving customer service strategies.

Our organisational structure (below) has been structured with the customer in mind.

Managing Director

Financial Controller

Bus Operations Manager

Mobile Bus Supervisors/
Customer Service Mechanics Drivers
Officers

2.1 Customer Service Training

PSC recognises that its drivers are the “front line” in terms of customer service and the
company’s reputation. Currently, all front-line staff, including but not limited to drivers,
receive three weeks of induction training incorporating customer service training. A detailed
description of this training is provided in section 9.1 of this Customer Experience Plan.

The company has also embarked on annual customer service refresher training to ensure the
importance of the customer remains forefront in drivers’ minds. Drivers also receive specific
training (and counselling) whenever a customer service problem is identified, for example,
through a customer complaint.

In addition to direct customer service training, drivers undertake defensive driving training on
a bi-annual basis. They also receive a monthly incident report training which details the
different types of incident and the lessons learnt based on what steps the driver did, and/or
should have taken to assist them in preventing a similar incident in the future. The aim of the
training is to minimize the risk of on-road accidents, fuel costs and bus damage, as well as to
ensure a smoother, more comfortable ride for our customers.
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2.2 Specialist Customer Service Staff

PSC employs customer service staff to assist our customers at major rail stations, local, district
and regional shopping centres, local retirement villages and schools.

The role of these Customer Service Staff is to provide information to customers in the Port
Stephens area on PSC bus routes, to answer customer queries and to record any matters that
may impact on the customer’s experience. These matters are then reviewed, and the
necessary improvements made. Customer Service Officers also provide a “public face” for the
company, helping to raise the profile of PSC and its services within the local community.
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3. Customer Communications

PSC maintains a wide selection of communication channels for its customers. These include
a comprehensive website, telephone enquiry line, social media (including Facebook and
Twitter), information at bus stops within the Port Stephens area, and a customer charter
located within all PSC buses, providing customers with information on how and where they
can make suggestions/complaints to the company. Full details of the various
communications utilised by PSC are outlined below.

3.1 Website

~ oaches.com.au/contact Mm@ B
Qc sPROD @) Cenval-OpsCC @ Amnature G ClickStream @ TransportMe [ Pointto Point [ Stripe I Paypal - PSC Commbiz W Westpac () Securepay @ Maiichimp G Billing transactions. ¥ Tour Planner Live > ) Othe
rom e rapaa =
A Tours v SydneyExpress v CoachHire vV Schools v PublicTransport ¥ FAQs More v Contact =00 Qa

Contact Port Stephens Coaches

Book Online | Chat | Email | Phone | Visit

AW

02 4982 2940 © Opening Hours

i3 1800045949
I8 0249822926
&% info@pscoaches.com.au Friday: 8:0
Saturday: Clos
Q 15 Port Stephens Drive, Anna Bay, NSW 5“:;1.&)/: 5:::»'% ‘
2316 Public Holidays: Closed
Name * Email * Phone *
+ Map  Satellite
- Taylors Beach
Jessies Island
Message *

day Park Looking to contact us? Just

' click here and we'll help

straight away! c

]

7/

Screen shot of "Contact Page" on PSC's website

CHARTER BOOK
e

#& Tours vV SydneyExpress ¥ Coach Hire ™ Schools v Public Transport ¥ FAQs More ¥ Contact = 0 Q

Plan Your Trip 2 A

Trip Planner

Use the trip planner on the right to put in your starting location and destination. Find the
best route and times for your trip.

If your bus stop is located between timing points A and B on the route map, then your

bus is scheduled to arrive between the times shown for A and B in the timetable. Please

arrive at your bus stop around 5 minutes before your bus is scheduled.

Timetables Tours & Events Other Services Charter a Bus

Port Stephens Day Trips Employment Hire a Coach

Newcastle Multi Day Tours Opal Card Ticketing Hire a School Bus

Newcastle Airport Bus Port Stephens 4wd Tours Information

Timetables School Multi Day Tours Schools Contact Us
Tours & Events (02) 4982 2940

Sydney Express

Plan Your Trip Favelclub = 0

Screen shot of "Trip Planner Page" on PSC's website
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PSC maintains a comprehensive website which provides details on all of PSC’s services and
activities, including links to https://transportnsw.info/and Opal Card information (refer 11.2
below). PSC updates its website to make the site more consistent and to better highlight
links with NSW Trains and Newcastle Airport.

PSC's website includes a free 1800 number and other phone numbers, an on-line "contact us"
form, and a google map of our location (refer screenshot above). PSC has recently updated
its website to make the site more consistent (and to better highlight links) with neighbouring
operators. Refer to PSC website at: https://www.pscoaches.com.au/

The company has introduced a mobile version of its website, making it easier for customers
to access the website from their iPhone or other smart phone. This phone application also
morphs into a route planner for customers (refer screen shot above). To assist customers,
the PSC website contains a simple guide, allowing customers to create a shortcut to the
website on their smartphone’s home screen.

3.2 Enquiry Line

PSC operates a timetable enquiry phone line between 8:00am and 5:00pm Monday to Friday.
Stakeholders who contact this enquiry line are sent marketing and other information directly.
Customers can also email the PSC Infoline at any time.

3.3 Social Media

PSC maintains an active and current presence on social media, especially on Facebook. Our
Facebook page includes information about the company, reviews from customers, posts from
the local Port Stephens community, and other information.

For further details please refer to:

https://www.facebook.com/pscoaches/?ref=page internal

3.4 Bus Stops

Timetable information is posted at all major bus stops on our routes.

3.5 Direct Distribution of information

PSC directly distributes timetables and other marketing material directly by drivers and at the
two PSC depots, local tourist attractions, community venues, local council, real estate agents
etc.

3.6 Customer Charter

PSC has developed a Customer Charter that outlines our commitment to our customers
and provides the company’s website and phone number to allow customers to provide
feedback more easily or lodge a complaint.
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Our Customer Charter is placed prominently in each one of our buses and coaches, is
included on the PSC website and other marketing material and is also issued to customers
on request.

3.7 Service Planning Forums

PSC holds a Service Planning Forum each year allowing the local community the opportunity
for direct communication and engagement with the company.

3.8 Meetings with Key Stakeholders
PSC meets with the following customers on a regular basis:

o) Councillor’s, Council staff and MP(s) including member for Port Stephens, the Hon.
Kate Washington, MP

NSW Trains

Newcastle Airport Corporation

TENSW

Trip attractors (shopping centres, retirement villages, TAFE, tourist attractions);

o O O O

3.9 Local Traffic Committee

PSC is an active participant in a Local Traffic Committee (LTC) coordinated by Port Stephens
Council. Meetings are held monthly. Other stakeholders on the LTC include:

. Police (Port Stephens Highway Patrol);
. Transport for NSW (formerly Roads and Maritime Services)
. Local Members of NSW Parliament — Member for Port Stephens and Member for

Newcastle; and
o 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 its
passengers and other stakeholders.

3.10 Customer Surveys

PSC undertake regular customer surveys, both of current passengers and potential new bus
users (e.g., greenfield sites), to provide the company with more information about our
customers would like to improve about our services and network.

Surveys are primarily conducted when new residential areas are planned and opened, and
when customers request changes to routes and services.
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4, Safety and Security

PSC takes safety extremely seriously and has put in place a wide range of systems and
strategies to ensure that customer and staff safety are not only maintained but continually
improved. Our drivers are taken through our Safety Management System in detail as part of
their induction training and are made aware of security and terrorism issues as well as the
procedures that need to be followed in a situation where customers’ safety could be
jeopardised.

4.1 Violence Protection

As a means in preventing violence on its buses, PSC has installed and retrofitted digital CCTV
cameras in all its buses. This ensures an added feeling of safety and security for all customers
using PSC's services. In line with Privacy law obligations, our buses contain signs warning
passengers that CCTV cameras are activated.

Checking that the CCTV is working is part of each driver’s pre-shift departure check, with drivers
instructed not to operate buses where either the CCTV or two-way radio is faulty.

Drivers also receive violence protection training, instructing them on how to defuse
aggressive situations, with the aim of cooperating with the assailant and protecting
themselves and other passengers.

4.2 School Student Safety

The most dangerous time for school students in terms of buses are the moments immediately
before entry and after departing the bus. For this reason, PSCis involved in a unique program
to raise the safety awareness of young children and their parents around buses.

The program involves a driver and bus visiting infant and primary schools, demonstrating
safety-related behaviour to young children including the correct way to enter and exit a bus,
acceptable behaviour whilst on the bus, with instructions not to cross the road until after the
bus has left the bus stop.

In addition, PSC staff attend orientation days for children about to enter Kindergarten and
Year 7. At these orientation days, parents are advised of their rights and obligations under
the School Service Transportation Scheme and provided with details on specific bus routes.
Particular emphasis is made to highlight parents’ responsibility for how and where to pick up
their children from the bus, particularly the importance of waiting for children on the bus stop
side of the road.

4.3 Incident Management

PSC recognises its legal obligation and community expectation to professionally manage the
immediate impact and aftermath of any accident or incident. We are committed to
maintaining effective procedures to ensure that all critical are managed appropriately. Such
incidents include but are not limited to:
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e Injuries or sickness to passengers or pedestrians.

e \Vehicle accidents.

e Rock Throwing incidents.

e Violence on the bus or other life-threatening incident.

e Flood, Bushfire or other natural emergency.

The following table outlines the responsibilities of staff in the event of an incident.

Driver:
Immediate Response

Managing Director:
Overall management and Follow-up

Responsible for:

Alerting depot and emergency
services.

Evacuating passengers and rendering
area safe.

Responding to requests for
assistance from Emergency Service
personnel as required.

Completing Accident Register and
briefing management on return to

Responsible for:

Coordination of the organisation’s
emergency response i.e., provision of
replacement services etc.

Reporting to government agencies (e.g.,
TENSW and OTSI) and formally

investigating incident.

Coordinating psychological counselling for
affected staff as required.

All media enquiries, interviews and press

base releases.
Procedure
In the event of anincident involving the bus, a passenger or pedestrian, the following procedure
is activated:
1. The driver will contact the depot via two way radio, and emergency services (phone

000) and provide details of the.

e Nature of the emergency (e.g., vehicle accident, violent incident, etc.)

e Location of vehicle.
e Nature of the injuries (if any).

e Whether emergency services have been contacted; and

e Any other relevant information.

2. The driver will evacuate the bus where appropriate and direct the passengers to a
safe area. Where persons are injured, the driver will provide all possible assistance

until help arrives.

3. The Managing Director (or delegated staff) will visit the scene of the incident to assist
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the driver and other parties until emergency services arrive.

4, All media enquiries will be directed to the Managing Director or nominated media
spokesperson.
5. The driver (or Manager where the driver is incapacitated) will complete the Bus

Incident Report Form on their return to the office.

6. The Managing Director will report the incident to TFNSW (using the Bus Incident
Database) and OTSI. OTSI may be contacted by phone on 1800 677 766. OTSI may
request that a 72-hour report is completed (see below).

7. The Managing Director will ensure an investigation of the incident is undertaken.
Where appropriate the issue will also be raised at staff meetings and listed on the
Risk Register to develop options to prevent re-occurrence.

8. The operator will ensure that the driver and affected employees are provided with
trauma counselling where appropriate.

4.4 Incident Reporting

PSC’s Safety Management System recognises incident reporting as a mechanism to identify
and manage operational safety risks. PSC employs a responsive incident management
system where any significant safety incident is recorded and acted on by management to
prevent re- occurrence. The system works in the following way:

e Drivers are required to report all incidents immediately by two-way radio (for
serious incidents) and via an Incident Form on returning to the depot.

e Management reports all incidents on TINSW’s Bus Incident Database (and to OTSI
where appropriate).

e Everyincidentis personally investigated by the Operations Manager, which involves
interviewing the driver, reviewing CCTV footage, and reporting the incident to the
Managing Director.

e Incidents are also referred to the WHS Consultative Committee for discussion and
hazard control (see below).

4.5 WHS Consultative Committee

A Work Health and Safety (WHS) Consultative Committee has been operating at PSC for
many years. The Committee is chaired by the Operations Manager to ensure that there is
a close link between safety and PSC services. This Manager also maintains close
relationships with staff on site to fast track any concerns. This ensures PSC operations
remain safe for staff and customers and that safety issues do not "slip under the radar."
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4.6 Safe Drivers

Unlike many small to medium bus operators, PSC employs a full-time driver-trainer (Shane
Roche) and has a dedicated training room within its operations. This ensures that we offer
our passengers a high level of customer service.

Port Stephens has one of the most comprehensive programs of driver training in NSW. While
many companies rely on a driver’s Heavy Vehicle Licence to demonstrate competence, Port
Stephens independently tests every driver that joins the company.

This involves a ‘one on one’ driving assessment by our qualified in-house driving instructors.
In addition, all permanent and casual drivers undertake a week of induction training, with a
particular emphasis on customer service techniques including the following:

e Customer interaction e.g., being polite, respectful, helpful etc.

e Customer care (difficult customers, customer with disabilities and/or special needs,
assisting customers in emergency situations)

e Management of confrontation and personal safety.

e Occupational health and safety issues.

Our coach drivers also receive formal training in trip planning, tour commentary and
other tourist-related skills.

As outlined earlier, drivers also undertake defensive and eco-friendly driving training on a bi-
annual basis. The aim of the training is to minimize the risk of on-road accidents, fuel costs
and bus damage, as well as to ensure a smoother and more comfortable ride for our
customers.

4.7 Safer, Comfortable Buses

PSC maintains a fleet of 73 buses. All vehicles are in excellent condition, have been serviced
and maintained in accordance with the respective manufacturer’s requirements, and are
cleaned daily (interior and exterior) to ensure the highest standards of bus cleanliness and
presentation are maintained for our customers.

All buses and coaches are air-conditioned, and the average age of our fleet is 12 years. Our
vehicles are installed with the latest GPS, CCTV and two-way radio systems. This enables
effective communication between vehicles and depots, essential in TENSW contract and rail
replacement work. It is also an important safety feature for drivers and passengers,
particularly in regional locations where mobile phone coverage is unreliable.

The PSC fleet is air conditioned, wheelchair accessible and is fully compliant with DDA
requirements (refer 11.1). All new NSW contracted buses are now also fitted with a Bus Fire
Suppression System.

Photos of our 2 major categories of vehicle are included below.
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Wheelchair Accessible Coach (Charters and Sydney Trains)

Maintenance of our vehicles is undertaken by PSC mechanics in purpose-built workshop
facilities, which provide easy access to vehicles, including low floor vehicles. In addition to
mechanical repairs, PSC has its own bus body repair facility to ensure that accident-damaged
buses are repaired and returned to service as quickly as possible.
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As per BOAS requirements, all vehicles are inspected twice yearly by TINSW Heavy Vehicle
Inspection staff. Despite the size of the fleet, no major defects to PSC vehicles were reported
by TINSW in the 2023/24 year (i.e. ,100% compliance).

4.8 Depot Innovations

PSC has two depot locations, at Newcastle (Sandgate) in the south, and Anna Bay in the North.
Sandgate is 10 minutes from Newcastle Station and 20 minutes from Maitland Station.

Our depot facilities are of a standard that few operators can match. Our depots’ feature:

X/
L X4

Fully automated pressure bus wash facilities capable of cleaning buses under as well as
above the chassis. These facilities use recycled water and so form part of PSC’s
Environmental Management System (described separately in PSC’s Environmental Plan).

A modern, workshop facility, with wheel hoists and other technology enabling mechanics
to safely access low floor buses;

Servicing bays equipped with vehicle brake and suspension test facilities. As a result, PSC
is accredited as a TFNSW Heavy Vehicle Inspection Station, allowing coaches and buses
to be inspected at the depot rather than off-site at TINSW Heavy Vehicle Inspection
Stations.

A covered, above ground, fully bunded and environmentally compliant fuel tank;

A panel beating workshop and fully enclosed spray booth that allow damage and graffiti
to be promptly repaired “in house”.

A glass store with a supply of windscreens and side windows to ensure immediate
replacement of glass damaged due to road works or vandalism. This means that where a

bus incurs windscreen or window damage, the vehicle can be repaired and back in service
in under 3 hours.

An automated tyre fitting machine to improve manual handling for our workshop staff.

Concreted depot areas in front of the workshop and in areas that experience high
volumes of traffic (720 square metres in all), to improve safety and bus maintenance.

A telephone system capable of responding to simultaneous phone calls and enquiries.

These depot initiatives ensure that the PSC fleet remains free of damage, fully maintained
and clean (inside and out) for our customers.
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5. Services Support

Passengers are advised through PSC’s website as well as Facebook when there are any
changes to services including cancellations. Our website has a dedicated section on its "Route
Services" page outlining any changes to bus stops, road closures or service cancellations (refer
screenshot below).

In the event of flood, bushfire or other natural emergency, the company will personally
contact each school by telephone and email to advise of any service cancellations and will
coordinate emergency responses via TfNSW and the State Emergency Service. This
information will also be communicated via the company's website, Facebook and Twitter.

—
( PORT STEPHENS COACHES m
We Koo Thaeel

A Tours v SydneyExpress v CoachHire v Schools v RouteServices v FAQs More v  Contact = 0 O a

8 A
Trip Planner

Looking to travel from Newcastle to Nelson Bay on the 130 Bus Route or the
Newcastle Bus Timetable?

If your bus stop is located between timing points A and B on the route map, then your
bus is scheduled to arrive between the times shown for A and B in the timetable. Please

arrive at your bus stop around 5 minutes before your bus is scheduled.

From Sunday 5 July 2020, the Public transport map
bus section of the Newcastle =]
Interchange will begin

operation. All 130/131 route
services will:

Terminate at Stand B (TSN
#230234)

Note - Hunter St at Florence St
[#230232] will no longer be
serviced by our 130/131 routes
Start at Stand A (TSN #230233)
Note - Hunter St after National
Park St [#230229] & Hunter St opp
Cooper St [#230230] will no longer ﬁ

be serviced by our 130/131 routes

Any unplanned disruption, incidents or late running is also communicated through the
Transport for NSW website. Significantly, PSC has had no service cancellations in the past
three years.

Beyond online notification, as outlined at 2.2, PSC has employed dedicated Customer Service
Staff to assist with network changes or other events. These officers are tasked with the
responsibility of communicating with our customers, to answer any queries and record any
issues of concern. These officers visit rail stations, shopping centres, retirement centres and
schools to ensure that our customers are aware of changes well before they are implemented.

As outlined in 2.1, our drivers receive extensive customer service training to ensure that they
are comfortable and competent in assisting and supporting our customers through any event.

Beyond these support measures, PSC provides undertakes initiatives to provide support to
specific groups of our customers. These are outlined below.
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Activity

Purpose

Implementation

School/
Parent
Orientation
Days

Orientation days for children about to enter Kindergarten
and Year 7. Parents are advised of their rights under SSTS
and provided with details on specific bus routes. Particular
emphasis is placed on the parents’ responsibility of how
and where to pick up their children up from the bus,
particularly waiting for children departing the bus on the
bus stop side of the road.

TfNSW's brochure, Bus Safety for School Students - How
Families can Help is also distributed to parents during these
Orientation Days. The brochure is also included on the PSC
website: https://www.pscoaches.com.au/schools/

First week of
school year:

Local Traffic

The Local Traffic Committee (LTC), advises Port Stephens

Monthly

Committee | Council on road-related issues in the Port Stephens area.
include parking controls (e.g., no stopping, no parking and
bus zones), give way and stop controls, and all line marking. Schec!uled 2025
Meetings:
It is PSC's policy to attend all Local Traffic Committee
meetings. 4 February 2025
4 March 2025
Our participation in the LTC ensures that PSC provides 1 April 2025
advice on any issues related to roads in the Port Stephens 6 May 2025
Council area that affect or are likely to affect our customers | 3June 2025
and other stakeholders. It also gives us advance warning of 1July 2025
any events (road closures, etc) which have the potential to > August 2025
impact our customers. 2 September 2025
7 October 2025
Further details of our participation in the LTC can be found 4 November 2025
on the Port Stephens Council website at: 2 December 2025
https://www.portstephens.nsw.gov.au/council/committees-
and-advisory-panels - :~:text=The Local Traffic Committee
Meeting,on matters referred to it.
Service PSC holds a Service Planning Forum each year to provide the | Annually:
Planning local community with an opportunity to offer suggestions
Forum directly to PSC on how services can be improved.
Stakeholder | This training program assists PSC customers to understand | Asrequested by
Training important accessibility and features on the services that we | nursing homes,
Program provide, including: community
groups and

e relevant features of the vehicle/s and how to use them;
e use of mobility aids and where to store them while
travelling;

health facilities.
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Activity

Purpose

Implementation

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.

Newcastle PSC has a public bus service that starts and finishes at | Ongoing
Airport Newcastle Airport 7 days a week. PSC holds regular meetings

with Newcastle Airport to alert them to any issues or

activities, and for the Airport to alert us to their upcoming

schedule of activities.
NSW Trains | PSC maintains regular communications with NSW Trains to Ongoing

ensure that its services are coordinated with rail timetables
to ensure smooth transfers for commuters to and from rail
services.

PSC is also the Rail Replacement bus contractor for both
planned and emergency track-work. We hold on-going
engagement with NSW Trains to ensure the company is fully
equipped to undertake rail replacement as required (refer
7.2).
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6. Ticketing, revenue protection and mitigation of fare evasion

PSC has developed an extensive plan to protect ticketing revenue and to prevent ticketing
fraud and fare evasion.

6.1 Revenue Protection Training

New drivers are thoroughly trained by Operations Assistants in revenue protection
procedures as part of the employment induction program. As part of that training, drivers
are required to adhere to the following procedure:

° Drivers ensure that the ticket machine inside the bus is working properly prior to
departure.

. Any problems are reported to the Operations Assistant before they leave the yard.

6.2 Revenue Protection Officers

As a smaller operator PSC does not employ full time inspectors, however we employ part time
inspectors to periodically inspect customers' tickets. These inspections take place primarily at
the beginning of each school term and during special events (e.g., NRL Finals, Newcastle races,
New Years Eve). Inspectors’ reports are responded to as follows:

e The Operations Assistant at PSC reviews the Inspectors’ Report.
e Any revenue ticket irregularity is acted on immediately.
e All reports are finalised within 7 days.

7 Integration with other public transport services
7.1 Rail Connections

PSC has two depot locations, at Newcastle (Sandgate) in the south, and Anna Bay in the North.
Sandgate is 10 minutes from Newcastle Rail Station and 20 minutes from Maitland Rail
Station. PSC operates regularly to and from both stations and these services have been
coordinated with rail timetables to ensure smooth transfers for commuters to and from rail
services. Our Newcastle routes also pass close to Waratah, Broadmeadow and Hamilton train
stations for rail connections

PSC maintains regular communications with NSW Trains to ensure the company is aware of
any changes to rail services.
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7.2 Rail Replacement
PSC is the Rail Replacement bus contractor for both planned and emergency track work.

When advised by NSW Trainlink of the need for a rail replacement service, our management
remains in regular contact with Trainlink staff leading up to the service commencement. To
ensure the most effective and responsive communications for Trainlink and to ensure the
primacy of this work, our General Manager, Chris Fogg is the main communication and liaison
point with Trainlink for the proposed contract services. The company uses Alison
Schneeberger as an alternate contact in case of emergency.

Our process for managing unplanned rail disruptions is as follows:

e TfNSW provides PSC with the shifts/runs/routes they need covered for the particular rail
possession.

e PSC enters this information into its system and allocates the drivers and vehicles needed to
undertake the work.

e |[f there is any overflow work that PSC cannot look after in-house, we utilise our approved
contractor base.

e PSC's' Operations team develops the necessary run sheets, coach signage and driver route
instructions for the work.

e Work details, run sheets and coach signs are then provided to the drivers and contractors.

e The buses are then dispatched to cover the allocated shifts provided by TFNSW

Trainlink is kept fully informed of progress throughout the mobilisation period, to ensure that
Trainlink is not faced with any ‘unexpected surprises’ and give Trainlink ample opportunity to
influence the mobilisation activities, should it wish to do so.

Training for drivers is an on-going process to ensure they are fully equipped to undertake rail
replacement when required. This includes a full day of driving to train stations as a
familiarisation exercise and driving the routes which they are required to follow throughout
their journey.

Day to day operational activities "on the ground" are overseen by our Mobile Bus Supervisor.
This manager is provided with a company car to enable them to travel to all train stops and
operational areas associated with the service.

Our Mobile Bus Supervisor has acted as a Bus Marshall for previous rail replacement services
and so is familiar with rail replacement services and protocols. They have extensive bus/rail

operational experience and excellent communication skills.

The Mobile Bus Supervisor reports directly to PSC General Manager, Chris Fogg.
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7.3 Airport

PSC buses regularly start and finish at Newcastle Airport, located at Williamtown. With an
increasing number of interstate air services arriving and departing from Newcastle Airport,
PSC has increased its services to meet this demand, in order that passengers can connect to
Sydney, Melbourne and other Australian cities, as well as international flights.

PSC also maintains regular contact with Newcastle Airport which is also a designated
stakeholder in its Customer Engagement Strategy (refer 10.2).

7.4 Bus

PSC connections with neighbouring bus operators is coordinated via 131 500. PSC also
regularly provides this information by phone and email.

Where passengers wish to directly connect with other bus service providers, PSC phones the
other bus operator to advise that PSC has passengers that wish to connect with their service.
This is a n example of how PSC goes above and beyond a normal bus operator to provide a
"value added" service to its customers.
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8. Customer feedback and lost property management

8.1 Customer Feedback

PSC maintains detailed records of all customer feedback including:

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

° By mail

. On-line.

A “Customer Charter” is placed prominently in every vehicle and provides the company’s
website and phone number expressly for that purpose.

PSC maintains data on its communication channels to ensure that our marketing and
information materials remains up to date and to gauge which mechanisms are the most
effective. For example, data is maintained on the numbers of timetables distributed via our
website, depot mail outs and direct distribution by drivers on buses. This assists us to plan for
replacement stock and future marketing activities.

All customer feedback to improve services and service delivery is discussed at monthly
management meetings and, where appropriate, at WHS Committee meetings. Where the
improvement can be implemented, it is integrated into our staff training and into the relevant
bus service/s.

8.2 Customer Complaints

PSC monitors, registers and resolves every complaint received from the public via our
electronic Complaints Register.

All customer complaints are thoroughly investigated by the company. Where a complaint is
received, management follows the following procedure:

° Each complaint is reviewed by PSC’s Customer Relations Officer who contacts the
customer within 24 hours to discuss the issue.

° The driver is Identified and interviewed (where appropriate).

° The findings of the complaint are reported to the General Manager.

° The company then provides a reply to the customer.

° The driver is counselled and/or retrained as appropriate.

. The Customer Relations Officer must be satisfied that the issue has been resolved

before it can be logged as such in the Complaints Register.

The company’s policy is to resolve all customer complaints within three days (from time of
receipt). 98% of PSC complaints have been resolved within this timeframe.

Port Stephens has had a steady decline in customer complaints over the past decade. The
company attributes this in large part to the extensive customer service training provided to
all staff (described in detail at section 9 below).
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8.3 Lost Property Management

Port Stephens maintains a Quality system for any property left by passengers on the bus. The
system works as follows:

X Drivers are trained and have procedures that require any lost item to be returned to
the depot if the item cannot be returned while the bus is ‘in-service’.

X/
°e

Customers can contact the depot during office hours. Alternatively, a passenger can
contact 131 500 to enquire about a missing item. Items are registered in TFNSW’s “Lost
and Found Manager" portal.

<> If the owner of a lost item can be identified in any way, PSC contacts the customer
directly and arranges for the collection of the item.

X For those customers who live within the PSC network and with private transport,
instructions are given to collect their property from the Reception area of our Anna
Bay Head Office at 15 Port Stephens Drive, Anna Bay, 2316.

<> Parking (including disabled parking) spaces are available close to the Reception
entrance. Reception hours are from 8am — 5pm Monday to Friday. If outside of these
times, collection from the office can be organised between the hours of 6am to 6pm
Monday to Friday, 7.30am-1.30pm Saturday, and 7.30am-9.30am Sunday.

- For those customers who live within the PSC network but unable to travel to the Anna
Bay Head Office for collection, every effort will be made to return the item to the
owner. This may be by means of returning to them when they are next travelling on a
PSC service or able to meet a driver at a given point along the route.

X8 For those customers who live out of the PSC network, instructions area given to
provide a self-stamped/addressed padded postpak for return of the item via Australia
Post.

X8 In all other cases the lost property is kept at the depot for one calendar month.

X8 If the owner has not redeemed the item within this time, the lost property is either

donated to charity or disposed of (depending on the item and its condition). Any
proceeds from disposal are donated to charity.
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9. Customer Service
9.1 Driver Training

PSC recognises that its drivers are its “front line” in terms of customer service and the
company’s reputation. Currently, all front-line in staff, including drivers, receive three weeks
of induction training including customer service training. Customer service training is also
provided throughout the year. This training covers the following topics:

e Customerinteraction e.g., being polite, respectful, helpful etc.
e Presentation (compliance with the PSC Uniform Policy)

e Customer care (difficult customers, customer with disabilities and/or special needs,
assisting customers in emergency situations)

e Management of confrontation and personal safety.
e Work health and safety issues.
e Keeping the bus/coach clean during Services.

PSC plans to incorporate training for hidden disabilities (the Sunflower Program) into future
customer service training.

Drivers are also randomly selected to undertake the BusNSW online Customer Service training
quiz which has 6 sections with a focus on customer service and stakeholders’ rights and
obligations. Drivers must receive a 100% score or are requested to do the training again.

In addition, the company has recently embarked on annual customer service refresher
training to ensure that the importance of the customer remains forefront in drivers’ minds.

Drivers receive further training (and counselling) whenever a customer service problem is
identified, for example, through customer complaints.

In addition to direct customer service training, drivers undertake defensive driving training
on a bi-annual basis. The aim of the training is to minimize the risk of on-road accidents, fuel
costs and bus damage, as well as to ensure a smoother, more comfortable ride for our
customers.

9.2 Other Staff

In addition to our frontline drivers, PSC employs other staff directly concerned with the
customer experience on PSC services. These include a fleet supervisor (responsible for the
cleanliness and appearance of the fleet), a bus inspector (responsible for ticket inspection and
on-time running), bus marshals (bus and passenger coordination for rail work), as well as a
full-time Driver Trainer (refer 4.6).

These additional staff ensure that our customer service and focus is reinforced daily on all PSC
services.
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10. Customer Engagement Strategy
PSC involves the local community and other stakeholders in the planning and development
of all aspects of our services. This ensures that we provide effective services based on the
identified needs of the communities we service. It also ensures continual improvement in
our service delivery. Our strategies include:

10.1 Service Planning Forum

PSC holds a Service Planning Forum each year where the local community is invited to offer
suggestions on service improvements.

10.2 Meetings with Key Stakeholders

PSC regularly meets with key stakeholders including, but not limited to:

° Councillor’s, Council staff and MP(s)

° NSW Trains and Newcastle Airport Corporation

. Trip attractors (shopping centres, retirement villages, TAFE, tourist attractions)

. Community groups (e.g., Community Transport, advocacy groups, youth forums).

10.3 Community Reference Group

PSC is also involved in an ongoing Community Reference Group with key stakeholders
appointed as members. This Group is used by PSC to discuss and gauge support for potential
service changes (as well as ongoing communication).

10.4 Customer Surveys

PSC regularly undertakes customer surveys, both of current passengers and potential new
bus users (e.g., greenfield sites) to give the company strategies for further service
improvements.

10.5 Customer Feedback

As discussed in section 8, customer complaints and feedback are continually reviewed for
opportunities to improve service delivery.

10.6 Customer Service Staff

PSC employs specialist customer service staff assist customers at major rail stations, local,
district and regional shopping centres, retirement villages and schools.

The role of these Customer Service Officers is to provide information to customers in the Port
Stephen’s area on PSC bus routes, to answer customer queries and to record any matters
that may impact on the customer’s experience. This enables these issues to be reviewed,
and the necessary improvements made.
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11. Equity and Diversity

The Disability Discrimination Act (DDA) commenced in 1992. Standards under this Act set out
formal requirements for accessibility to public transport in Australia. These include access
paths, maneuvering 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.

PSC recognizes these Standards not only as a legal obligation but as a way of providing a better
service for customers with a disability, the elderly and parents with infants in prams. Our
equitable access is divided into three main areas: accessible buses, accessible information on
our services and transit stops and infrastructure.

PLEASE VACATE THIS SEAT FOR A
DISABLED PERSON, ELDERLY PERSON
OR EXPECTANT MOTHER

Ry

Sponsored by Bus & Conch Assockation (N.S.W)

11.1 Accessible Bus and Coach Services

The DDA Standards require that all booked (coach) services be 100% accessible, and that
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, all weekday timetabled (route) services excluding school services are 100%
accessible, as are our weekend route services in line with DDA requirements.

11.2 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 DDA Standards released in March 2024 will require further upgrades
to bus operator timetables to ensure improved accessibility. PSCis currently examining the
new Standards with a view to further upgrading its website.

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. A link to the
TfNSW's 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.

11.3 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 (refer 3.9) and
informal liaison with Councilors and Council staff. PSC also ensures that timetable information
is posted in an accessible format at all major bus stops along our routes.

11.4 Staff Training

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.

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.

2024 was a significant year in terms of public transport and disability. On 20 March 2024, the
Federal Government announced the release of new DDA Standards. The reform package is
significant and covers a number of matters relevant to the bus industry.
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Further work will be 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.

The new (2024) DDA Standards include enhanced requirements for staff disability training
which needs to "meet the specific roles and responsibilities of staff." Asa result, it is expected
that PSC's disability training will be substantially overhauled in 2025, once the full scope of
the new standards is understood.

11.5 Recruitment Policies

PSC has embarked upon a range of strategies to increase employment opportunities at PSC
for culturally and linguistically diverse (CALD) people and people with a disability.

PSC uses recruitment agencies in the Port Stephens area to assist with our employment needs.
We have advised all of these agencies that we wish to encourage CALD applicants to apply for
positions within PSC and have also encouraged these agencies to put forward female
applicants to fill identified employment roles.

PSC has also arranged to meet with a specific disability recruitment agency, APM Group, and
the Aboriginal Employment Service, both of which have offices in the Hunter region. The aim
of these meetings is to increase the proportion of Aboriginals and people with a disability
working at PSC.

While PSC collects data on the gender and age of staff, until recently we have been unaware
of the proportion of our workforce that comes from an Aboriginal or CALD background. To
combat this gap, last year we initiated strategies to measure the composition of our
workforce. This will allow the company to measure PSC's diversity on an ongoing basis.

For example, PSC has revised its Human Resources documentation to allow all new staff to
volunteer information on their background. This documentation included the following:

e Recruitment forms;
e Induction training materials;
e Employment documents including Position Descriptions;

It should be noted that identification by the employee is entirely voluntary and any
information divulged by the employee will be kept strictly confidential by management.
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11.6 Aboriginal Engagement

In addition to the initiatives in 11.5, PSC has contacted the following local Aboriginal suppliers:

e Integrity Health and Safety (first aid supplies) -https://www.integrityhs.com.au/

e Sobrius (drug testing) -https://www.sobrius.com.au/

e The Supplies Mob (safety) -https://www.thesuppliesmob.com/

e Indigenous Employment Australia (recruitment) - https://atsijobs.com.au/

We expect to engage some or all these suppliers in the first quarter of 2025.

We have also contacted Josiah Younes, Business Development Manager with the NSW
Indigenous Chamber of Commerce to discuss other business opportunities.
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12. Continuous Improvement

PSC continually looks for opportunities to improve its services and processes for the benefit
of its customers. In particular, the management team uses the following information to
identify how and where processes can be improved:

Safety (including BOAS) and/or environmental audits.

e Inspections of buses and the depot.

e Discussions with employees (including via the WHS Committee).
e Feedback from customers (including customer complaints).

e Regular meetings with TINSW.

e Ad hoc reviews by the Managing Director and the Operations Manager.

Matters for improvement arising from any of these processes are identified and acted on
within a reasonable timeframe. The improvement action/issue is discussed at the monthly
management meeting and, where appropriate, at the WHS Consultative Committee.

The Managing Director is responsible for "closing out" the corrective/improvement action.
Where appropriate, relevant stakeholders (including customers and TfNSW) are advised of
the change. In addition, where possible, we will inform the person who suggested the
improvement that we have actioned their idea. The Managing Director is also responsible for
monitoring the improvement to ensure that the changes are effective.

13. List of Reports provided to TFNSW

This Customer Experience Plan is one of several Plans provided to TENSW on an annual basis as
part of our obligations under the OMBS Contract. Others include:

e Environmental Plan

¢ Industrial Relations Plan

e SME and Regional Development Plan
e Sustainability Plan

e Accessible Transport Action Plan

e Communications and Marketing Plan
e Disability Engagement Plan

e Diversity Inclusion Plan

e Stakeholder Engagement Plan

e Aboriginal Participation Plan.

14. Further Information

For further information on this Customer Experience Plan, 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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