FORWARD

There is a fundamental need for public transport to better meet the requirements of all its users. In order to achieve this, it is essential that in the privatisation of the Victorian public transport network, future strategies include coordination of the design of rolling stock, infrastructure and other premises. National Express Group is determined to ensure that people with disabilities have the freedom and independence to enjoy equivalent access to our services.

Persons with some form of disability, including people with temporary injuries, the elderly, school children, people with prams/pushers and those carrying parcels or luggage, make up a significant proportion of our customers. Therefore as part of a balanced marketing strategy, it would be untenable for us to fail to consider the needs of such persons.

National Express Group is committed to providing public transport services that are clean, safe, reliable, efficient and accessible. National Express Group is planning for accessible transport services every step of the way with all new equipment and facilities meeting the requirements of the Disability Discrimination Act (DDA).

While the spirit of making transport services and facilities accessible has gained increasing recognition over the past ten years, issues that still require attention include those assets that do not meet the requirements of people with special needs, and recognition and acceptance within the community that persons with disabilities have the same fundamental rights as the rest of the community.

This Action Plan sets out the strategy that will be undertaken by National Express Group to work towards compliance with the DDA and outlines the policies, programs and actions that will support such a strategy.

National Express Group will allocate the necessary planning and resources to allow progressive implementation of the actions contained in this Action Plan, throughout the term of our franchises. Our aim will be to set in place the ongoing priority to make all services and facilities accessible by the year 2021. This will be achieved in the staged manner to meet the requirements and timeframes set out in the Draft Disability Standards for Accessible Public Transport.

National Express Group is committed to increasing its understanding of the needs of its customers with special needs, with the aim of further refining the strategies and objectives laid out in this Action Plan to best meet their needs. National Express Group will continue to work through the Victorian Minister of Transport Public Transport Accessibility Committee with peak groups addressing disability issues and with other public transport operators to ensure that there is a cohesive approach to the planning and development of access to public transport in Victoria.

I am pleased to present to you the National Express Group Action Plan for M>Train, M>Tram and V/Line.

Peter Strachan

Chief Operating Officer – Victoria & Western Australia
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EXECUTIVE SUMMARY

This Action Plan has been developed with the intent of improving access to trams and trains in Victoria for people with disabilities.

The Victorian public transport network was privatised in 1999. Bayside Trains, Swanston Trams and V/Line Passenger are now franchised to National Express Group for periods of 15, 12 and 10 years, until 2014, 2011 and 2009 respectively. The Franchise Agreements are managed by the Department of Infrastructure (DOI) on behalf of the Government of Victoria.

Much work has already been done to improve access for people with disabilities and it is important that this inertia is maintained. To ensure that this work does continue, each Franchise Agreement requires that the private operators produce an Action Plan. This document not only fulfils that requirement, but also provides National Express Group with an opportunity to review the works already done for improved accessibility and present a coordinated approach across the three business areas.

The Plan has been prepared under the general framework of the DOI document ‘An Action Plan for Accessible Public Transport in Victoria’ to ensure consistency of approach across each of the privatised public transport systems. It details the issues and outcomes under the headings of Infrastructure, Rolling Stock, Information and Other Issues.

Whilst the DDA makes the preparation of an Action Plan optional, National Express Group intends to use this process to drive its commitment towards ensuring compliance is consistent with the details set out in the ‘Draft Disability Standards for Accessible Public Transport’. Whilst at the time of preparing this plan these Standards had not yet been proclaimed by Federal Parliament, National Express Group expects that they will be proclaimed in the coming months, and will achieve levels of compliance within the Franchise periods consistent with the given timelines.

This Action Plan will discuss the full range of measures being undertaken in the areas covered by the Draft Disability Standards in the categories of conveyances, premises and infrastructure. It sets out to identify areas of deficiency and nominates the approach and timeframes that will be adopted by National Express Group to move towards compliance.

The various commitments are identified in detail in Chapter 5 and are presented in the following summary table so that they may be directly compared to the requirements of the Draft Disability Standards.

In summary, the principles underlying this Action Plan are:

· An intention to continue the approach to accessibility improvements in National Express Group coming out of the past developments in the Public Transport Corporation (PTC)

· An understanding of the time scale for full compliance with the standards, and how solutions are therefore best selected 

· A commitment to ensure that existing accessibility programs become a basis to undertake future works with respect to the long term objectives

· The incentive driven performance contracts will stimulate innovative and creative solutions to solve problems which are complex in nature

It should be noted that, in addition, National Express Group will ensure that all new equipment, facilities and relevant actions fully comply with the DDA and the Draft Disability Standards.

Category 
Barrier Type Being Addressed
Commitment
Reference - DDA Draft Standard
Timing – Standards

(See p7 for key)

INFRASTRUCTURE





· Multi Modal

· Continue to audit access reviews to ensure accessibility works are maintained

Ongoing







· Country Train/Coach

· Address accessibility issues as part of maintenance inspections and programs

Ongoing



· Continue to train station staff & conductors to offer direct assistance
Z1 - Z4
C



· Provide direct assistance to passengers with disabilities
33.3 – 33.6
Ongoing







· Metropolitan Trains
Station Audit 
· Undertake a station accessibility audit to assist development of works plans

· Identify non complying elements to include in works plans
Extensive



Access Paths
· Ensure access path issues comply with Standards
2.1 – 2.5
C


Ramps
· Achieve compliance of ramp access
6.1 – 6.4
C


Waiting areas
· Ensure that all elements within waiting areas comply with Standards
7.1 – 7.2
A


Surfaces
· Surfaces and surface markings shall be brought up to Standards as part of regular maintenance cycles
10.1
B


Stairs
· Ensure compliance of handrails and step edgings on all stairways
11.1 – 11.7

14.1 – 14.4
B

C


Toilets
· Provide accessible toilets at all premium stations
15.1 – 15.4 
C


TGSI’s 
· Monitor research for platform edges to ensure acceptable standards are reached

· Ensure compliance of all pathways to the Draft Disability Standards.
18.1, 2, 4
C


Hearing Induction Loops
· Expansion to the current system on hold, pending technical review in rail environment
26.1
A


Signs & Symbols
· Signage being altered where identified in the station audit to meet the Standards
16,17
A


Communications
· Complete CCTV, automatic PA systems and customer intercoms on all M>Train stations

· Consider expansion to the current PIDS and CCTV networks
27.1
A


Car Parking
· Ensure accessible parking is in place wherever required to comply with Standards
AS 1428








· Trams 
Tram Stops
· Conduct a survey of all M>Tram stops for levels of accessibility compliance
Extensive




· Initiate discussions with VicRoads & councils on future coordination of works for accessibility, beginning with definitions of access paths & asset responsibilities
2.1 – 2.4
C



· Schedule tram stop infrastructure works most logically undertaken in parallel with the introduction of low floor trams
2.1 – 2.4
C



· Schedule other tram stop infrastructure works to be progressively undertaken to comply with timelines in Standards
2.1 – 2.4
C



· Identify new tram/tram stop interface variances, with an optional trial to assist defining accessible safety zones
2.1 – 2.4
C



· Liaise with local government and VicRoads to refine and implement the above programs of accessibility improvements for tram stops
2.1 – 2.4
C



· Progress M>Tram Stop Upgrade Project to include accessibility measures
Extensive
C







ROLLING STOCK





· Multi Modal

· Ensure a consistent approach to minor  accessibility components across all new vehicles in different fleets









· Country Train/Coach 
Trains
· Improve the fleet accessibility with introduction of 29 new compliant train sets
Extensive
D


Coaches
· Increase the number of coaches which have kneeling facilities









· Metropolitan Train
Trains – Existing/New
· Ensure refurbished and new trains will be fully accessible

· Ensure improvements added to refurbished and new trains are compliant with the Standards
Extensive
D







· Trams
W Class Trams
· Maintain 30 W class trams, and as far as practicable, deploy them on services befitting their heritage status, and where long term accessible services are close to the route
Refer Exemption Decision



Trams – Existing/New
· Ensure new trams, deliverable between 2002 and 2004, will be fully accessible

· Ensure improvements added to refurbished and new trams are compliant with the Standards
Extensive
D













INFORMATION





· VicTrip

· Contribute as a full commercial partner to the VicTrip business, and its services
27.1 – 27.3
A







· Internet Information

· Provide information on web page & maintain link with the VicTrip home page









· ‘Easygoing’ Package

· Continue to support and promote the Easygoing Passenger Information Package coordinated by the ATU within DOI
27.1 – 27.3
A







· TTY Facilities

· Commit to install and maintain TTY facilities at major stations

· Coordinate with Telstra in providing TTY payphones where needed, to Draft Disability Standards requirements









· General Information

· Continually improve the provision of information to customers
27.1 – 27.3
A







OTHER MATTERS





· National Express Group Policy

· Develop and promote a National Express Group DDA Accessibility Policy

· Appoint a DDA coordinator and develop a grievance procedure
D 23, AA 8

DDA 61(f)
2002

2002







· Interoperator Coordination

· Commit to assist the ATU of DOI to ensure cooperation between all privatised operators.
1.2, Y1 – Y3








· Automatic Ticketing

· Examine the recommendations of the ATCC Report in detail with other operators
25.2
B







· Training 

· Adopt DDA training modules in all areas of staff training and development
Z1 – Z4
Ongoing

Key:
Category A - 100% compliant by 2006


Category B - 100% compliant by 2011


Category C - 100% compliant by 2021


Category D - 100% compliant by 2031
1 INTRODUCTION

1.1 Background

This Action Plan has been prepared by National Express Group in order to demonstrate its commitment to minimising discrimination on the grounds of disability for those persons wishing to deal with the company, or travel on its public transport services.

This Action Plan has been prepared under the provisions of the Disability Discrimination Act 1992 (DDA) and is to be interpreted within the context of that Act. The plan has been developed with reference to the Department of Infrastructure (DOI) umbrella Action Plan ‘An Action Plan for Accessible Public Transport in Victoria’, October 1998 so as to ensure consistency of approach to issues across the public transport sector.

This Action Plan has also been prepared to meet the requirements placed on National Express Group by the Franchise Agreements between itself and the Victorian Government for each of its franchised public transport businesses. It does not apply to any other operation of the National Express Group, such as National Bus. The business operations covered by this plan are:

· M>Train - National Express Group Australia (Bayside Trains) Pty. Ltd. – operator of part of the Melbourne metropolitan rail network operating on the following lines:

· Frankston/Stony Point

· Pakenham/Cranbourne

· Sandringham

· Broadmeadows

· Upfield

· St Albans

· Werribee

· Williamstown

· M>Tram - National Express Group Australia (Swanston Trams) Pty. Ltd. – operator of part of the Melbourne metropolitan tram network operating on the following lines:

· East Coburg - Sth Melbourne
· Moreland - Sth Melbourne

· East Malvern - Melbourne University
· Glen Iris - City

· Toorak - Melbourne University
· St Kilda Beach - Melbourne University

· North Coburg - City
· West Coburg - Domain Interchange

· West Maribyrnong - City
· Airport West - City

· East Brighton - City
· Carnegie - City

· Kew - St Kilda Beach
· Camberwell - Melbourne University

· Nth Richmond - Prahran/St Kilda Beach
· Moonee Ponds - Footscray

· Malvern - Melbourne University


· V/Line - National Express Group Australia (V/Line Passenger) Pty. Ltd. – operator of most of the Victorian country rail network as detailed below as well as numerous long distance coach operations:

· Sale

· Albury/Wodonga

· Bendigo/Swan Hill/Echuca

· Ballarat

· Geelong/South Geelong

For more than 10 years, but particularly since the introduction of the Disability Discrimination Act (DDA), 1992, there has been increasing recognition of the rights of people with disabilities and the need to remove barriers in all areas of community, social and economic life. Access to transport is a vital key to participation in the labour force, access to goods and services, pursuit of personal, recreational and social interests and general day-to-day living for many Australians. In this time, Victoria has been actively reducing barriers to the provision of public transport, as follows:

· In 1987, the PTC established its Disability Services Unit

· In 1988, a comprehensive accessibility audit was conducted by Street Ryan and Associates Pty Ltd published as ‘Accessible Transport for People with Disabilities’

· In 1991, a document entitled ‘Mobility Improvement Strategy’ was published by the Accessible Transport Consultative Council (ATCC) and endorsed by the (then) Minister

These events and documents predated the DDA.

· In 1995, in the light of the DDA and other developments, a review of the implementation strategy was also prepared by the ATCC in a report to the Minister for Public Transport, published as Towards Access

· In November 1995, the Disability Resource Centre (DRC) in conjunction with the Australian Quadriplegic Association (AQA) was commissioned to conduct an access audit on stations, to evaluate the physical access features of stations from the viewpoint of a wheelchair user, or a person with restricted mobility.

1.2 Development Of This Action Plan

The DOI Action Plan was written to include as much background and explanatory material as possible, but not intended to be a stand-alone document. A range of other details are available in the references noted at various points, and in papers held by the PTC and now by its corporatised operators. 

National Express Group has used the framework provided by the DOI Action Plan ‘21st Century Accessibility – An Action Plan for Accessible Public Transport in Victoria to prepare this Action Plan. Since becoming an operator of public transport in Victoria, National Express Group have assumed the responsibility for compliance with the DDA.

2 LEGAL CONTEXT OF THE ACTION PLAN

2.1 Objectives and Scope of the DDA

This Plan has been developed to reflect the requirements and principles of the Federal Disability Discrimination Act legislation that was introduced in 1992. The objectives of this Act are:

(a) To eliminate, as far as possible, discrimination against persons on the grounds of disability in the areas of:

(i.) Work, accommodation, education, access to premises, clubs and sport; and

(ii.) The provision of goods, facilities, services and land; and

(iii.) Existing laws; and

(iv.) The administration of Commonwealth laws and programs; and

(b) To ensure, as far as practicable, that persons with disabilities have the same rights to equality before the law as the rest of the community; and

(c) To promote the recognition and acceptance within the community of the principle that persons with disabilities have the same fundamental rights as the rest of the community.

The term ‘discrimination’ is defined by the DDA as:

· Treating people with a disability less favourably than people without the disability would be treated under the same circumstances; or

· A condition or requirement imposed which may the same for everyone but which unfairly excludes or disadvantages people with a disability (eg in employment, education or access to goods and services).

The definition of disability used in the DDA is presented Appendix A.

The Act prohibits discrimination not only against people who have a disability, but also against a person who is an 'associate' of a person with a disability, eg a spouse, relative, carer, or a person in a business, sporting or recreational relationship with a person with a disability.

2.2 DDA in Operation

Different treatment of people with a disability is not unlawful discrimination where it is reasonably intended to ensure they have equal opportunities to meet their special needs. However, access for people with disabilities should be provided, as far as practicable, on the same basis as for others. If it can be demonstrated that providing equitable access will cause major difficulties or impose unreasonable costs, then failure to comply is permitted. The difficulty is that there are no prescriptive guidelines against which to measure hardship and this needs to be assessed on a case by case basis giving consideration to:

· the nature of the benefit/detriment likely to be suffered/accrued or by any persons

· the effect of the disability of a person concerned

· the financial circumstances and the estimated amount of expenditure required to be made by the person claiming unjustifiable hardship

· in the case of the provision of services, or the making available of facilities - an Action Plan given to the commission under Section 64

Individuals or groups can make complaints regarding instances of discrimination to the Human Rights and Equal Opportunity Commission (HREOC) where they are investigated. The preferred method of resolution is by conciliation but if the complaint remains unresolved then it can be referred for formal hearing and determination.

2.3 Draft Disability Standards for Accessible Public Transport

The Disability Standards for Accessible Public Transport were developed by the Australian Transport Council to compliment the DDA and to provide more specific guidelines relevant to public transport. The aim of the Draft Disability Standards is to set time lines, with legislative power, for achieving equal access and to provide more definitive milestones for measuring the achievement of compliance. Although these standards have not as yet been approved by the Attorney General it is anticipated that this will occur in the coming months. In order to clarify the legal status of the Standards, HREOC issued a formal advisory note in October 1997. While the note cannot substitute for the eventual authorisation of Draft Disability Standards by Federal Parliament, it did clarify that the Draft Standards represent an endorsed interim process. Relevant extracts from this note are as follows:

· HREOC regards the Draft Standards as reflecting the existing obligations of public transport operators and providers under the DDA. While they give more guidance for practical implementation than the brief provisions of the DDA, in HREOC’s view they do not seek to impose any substantial new obligations.

· The Advisory Note encourages public transport operators and related infrastructure providers to consider the Draft Standards as a basis for developing and implementing their own strategies for achieving non-discriminatory service over time.

· Public transport operators and providers are encouraged to refer to the Draft Standards as a basis for development of voluntary Action Plans under the DDA.

· The Draft Standards do not have direct legal force. HREOC is bound to apply the provisions of the DDA. However, given HREOC’s view that the Draft Standards generally reflect the existing effect of the DDA, HREOC will take the Draft Standards into account in dealing with complaints under the DDA.

The DDA also provides for the development of Action Plans as a mechanism by which organisations can document their policies and programs developed to ensure that they become compliant with the DDA. These Plans are to be developed by organisations and may be lodged with HREOC as permanent record of the organisation’s commitment towards complying with the DDA. Should there be a complaint made, then HREOC will asses the complaint against the Action Plan and determine the appropriateness of the action being take against the intent of that plan.

On the basis of HREOC’s assertions on their interim status, this Action Plan has been written as if the Draft Standards are law. Importantly, this includes recognition of the timelines set for progressive achievement of total compliance on matters likely to involve significant effort/expenditure, that is:

· 25 per cent within five years of proclamation of the Standards (say 2006)

· 55 per cent within 10 years (say 2011)

· 90 per cent within 15 years (say 2016)

To a significant extent, the initiatives and programs discussed later in this Action Plan have been derived with regard to the requirements included in the Draft Standards.

3 LEGISLATIVE FRAMEWORK PUBLIC TRANSPORT

Public transport in Victoria is governed by the Transport Act 1983. This Act is the base legislation covering the provision of all transport services and roads. This prime legislation has been amended numerous times over the years resulting in the current regime where:

· The Public Transport Corporation is no longer responsible for the provision of public transport services

· Country freight operations have been sold to a private operator along with a long term lease on the country track infrastructure

· Country and metropolitan bus operations are now provided by numerous private companies

· The suburban rail network has been divided in two and is now operated under two different Franchises

· The tram network has been divided in two and is now operated under two different Franchises

· Country passenger rail services have been Franchised to a private operator

The Government maintains a tight control over the operations of the Franchisees through the Franchise Agreements, which are managed by the Department of Infrastructure.

The Franchisees are regarded as ‘operators’ in the meaning of the DDA and are therefore responsible for dealing with all matters associated with the provision of access for people with disabilities. This is further reinforced by specific reference to the operators’ obligations in the Franchise Agreements, detailed in Appendix B.

4 TOWARDS REMOVING ACCESS BARRIERS

4.1 Victoria’s Public Transport Systems

The 1999 Australian Bureau of Statistics (ABS) Census of Population and Housing indicated that Melbourne’s current population was 3.417 million people. This suburban community is resident in a city which is geographically very large by world standards, covering almost 8,000 square kilometres. The city has a correspondingly wide network of public transport services and is the only city in Australia to have major public transport provided by electric trains, light rail tram and private bus services. While the large majority of travel in the metropolitan area is made by private motor vehicle, the 1998 census revealed that public transport carried around 7 per cent of all vehicle trips.

Each week National Express Group carry over one and a half million customers on our public transport services comprising of the electrified rail network, the light rail system and the country passenger services.

4.1.1 Modal Features in Melbourne

Trains are the dominant mode for the longer distance commuting trips into Melbourne, offering a fast alternative to the car.

Buses provide access to local facilities such as schools and shopping centres and feed travellers onto the rail system at modal interchange stations. The network of tram services is extensive, but operates mainly through the well established inner and middle ring of suburbs. Typical tram travellers are residents of areas within 2-10 kilometres of the city.

The multi modal ticketing system combines all three modes for use on a single ticket.

4.2 IDENTIFIED BARRIERS TO ACCESS

4.2.1 Indicative Size of the Disability Market

Studies suggest around 600,000 Melburnians have a disability or handicap. Since the incidence of disability increases dramatically with age, the overall incidence of disability is expected to increase as our population ages. By 2011, for example, the number of people with a disability in Melbourne is likely to be around 750,000.

Other members of the community experience similar accessibility problems, including school children, people with prams/pushers, those carrying parcels or luggage, people with temporary injuries and the elderly. Mobility and independence are critical factors in the achievement of positive ageing of the community, so that while many of the solutions required for DDA compliance are targeted at a minor segment of the community, they provide a better standard of service to the entire travelling public.

Commuters with disabilities make up a sizeable component of the population, and in light of the above considerations, National Express Group consider it socially responsible as well as a sound business practice to consider their needs in service design and operation.

4.2.2 Background: Initial Identification of Barriers

The process of rendering public transport services accessible for people with disabilities is about awareness of the existence of barriers which make access difficult or impossible, and being prepared to remedy such barriers.

Some barriers are reasonably obvious (eg., non-availability of large print timetables for people with impaired vision); but other barriers may be far more subtle (eg., lack of colour contrast making a pole or rail difficult for a person with a vision impairment to see).

Victoria began the process of identifying barriers many years ago. A report from December 1988, entitled, ‘Accessible Transport for People with Disabilities - An Action Plan for Victoria’, conducted a study to comprehensively document barriers and to suggest the scope of remedial works likely to be required. This drew attention to the wide range of barriers that were very real, but many of which operators/service planners had been simply unaware. 

The process of identifying barriers for this study incorporated extensive consultation across Victoria and some of the more significant barriers to accessible public transport found that are pertinent to National Express Group can be summarised as follows:

Difficulties getting to and from services because of:

· uneven or unmade footpaths

· ramps are too steep

· steps & stairs

· inaccessible toilets

· unsuitable parking for people with a disability

· lack of access to private transport

· inconvenience to other people

· size and placement of route and destination signs

· inconsistent presentation of information in audio and visual formats

· size of print and complexity of timetables

· lack of provision of aids such as hearing induction loops & TTY phones

· few tactile indicators of path direction, platform edges etc

· inconsistent and confusing signage

· access paths obstructed by street furniture and A frame advertising boards

Difficulties getting on and off services because of:

· narrow aisles

· lack of/or unsuitably placed handrails

· poor colour contrasts in signage and on steps & grab rails on vehicles

· information announcements on vehicles and stations lack clarity & audibility

Difficulties in moving within vehicles because of:

· narrow aisles

· lack of, or unsuitably placed grab rails

· need for someone to assist

· transport staff are unaware of the impact of various disabilities

· operating staff are not well trained in how to assist

This listing does not reflect all the barriers which exist, but it provides an indication of the scope of issues to be addressed when considering equitable access. Given Victoria’s early start in identifying the barriers in its transport networks, substantial progress has been made through the many remedial measures which have already been initiated, as discussed in the next section. To the extent that some barriers remain, especially those requiring major structural changes to infrastructure or vehicles, measures are planned for progressive implementation as discussed in Chapter 5.

4.3 PROGRESS TOWARDS IMPROVING ACCESS

4.3.1 Accessible Transport Consultative Council (ATCC)

To progressively allow better accessibility to Victoria’s public transport system, the government of the day established a group of representatives from disability groups to become an advisory body, reporting directly to the Minister of Transport. This group was formalised as the ATCC and was charged with considering available material and to develop strategies that would see genuine progress made in regard to the challenge of improving accessibility to public transport for people with disabilities.

In November 1991, the ATCC published its strategy document ‘Mobility Improvement Strategy’ which referred to both operational and infrastructure ‘hardware’ matters as well as education, staff training and communications issues. Following a change of government in 1992, the ATCC released the ‘Mobility Enhancement Strategy’ in February 1993 which effectively became an addendum to the earlier strategy document.

To ensure progress was maintained the ATCC reviewed progress on the matters covered in the earlier strategy statements and in September 1995, published ‘Towards Access’. Various ATCC papers were used as input to the Service Agreements when they were negotiated between the DOI and the PTC. They ensured the PTC to keep progressing disability access matters, even in the climate of relative uncertainty created by the non-proclamation of the Draft Disability Standards. The obligations in these Service Agreements were incorporated into the privatisation process in the Infrastructure Lease Agreements.

Following the transfer of the Accessible Transport Unit from the PTC to the DOI it broadened its scope and became more associated with all public transport operators in relation to policy and planning advice, and accessibility matters. The ATU helps develop public transport resource material to assist passengers with special needs and also provides guest speakers and other resources for presentations to community or special interest groups to outline the full range of accessible public transport services and facilities. In this way the ATU complemented the role of the ATCC.

The manager of the ATU also chaired a forum with representatives from nine disability organisations, to assist with the identification and resolution of issues relating to access to public transport for people with disabilities. This Disability Services Committee (DSC) functioned throughout the nineties, but was disbanded along with the ATCC, and replaced with the Public Transport Access Committee comprising representatives from these bodies and the new public transport operators. PTAC began meeting in April 2000.

4.3.2 Audits and Reports

Over the past five years, a number of studies have been commissioned by the former PTC, its successor organizations, the DOI and the Transport Reform Unit.

4.3.2.1 Rust PPK Report

In 1996, the PTC commissioned the consultants Rust-PPK to carry out an assessment of making trams accessible for people with disabilities, including wheelchair users, on two sample routes. This study examined the works involved to retro-fit trams with wheelchair hoists and addressed the works required at tram stops to improve accessibility, assuming that vehicles had been retro-fitted with wheelchair hoists.
The report concluded that extensive work at safety zones was required and included fencing, tactile paving, alterations to the stop lines on roads, height and width alterations, and lighting, audio and visual improvements. This study highlighted 2 main points concerning tram stops - kerbside stops are reasonably accessible, but safety zones have major issues to achieve accessibility.

4.3.2.2 The Metropolitan Railway Station Access Audit

The Disability Resource Centre successfully tendered for ‘The Metropolitan Railway Station Access Audit’ in 1995. The Australian Quadriplegic Association Limited Victoria (AQA) was subcontracted to assist in producing the audit due to their expertise and shared experience of disability.

The audit was designed to evaluate the physical access features of Melbourne railway stations from the viewpoint of the wheelchair user or person with restricted mobility resulting from a physical disability. The audit produced a valuable guide for people with disabilities and a tool for the then PTC to identify access issues to its railway station services.

4.3.2.3 Improving Access at Ten Railway Stations

Presented in May 1997, this project was to identify the range of practicable improvements required for the accessibility of train services and facilities at stations to comply with the levels nominated in the Draft Standards. 

The sample of ten stations was selected to represent a cross section of different station types, especially in relation to ramp access. The M>Train stations included were Aircraft, Armadale, Footscray, North Melbourne, Sunshine and Huntingdale.

The emphasis in the brief was to obtain costs which would be required to meet the standards. The project delivered basic concept plans and conceptual costs.

4.3.2.4 Disability Access Study

In the privatisation process, a review of the previous report (# 4.3.2.3) was undertaken in August 1998, to give the potential buyers a clear understanding of the railway station assets and possible upgrades to make these services accessible to people with disabilities.

Stations were broken into four categories on the basis of the DRC report (# 4.3.2.2), and costed from the Ten Station Investigation. The total cost estimate of each of Hillside and Bayside stations was then modelled to further refine the confidence limits.

4.3.2.5 DDA Action Plan - Review of Costs – Melbourne Train Network

This report was prepared in November 1998, to interpret the Victorian DOI Action Plan as it could apply to the metropolitan rail network over the next twenty years. It concentrated on the program and costs of bringing existing infrastructure up to accessibility standards. 

4.3.2.6 BSA Pilot Study of Tram Stop/Safety Zone Infrastructure

The Building Services Agency (as part of the DOI) conducted a pilot study in 1998 for the Accessible Transport Unit of the DOI to identify the conformance of tram stops, with the general principles of the DDA, for equitable access to trams, and to provide an order of costs to upgrade various elements which make up a tram stop.

The report referred to AS 1428, ‘Design for Access and Mobility’, and came up with average costs of $3,000 - $4,000 per stop. This cost creates a fully accessible stop from one which has no specific accessible features.

4.3.2.7 BSA Report on Country Stations

This report, undertaken in 1998 by the Building Services Agency for the Transport Reform Unit was to ascertain the condition and ongoing maintenance costs for V/Line stations. Part of the scope was to list works related to access and facilities for people with disabilities, which were reviewed for feasibility into full works recommendations and estimated costs.

All of the above audits and reports were done to identify the indicative scope of works associated with achieving solutions to accessibility issues. This forms the basis of much of the material discussed in the next few chapters of this Action Plan.

4.3.3 Major Access Initiatives Already Implemented

While the policy and administrative initiatives associated with accessibility have already been discussed, the physical improvements to the system have also been significant.

Among the initiatives implemented over recent years are:

· grab rails/handrails/step edges have been made to contrast more clearly from other parts of vehicles, with application of the yellow powder coating (as per the Draft Standards). 

· tactile pathways have been installed at key locations on the system, eg, Melbourne Central, Parliament, Flagstaff, Prahran

· installation of disabled toilets at most premium stations

· public transport information is available in alternative printed formats (eg, braille, other languages) and via TTY access and the Internet. The Easygoing suite of information material was specifically designed for people with special needs. 

· access audits and reports on accessibility have been carried out on the metropolitan train system allowing plans to be developed to progressively overcome identified barriers to access

· staff training/disability awareness - customer contact staff in each of the modes now undergo customer service training programs which include disability awareness modules

· community education - the ATU provides resources and a speaker to facilitate a wider community understanding of transport accessibility issues.

Notwithstanding the improvements made to date, it is still early days in the ongoing process of making the public transport system fully accessible. In particular, programs over the next 10-20 years are necessary to ensure that vehicles, stops and stations are addressed, consistent with the draft Disability Standards.

The Minister for Transport stated in March 1998 when launching the Easygoing suite of information material: ‘This is not an issue that will go away. It is an issue that Australia as a nation is taking on board, and it is certainly an issue that I take a strong personal interest in. I reiterate this Government’s recognition of the Commonwealth Disability Discrimination Act and I urge the acceptance of appropriate Standards for accessible public transport as soon as possible.’

5 ADDRESSING ACCESS BARRIERS

This chapter discusses actions which are being taken, and National Express Group’s ongoing commitments to address barriers relating to:

· Policy and planning

· Access to infrastructure

· Access to and within vehicles

· Information

· Other matters

5.1 POLICY AND PLANNING

For a maximum community benefit to be achieved, a coordinated approach to accessibility issues must occur. Under the DOI Action Plan, a degree of cohesion and harmony must exist between operators to satisfy the DDA. In particular, section 122 of the Act implies that lack of a common approach to improving accessibility may be considered unlawful.

The role of the DOI in managing the progress to accessible public transport (taken from the DOI Action Plan ‘An Action Plan for Accessible Public Transport in Victoria’), is to: 

· Manage accessibility sections of contracts with private operators

· Establish and chair PTAC, a disability consultative group which includes representatives of the transport operators and peak disability groups

· Maintain the Accessible Transport Unit to provide expertise, convene working groups and oversee availability of transport information for those with disabilities

· Ensure disability awareness modules are part of customer service training

The role of National Express Group is to:

· Prepare an Action Plan in accordance with the Disability Discrimination Act

· Comply with both action plans of DOI and itself

· Consult with other operators to ensure consistency

· Provide annual reports on progress to date & works scheduled for the following 2 year period

5.2 INFRASTRUCTURE

When considering accessible public transport infrastructure, a broader approach to determine equitable access, rather than focus on a particular service, location or point, is to look at the activities involved, which show the different stages as: 

· Arriving

· Waiting

· Access to the vehicle (to the point of boarding)

Discrimination grows from differing degrees of mobility, vision, hearing and understanding. Activities concerning accessibility expand to a consideration of the access paths, ramps, surfaces, waiting areas and then the more detailed issues of signs, lighting, seating, toilets, hand rails, grab rails, door/gateways, and steps/stairs.

The access to infrastructure is further complicated by ownership, as follows:

· Train – while most infrastructure is managed by National Express Group, liaison is required with others on issues such as car parking and bus movements at interchanges, and with VicTrack and Freight Australia in regional areas

· Tram – much of the infrastructure is shared with others, requiring liaison with others with local councils and VicRoads
· Bus – the National Express Group country bus operations have little infrastructure, and require liaison with local councils, and VicTrack and Freight Australia at some country station bus stops
Ensuring that infrastructure becomes accessible is one that requires a thoughtful and structured approach, if all barriers are to be identified and removed. 

One of the most significant considerations is the concept of an ‘access path’. The Draft Standards specify requirements for independent movement of passengers through premises and infrastructure. Operators should avoid hazards created by poles, columns, stanchions, bollards and fixtures alongside access paths. It is important to include ‘passing areas’ which are wide enough for two passengers, each using a mobility aid, to pass one another.

Attention to a range of other aspects is required if access paths and all transport infrastructure are to be barrier free. This will include:

· ramps, where the slope gradients and crossfalls are critical 

· waiting areas, where seats and space available to passengers with disabilities are provided

· surfaces, which require access paths to be stable and level across their width, and slip resistant

· handrails/grab rails (colour contrasted), to enable assistance in a person’s progress along an access path

· doorways/doors, where it is preferable that automatic doors are used whenever possible

· tactile ground surface indicators, to provide an access path for people with vision impairment.

Most infrastructure in Victorian public transport over the past ten years has been improved so that poor design and the associated barriers have been gradually becoming less arduous. The Draft Standards have formalised the necessary improvements and now provide dimensions and other specifications for the above features as well as:

· lighting

· lifts

· accessible toilets

The Draft Standards provide timelines for progressive compliance, as it is accepted that rapid achievement of full compliance is not feasible. However, the timelines require faster compliance for some more important features. For example, in 10 years (2011) the Standards expect that surfaces and handrails/grab rails will be fully compliant but that 55 per cent progress will have been achieved for ramps and street furniture. 

5.2.1 Multi Modal Issues

Prior to and during the franchising process, many access audits have been conducted throughout the metropolitan and country train systems and along tram routes.

Programs regarding measures such as handrails, grab rails, and tactile surfaces along access paths have been implemented and are ongoing. Lighting and signage are constantly being modified and improved. Waiting areas and toilets are being progressively rendered accessible. 

The process of conducting audits has also assisted all operators to become conscious of removal of access hazards along access paths. These programs will be ongoing and increasingly will require the coordination and cooperation of other stakeholders – other transport operators, asset owners and managers (VicTrack, councils, VicRoads), and the DOI through its Accessibility Transport Unit and PTAC.

National Express Group is committed to:

· Continue to systematically carry out reviews of access audits to ensure appropriate maintenance of implemented accessibility measures and regularly check that inaccessible measures are  not inadvertently being reintroduced.

5.2.2 Country Train/Coach Measures

While most country railway stations are accessible, they are not necessarily fully compliant with the Draft Standards. In 1997/98 V/Line commissioned the consulting firm Access Design and Inspection Consultants Pty Ltd to conduct an Access Audit on all then V/Line stations and prepare reports on identifiable issues which affect people with disabilities. The reports, which covered over 60 stations, focused on wheelchair users, people with ambulant disabilities, those with vision and hearing impairments and the elderly, and developed an extensive range of works, some of which have been implemented in the meantime.

The audit used as references an extensive range of standards and access related documents, but since that report other reference documents have become available:

· Draft Disability Standards for Accessible Public Transport ( Commonwealth Attorney-General’s Department)

· An Action Plan for Accessible Public Transport in Victoria (Victorian Department of Infrastructure)

With the privatisation of public transport in Victoria, and the subsequent preparation of individual action plans by the National Express Group, the latest two documents have been able to give direction and assist in setting priorities for disability related works at V/Line stations that are part of the franchise.

It is important to note that in its franchise agreement with the government, V/Line rail services serve a total of 85 stations, leasing 67 of them in regional areas, with access agreements at the 18 stations in the electrified metropolitan area. At only 36 of the 67 leased stations does the lease include the station buildings. At the remaining 31 regional stations, the lease is for the platform only. The lease determines the areas where V/Line has responsibility. V/Line bus service infrastructure is also covered by the Station Lease.

Between 1996 and 1999, V/Line conducted a $5.6M Station Upgrade Program. Major station works were undertaken at Ballarat, Wodonga, South Geelong, Melton, Warragul and Seymour, with asphalting works on many platforms, a remote PA system to all stations, new shelters, extended asphalted and well lit carparks, accessible toilets with baby change facilities at major locations, improved platform lighting at most stations, signage, fencing and some ramp modification works.

In the ten years prior to this, extensive renovations were performed at a cost of approx $8M, at the following locations:

· Bacchus Marsh (1987)
· Ballarat (1985)
· Bendigo(1988)

· Castlemaine (1986)
· Geelong (1989)
· Kyneton (1987)

· Melton (1987)
· Moe (1992)
· North Geelong (1990)

· Sale (1985)
· Sunbury (1993)
· Swan Hill (1986)

· Traralgon (1995)
· Wangaratta (1985)
· Woodend (1988)

TTY telephone facilities are located at all major V/Line stations.

Other Projects requiring coordination with V/Line that will enhance country station infrastructure include the redevelopment at Sunbury, the Rural Intermodal Project (funded by the DOI) and the Spencer Street Authority redevelopment of Spencer St Station.

The proposed redevelopment of Spencer St Station will create a world class facility with centralised operations of metropolitan, State and interstate rail services with gateways to the proposed Airport Rail Link, as well as bus and taxi services. Spencer St Station will become a strategic base, replacing its current landmark image that has been neglected over the years, and allowed to fall into decay. Through integration with the western end of the CBD and the emerging Docklands developments, a new focus for commercial, residential and recreational activity will establish itself over the next 10 years.

The early indicators of the success of the Spencer Street Station project are the associated infrastructure projects - Docklands Stadium, the pedestrian footbridge (with lifts and escalators), the Docklands tram route and the extensions of LaTrobe Street and Collins Street (currently at tender stage) – all constructed for full accessibility.

V/Line stations are staffed at all but two of the leased station offices and are able to provide direct assistance when required. Conductors are on board all V/Line rail services, and at the remaining less utilised stations, the conductors can provide direct assistance through the station.

Motorised Customer Service Vehicles are also available at Flinders Street and Spencer Street stations in Melbourne and at Ballarat, Bendigo and Geelong in regional Victoria. Station staff use these vehicles to convey passengers around the station, if required.

Passengers travelling on V/Line country train services can arrange personal assistance to be available at Spencer Street, Flinders Street and major country stations by telephoning in advance, or through the conductor. Ramps for boarding and departing are available on country train services, and conductors can provide assistance during the journey. Lightweight wheelchairs are available at many staffed stations.

Country coach services operated by V/Line are subcontracted to private bus operators, and infrastructure is limited to the bus stop sign and timetable at the stop. Coordination and cooperation of others, mainly local councils and VicTrack, is sought to provide shelter, seating, lighting, etc.

Through the developing awareness of discrimination over recent times, the thrust of most infrastructure works has tended towards the spirit of greater accessibility. While developments may not have addressed the particular detail that formal standards now specify, such as ramps, the attention to passenger services has led to better access paths, lighting, seating and shelter, accessible toilets, handrails, steps etc.

It is considered that with the lease of V/Line until 2009, that National Express Group substantially meets the DDA infrastructure compliance levels for its lease. However, regular inspections that are undertaken as part of the ongoing station maintenance regime, will include identification of particular accessibility issues which shall be addressed within the context of this plan, facility maintenance planning and the Draft Disability Standards.

NEG is committed to:

· Address country station infrastructure accessibility issues required at stations as part of the regular maintenance inspection audits, then develop and implement as part of ongoing maintenance programs

· Continue to ensure station staff and conductors are appropriately trained to offer direct assistance to passengers on request

· Continue to provide direct assistance for passengers with disabilities who require assistance, as a means of equivalent access

5.2.3 Metropolitan Train Measures

M>Train Stations in the metropolitan area have clear boundaries in the Infrastructure Lease, unlike tram stops or country stations. Accessibility to train stations is therefore much clearer for M>Train than the other parts of the National Express Group Action Plan.

Over the past eight to ten years, the investment strategy for stations has been more focused on delivery of service to passengers with the objectives of safety, efficiency, punctuality, cleanliness and courtesy. The Inception Report prepared in December 1996 first considered the development of an Action Plan for people with disabilities. The upgrade works undertaken, (approx $100M), therefore incorporated access features for benefits to people with disabilities and included:

· Improved waiting areas

· Upgraded lighting to all stations

· Closed Circuit TV at all stations

· Payphones at all stations

· Automatic doors at all premium stations

· White & yellow edge lines to all platforms

· Improved prominent signage systems at all stations

· Information at modal interchange locations

· Enhanced audio areas for hearing impaired passengers

· Public address, intercom and real time information at all stations

· Open booking counters at all staffed stations

· Passenger information display systems at all premium stations

· Upgraded & accessible toilets at most premium stations

· Application of non slip finishes to ramps and surfaces

· Expanded and additional carparking with lighting upgrades

· Expanded vending and retail facilities

· Handrails and color contracting on stairs and ramps

· Graffiti and vandalism response targets

Provision of access to the 119 M>Train stations is now among the best of any suburban rail system in Australia.

The three major M>Train stations, Melbourne Central, Parliament and Flagstaff, which account for over 30% of all M>Train passengers, are considered to comply fully with the Standards. However, access to many suburban stations is still by ramps (some including footbridges and subways), and these will require alterations to meet the Draft Standards.

Station facilities are inspected on a regular basis and where problems are identified, improvements are made. Modifications such as handrails, anti slip materials and signage are provided as part of programmed maintenance, to ensure that customers continue to have comfortable and safe access to stations.

Clean, comfortable waiting-room facilities with automatic doors have generally been provided at the premium stations. Most other stations have sheltered and accessible waiting areas.

From the above, the issues to meet standards, whilst difficult for full compliance, are more easily understood, These issues are summarised as, and then expanded in more detail:

· Access paths - manoeuvring and resting areas
· Ramps - surfaces & handrails

· Waiting areas - seating, allocated space, doorways
· Surfaces

· Stairs including handrails
· Toilets

· TGSI’s (tactile paving)
· Hearing induction loops

· Signs & symbols
· Communications systems

· Car parking


5.2.3.1 Station Audit 

National Express Group shall conduct a new Station Accessibility Audit as part of its initial works program, to further define barriers to access. This will include barriers not only under the above headings, but with more detail of the minor issues that require modification under the standards. The audit survey is being undertaken with particular respect to the Disability Discrimination Act, the Draft Disability Standards for Accessible Public Transport and the DOI Action Plan for Accessible Public Transport in Victoria.

The audit will encompass previous collected information, and consider compliance specifically to meet the Draft Standards.

This audit will assist in the development of the Action Plan to cover all requirements under the Act and Public Transport Franchise, and will generate annual works plans to ensure the most coordinated response yet to making public transport fully accessible within the National Express Group Network.
Details of the works arising from the station audit in this package will impact on:

a) Access Paths

b) Doorways/Gateways

c) Platform to train level

d) Small steps

e) Waiting areas

f) Seating

g) Grab rails

h) Booking counters

i) Lighting

j) Car parking

k) Signage

National Express Group is committed to:

· Undertake a fully comprehensive station accessibility audit to assist in full development of works plans under this Action Plan.

· Identify non complying elements at stations for inclusion into works plans throughout the franchise period

5.2.3.2 Access Paths

Access paths, including manoeuvring, passing and resting areas, will be part of the audit in the previous section, and checked for compliance with Standards.

National Express Group is committed to:

· Ensuring that access path issues comply with the Standards

5.2.3.3 Ramps

Access to the majority of M>Train stations is via ramps and stairs. While many are connected to from footbridges and subways, there are a large number of small ramps (up to ~2m high), small steps, cambered surfaces, handrails and kerbs associated with ramps that are also non compliant. While a range of disability aids have been installed, such as handrails and non-slip surface materials, most ramp gradients do not comply with the Draft Disability Standards. 

A survey on disability access to stations was done by the DRC and AQA (11/95) and followed by detailed reports by a large consultancy group, Sinclair Knight Merz (5/97, 8/98 & 11/98). This final report uses four general categories for scopes of works on ramp related issues and only details a small number of specific work packages at individual stations. The current station audit (# 5.2.3.1) will deliver the specific details on ramps and other non compliant issues to be addressed at each station.

Over the period of the M>Train franchise until 2014 the program for major ramp access will meet the Disability Standard compliance level for thirteen years (76%). The strategy comprises the following points, which are based on SKM work and the DOI Action Plan:

· Direct assistance will be available at all Premium Stations 

· The priority of ramp modification works will be determined by patronage levels, benefit to cost ratios, and spreading of physical works and expenditure across the system

· Where patronage at a station is within the lowest 30% of the M>Train network, complex remedial works will be left until substantial building works are undertaken.

· Annual works programs will be prepared and submitted to the DOI at the beginning of each financial year.

· The use of lifts to overcome ramp non compliance will be investigated.

While the project audit of stations will identify and remedy the small ramps, small steps and handrails, cambered surfaces and kerbs shall be brought up to Standards as part of regular maintenance cycles.

National Express Group is committed to:

· Achieve compliance of ramp access to stations to meet the Draft Disability Standards

5.2.3.4 Waiting Areas

Waiting areas with shelter are provided at all M>Train stations. Issues of seat types, allocated space, doorways, steps, and hand and grabrails will be addressed in the station audit.

National Express Group is committed to:

· Ensure that all elements within waiting areas comply with Draft Disability Standards

5.2.3.5 Surfaces

The condition of platform surfaces is monitored during inspections to identify problems, so they can be maintained in a safe condition. Safety markings on platforms are regularly maintained.

National Express Group is committed to:

· surfaces and surface markings shall be brought up to Standards as part of regular maintenance cycles

5.2.3.6 Stairs

As part of the station audit, all steps and stairs will be checked for colour contrasted edgings, and where not applied, will be upgraded to the standard in a station by station package of works. These will be monitored through regular maintenance checks.

The audit will include all handrails on steps and stairs, and all deficiencies on stairs will be programmed for completion within ten years, as per the Draft Standards.

National Express Group is committed to:

· Ensure compliance of handrails and step edgings on all stairways

5.2.3.7 Toilets

M>Train currently has predominantly accessible toilets at all premium stations except Pakenham, Cheltenham Brighton Beach and Carrum. The PTC policy of only providing toilet facilities at Premium Stations because of high vandalism and resulting safety/security issues will be retained. The program of providing accessible toilets at the remaining Premium Stations will be completed within five years.
National Express Group is committed to:

· Provide accessible toilets at all premium stations within 5 years

5.2.3.8 TGSI’s

Passengers that are blind and people with vision impairment use the paved tactile ground surface indicators (TGSI) to locate barriers such as platform edges, walls and fences and to identify locations such as exits, lifts and stairs. 

While tactile paths are already provided at City Loop and some other stations, consideration of the safety for all passengers and passengers with special needs including those with mobility aids, and parents using prams, etc, raises some important issues:

· All people have an equal right to safe public transport with dignity

· Tactile surface indicators create tripping hazards for some mobility aids

· Tactile surface indicators can cause difficulties to passengers and other people with restricted mobility including the elderly and mobility aid users, when walking or standing

· Tactiles can interfere with the manoeuvrability of wheelchairs

The current Australian Standard for tactile ground surface indicators along the length of platforms identifies them as hazards only and has no form of directional assistance to the vision impaired. Research into the above is taking place on a national and international level, and it is proposed that this be monitored to ensure acceptable standards are established for platform edges.

National Express Group is committed to:

· Monitor research for platform edges to ensure acceptable standards are reached

· Ensure compliance of all pathways to the Draft Disability Standards.

5.2.3.9 Hearing Induction Loops

Currently, audio induction loops are provided for people with impaired hearing at the 3 city loop stations, and several other locations. Technically, operation in outside environment is impractical, and hearing assistance is a fast developing technology. Therefore, expansion of this feature will be held, until further technical details are available.

National Express Group is committed to:

· Expansion to the current system on hold, pending technical review in rail environment.

5.2.3.10 Signs & Symbols

There have been various programs addressing the signage at M>Train stations over the past 7-8 years, and they have generally adopted compliance with the Standards. The station Audit will identify any non compliances for addressing in works plans.

National Express Group is committed to:

· Signage being altered where identified in the station audit to meet the Standards

5.2.3.11 Communications

Communications at stations has a high priority in the M>Train operation. All Stations are equipped with:

· Automatic public address for passenger announcements

· Closed circuit television to platforms, waiting areas, and in selected locations, station approaches and car parks. All CCTV is recorded and monitored.

· Customer intercoms at all platforms (except the CBD Underground) which provide direct links to nearby premium stations for information, security and assistance

In addition, most premium stations have additional features as follows:

· Large digital clocks

· Passenger information displays (PIDS)

The M>Train communications system may be further enhanced with PIDS at additional locations and expanded CCTV. These enhancements will be linked to future customer related programs.

Payphones are operated and maintained by Telstra at stations. Telstra have advised that the accessibility rollout initiated with the Minister of Transport in 1998 has been substantially completed.

National Express Group is committed to:

· Complete CCTV & automatic PA systems on all M>Train stations

· Consider expansion to the current PIDS and CCTV networks

5.2.3.12 Car Parking

Currently most M>Train station car parks have accessible car parking spaces available. Facilities for passengers with a disability will continue to be identified when upgrading or developing new car parking facilities.

National Express Group is committed to:

· Ensure accessible parking is in place wherever required to comply with Standards

5.2.4 Tram Measures

Infrastructure supporting the tram operations is a mixture of facilities managed by tram operators, local councils and VicRoads. National Express Group is responsible to the Victorian Government for the infrastructure including areas within safety zones, most shelters and seats on adjacent kerbs and footpaths, but along roadways is limited to a line on the roadway 600mm from the outer tram rail.

M>Tram has:

· 262 safety zones and platform stops

· 799 kerbside stops

· 376 shelters spread over the 1061 stops, with 46 shelters in safety zones

VicRoads is responsible for road and footpath surfaces, and kerbs on ‘Designated Roads’, and local council on other roads. Note that within the CBD all streets are under the control of the Melbourne City Council, making them an integral part of the coordination of accessibility outcomes. The works necessary at the majority of tram stops will begin with creation of a compliant access path at and near the stop. Hence, substantial consultation will be required for issues and solutions that involve all stakeholders.

In 1996, the PTC commissioned the consultants Rust-PPK to carry out a feasibility & affordability assessment of making trams accessible for people with disabilities, including wheelchair users, on two sample routes. This study examined the works involved to retro-fit the A & B class trams with wheelchair hoists (refer to section 5.3.4 of this report) and addressed the works required at tram stops to improve accessibility, assuming that vehicles had been retro-fitted with wheelchair hoists.
The report concluded that extensive works at safety zones could include:

· modification to fencing to ensure gaps are appropriate relative to vehicle locations

· tactile paving

· adjustments to ‘platforms’ to ensure height is appropriate and width is adequate

· alterations to the stop lines on roads for either trams or cars to facilitate unimpeded access

· lighting, audio and visual improvements.

While the proposal to retrofit wheelchair hoist to trams has been abandoned, this study highlighted 2 main points concerning tram stops:

· kerbside stops are currently reasonably accessible

· safety zones have major issues to achieve accessibility

Many other reports, investigations and studies have been conducted since Rust PPK on accessibility of trams and tram stop infrastructure. While many accessibility improvement features, eg, information on frequency & times of trams, that are excellent suggestions have been put forward, they will be considered in the M>Tram Stop Upgrade Project. The scope of this action plan concerns equality of access, and therefore, to ensure all improvements are fully compliant with criteria in the Draft Disability Standards.

The M>Tram Stop Upgrade Project will upgrade and expand facilities at major stop locations, and include works at kerbside stops to timetables, flags and some shelters. Accessibility measures at such stops may be encompass in works such as:

· Consistent access paths that allow unhindered passage

· Platforms to remove step access to trams

· Ramps at kerbs and new platforms to aid access

· Better waiting facilities

· Improved information at stops (PIDS & announcements)

· Enhanced signage for clarity and understanding

· Allocated space for passengers with disabilities

· Handrails and grab rails

· Lighting improvements

· Tactile paving to assist blind and vision impaired passengers to access the tram

These works will be planned and conducted in conjunction with councils and VicRoads with the responsibility to both carry out and fund works resting with each asset manager.

To establish details of current tram stop infrastructure features, accessibility deficiencies and potential upgrade opportunities, a survey of all M>Tram stops will be undertaken.

Tram stop works associated with the new tram would be scheduled on a similar time frame to the rollout of the new low floor trams (2002 - 2004), where possible, and other works for accessibility will be progressively undertaken to meet the timeline in the Draft Disability Standards, eg, tactile paving and colour-contrasting as determined for kerbside stops and safety zones.

National Express Group proposes to concentrate the accessibility works in areas where benefits to costs will be higher. Current patronage figures show that over 60% of tram users access tram services within the MCC boundaries, and that over 30% are within the Melbourne CBD.

As part of the introduction of the new low-floor trams, the design process will identify the variants and their interaction with infrastructure at safety zones. A trial of the outcomes from this process may result, allowing identification of the optimum treatments to achieve accessibility at safety zones. Any trials will be fully reviewed by PTAC and other interested parties.

National Express Group is committed to:

· Conduct a survey of all M>Tram stops for levels of accessibility compliance

· Initiate discussions with VicRoads, MCC & other councils on future coordination of works for accessibility, beginning with definitions of access paths and asset responsibilities

· Schedule tram stop infrastructure works most logically undertaken in parallel with the introduction of low floor trams

· Schedule other tram stop infrastructure works to be progressively undertaken to comply with timelines in Standards

· Identify new tram/tram stop interface variances, with an optional trial to assist defining accessible safety zones

· Liaise with local government and VicRoads to refine and implement the above programs of accessibility improvements for tram stops

· Progress M>Tram Stop Upgrade Project to include accessibility measures

5.3 ROLLING STOCK

In considering accessible transport vehicles, some of the infrastructure issues correspond. The concept of creating an accessible access path within a vehicle needs to address aspects such as lighting, surface quality, clear pathways, doorways, handrails etc.

The guidelines discuss these aspects in the following terms (with slight paraphrasing):

· Boarding

To meet the Standards in regard to boarding, passengers with disabilities will be able to board and alight from conveyances without assistance. Where the boarding point is higher than the adjacent surface, operators need to consult on matching conveyances with infrastructure or provide equivalent access. Boarding devices include hoists, ramps, scissor lifts, (which the operator would normally be responsible for activating) are therefore not regarded as diminishing the principle that independent access is desired under the Standards.

· Allocated Space
The Standards require that specific space be allocated on conveyances to accommodate at least two passengers with disabilities This is based on two assumptions:

· Some passengers use large mobility aids such as powered wheelchairs

· Passengers often travel with a companion who may also be using a mobility aid 

When not required by passengers with disabilities, the ‘allocated’ spaces may be used for other purposes, eg, folding seats.

· Manoeuvring Areas

It is the intent of the Standards to ensure that passengers with disabilities can gain independent access despite the space restrictions in many conveyances which inhibit the movement of passengers. The Standards, therefore, outline in performance terms how operators are to accommodate people using mobility aids. Manoeuvring areas may be used for other temporary purposes such as fare payment as long as they remain available if required by passengers using mobility aids.

· Belongings

The Standards require that an operator will transport any portable disability aid that a passenger carries on board and normally requires for their wellbeing or mobility.

· Restraints

The Standards recognise the use of both active and passive restraining systems.

· Active restraints anchor a mobility aid into an allocated space, eg, anchorage belts

· Passive restraints contain movement of a mobility aid to within an allocated space, eg, a vertical panel that restricts the movement of a wheelchair

There is no requirement for National Express Group to provide active restraints on any of its services. The sides of the vehicles act as a passive restraint against excessive sideways movement of a mobility aid. Allocated spaces generally prevent forward movement, which prevent mobility aids from rolling or tipping.

National Express Group will achieve compliance in vehicle fleet replacement programs.
5.3.1 Multi Modal Issues

To ensure a consistent presentation across our services, National Express Group will adopt a common approach where possible, eg, new vehicles could have hand and grab rails, colour contrasting steps edges and stanchions, non slip surfaces, push buttons, handles, etc. As can be seen, this will apply mostly to minor elements.

National Express Group is committed to:

· Ensure a consistent approach to minor  accessibility components across all new vehicles in different fleets

5.3.2 Country Train and Coach Services

The V/Line country fleet comprises of 59 H cars, 57 N cars and 14 other cars (S, Z, Special) which make up 33 sets (multi carriage trains), and 21 Sprinter cars, which can make up to approx 17 sets, giving a total fleet of approx 50 sets.

The combined accessibility of the V/Line fleet is very good, with wheelchair access provided to all services, accessible toilets in all Sprinter cars and 8 N cars (and, therefore, train sets), boarding ramps and direct assistance available from trained conductors on all trains.

Between 2002 and 2004, V/Line will add 29 new 2 car sets to its fleet. These will be fully compliant to the Standards, with improved allocated space, toilets, doorways, aisles, grab rails, etc.

Of the V/Line coach fleet, which is subcontracted to private bus operators, 17 now have wheelchair hoists. Accessible toilets are not planned for coach services, due to space limitations and no available design options. New services are being introduced with a ‘kneeling’ facility, which lowers the first step for easier access. 

National Express Group is committed to:

· Improve the fleet accessibility with introduction of 29 new compliant train sets

· Increase the number of coaches which have kneeling facilities.

5.3.3 Metropolitan Train Services

Currently, suburban trains are substantially compliant with the Draft Standards, with:

· wide doors and flat floor access

· allocated spaces adjacent to the doorway

· audible warnings on door closing

· direct assistance to people with disabilities from station staff and customer employees

· stations clearly marked with indicator lines for the front door of a 6-car or 3-car train to show a wheelchair user entry points when the train stops

· ramp to bridge the gap between platform and train by the driver 
Substantial accessibility features will be added to both the refurbishment of the Comeng fleet, and the new train fleet, due to replace the current Hitachi fleet between 2002 and 2004. These features are detailed as follows:

5.3.3.1 Replacement Cars and Car Refurbishment Features

5.3.3.1.1 Seating

Improved seating with unrestricted access underneath seats

5.3.3.1.2 Door Warning Devices

Currently all trains have audible warning devices for imminent door closure. This will be the minimum standard.

5.3.3.1.3 Flooring and Floor Markings

Flooring will be of a non-slip material, with markings for door entry.

5.3.3.1.4 Priority Seating

The number of priority seats shall be to the draft DDA standards and be marked above the seats to indicate that they be given up if a passenger with a disability requires it.

5.3.3.1.5 Passenger Information Systems

Passenger information systems will be installed on all refurbished and new trains to provide readable destination, stopping and time information.

5.3.3.1.6 PA System

Announcements on trains will be able to be automatic to give customers maximum information on the services they are using. It will also enable the driver to inform passengers directly only when needed.

5.3.3.1.7 Passenger Emergency Intercoms

Call buttons will be installed in each vestibule to allow passengers to communicate directly with the driver in emergency situations. They will be within reach of priority seating, and allocated spaces.

5.3.3.1.8 CCTV

A closed circuit television system will be included in every car, as part of the customer safety initiative.

5.3.3.1.9 Lighting

Minimum illumination levels throughout the car will be 150 lux.

5.3.3.1.10 Grabrails, Grab Handles & Stanchions

Stanchions, grabrails and seat grab handles will be colour contrasted, repositioned and increased in number to take account of all passengers’ needs.

5.3.3.1.11 Wheelchair Locations & Symbols/Signs

Wheelchair locations for the refurbished fleet will be longitudinal and allow for three spaces at the front of each motor car (those cars where a cabin is provided for a driver). Restraints will be of passive type only, due to the relatively low acceleration of trains. Symbols will be placed on the external surface of doors to indicate the allocated space. Locations on new rolling stock will be to the Draft Standards.

5.3.3.1.12 Boarding Ramps

The use of lightweight boarding ramps will be continued by drivers to ensure passengers using wheelchairs can board and alight from the front carriage of trains. Where practicable, platform level discrepancies will be rectified when major works are undertaken on a platform.

5.3.3.1.13 Doorways and Doors Handles

Doorways shall have a colour contrasting strip at the tread plate. Door handles will be colour contrasted, be a single-handed operation at heights to the standards.

National Express Group is committed to:

· Ensure refurbished and new trains will be fully accessible

· Ensure improvements added to refurbished and new trains are compliant with the Draft Standards

5.3.4 Tram Services

The tram fleet will be discussed in two parts – the W class fleet, and then the Z, A  and B fleet.

In 1996, the consulting firm Rust PPK was commissioned to investigate the feasibility of retrofitting hoists to trams. The findings showed this was not desirable since:

· Hoists only accommodate a small number of people with disabilities, i.e., wheelchairs

· Boardings would substantially disrupt timetables

The report by Rust PPK and the issues of the vehicle and tram stop interface are discussed in more detail in section 5.2.4 of this report.

In 1998, both tram operators, the PTC, DOI and the Victorian Minister of Transport applied for an exemption on grounds of unjustifiable financial hardship and engineering life forecasts of the current fleet to delay the fleet replacement so that only 15% of the fleet would be replaced in the first ten years. Following a lengthy negotiating and consultation process, the result of this application was released in March 1999. In it, HREOC granted a 5 year exemption, on the basis that 25% of the fleet was replaced in that 5 year period, i.e., by 2004. It also exempted the W class trams from the decision.

5.3.4.1 W Class Trams

The former owners of the W Class fleet acknowledged that the W Class trams are not accessible, and had planned their deployment increasingly as a niche role for maximum visibility as a tourist/heritage/city image, rather than on high usage public transport routes. The HREOC Exemption Decision accepted this strategy ‘as far as reasonably possible’.

Following the withdrawal from service on safety grounds in 2000, reintroduction of the W Class trams is to negotiated with the DOI on the basis of:

· Safety issues

· Heritage issues

· Other issues, eg, operational, new low floor fleet interaction, tourism, technical standards

The Exemption Decision allowed for the current fleet of 30 W class trams within the Swanston network to be retained and exempted from compliance to the accessibility standards on the basis that they:

· are retained for heritage purposes, and, where they

· operate on routes, where as far as is reasonably possible an accessible alternative is or may become available. 
National Express Group is committed to:

· Maintain 30 W class trams, and as far as practicable, deploy them on services befitting their heritage/tourist status, and where alternative  accessible services may become available 

5.3.4.2 Z and B Class Trams

The current fleet of trams is:

· 106 Z1 and Z2 trams (1975 - 1979)

· 84 Z3 trams (1979 - 1986)

· 55 B trams (1988 – 1994)

A refurbishment program to all Z3 and B class trams will be undertaken between 2001 and 2003. This will be include:

· new seats

· colour contrasting of step edges, grab rails and handles

· repainting of trams

Between 2002 and 2004, the 106 Z1 and Z2 trams will be replaced with 59 new low floor trams. Coinciding with this program will be the return of 31 Z3 trams from Yarra Trams.

Full details of the new low floor tram are not yet available, but some of its accessibility features may include:

· Improved priority seating

· Boarding ramps for kerbside stops

· Passenger information systems

· Improved destination signage

· Public address system

· Automatic announcements

· Audible door warnings

· Better lighting levels

· Improved seating

· Colour contrasting on elements required

This plan will be updated to fully detail the new tram accessibility features when the design process is completed.

National Express Group is committed to:

· Ensure new trams, deliverable between 2002 and 2004, will be fully accessible

· Ensure improvements added to refurbished and new trams are compliant with the Standards

5.4 INFORMATION

Information is an essential component of the public transport system for all travellers. Accessible public transport means supplying all passengers with the necessary information to use their services easily and safely. Information on public transport disability services for customers with special needs is produced by the Accessible Transport Unit in DOI on behalf of the operators, or by the operators themselves.

If required, staff are available to assist those with disabilities.

5.4.1 VicTrip

This service is a centralised telephone service which incorporates all five public transport operators in a formal shareholders agreement with the DOI and the contracted service provider, Global Customer Solutions. 

The purpose of VicTrip is to provide transport information to the public and the government about the public transport services operated by the new franchisees. TTY facilities are available within VicTrip.

As a shareholder, National Express Group will continue to contribute to the ongoing commercial activity of this service.

National Express Group is committed to:
· Contribute as a full commercial partner to the VicTrip business, and its services

5.4.2 Internet Information Service

As a supplement to their telephone enquiries, VicTrip has established an Internet home page and this is available as a host site for all operators to present their route and timetable information. National Express Group will use this site to link all of its services information.

National Express Group is committed to:

· Provide information on web page and maintain the link with the VicTrip home page

5.4.3 ‘EasyGoing’ Package

This package was launched early in 1998 to help people with disabilities plan and conduct their public transport trips, and consists of the following:

· Station Access Guide

· Large print timetables

· Easy-to-read large print train system map books

· Contact card (easy to display card with telephone numbers for transport enquiries)

· Travel wallets with driver reminder notices (for mobility aid users requiring assistance)

· Communication cards (for people with disabilities to communicate their needs discreetly)

This information is available from major stations and service organisations, and is coordinated by the DOI Accessible Transport Unit.

National Express Group will continue to support this initiative.

National Express Group is committed to:

· Continue to support and promote the Easygoing Passenger Information Package coordinated by the ATU within DOI

5.4.4 TTY (Telephone Typewriter) Facilities

TTY facilities are currently provided at all CBD stations and many premium metropolitan and country stations for customers with hearing or speech difficulties. National Express Group is committed to provide full TTY facilities at major stations.

TTY payphones are managed by Telstra, who are committed to their installation if usage is required.

National Express Group is committed to:

· Commit to install and maintain TTY facilities at major stations

· Coordinate with Telstra in providing TTY payphones where needed, to Draft Disability Standards requirements.

5.4.5 General Information

The Accessibility Audits shall identify any deficiency in the standards of how information is provided. While works identified will be completed within the timelines in the Standards, there is an ongoing commitment to continually improve the way National Express Group communicates to customers at all points of contact.

National Express Group is committed to:

· Continually improve the provision of information to customers

5.5 OTHER MATTERS

5.5.1 National Express Group Policy

National Express Group will establish a Steering Committee with representatives throughout the organization structure to oversee this Action Plan.

National Express Group will develop a formal Disability Policy, which will provide a public statement of our organisation’s commitment to implementation of this Action Plan. It will affirm respect for the rights of people with disabilities and have Steering Committee involvement in its development. It will be formally endorsed and publicised widely, internally and externally. As a part of this process, National Express Group will develop a role to coordinate DDA issues and establish a grievance procedure prior to direct approach to HREOC.

National Express Group is committed to:

· Establish a Steering Committee to oversee this Action Plan
· Develop and promote a National Express Group DDA Accessibility Policy

· Appoint a DDA coordinator and develop a grievance procedure

5.5.2 Interoperator Coordination

National Express Group will consult and cooperate with other transport franchise operators to ensure our Action Plan is consistent with the action plans of other operators so that access to public transport is enhanced for everyone, and that the compliance levels in the standards are achieved.

National Express Group will meet regularly with the Accessibility Transport Unit from the DOI to review any issues in relation to Action Plans and their implementation.

National Express Group is committed to:

· Commit to assist the ATU of DOI to ensure cooperation between all privatised operators.

5.5.3 Automatic Ticketing

National Express Group acknowledges the report by the ATCC ‘Automated Ticketing Working Group Report’, and commits to examine its recommendations in detail with other operators.

National Express Group is committed to:

· Examine the recommendations of the ATCC Report in detail with other operators

5.5.4 Training 

Staff training packages include modules directly targeted to improve customer relations, including disability awareness. Training on the current obligations of the DDA, and the promotion of this plan, will be in the following groups: 

· Train/Tram Drivers

Driver training currently includes modules for wheelchair access and customer service. This training will be reviewed to incorporate full DDA Action Plan measures, and the progressive implementation of refurbished and new rolling stock.

· Customer Service Employees & Staff with Public Responsibilities

The induction course for these staff includes a disability awareness session, to identify and deal effectively with the needs of passengers with disabilities. It includes a lecture, video, slides and roleplay. This training module will be reviewed and enhanced to provide front line staff with the background and skills to interact proficiently with passengers so discrimination against people with disabilities is avoided.

· All Staff

Since attitude is one of the main barriers to non-discriminatory access, a disability awareness module will be incorporated into the induction training for all staff, as well as becoming part of ongoing training for current staff. This will provide an overview of the Action Plan, and outline all staff responsibilities.

National Express Group is committed to:

· Adopt DDA training modules in all areas of staff training and development

6 IMPLEMENTATION, EVALUATION & REVIEW

6.1 IMPLEMENTATION

The Victorian public transport system has been working towards accessibility on the assumption that the Draft Standards will be very similar to the promulgated Disability Standards. This has expected early each year since 1998, but currently is anticipated in the second quarter of 2001.

The Disability Standards will require immediate compliance of all new facilities and vehicles, or infrastructure/vehicles which are substantially refurbished. This expectation is built into all current and future work programs, and has been the case for several years.

The Disability Standards will then require full compliance within five years  (2006) on specified aspects including:

· waiting areas*

· hearing augmentation

· symbols*

· information*

· signs*

· booked services

· alarms

· food and drink services

· lighting*

· belongings

· furniture and fittings

· priority

*In respect of the above aspects, their provision at bus and tram stops does not have to be achieved in just five years (2006), but progressively over 20 years (2021).

After 10 years (2011), full compliance is expected to also cover:

· surfaces

· gateways

· handrails and grab rails

· vending machines

For all other features, compliance is expected on the schedule of 25 per cent by 2006 (5 years), 55 per cent by 2011 (10 years), 90 per cent by 2016 (15 years) and 100 per cent by 2021 (20 years). This timeline is especially important for the Standards which imply comprehensive change to vehicles and buildings (for example, access paths, ramps, doorways and doors, boarding). 

A full tabulation of the standards and their implementation timetable is shown in the table following.

Standards Ref Number
Area Covered By Standards
% Compliance By



2006
2011
2016
2001

2.1 - 2.9 
Access paths (within vehicles and infrastructure) 
25
55
90
100

3.1 - 3.3 
Manoeuvring areas 
25
55
90
100

4.1 - 4.3 
Passing areas (within infrastructure and trains) 
25
55
90
100

5.1 
Resting points (infrastructure only)
25
55
90
100

6.1 - 6.4 
Ramps (within infrastructure & vehicle boarding ramps) 
25
55
90
100

7.1 - 7.2
Waiting areas (general infrastructure) 
100




7.1 - 7.2
Waiting areas (1) (at bus & tram stops)
25
55
90
100

8.1 - 8.8
Boarding (mainly vehicles, but also infrastructure & boarding points)
25
55
90
100

9.1 - 9.11
Allocated space (mainly re vehicles)
25
55
90
100

10.1
Surfaces
NA
100



11.1 - 11.7
Handrails and grab rails 
NA
100



12.1 - 12.6
Doorways and doors
25
55
90
100

13.1
Lifts (infrastructure only)
25
55
90
100

14.1 - 14.4
Stairs (infrastructure and steps onto vehicles)
25
55
90
100

15.1 - 15.6
Toilets
25
55
90
100

16.1 - 16.5
Symbols (generally within infrastructure and vehicles)
100




16.1 - 16.5
Symbols (1) (at bus & tram stops)
25
55
90
100

17.1 - 17.7
Signs (generally within infrastructure and vehicles)
100




17.1 - 17.7
Signs (1) (at bus & tram stops)
25
55
90
100

18.1 - 18.5
Tactile ground surface indicators
25
55
90
100

19.1
Alarms
100




20.1 - 20.2
Lighting (generally within infrastructure and buildings)
100




20.1 - 20.2
Lighting (1) (at bus & tram stops)
25
55
90
100

21.1 - 21.4
Controls (stop requests and door controls etc.)
25
55
90
100

22.1
Furniture and fitments (2) (tables benches etc.)
100




23.1
Street furniture
25
55
90
100

24.1
Gateways (ticket barriers etc)
NA
100



25.1 - 25.4
Payment of fares (including vending machines)
NA
100



26.1
Hearing augmentation - listening systems
100




27.1 - 27.4
Information (generally within infrastructure & vehicles)
100




27.1 - 27.4
Information (1) (at bus & tram stops) 
25
55
90
100

29.1 - 29.3
Food and drink service  
100




30.1
Belongings (carriage of disability aids in vehicles)
100




31.1 - 31.2
Priority (seating within vehicles)
100




Notes: 

1. The Draft Standards actually only refer to bus stops as being distinct from general infrastructure; it is assumed the non-mention of tram stops is simply an error of omission, reflecting that Melbourne is the only city with an extensive tram system.

2. Under the furniture and fitments standards there are other requirements relating to sleeping berths within trains, but these do not affect any Victorian operations.

3. The compliance timelines reproduced here are those in the Draft Standards. 

The compliance timetables fall into just three categories:

1. 100 per cent compliance required by 2006

2. 100 per cent compliance required by 2011

3. progressive compliance required (25 per cent by 2006, 55 per cent by 2011, 90 per cent by 2016, 100 per cent by 2021).

The implementation timelines underlie the program planning for all matters mentioned in this Action Plan. National Express Group will comply with virtually all of the above timelines; the only exceptions are in regard to the Standards relating to boarding (8.1 - 8.8) and stairs (14.1 - 14.4) in so far as these standards relate to access to/egress from tram services. As discussed in section 5, the intended purchase program for new low-floor trams requires an extension to these compliance schedules, as per the terms of the Exemption Application decision.

In the Executive Summary, all commitments mentioned in previous chapters are represented in tabular format, cross-referenced to the Standards involved and the categorisation of compliance timetables.

Implementation of most of the measures in this Action Plan will rest with National Express Group, although the DOI will also have significant responsibilities. The DOI will:

· oversee operators’ implementation of accessibility measures

· ensure appropriate contract clauses are established

· provide consultation, expertise and resources via PTAC and the ATU

· support any working groups established by PTAC and requiring operator input, by providing suitable venues and consultative mechanisms

· monitor operators’ performance relative to all clauses in their contracts

· exert a standard-setting and/or coordinating influence on the implementation of relevant elements of the Action Plan (for example, Easygoing information material).

All individual operators will be required by the Lease to prepare their own Action Plan within 18 months of the beginning of their contract period. These Action Plans are expected to build on and be consistent with this document, which effectively establishes an overall policy framework for individual operators to work within.

Annual Works Plans will be submitted by National Express Group at the beginning of each year, outlining the works they propose to complete for the following two years. This annual works plan will link the works proposed to the milestones in the National Express Group Disability Action Plan. It will include reference to any matters that PTAC or the other operators raise that may create barriers or differences that affect access to public transport.
6.2 EVALUATION AND REVIEW

6.2.1 Evaluation

This Action Plan will not be a static document, because of the technological changes and other innovations that will occur over the coming years which will enable enhanced accessibility measures, and changes to priorities. Changes to the Plan will be made and advised formally to DOI and HREOC.

National Express Group will establish a Steering Committee with representatives throughout the organization structure to oversee the implementation, evaluation and review of the accessibility achieved through this Action Plan.

The measure of compliance by National Express Group will be established by developing relevant indicators, such as the measures in the Draft Standards, which will be linked to the levels of services provided, facilities and patronage numbers that benefit from the improved accessibility measures.

6.2.2 Review

Annual works plans will be prepared by National Express Group at the end of each year. These annual reports will outline the progress made in implementing the Action Plan and outline its schedule for meeting the milestones over the next 2 years.

National Express Group expects that there will be a review under the contract with the DOI to ensure compliance with this Action Plan. This may include reference to any matters that PTAC or other operators raise that may affect delivery of accessibility outcomes to public transport.

GLOSSARY OF TERMS

Access path - the concept of an Access Path relates to the requirements for independent movement of passengers to and within transport vehicles and infrastructure. ACROD - the peak body for disability service providers.

The Act - see DDA below.

Action Plan - this plan, produced in accordance with the provisions of the Disability Discrimination Act.

Audit - Refers to the process of assessing whether conveyances, premises and infrastructure comply with the Draft Disability Standards and any other relevant Australian Standards.

Australian Transport Council - the forum of Commonwealth, State and Territory Ministers for Transport.

Accessible Transport Consultative Council - the peak council established by the Victorian Minister for Transport to provide independent advice on issues relating to transport access. (Replaced by PTAC)

Accessible Transport Unit - established within the Department of Infrastructure.

Barrier - a characteristic of the public transport system which acts as an impediment for people with a disability attempting to gain access to the services.

Disability Discrimination Act 1992 (No. 135 of 1992) Commonwealth of Australia.

Disability Standards - Standards which may be proclaimed under Section 31 of the Disability Discrimination Act 1992.

Department of Infrastructure (DOI), Victoria, responsible for administering contracts with public transport operators throughout Victoria.

Draft Standards - a draft version of the proposed Disability Standards not yet passed by the Federal Parliament for endorsement.

Easygoing - the ‘brand name’ for a package of travel information material produced for people with disabilities in Victoria.

Guidelines - explanatory guidelines issued in conjunction with the Draft Standards to provide information and comment about the Standards.

Hearing Induction Loop - an electronic aid to assist people with hearing aids to hear public address announcements (for example, at stations).

Human Rights and Equal Opportunity Commission - the statutory body responsible for matters under the Disability Discrimination Act 1992.

Infrastructure and Infrastructure Provider - any fixed structure or facility that is necessary for the operation of passenger transport service. An infrastructure provider need not be a passenger transport operator.

National Express Group - National Express Group Australia including the following companies: National Express Group Australia (Bayside Trains) Pty. Ltd., National Express Group Australia (Swanston Trams) Pty. Ltd and National Express Group Australia (V/Line Passenger) Pty. Ltd.

Operator - a public transport operator, that is, a person or organisation providing a public transport service to the public.

Public Transport Access Committee – a disability consultative group which includes representatives of the transport operators and peak disability groups

Public Transport Corporation – former operator of public transport services in Victoria

Regulatory Impact Statement - an assessment of the likely impact if the Draft Standards become the proclaimed Disability Standards, being carried out as input to the Parliamentary approval process.

Service - a public transport service, offering to convey members of the general public on passenger carrying vehicles.

Tactile path/tiles - a tile/path consisting of specially textured materials to give directional guidance to people with impaired vision.

Transport Act - Transport Act 1983, Victoria.

Transport Reform Unit, Victoria (a branch of the Department of Treasury and Finance, responsible for the privatisation of transport provision in Victoria).

Teletypewriter - keyboard device to allow use of telephones by people with hearing or speech impairment.

GLOSSARY OF TERMS
APPENDIX A – DEFINITION OF DISABILITY

"Disability" is defined broadly under the Act as:

· total or partial loss of the person's bodily or mental function;

· total or partial loss of a part of the body;

· the presence in the body of organisms causing disease or illness;

· the present in the body of organisms capable of causing disease or illness;

· the malfunction, malformation or disfigurement of a part of a person's body;

· a disorder or malfunction which results in the person learning differently from a person without the disorder or malfunction; or

· a disorder illness or disease which affects a person's thought processes, perception of reality, emotions or judgement, or which results in disturbed behaviour.

The definition includes a disability that:

· Presently exists;

· Previously existed but no longer exists;

· May exist in the future; or

· Is imputed to a person.

The definition includes disabilities such as:

· Physical;

· Intellectual;

· Psychiatric;

· Sensory;

· Neurological;

· Learning disabilities; or

· Physical disfigurement.

APPENDIX B – FRANCHISE DDA COMPLIANCE REQUIREMENTS
(An Extract from the Franchise Agreements)
(a) Within 18 months  after the Commencement Date, the Franchisee must prepare and lodge with the HREOC an action plan (the Franchisee’s Action Plan) in accordance with the Disability Discrimination Act which:

I. is confirmed by the Director as being consistent with the Victorian Government Action Plan:

II. include milestones for implementation of the Franchisee’s Action Plan which comply with the Disability Standards: and

III. demonstrates how implementation by the Franchisee meets the long term obligations of Operators under the Disability Discrimination Act.

(b) The Franchisee must use reasonable endeavors to comply with:

I. the Victorian Government Action Plan from the Commencement Date until lodgment of the Franchisee’s Action Plan: and

II. the Franchisee’s Action Plan after it has been lodged.

(c) The Franchisee must consult and co-operate with other Operators to ensure that the Franchisee’s Action Plan is consistent with the action plan of any other Operator so that it does not create barriers to access to the use of public transport by person with disabilities.

(d) If in the reasonable opinion of the Director differences between the action plans of Operators create or have potential to create barriers to access to the use of public transport by persons with disabilities, the Director may direct the Franchisee to modify the Franchisee’s Action Plan or its means of implementation  to ensure a consistent approach having regard to:

I. the Franchisee’s and other Operators views:

II. the cost effectiveness of the proposed direction

III. any Victorian Government policy statements: and

IV. any submission made by the ATC a or ATCC

(e) Within three months after each Lease Year, the Franchisee must provide a report  outlining the progress it has made in implementing the Franchisee’s Action Plan and outlining its schedule for meeting the milestones in the Franchisee’s Action Plan  over the next two years (including the year in which the report is prepared).

(f) The Franchisee must respond to reasonable requests:

I. of the Director to  attend meetings to discuss disability issues:

II. of the Director in relation to:

A. the provision by the Franchisee of technical and operating advice and data in relation to disability access: and

B. participation in any studies carried out or funded by the Director in relation to disability issues.

(g) The Franchisee must at all times act in a manner consistent with and support the Victorian Government Action Plan and the Franchisee’s Action Plan.

APPENDIX C – PUBLIC TRANSPORT ACCESS COMMITTEE
This committee replaces the Accessible Transport Consultative Council and met for the first time in April 2000. It will convene four times each year and be chaired by the Director of Public Transport.

Its terms of reference are as follows:

· Provide strategic advice to the Minister for Transport on issues relating to the accessibility of public transport for people with disabilities, including aspects of the built environment.

· Provide advice to the Minister on compliance with the Disability Discrimination Act 1992 and the National Standards for Accessible Public Transport.

· Provide advice and information to the broader disability community in relation to the issues addressed by the Public Transport Access Committee and the continuing improvement to public transport with respect to accessibility for people with disabilities. Encourage excellence and promote examples of best practice.

· Maintain a high level of communication with the Passengers’ Charter Committee to maximise knowledge transfer between the two bodies and to minimise duplication of effort by the two bodies.

· Continue liaison with the Victorian Taxi Directorate and provide advice as appropriate to the Minister for Transport on taxi services.

The criteria for appointment to the Committee includes:

· sound knowledge of disabilities in relation to using public transport.

· The ability to represent own disability group as well as consider the needs of the broader disability community and the general community.

· The authority to make independent decisions and recommendations within meeting times without seeking direction form any external body.

· Commitment to reporting back to constituency on issues raised at meetings.

· Acknowledgment of and commitment to the need to undertake outside of normal meeting times.

· Commitment to a review of the performance of individuals and the group.

Other conditions in the formation of PTAC are:

· There will be four nominations form each of seven peak disability groups with one representative from each group appointed by the Minister for Transport.

· Representatives will be appointed for a period of two years.

· Officers of the Director of Public Transport and transport operator representatives will be nominated by their respective organisations and will hold non-voting status.

· Meetings will be held on a minimum of four occasions per annum.

· Working Groups to address specific issues may be formed and will report to the Public Transport Access Committee (PTAC).

· Members of the PTAC are appointed by the Minister in their own right.  This assumes that members have the authority to reach decisions and make recommendations at Committee meetings without seeking direction form an external body.

· In all possible cases decisions of the PTAC shall be made by consensus.

· All advice and recommendations, including those from Working Groups, will be conveyed to the Minister for Transport through the Chairperson of the PTAC.

· A review of the PTAC will be undertaken at a time not more than three meetings after implementation.  This review will be in the form of a questionnaire to coincide with the distribution of a quarterly report.
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· Transport Act 1983 (Victoria)

· Equal Opportunity Act 1995 (Victoria)

· Accessible Transport for People with Disabilities – An Action Plan for Victoria (Street Ryan and Associates Pty Ltd, 1988)

· Accessible Transport: the Way Forward (Report to the Taskforce on Accessible Transport to the Australian Transport Council, 1995).

· Mobility Improvement Strategy (Accessible Transport Consultative Council, 1991)

· Mobility Enhancement Strategy (Accessible Transport Consultative Council, 1993)

· Towards Access – A Review of the Mobility Improvement Strategy (Accessible Transport Consultative Council, 1995)

· Station Improvement - Disability Standards for Accessible Public Transport (Sinclair Knight Merz, 1997)

· Metropolitan Railway Stations - Access Audit (Disability Resources Centre [Inc], 1995)

· Tram Accessibility Study (Rust - PPK, 1996).

· Tram Access Study - Discussion Findings (Accessible Transport Consultative Council, 1997)

· Pilot Study Tram Stop Infrastructure- Public Transport and the Disability Discrimination Act (Building Services Agency, 1998)

· V/Line Passenger - Access Audits by Rail Corridor (Access Design and Inspection, 1997 and 1998)

· BSA - V/Line Country Station Maintenance Costs, 1998

APPENDIX E - SUMMARY OF ‘EASYGOING’ INFORMATION
· Easygoing Fact Sheet - A loose sheet guide to transport disability services in Victoria

· Public Transport Disability Services - A brochure for customers with special needs also available on audio cassette.

· Met Station Access Guide - A line-by-line booklet for older people and those with disabilities.

· Metropolitan Rail Network - A large-print or braille book of line maps for the metropolitan train network.

· Metropolitan Tram Network - A large-print or braille book of route maps for the metropolitan tram/light rail network.

· Contact Card - An easy-to-display card with all telephone numbers (including TTY) for enquiries about suburban and

· country public transport).

· Travel wallet/Reminder slips - A self-contained package of ‘sticky label’ reminder slips, which can be used by disabled persons to remind drivers of their destination stop.

· Communication cards - A pad of cards which can be used by disabled travellers to indicate they need direct assistance or to indicate the type of ticket they wish to purchase.

· Easygoing Newsletters - A newsletter series to be circulated approximately every four months, to give details of developments in accessible transport.















