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EMPOWER
We

your freedom to move everyday

Because movement is essential to meet, work…or simply to live, we are proud
to transport 26 million Victorians each year.
We care for our teams, clients and passengers and are committed to
continuous improvement.
We share our experiences and vision of mobility with our stakeholders,
employees, partners and clients, and create opportunities to
contribute to a better society.
We dare to meet challenges and step out of our comfort zone in order
to offer the best solutions and innovations.
We give people the freedom to move.
We are a trusted partner.
We are people moving people.
We are Journey Makers.
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< Cover image: Smiling passenger with mobility cane prepares to board a bus at bus stop.

Message from the Managing Director

^ Image: Ian Craig, Managing Director, Transdev Melbourne sitting at a desk.

At Transdev we understand
mobility plays a significant role
in our customers’ daily lives:
including facilitating access to
activities and social spaces, work,
leisure and education. Accessible
transport options for people
experiencing accessibility issues
improve social integration and
social empowerment.
We are committed to enabling independence and
confidence for people with disability by reducing the
barriers for customers with special access requirements
to our services. This can only be achieved by listening to
the voices of our customers who have lived experience
of disability and working in collaboration with the
Department of Transport to ensure that improvements
to our services are useful and made in partnership with
our customers.

Accessibility Action Plan 2021

At present, all our buses are wheelchair accessible.
We also offer a range of community initiatives to help
customers with accessibility issues feel comfortable
and prepared to travel on our services including
Practise Makes Perfect. While our Mobility Cards offer
passengers the option of communicating any assistance
they might require to drivers or other passengers.
However, we acknowledge there is more work to be
done in delivering an accessible and inclusive service.
In 2020 we established the Transdev Melbourne
Accessibility Reference Group as a forum in which we
could consult with passengers with lived experience of
disability to better understand our customers’ needs
and preferences and identify actions to improve the
accessibility of our service. The Transdev Melbourne
Accessibility Action Plan 2021 ensures we remain
accountable for and transparent in our actions to
provide a more inclusive and accessible service for all
Victorians. It is a companion document to the Transdev
Australasia Accessibility and Inclusion Plan 2020-2023,
which sets the framework for accessibility in our
businesses across Australasia.
Ian Craig
Managing Director
Transdev Melbourne
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About
Transdev Melbourne

Transdev Melbourne provides bus services for one
third of the city’s bus network on behalf of the
Department of Transport.
We operate 6 depots across Melbourne, servicing more
than 3800 stops and provide more than 26 million
passenger journeys each year.
Operating in Melbourne since 2013, we have more than
1,300 staff, operate 49 public bus routes and a fleet of
531 vehicles.
Our ambition is to be the trusted partner of our clients
and customers in the delivery of an integrated public
transport network and by pioneering in mobility.
We are committed to making our services more
accessible and providing a safe, comfortable and
reliable service for all customers.
We are part of the Transdev group, a global transport
operator with 85,000 employees we operate in 17
countries across 6 continents. Transdev operates
17 modes of transportation serving communities,
businesses and the public giving people the freedom
to move whenever and however they choose.
Transdev provides 11 million passenger trips everyday
thanks to efficient, easy to use and environmentally
friendly transportation services that connect people
and communities.
Our vision for accessibility across Australasia is that all
of our workplaces, services, information, vehicles and
infrastructure are accessible and inclusive.

< Image: Smiling Transdev driver sitting behind
wheel of a bus.
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Action on inclusion and accessibility:
solutions through collaboration

Our role
Transdev believes that public transport plays an important part in how cities comes to life and we are focused on
empowering your freedom to move every day.
We are committed to:
creating a safe and inclusive service

being transparent and open to feedback

ensuring customer experience is
front of mind

collaborating and consulting for the
best outcome

identifying challenges experienced by
passengers with disabilities and working to
reduce barriers to travel

equipping our people with skills and
knowledge to create an accessible and
inclusive customer experience.

Our approach is focused on developing collaborative solutions with our customers. This is achieved through
consultation with the Transdev Melbourne Accessibility Reference Group, the Transdev group, the Department of
Transport’s Public Transport Accessibility Committee and accessibility service providers and advocacy organisations
as well as Transdev Melbourne staff. We are also a member of the Australian Network on Disability (AND).
This Accessibility Action Plan was developed to identify actions which support our aim to deliver services that are
accessible to people of all abilities. It is an interim plan addressing actions we plan to implement in 2021 covering the
remainder of the contract period we have with the Department of Transport to provide bus services to Victorians.
It is informed by and supports the priorities outlined in Transdev Australasia’s Accessibility and Inclusion Plan 20202023. This AAP is designed to support the objectives set out in the:
• Disability Discrimination Act 1992 (DDA)
• Disability Standards for Accessible Public Transport 2002 (DSAPT)

The role of the Victorian Government
Transdev Melbourne’s Accessibility Action Plan aims to support the Victorian Government’s Accessible Public
Transport in Victoria Action Plan 2020-2024 and Absolutely everyone: state disability plan for 2021-2024.
The Victorian Department of Transport is responsible for providing the strategy and funding for upgrading bus stops
and other network infrastructure and purchasing new buses.

Accessibility Action Plan 2021
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Key priority areas for our
Accessibility Action Plan 2021

In preparing this plan:
• We have consulted all areas of our business to ensure staff support the aims and understand the role they play in
delivering the actions
• We have analysed customer feedback and trends including key challenges experienced by passengers and the
impact these challenges have on passengers with lived experience of disability
• We have also consulted with members of our Accessibility Action Group
• We have worked collaboratively with other transport operators and the Department of Transport to identify key
issues relating to accessibility and inclusion
This helped us identify four key priority areas.

Priority area 1:
Customer service: ensuring our
customers are informed and supported

Priority area 2:
Accessible services: building meaningful
relationships through collaboration and
consultation

We recognise the importance of a seamless customer
journey and are committed to improving the ways we
support passengers as they travel on the network. We
will support passengers by providing information in a
number of ways, designed to support a diverse range
of communication needs and preferences. We will help
support our customers as they plan their journeys,
during their onboard experience and ensure it is easy
for them to provide feedback on their journey.

We are committed to identifying collaborative
solutions with our customers and key partners. We
will regularly consult with our customers and partners
including the Victorian Department of Transport
to seek feedback on key initiatives and identify
opportunities to improve accessibility outcomes on
our services and the network.

Priority area 3:
Accessible and inclusive workplace:
fostering an inclusive culture and building
the capacity of our people

Priority area 4:
Advocating for all: Providing trusted
advice to Victorian Government

Our staff are essential to ensuring our customers
experience a safe, comfortable and reliable journey.
We will support our staff to develop knowledge and
skills enabling them to feel confident and empowered
to support customers with their travel needs. We will
also continue to develop an inclusive workplace culture
for our people and customers.

Our role in delivering almost one third of buses
services in Melbourne means that we play an important
role in championing the needs of our customers to
the Victorian Government and ensuring the voice of
our customers is heard in decision making processes.
As part of this advisory role, we will communicate
key passenger insights, and report on the progress of
accessibility initiatives.

< Image: Passenger in mobility device seated in priority seating area of bus.

Accessibility Action Plan 2021
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Priority area 1

Customer service: ensuring our customers are
informed and supported
We recognise the importance of a seamless customer journey and are committed to improving the ways we support
passengers as the travel on the network. We will support passengers by providing information in a number of ways,
designed to support a diverse range of communication needs and preferences. We will help support our customers
as they plan their journeys, during their onboard experience and ensure it is easy for them to provide feedback on
their journey.

Customer information and journey planning
Action

Measurement of success

Timeframe

We will review our website to identify opportunities to
improve its accessibility.

Completion of a website review,
with clear recommendations for
improvement.

Year 1

We will develop an Accessible and Inclusive Policy
and Guidelines for all internal and external
communication material.

More accessible communication
materials.

Year 1

Wherever possible, we will ensure our internal and
external communication material is representative of
people with a diverse range of disabilities.

Communication materials that reflect
the diversity of our workforce and
customers.

Year 1

We will create a social story to support customers with
autism to understand how to safely and confidently
travel on our service.

A clear social story available on our
website.

Year 1

We will provide customers with timely, accurate
information about network disruptions to allow them
to make choices about how they travel.

We deliver timely disruption
information.
Provide multiple ways to communicate
disruption information to passengers.

Ongoing

We will review our protocols for accessibility during
network disruptions.

Development of a guideline to support
Year 1
customers with disability during times of
planned and unplanned disruptions.

A seamless journey for all passengers
Action

Measurement of success

Timeframe

We will provide a regular focus on disability and
accessibility in communications for frontline staff.

Quarterly staff bulletins that focus on
accessibility.
Provide disability awareness training for
all new staff and refresher training for
existing staff.

Ongoing

We will review our existing Mobility Card to ensure it is
meeting the needs of our passengers.

Consult and make changes to our
Mobility Card.

Year 1

Ensure easy access to our vehicles.

Implementation of all door boarding.
Provide refresher training for drivers on
using the ramp.

Year 1

< Image: Smiling passenger with baby in stroller boards bus using ramp.
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Priority area 2

Accessible services: building meaningful relationships
through collaboration and consultation
We are committed to identifying collaborative solutions with our customers and key partners. We will regularly
consult with our customers and partners including the Victorian Department of Transport to seek feedback on key
initiatives and identify opportunities to improve accessibility outcomes on our services and the network.

Building confidence to travel on our services
Action

Measurement of success

Timeframe

We will continue to offer Practise Makes Perfect
education sessions to ensure people have confidence
when travelling on our services.

Passengers feel confident in travelling
on our services based on feedback from
education sessions.

Ongoing

We will actively engage with disability organisations to
build awareness about our accessible services.

Improved knowledge about accessible
Transdev services distributed to people
with disabilities.

Year 1

Working collaboratively to develop an inclusive and accessible network
Action

Measurement of success

Timeframe

We will continue to consult with the Transdev
Melbourne Accessibility Reference Group to ensure
the views of people with lived experience of disability
are considered.

Meeting will take place twice yearly and
TMARG members provided additional
opportunities to provide feedback and
participate in accessibility initiatives.

Year 1

We will explore partnering with community
organisations to raise awareness of disability and
accessibility.

Invite a disability advocacy organisation
to submit a proposal via our community
partnerships program.
Increased awareness among
Transdev staff.

Year 1

Actively seeking feedback on accessibility issues from community
Action

Measurement of success

Timeframe

We will continue to review passenger feedback for key
themes and trends to influence our operations.

Accessibility related issues are identified, Ongoing
monitored and addressed via analysis of
passenger feedback.

We will be transparent in reporting our progress and
provide opportunities for ongoing feedback from the
community.

Provide an annual update of our
progress on our Accessibility Action
Plan.

Ongoing

We will include accessibility among customer
satisfaction indicators in any feedback or survey form
wherever possible.

Accessibility issues are identified,
monitored and addressed.

Ongoing

< Image: Smiling passenger with guide dog waits at bus stop.
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Priority area 3

Accessible and inclusive workplace: fostering an
inclusive culture and building the capacity of our people
Our staff are essential to ensuring our customers experience a safe, comfortable and reliable journey. We will
support our staff to develop knowledge and skills enabling them to feel confident and empowered to support
customers with their travel needs. We will also continue to develop an inclusive workplace culture for our people
and customers.

Equipping our people with the knowledge and building their confidence to support customers
Action

Measurement of success

Timeframe

We will provide staff with training to ensure they
are equipped with the knowledge and skills to assist
passengers who require additional support. Training
will be provided on an ongoing basis.

Number of staff trained.

Ongoing

Increase in passenger satisfaction.
Conduct a survey to determine existing
staff disability awareness and use the
results to inform future training and
initiatives.

Year 1

Maintain an organisational focus on accessibility and inclusion
Action

Measurement of success

Timeframe

We will maintain an ongoing focus on disability and
accessibility issues with regular staff communication.

Staff are provided with quarterly
accessibility updates.

Year 1

Commemorate events that raise
Year 1
awareness and celebrate the
achievements of people with disabilities,
including International Day for People
with Disability.
We will provide opportunities for people with
disabilities.

We will seek to provide employment
opportunities for people with
disabilities.

Ongoing

We will provide appropriate job support/ Ongoing
adjustments for staff with disabilities.
We will build awareness among staff of Transdev’s
Accessibility Action Plan and report annually on our
progress.

Annual update on our progress.

Ongoing

Survey of staff to measure awareness of Year 1
Transdev’s accessibility actions and their
role in delivering accessible service.

< Image: Transdev driver lowering ramp to kerb.
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Priority area 4

Advocating for all: Providing trusted advice to the
Victorian Government
Our role in delivering almost one third of buses services in Melbourne means that we play an important role in
championing the needs of our customers to the Victorian Government and ensuring the voice of our customers is
heard in decision making processes. As part of this advisory role, we will communicate key passenger insights, and
report on the progress of accessibility initiatives.

Provide insights based advice to help prioritise investment and improve the passenger
experience on the public transport network
Action

Measurement of success

Timeframe

We will provide advice to the Victorian
government on matters relating to
accessibility and inclusion.

Passenger feedback is reviewed and
provided to government to help
identify priorities.

Ongoing

We will provide advice to state on matters
relating to accessibility and inclusion.

Respond to requests.

Ongoing

We will continue to work with other
operators and the Department of Transport
to promote an integrated network via
our participation in the Accessible Public
Transport Operators Committee.

Attend all meetings.

Ongoing

< I mage: Smiling passenger handing driver Transdev Mobility Card as they board bus.
v Image: Decal on bus window indicating wheelchair capacity.
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^ I mage: Smiling female passenger sits in priority setaing area of bus with a shopping cart.

If you need this information in an accessible format please telephone
(03) 9488 2100 or email melbourne@transdev.com.au

Transdev Melbourne
PO Box 8021, Sumner LPO,
Brunswick East, VIC 3057

transdevmelbourne.com.au

