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Part 1.  Summary of Government Reforms
1.1  The Context
1.1.1  Overview
For many years, people with disabilities have been pressing for the removal of discriminatory practices in the provision of services.  With moves over the past two decades to encourage people out of institutional care and into independent lives in the community, and with an ageing population, access to transport has become an issue of fundamental importance.
The ACT Discrimination Act (ACTDA) which came into force in 1991, prohibited discrimination against people with a wide range of disabilities, and provided mechanisms for handling complaints of discrimination in areas such as the provision of services.  With the introduction of the Commonwealth Disability Discrimination Act 1992 (the DDA), the Commonwealth Government recognised, at the national level, the aspirations of people with disabilities, and clearly signalled its intention to eliminate discrimination in all areas of activity.  The coverage of the DDA, which is the responsibility of the Commonwealth Attorney-General (AG), also extends to the provision of goods and services, including public transport.
The Disability Standards for Accessible Public Transport have been developed to specify how the objectives of the DDA are to be achieved in the provision of public transport services.  The purpose of the standards is to enable public transport operators and providers to remove discrimination from public transport services.  The disability standards acknowledge the rights of passengers, operators and providers as well as imposing some responsibilities.  The disability standards apply to the widest possible range of people with disabilities as defined by the DDA.
In June 1996, the Australian Transport Council (ATC) agreed to forward the Standards to the AG for consideration and the preparation of a Regulation Impact Statement (RIS).  The ACT along with other States and the Northern Territory has provided input to the RIS.  The RIS was released for public consultation and submissions on the document were considered by the ATC on 30 April 1999.  The Standards have now been endorsed subject to the exclusion of dedicated school buses, charter services and ferries in open waters.  At the ATC meeting, States and Territories reaffirmed their view that the Commonwealth has a responsibility to fund the implementation of the Standards and recommended that the issue of funding be referred to the Council of Australian Governments. 
This Action Plan has been developed to meet the draft standards however full implementation of the initiatives will depend upon the Commonwealth’s contribution to these costs.
The ACT Action Plan is based on the Western Australian Action Plan “Going Out and Getting There”.  Development of the ACT Action Plan has proceeded from identification of barriers to accessible public transport by the Accessible Public Transport Sub Group of the Transport Reform Advisory Group (TRAG).  The Sub Group consists of representatives from, ACROD ACT, DPI ACT, Council of the Ageing, the Bus and Coach Association, ACTION, the taxi industry, the community, the Department of Health and Community Care and Urban Services.  Input from the public was also sought through comments provided at a workshop.  Several written submissions were also received.
The implementation of the ACT Action Plan will allow for better targeting of resources to meet the priority transport needs of people with disabilities while also addressing the longer term implementation of the disability standards as required under the DDA.
People with disabilities will continue to be involved in the implementation and review of the Action Plan, through the Accessible Public Transport Sub Group of TRAG as well as their representation in wider community consultative forums for public transport and the conduct of studies and surveys.
An annual review will, with direct involvement of customers, consider the effectiveness of the implemented actions.  Every three to five years, a fundamental evaluation will be carried out to establish the extent to which implementation of the Action Plan has impacted upon the ability of people with disabilities to use public transport.
Any of these levels of monitoring, review and evaluation may lead to improvements in the Action Plan to reflect experience, changes in external circumstances and technical developments.
The Action Plan is most specific in those modes of transport for which the ACT Government has a clear and well-established regulatory responsibility:  buses and taxis. The solutions, goals and targets for these are summarised in Table A, grouped in terms of:
·  physical barriers - access to and within vehicles; 
· physical barriers - access to infrastructure; 
· communication barriers; and 
· attitudinal barriers. 

The ACT Government will progressively upgrade bus stops to parallel the introduction of accessible buses.  The planning and management of parking and access near taxi ranks, bus interchanges and bus stops will also be investigated.
Table A     Buses and Taxis - Summaries of Solutions, Goals and Targets
Physical Barriers - Access to and within Vehicles
	Buses and Coaches
	New buses and coaches purchased will conform to the disability standards and will be accessible to people in wheelchairs and with mobility disabilities. Dedicated school buses and charter coaches are exempt.

	 
	The disability standards have set out the following compliance periods, 25% of the bus fleet will be accessible within 5 years, 55% within 10 years, 90% within 15 years and 100% within 20 years.

	 
	 

	 
	When the disability standards are proclaimed under the DDA, bus specifications should at least meet them.  Accessible buses will include a low flat floor to a position behind the centre door or the equivalent on a single door bus, forward of the rear axle. Identify a priority setting procedure for the upgrade of bus routes to meet disability standards

	 
	More appropriate seat heights should be specified in bus purchase contracts for ‘priority seating’.  Seating arrangements on accessible buses must include positions for people in wheelchairs and larger spaces adjacent to some seats to assist people with guide dogs.  Labelling for priority seating will be clear and visible and be in a contrast colour to assist the vision impaired.

	 
	Options for improving the height of ticket validating machines in urban buses for use by people of all statures, including people in wheelchairs should be investigated.  

	 
	Options for improving physical access to and within vehicles should also include improvements to ramp designs, lift access, width of aisles and grab rails/handles, especially in that part of the bus used for wheelchair parking.

	 
	 

	Taxis
	The recommendations from the Review of the Taxi Subsidy Scheme (TSS) and the Review of Home and Community Care Transport by the ACT Department of Health and Community Care will be examined for inclusion in this Action Plan if appropriate.

	 
	The number of wheelchair accessible taxis should be established and maintained at levels to give equivalent waiting times for people with disabilities to those of other users.  

	 
	The service provider should continue to maintain a customer complaint mechanism to address service reliability complaints.

	 
	Involvement of people with a disability and community organisations should occur on a regular basis in order to identify the needs, attitudes, satisfaction, expectations and requirements of people with disabilities.


Physical Barriers - Access to Infrastructure
	Buses, Coaches and Taxis (in common)
	Standardised kerb heights, lighting and access to shelters will comply with the disability standards and relevant Australian Standards.

	 
	Service providers, in conjunction with the ACT Government, should improve access to information boards for people of all statures, including people in wheelchairs.  Access to information boards should also be designed to assist the vision impaired.

	 
	A program for upgrading bus interchanges, bus stations and taxi ranks to include tactile tiling on platform edges and to identify access pathways should be developed.

	 
	A template of an ‘ideal’ bus stop and taxi rank to meet the disability standards and relevant Australian Standards, should be used that details the paving, access paths and manoeuvring paths.  Existing bus stops and taxi ranks should be upgraded to meet this ‘ideal’.

	 
	Driver education will continue to ensure that drivers are aware of the special needs of people with disabilities. 

	 
	 

	Taxis
	Consultation with customers to determine preferred wheelchair accessible taxi design models.

	 
	The ACT Government will encourage, at national forums, the design of an accessible taxi for general use; and encourage taxis to carry transfer aids with them.


Communication Barriers
	Buses, Coaches and Taxis (in common)
	The ACT Government should ensure that signs at public taxi ranks, bus stops, bus stations and bus interchanges have a matt finish, raised lettering, (preferably highly contrasting colours), rounded edges and be slightly curved following the line of the pole to enhance safety and visibility (as per AS1428.2).

	 
	Alternative, more easily readable and understandable presentations of timetable and other information as well as consistency with other customer communications should be investigated.

	 
	The best means of providing en-route information for all people (eg vehicle-based or interchange/stop-based announcements) should be identified and an implementation program developed.

	 
	Public telephone/teletype facilities located at bus and coach stations.

	 
	 

	Buses 
	Specifications in bus purchase contracts should include more-easily readable, destination/route number information above the driver’s position. 

	 
	Service providers should be required to ensure that drivers assist customers to identify route buses by consistently pulling up to the designated position, particularly when a tactile bus pad is present.

	 
	Options for enhancing the visibility and consistency of priority seating should be identified.

	 
	The service provider should investigate the options for providing material for educating customers to note the route number, destination and time of travel.  This information will assist operators in identifying the service/s they have used and assist the customer when they have a complaint or a lost item.

	 
	Options should be investigated for alternative means of communication between the customer and the driver.  For example, vision impaired customers could be issued with reminder tags with destination identification.  These tags will enable the driver to set the customer down at the correct destination and charge the correct fare.

	 
	A communication system should be implemented to facilitate the identification of buses and bus bays for the vision impaired.

	 
	 

	Taxis
	TSS literature should be assessed and re-designed if necessary for people with disabilities.  Alternative options for TSS literature may include electronic formats, braille and audio tapes for the vision impaired.

	 
	The ACT Government should provide TSS information in large print format if requested by customers.

	 
	Service providers should continue to educate customers about the availability of alternative teletype facilities, such as EASYCAB.


Attitudinal Barriers
	Buses, Coaches and Taxis (in common)
	A public awareness and education campaign, addressing the concerns of people with disabilities and other customers of public transport, should be implemented.

	 
	 

	Buses
	Operational staff training and accreditation should be implemented and maintained using international best practice standards and refresher training.

	 
	The service provider should also ensure that driver training incorporates an understanding of the requirements of people with disabilities and the responsibilities in assisting people with disabilities.

	 
	Competency based training with input from people with disabilities should be developed for areas which provide information services to customers with disabilities.

	 
	The service provider should investigate any complaints it receives about drivers, and take appropriate action if the complaint is substantiated.  Information arising from these complaints should be included in training programs.

	 
	 

	Taxis
	Taxi drivers should continue to complete a module as part of their training program for people with special needs.  

	 
	The service provider should continue to investigate any complaints it receives about taxi drivers, and take appropriate action if the complaint is substantiated.  Information arising from these complaints should be included in training programs.


1.1.2  Disability Legislation
Disability legislation at both Commonwealth and State levels has affirmed the right of people with disabilities to have the same right as other members of society to services provided by public authorities.  The major point of reference for this Plan is the DDA, and the related standards, objects, definitions and interpretations in that Act.  The Draft Disability Standards for Accessible Public Transport endorsed by the Australian Transport Council allows for a period of 20 years for the full implementation of the standards with predetermined compliance levels at various stages.
The DDA sets out a range of disabilities.  These include:
· partial or total loss of sight; 

· partial or total loss of hearing; 

· partial or total loss of speech; 

· disfigurements or deformities; 

· difficulties in walking (including partial or total loss of use of legs); 

· difficulties in fully using arms (including gripping); 

· learning and orientation difficulties; 

· sensitivity to chemicals causing malfunction of a person’s body; 

· chronic diseases, illnesses or other medical conditions; and 

· emotional or behavioural conditions. 

This Action Plan will also address the removal of discrimination in the delivery of existing services and improved access to public transport for a wide range of people who are not normally recognised as having a disability.  They include the frail aged, parents with young children, people carrying luggage and those who have difficulty reading or speaking clearly.
This Action Plan is developed under the DDA, and should be interpreted in terms of the objects, definitions and interpretations in that Act, which relate to accessible public transport:
	Objects of the Disability Discrimination Act, 1992

	This Action Plan is based on the following objects set out in the DDA: 

a. to eliminate, so far as possible, discrimination to which this Act applies in the areas of work, education, access to premises, the provision of goods, services, facilities and accommodation and the activities of clubs; 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.


The objects set out in the ACT Discrimination Act, 1991 (ACTDA) and the ACT Disability Services Act, 1991 (DSA), which relate to accessible public transport, have also guided the Plan’s development:
	Objects of the ACT Discrimination Act 1991

	a. to eliminate as far as possible, discrimination to which this Act applies in the areas of work, education, access to premises, the provision of goods, services, facilities and accommodation and the activities of clubs; 

b. to promote recognition and acceptance within the community of the principle of equality of opportunity.


 

	Objects of the ACT Disability Services Act, 1991

	a. to enable persons with disabilities to receive the services necessary to enable them to achieve their maximum potential as members of the community; 

b. to enable persons with disabilities to receive services that: 

1. further their integration into the community and complement services available generally to persons in the community; 

2. enable them to achieve a better quality of life including increased independence, employment opportunities and integration in the community; 

3. are provided in ways that promote in the community a positive image for persons with disabilities and enhance their self-esteem; 

c. to ensure that the quality of life achieved by persons with disabilities as the result of the services provided for them is taken into account in the granting of  financial assistance for the provision of those services; 

d. to encourage innovation in the provision of services for persons with disabilities; and 

e. to provide a system to administer funding in respect of persons with disabilities that is flexible and responsive to the needs and aspirations of those persons.


1.1.3  Disability Standards and Guidelines for Accessible Public Transport
The Disability Standards for Accessible Public Transport are designed to be issued under the DDA.  The purpose of the disability standards is to enable public transport operators and providers to remove discrimination from public transport services.  In prescribing how public transport is to be made accessible, these standards acknowledge certain rights of passengers, operators and providers as well as imposing some responsibilities.
The disability standards operate in conjunction with other laws, regulations and codes that apply to public transport.  For example, buses must comply with Australian Design Rule 58 as well as the disability standards.  
The following Australian Standards are also applicable to ACT public transport services:
	AS1428.1-1998
	Design for access and mobility-General requirements for access - New Building Works

	AS1428.1 Supp 1 1993
	Design for access and mobility- General requirements for access – Buildings Commentary (Supplement to AS1428.1 1993)

	AS1428.2-1992
	Design for access and mobility- Enhanced and additional requirements - Buildings and facilities

	AS1428.4-1992
	Design for access and mobility- Tactile ground surface indicators for the orientation of people with vision impairment

	AS2899.1-1986
	Public information-symbol signs- General information signs

	AS3856.1-1991
	Hoists and ramps for people with disabilities - Vehicle mounted - Product requirements


The Disability Guidelines for Accessible Public Transport provide information and comment on the Standards.  Specifically, the Guidelines assist in understanding and interpreting the Standards.
The website for the Disability Standards can be found at www.hreoc.gov.au/disabil/transldl.htm
1.1.4  Australian Transport Council Initiatives
During 1994, a series of complaints was initiated against transport operators and this led to the Australian Transport Council (ATC) deciding to develop a coordinated national compliance strategy to improve accessibility to public transport.
At the ATC meeting on 21 April 1995, Transport Ministers endorsed a national strategy, which was based on a report prepared by an ATC Taskforce chaired and resourced by the NSW Department of Transport.  The key elements of the strategy were:
· urgent development of standards through a similar “taskforce” approach; 

· accessibility, generally to be phased in as vehicles are replaced, allowing for a timeframe of 20 years, and 

· financial incentives/support to service and infrastructure providers. 

This strategy was consistent with the agenda proposed by the Disability Advisory Council of Australia in its report Target 2015.  As well as proposing a phasing in period for accessibility compliance, this report was a useful study of the existing state of accessible transport services.
The ATC Taskforce developed draft Disability Standards for Accessible Public Transport.  The disability standards propose a 20 year timeframe for all public transport services to comply with the DDA.  In June 1996, the ATC agreed to forward the Standards to the AG for consideration and the preparation of a Regulation Impact Statement (RIS).
The final RIS was considered by ATC on 30 April 1999 with some amendments to the draft standards.  These amendments are the exclusion of dedicated school buses, charter services and ferries in open waters.  The exclusions relating to the ACT have been incorporated into the Action Plan.  
For the Disability Standards to come into effect they must be laid before the Federal Parliament and following the disallowable period, the Standards will come into effect.  There is presently no time frame for this process.
1.1.5  The Regulation Impact Statement
The RIS provided an assessment of the preferred option for implementing the requirements of the DDA (and State and Territory legislation), in the public transport area against the following objectives:
a. to decide how best to move towards better access for people with a disability to public transport while at the same time balancing the cost to industry and the community; and 
b. to provide greater certainty to all stakeholders than is currently possible under the DDA and equivalent State and Territory legislation. 

The RIS estimated the incremental cost associated with implementation of the Standards nationally at approximately $3.7 billion over the 20-year implementation period.  However, with the exclusion of dedicated school bus services this amount is reduced to $2.5 billion. Accounting for cross-sector benefits across a broad spectrum of activities, such as the reduction of home visits as clients can access clinics, and the reduction in the number of people claiming benefits as they can access transport to employment, the overall net cost is in the order of $1.089 billion nationally over 20 years.
There is a great need for as much certainty as possible in the legal obligations for the provision of public transport, particularly for transport operators.  There are unquantifiable benefits that will flow from implementing the standards especially for people with disabilities but also for the general community in having an accessible public transport network.  Greater opportunities to participate in everyday life  - opportunities most of us take for granted  - clearly have significance for the whole of the community.  On the other hand the costs of implementing the Standards will be high and some of the costs will be borne primarily by transport operators and infrastructure providers.
The ACT Government has endorsed the RIS and the amended Disability Standards subject to suitable future funding arrangement.
1.1.6.  The Role of Urban Services
Urban Services is currently responsible for the planning, development and delivery of public transport in the ACT.
Urban Services is therefore responsible for the production of this Action Plan, providing information on its requirements to relevant agencies and its ongoing review.  Urban Services, will ensure that:
· all areas of the ACT Government are aware of and are guided by the Plan; 

· funding for the implementation of the Plan’s solutions is sought through the Government’s capital works programs and recurrent budgets as appropriate; and 

· a forum and mechanism is provided for the evaluation and ongoing review of the Plan. 

  

1.2.   The Principles
1.2.1   Equal Access Opportunity
Within its areas of competence, which will evolve over time in response to this Action Plan and as a direct result of future Government policy initiatives, the ACT Government will support and manage passenger transport services in Canberra in ways which facilitate equal access for all members of the community, including the delivery of services which:
· support the principles and objectives of the DDA, the ACTDA and the DSA; 

· are suited to the varying needs and capacities of people with disabilities; 

· promote integration of people with disabilities; 

· have regard to the varying economic circumstances of people in the community, including people with disabilities whose incomes are generally relatively low; 

· recognise the role of people, as well as systems, in delivering accessible services; 

· investigate relevant new technologies when they are made available; and 

· seek to achieve efficiency without undermining the above objective. 

1.2.2   Accessibility Through Mobility
Surveys of the travel patterns of people with disabilities have revealed that such people travel less frequently than do members of the general community.  They are also much less likely to be able to drive and they often rely extensively on unreliable and/or expensive passenger modes.  These travel patterns contribute to reduced levels of personal independence and social integration, which adversely affect the quality of individual lives.  This leads to increases in the community support role.  
The ACT Government recognises that accessible transport services provide an essential element of the integration of people with disabilities into the wider community, whether they are seeking opportunities to participate in education, in the workforce, in civic affairs or in recreational or any other social activity.
The ACT Government will pursue the objects of the DDA by promoting the development of a coherent network of accessible services which includes:
· accessible feeder services, especially those which can also provide flexible transport within local areas and to intertown routes for all people, including, but not only, those with disabilities; and 

· taxi services that better meet the needs of people with disabilities, through improved vehicle design and better availability of wheelchair-accessible taxis, at an affordable cost to the user and the community. 

These services will also provide substantial benefits to others in the community, through greater ease of using services. The Australian population is ageing, and those aged 60 and over will comprise 20.5% of the population by the year 2041.  This will increase the need for accessible public transport in the community.
For those persons or travel purposes which cannot be served effectively by the above, ‘community transport’ and specific disability transport services, can provide alternatives.
 

2.1  Introduction to the ACT Action Plan
The ACT Government has a crucial role to play in eliminating disability discrimination and guaranteeing equality of opportunity for all residents and visitors with disabilities.  As a major provider of goods, services and facilities, the ACT Government has the potential to lead the community in the elimination of discriminatory practices.
The ACT Government has the capacity to produce systemic change that is required to eliminate disability discrimination.  Through the Action Plan for Accessible Public Transport in the ACT, the Government may reduce the risks of having complaints made against it under the DDA.
As part of the ACT Government’s commitment to comply with the disability standards, the Action Plan will be submitted to the Human Rights and Equal Opportunity Commission (HREOC).  The Action Plan will be an important consideration in any subsequent investigation, conciliation and/or hearing of a complaint under either Commonwealth or ACT legislation, as the Plan identifies accessibility problems with public transport in the ACT and solutions to overcome these problems.
The Action Plan has therefore, been developed to improve community access to public transport in Canberra through the provision of an integrated service.  The Plan identifies the range of problems in Canberra’s public transport system which hinder the movement of people, particularly those with disabilities, and proposes a series of solutions, goals and targets to overcome these problems.
The Action Plan is based on meeting the needs of the customer in a cost-effective manner.  It has been developed in consultation with people with disabilities and those responsible for the planning and provision of transport services in the ACT.  It identifies who is responsible for implementation and includes provision for the communication of the Plan to staff of service providers and to the travelling public.
The principal focus of the Action Plan is on bus and taxi services, which are regulated by the ACT Government.  Because these modes of transport do not operate in isolation from other components of the transport system, the Action Plan will over time also address other relevant modes of transport subject to oversight or regulation by Government.
For buses and taxis, there are detailed reports of the barriers, solutions, goals and targets that support the main text of the Action Plan.  These are included to ensure that those who implement the Action Plan are fully aware of the basis for the actions they are required to undertake and can identify other opportunities for improvement.
It is important to note that this Action Plan is not static. The evaluation component is based on a strategy of monitoring and continuous improvement, resulting in amendments to the Plan in the light of a greater awareness of customer needs, further opportunities in the planning and provision of transport services and changes in the external environment.
2.2  Key Areas for Reform
The Action Plan will identify barriers for people with a wide range of disabilities, including not only physical, but also vision, hearing, cognitive and intellectual.  Whilst physical access to transport vehicles and infrastructure is the most visible barrier to be overcome, issues of policy and planning, access to infrastructure, information, communication and attitudes are more important for some people with disabilities.  It is expected that any improvements in accessibility of public transport will also benefit the wider community, such as the frail aged, parents with young children, people carrying luggage and those who have difficulty reading or speaking clearly.
The key areas identified for reforms are:
· The availability of information for journey planning by customers (including information on interim services until a fully-accessible system has been achieved) which recognises that some customers (eg the blind and vision impaired) will always require alternative formats. 

· Physical access to vehicles, through a continuous and convenient level or ramped access infrastructure which is continuous from the external environment into the vehicle. 

· Physical access within the vehicle, including adequate manoeuvring space, allocated space for mobility aids, seating configurations (eg for those who have difficulty with low seats or for accommodating a service animal), storage for mobility aids (eg walking frames), positioning of grab rails, call buttons; and ticket validating machines. 

· Sensory access to and within vehicles, including identification of access paths, vehicles and routes, colour contrast and tactile information, appropriate signage and predictability of the public transport environment. 
· Cognitive access to transport, especially in the case of transport options, such as the TSS for which there are special requirements. 

· Attitudes and behaviour of the travelling public and of staff providing services to customers with disabilities. 

· Pedestrian environment through the ACTCode guidelines for planning of residential areas including pedestrian networks. 

· Community transport, where the ACT Government has little or no formal role and it must rely on communication strategies to influence others. 

2.3  Consultation and Process
2.3.1   The Accessible Public Transport Sub Group
The Transport Reform Advisory Group (TRAG), through its Sub Group on Accessible Public Transport, has overseen the development of this Action Plan. The implementation of the Action Plan’s recommendations or other outcomes will be subject to the necessary approvals from Government, including funding.
1. The terms of reference for the Sub Group on Accessible Public Transport included: 

2. Making recommendations to TRAG to improve the efficiency and effectiveness of public passenger transport services provided to the public. 

3. Advising TRAG on matters relating to the transport needs and priorities of people with disabilities. 

4. Developing an Accessible Transport Action Plan consistent with the Draft Standards. 

5. Co-opting onto the Sub Group appropriate people as and when the need arises. 

The following people and organisations gave generously of their time and worked to assist the ACT Government to develop this Action Plan:  
Ngaire Whitehead, ACROD ACT
Laurie Grovener, DPI ACT
Margo Hodge, community representative
Ian Trewhella, community representative
Nancy Fitt, COTA
Denis O’Brien, Canberra Cabs
Lester Southwell, ACTION
Margaret Summers, ACT Department of Health and Community Care
Ian Cooper, Bus and Coach Association
Members of Blind Citizens Australia
Brian MacDonald, Jean Butler and Liz Brebner, Urban Services
Following adoption of the Plan a Steering Committee on Accessible Public Transport may be formed to guide the implementation and evaluation of the Action Plan.  
 2.3.2   The Process
Consultation is the cornerstone of this Plan and the ACT Government will actively seek feedback from the community and stakeholders on its progress.
The Planning process that drove this Plan was guided by HREOC’s DDA Action Plan:  A Guide for State and Territory Government Departments and Agencies.  The steps included:-
review of activities and identification of barriers to services;
· development of solutions and strategies to overcome barriers; 

· setting goals and targets for the reform process; 

· devising evaluation strategies; 

· devising communication strategies (using existing community organisations and technologies such as the Internet); and 

· allocating people to be responsible for the implementation. 

2.3.3  Resourcing and Support
Resources for the planning, development, implementation and review of the Action Plan will be provided by Urban Services.  Resourcing and supporting the Action Plan will require the reallocation of existing resources and the changing of work practices and attitudes.
The costs of implementing the Action Plan are recognised as an important ongoing expenditure in ACT Government budgets and will therefore be incorporated into current and future budgets.  Determination of the Commonwealth’s contribution has been referred to the next meeting of the Council of Australian Governments.
 2.3.4  Evaluation and Continuous Improvement
Under section 61(e) of the DDA, an Action Plan must include provisions for evaluating the policies and strategies designed to eliminate discrimination.  A summary of these policies and strategies is at Table B.
 In evaluating and continuously improving the policies and strategies designed to eliminate discrimination, Urban Services will involve customers with disabilities in policy and planning, provide a forum for review and advice to the ACT Government on matters relating to the transport and transport related needs of people with disabilities.
Urban Services will also evaluate the Action Plan with regard to the achievement of outcomes for people with disabilities.  This will be done to ensure that the activities undertaken:
· have the desired impact on the use of public transport by people with disabilities; 

· continue to be appropriate to the needs of people with disabilities; 

· are effective in meeting those needs; and 

· facilitate the equal use of all transport services by people with disabilities. 

Short Term Evaluation
The Action Plan will be reviewed annually.  The annual review will include:
· customer ‘walk-throughs’ of targeted parts of the transport system to assess  accessibility improvements; 

· operating staff (eg bus drivers) input to identify operational problems and enhancements; and 

· consultation with a Steering Committee on Accessible Public Transport . 

Long Term Evaluation
Urban Services will periodically (every three to five years) evaluate, using an external consultant, the extent to which the implementation of the Action Plan has impacted on the equal use of all transport services by people with disabilities.  While the terms of reference for the evaluation will be decided at that time, the principles for the evaluation will include:-
· Responsibility for planning, developing and managing the evaluation process by Urban Services. 

· Participation by people with disabilities in determining the terms of reference, including scope, objectives, key issues, benefits and commitment to professional standards of evaluation. 

· A review of the Plan by a steering committee which includes participation by people with disabilities. 

· Employment of an independent external evaluation expert to conduct the evaluation. 

· Use of information gained through the monitoring process to identify key issues. 

· Consultation with all key stakeholders. 

· Use of quantitative and qualitative data, including special data collection where necessary. 

· A commitment to using evaluation findings to improve services and to amend the Action Plan as necessary. 

 TABLE B - Short Term and Long Term Evaluation
Short Term Review
	Issue
	Solutions, Goals and Targets
	Resources
	Responsibility

	Reviewing the effectiveness of the Action Plan in removing barriers that people with disabilities have in using public transport.
	The Action Plan will be reviewed annually by Urban Services and the Steering Committee on Accessible Public Transport.
The annual reviews will include input from customers and operating staff.  Customers will be asked to use and assess specified parts of the system.
Urban Services will establish a panel of people with disabilities to participate in an annual survey, of transport usage, the extent of accessibility and the service quality received.
	Urban Services and the Steering Committee
Urban Services, the Steering Committee and members of the disabled community
	ACT Government


 Long Term Evaluation
	Issue
	Solutions, Goals and Targets
	Resources
	Responsibility

	Evaluating the Action Plan and its implementation against the objectives and projected outcomes for accessible transport.
	Urban Services will periodically (every 3 to 5 years) evaluate, using external consultants, the extent to which implementation of the Action Plan has impacted on the equal use of all transport services by people with disabilities. 
	Public Transport Policy - Urban Services, the Steering Committee and external consultants.
	ACT Government


2.4    An Action Plan for Buses and Coaches
Details of the barriers, solutions, goals and targets identified by the Sub Group on Accessible Public Transport follows the summaries below.
Physical Barriers
The physical barriers which have been identified are vehicle boarding, door design, width of aisles, grab rails, seating, provision of space for guide dogs, on-board fare collection/ticket validation, emergency buttons and exits, platform layout, inadequate platform/vehicle interface and platform layout, access paths, building/shelter design, toilet accessibility and storage of personal items.
New buses purchased by the service provider will be fully accessible and allow for compliance with the standards and will eliminate these barriers over a 20 year time period.  The standards currently require that 25% of the total service provider bus fleet will be accessible within 5 years, 55% within 10 years, 90% within 15 years and 100% within 20 years.  Dedicated school bus services and charter coaches are exempt from this timeframe.
Communication Barriers
The communication barriers that have been identified are exterior route information displayed on buses and other passenger communication information, such as information at bus stops, interchanges and bus stations.
As stated above, new buses purchased by the service provider should eliminate the problems associated with the display of exterior route information.  In addition, the service provider should also implement communication mediums, which incorporate appropriate infrastructure for the provision of accessible information.  
Staff training should also be implemented to assist people with disabilities.
Attitudinal Barriers
The attitudinal barriers that have been identified are a lack of a policy regarding the behaviour of bus and coach drivers towards passengers with disabilities and the lack of involvement of people with disabilities in staff training.
Appropriate staff training and education on the responsibilities in providing services to people with disabilities will help to eliminate these barriers.  The service provider should improve consultation between themselves and people with disabilities in training development.
Compliance Schedule for Buses 
Fifth Year After Authorisation
Operators and Providers are to ensure full compliance with the relevant standards for waiting areas, symbols, signs, lighting, furniture and fittings and information.
Operators and Providers are to ensure that 25% of each type of service is to comply with the relevant standards for access paths, manoeuvring areas, passing areas, ramps, boarding, allocated space, doorways and doors, stairs, signs, tactile ground surface indicators and street furniture.
Providers are to ensure that 25% of bus stops comply with the relevant standards for access paths, manoeuvring areas, passing areas, ramps, waiting areas, boarding, allocated space, surfaces, handrails and grabrails, stairs, symbols, signs, tactile ground surface indicators, lighting, street furniture and information.
Tenth Year After Authorisation
Operators and providers are to ensure full compliance with the relevant standards for surfaces, handrails and grabrails.
Operators and providers are to ensure 55% of each type of service is to comply with the relevant standards for access paths, manoeuvring areas, passing areas, resting points, ramps, boarding, allocated space, doorways and doors, lifts, stairs, toilets, tactile ground surface indicators, controls and street furniture.
Providers are to ensure 55% of bus stops are to comply with the relevant standards for access paths, manoeuvring areas, passing areas, ramps, waiting areas, boarding, allocated space, surfaces, handrails and grabrails, stairs, symbols, signs, tactile ground surface indicators, lighting, street furniture and information. 
Fifteenth Year After Authorisation
Operators and providers are to ensure 90% of each type of service is to comply with relevant Standards for access paths, manoeuvring areas, passing areas, resting points, ramps, boarding, allocated space, doorways and doors, lifts, stairs, tactile ground surface indicators, controls and street furniture.
Providers are to ensure that 90% of bus stops are to comply with relevant standards for access paths, manoeuvring areas, passing areas, ramps, waiting areas, boarding, allocated space, surfaces, handrails and grabrails, stairs, symbols, signs, tactile ground surface indicators, 
Twentieth Year After Authorisation
All public transport services, except dedicated school bus services and charter coaches, are to fully comply with relevant standards.
2.5    An Action Plan for Taxis
Details of the barriers, solutions, goals and targets identified by the Sub Group on Accessible Public Transport and drawn from community comments, follows the summaries below.
Policy, Planning and Regulatory Barriers
The policy, planning and regulatory barriers which have been identified are associated with the use of the Taxi Subsidy Scheme (TSS), the appropriate number and waiting times of accessible taxis in the fleet and the need for greater understanding by the service provider of the requirements of people with disabilities.
The Sub Group/Steering Committee on Accessible Public Transport should examine the recommendations of the ACT Department of Health and Community Care Review of the Taxi Subsidy Scheme and Review of Home and Community Care Transport, for inclusion into this Plan if appropriate.
The number of wheelchair accessible taxis should be established and maintained at levels to give equivalent waiting times for people with disabilities to those of other users.  To identify the needs, attitudes, satisfaction, expectations and requirements of people with disabilities further surveys and mechanisms for community input should be developed.
Physical Barriers
A major physical barrier in an accessible taxi service is the design of wheelchair accessible taxis.  These barriers include seating modifications, floor heights, headroom, ramps, wheelchair restraints,  taxi rank information, emergency exits and access to and from taxi ranks. .  The ACT Government will continue to encourage the design of an accessible taxi for general use and encourage taxis to carry transfer aids with them.
In response to an ACT Government inquiry into the required number of accessible taxis an additional ten (10) restricted taxi licences for wheelchair accessible taxis were released in December 1999.
Driver training will continue to ensure that drivers are aware of their responsibilities in providing services to people with disabilities.
Taxi rank access will continue to be upgraded in accordance with the timeframes set out in the Disability Standards.
Communication Barriers
One of the major barriers to an accessible taxi service is the lack of any one single document that clearly expresses the rights and responsibilities of wheelchair accessible taxi customers.  There are also concerns with the format of information available to customers, for example, there is currently no information available in braille, electronic or audio format.  Many customers are also unaware of the complaints process.
Customer communications should include other formats of information that will assist customers with disabilities.  For example, the service provider should implement an Internet and audio information service.
Attitudinal Barriers
There are two potential attitudinal barriers to an accessible taxi service.  The first barrier is any inappropriate attitudes drivers, call centre staff and other related customer service operators may have towards the rights of people with disabilities.  The second barrier is the negative customer perceptions associated with the appearance of accessible taxis.
Service providers should ensure that its staff complete a comprehensive training course on providing excellent customer service to people with disabilities.  Also, preferred taxi models should be assessed by both the Register of Motor Vehicles, the service provider and customers for suitability.
Compliance Schedule for Taxis
Fifth Year After Authorisation
The ACT Government is to ensure full compliance with the relevant standards for waiting areas, symbols, signs, lighting, furniture and fittings.  Service providers are to comply with the provision of information.
The ACT Government is to ensure that 25% of each type of service is to comply with the relevant standards for access paths, manoeuvring areas, passing areas, ramps, boarding, allocated space, doorways and doors, stairs, signs, tactile ground surface indicators and street furniture.
Service providers must ensure response times for accessible vehicles are to be the same as for other taxis.
Tenth Year After Authorisation
The ACT Government is to ensure full compliance with the relevant standards for surfaces, handrails and grabrails.
The ACT Government is to ensure 55% of each type of service is to comply with the relevant standards for access paths, manoeuvring areas, passing areas, resting points, ramps, boarding, allocated space, doorways and doors, lifts, stairs, toilets, tactile ground surface indicators, controls and street furniture.
Service providers must ensure full compliance with the standards for 1500mm minimum head room and vertical door opening.
Fifteenth Year After Authorisation
The ACT Government is to ensure 90% of each type of service is to comply with relevant standards for access paths, manoeuvring areas, passing areas, resting points, ramps, boarding, allocated space, doorways and doors, lifts, stairs, tactile ground surface indicators, controls and street furniture.
Twentieth Year After Authorisation
All public transport services, except dedicated school bus services and charter coaches, are to fully comply with relevant standards.
2.6    An Action Plan for Other Modes of Transport
Other Relevant Modes of Transport, Including the Very Fast Train and Airport Facilities
Should new transport arrangements be introduced in the ACT that are subject to oversight or regulation by the Government they will be incorporated into the Action Plan.  This will provide identification of potential barriers and suggest solutions so that any facilities or services will meet the Disability Standards for Accessible Public Transport.
Community Transport
Community transport in the ACT is an uncoordinated form of public transport.  It is an area where it is not clear who has responsibility for policy and planning as it is predominantly private, segregated and reliant on volunteers.  
The ACT Department of Health and Community Care has conducted a Review of Taxi Subsidy Scheme and a Review of Home and Community Care Transport.  These reports focused on special transport services purchased by the Government.  The recommendations of the Taxi Scheme have been assessed and as a result the eligibility and assessment procedures are being revised.  The recommendations of the review of Home and Community Care Transport, where appropriate, will be incorporated into this Plan and specific targets will be set.
Pedestrian Environment
The major transport related barriers are in terms of the lack of clear, continuous and convenient access paths between public transport access points (bus stops, interchanges and taxi ranks) and the places people wish to gain access to.
These are issues of both planning (connecting appropriate places) and design (connecting in a way that is accessible to people with disabilities).
These issues will be addressed in future Capital Works Programs and the guidelines of the ACTCode Planning for Residential Areas.
BUSES
Physical Barriers: Access to Public Transport - Vehicle 
	Item
	Barriers
	Solutions/Goals/Targets
	Resources
	Responsibility

	B1
	People in wheelchairs cannot access the majority of the current fleet of buses.
Lack of certainty that every bus on a scheduled accessible route will be accessible.
Lack of room for electric chair or scooter to manoeuvre on buses
Vehicle boarding:
· steps onto buses are too high for people with disabilities and the infirm 

· lack of visual strips defining steps 

· buses with vehicle-mounted loading ramps - need to be non slip and have a safety guard and correct gradient. 
	The ACT Government supports the Australian Transport Council’s strategy of accessibility on replacement rather than retrofitting existing buses.  
New buses purchased will be accessible to people in wheelchairs and with mobility disabilities, and will conform to the disability standards. (Dedicated school buses are exempt).
Accessible buses will have low flat floors at least to behind the rear doors, ramps which can be deployed if necessary, low ramp angles and may have kneeling suspensions to lower the height further.
Examine options for improving ramp safety and examine developments in other jurisdictions 
	Bus purchase program to meet the compliance schedule in the disability standards:
5 years - 25%
10 years - 55%
15 years - 90%
20 years - 100% 
	ACT Government
Service provider

	B2
	Door design:
· programming for the operation of the door, severity of closing, circuit-breaking capacity 

· location 

· dimensions 

· visibility 
	Accessible buses to incorporate door design which does not present a barrier to independent or assisted access and be fully automatic.
	Bus purchase program to meet disability standard design requirements and the compliance schedule:
5 years - 25%
10 years - 55%
15 years - 90%
20 years - 100%
	ACT Government
Service provider

	B3
	Distance and height from the step to the vehicle:
· lack of uniform gap when buses arrive at platforms 

· lack of lumination and definition of step (people with impaired vision sometimes cannot locate steps as they appear to be holes)
	Design of bus platforms should take into account the design of low floor buses.
Training of drivers to stop at a set distance from the kerb will further improve effective step heights and distances.  Education and awareness training for drivers on judging the appropriate distance from the kerb for the vision impaired and people with disabilities.
Defining edge of steps to assist the vision impaired.  A light coloured strip should mark the edge of steps.
	Capital Works Program
Training program for drivers on appropriate distances when pulling into kerbs.
	ACT Government
Service provider

	B4
	Aisle width is insufficient for people with disabilities to move freely along the bus.
	Accessible buses providing for front door entry for people in wheelchairs will provide wider aisles at least as far as to immediately behind the rear doorway or to the rear axle.
The width of aisles will comply with the disability standard 2.6, which states that the minimum width required is 850mm.
	Bus purchase program
	ACT Government
Service provider

	B5
	Lack of grab rails, also their:
· location 

· dimensions 

· visibility 

The stanchion at the front door of buses (situated in the centre of the entrance) inconveniences people with disabilities.
	New accessible buses will not have a centre stanchion at any door to be used by people in wheelchairs.  
A handrail, yellow-coated for visibility will be provided on the left side from the front door past the driver and the ticket validation machine.  (handrails must comply with AS1428.2 Clause 10.1).
All rails need to be visible to people with low vision and be in a contrasting colour to the rest of the bus interior.
	Bus purchase program
	ACT Government
Service provider

	B6
	The height of seating on buses and  available leg room between seats is restrictive for some people with mobility disabilities.
Lack of sufficient priority seating 
	More suitable seat heights will be specified in bus purchase contracts for ‘priority seating’.
Assess demand for priority seating and increase provision if required.
	Bus  purchase program
	ACT Government
Service provider

	B7
	Limited space available on buses for guide dogs.
	Seats in forward areas of buses will be floor-mounted rather than plinth-mounted.
Buses with positions for wheelchairs will also create larger spaces adjacent to some seats.  These seats may be suitable for priority seating eg. passengers with guide dogs.
Labelling for priority seating will be clear and visible to all commuters and be in a contrast colour to assist the vision impaired. 
	Bus purchase program
	ACT Government
Service provider

	B8
	Wheelchair occupants have difficulty maintaining stability of his/her unit.
	The disability standards recognise the use of both active and passive restraining systems.  The service provider should examine the options proposed at the national level.
	Bus purchase program
	ACT Government
Service provider

	B9
	Unregulated movements of passengers entering and leaving vehicles lead to safety concerns.
Buses should remain stationary to allow sufficient boarding and seating time.
	Address as part of public transport marketing programs and in general information, including details of acceptable movements within vehicles as stated in the ‘conditions of carriage’.
Timetable to allow for required stationary periods at interchanges and bus stops
	 
	ACT Government in marketing information
Driver training on acceptable passenger movements
Consumers - meeting Conditions of Carriage

	B10
	The height and positioning of ticket validation machines causes some problems for people of small stature and those in wheelchairs.
At present, it is difficult for the vision impaired to locate ticket machine and to know which way the ticket is used.
	Position ticket validation machines for people of all statures, including people in wheelchairs.
The location of the validating machine should also be standardised for all buses, preferably close to the driver and next to a railing to allow ease of location.
Tickets should contain an indicator detailing ‘which way up’ to assist the vision impaired to validate their ticket.
	Bus purchase program
	ACT Government
Service provider

	B11
	Emergency exits are generally not accessible, visually or physically, to people with disabilities.
	Emergency exits are governed by Australian Design Rules which must be complied with for vehicles to be licensed.
	Bus purchase program
	ACT Government
Service provider


   

Physical Barriers:  Access to Bus Interchanges 
	Item 
	Barriers 
	Solutions/Goals/Targets
	Resources 
	Responsibility 

	B12
	Lack of uniformity in platform layout and building shelter design and orientation.
Signs and information are not legible or located in a uniform way to assist people who are vision impaired.
Some interchanges are not located in close proximity to other services, such as shops.
Interchanges do not provide a safe environment and are poorly lit.
Lack of accessible toilets
	Any amendments to Interchanges will meet the disability standards and appropriate Australian Standards.
Standardised kerb heights, shelter design and placement of doors that comply with the disability standards and appropriate Australian Standards, should be adopted at all interchanges.
Any lighting provided should comply with minimum levels of maintenance illumination for various situations shown in notes to AS1428.2 Clause 19.1, Illumination levels (eg. adequate lighting for the vision impaired).
Where toilets are incorporated into a bus interchange at least one will be an accessible toilet.
	Capital Works Program
	ACT Government

	B13 
	Not all bus interchanges have tactile surfaces, including clearly-signalled platform edges and pathways near the platform/vehicle interface which convey necessary information to vision impaired.
	Tactile ground surface indicators, of a contrasting colour, are to be installed on the access path to indicate stairways, ramps, changes of direction, overhead obstructions below a height of 2000mm, and hazards within a circulation space or adjacent to a path of travel.
A program for upgrading of bus interchanges to include tactile tiling on platform edges and to identify access pathways including pathways to information offices and taxi ranks will be included in future Capital Works Programs.
	Capital Works Program
	ACT Government


  

Physical Barriers: Bus stops
	Item 
	Barriers 
	Solutions/Goals/Targets
	Resources 
	Responsibility 

	B14
	Shelters do not meet the needs of people with disabilities:
· layout not predictable 

· information legibility 

· safety - insufficient lighting 

· need standard orientation 

· inadequate manoeuvring space in shelters for wheelchair users 

Seats at bus stops can be difficult to get out of
	Installation of a bus shelter is not a requirement under the Disability Standards.   Where shelters are provided standardised shelters that better meet the needs of people with disabilities will be encouraged.
A managed plan for the design and installation of bus shelters should be developed which will meet the needs of people with disabilities, including people in wheelchairs.
Examine types of seats available meeting the Australian Standards for height, seat angle and arm rests. 
	Capital Works Program
	ACT Government

	B15
	Poor access to bus stops, including:
· the lack of, or substandard paving 

· inadequate clear manoeuvring space 

· bus ramp  to kerb gradient is often greater than 1 in 8 

· lamp posts adjacent to bus pads with no luminance contrast
	A template of a bus stop (conforming to the disability standards and appropriate Australian Standards) should be developed, detailing the paving, access paths and manoeuvring requirements.
A priority order should be established for upgrading bus stops on specific routes.
Where practical, existing stops should be upgraded to meet the disability standards and appropriate Australian Standards, such as raising the kerb heights, constructing the bus pad and installing tactile paving at boarding points.
Relocate lamp posts and/or apply paint/stickers to provide luminance contrast. 
	Capital Works Program
	ACT Government

	B16
	People with vision impairment have difficulty finding bus stops
	Investigate the use of global positioning systems and audio tactile transmitters
In busy areas such as Civic – a preferred route for the vision impaired to walk (eg from shopping mall to bus stops).
Tactile paving across footpaths to indicate the path to a bus stops.
	Capital Works Program
	ACT Government

	B17
	Need to identify and prioritise bus routes to be made accessible
	Consult with peak disability organisations to determine which routes will be made accessible (eg: those past educational facilities and work/office centres).
	ACT Government
	ACT Government
Community Organisations

	B18
	Difficulties experienced trying to cross road once a person has alighted from a bus.  Lack of ramps – access to road.
	Include ramp to roadway from bus stops.
	Capital Works Program
	ACT Government


 

Communication Barriers
	Item 
	Barriers 
	Solutions/Goals/Targets
	Resources 
	Responsibility 

	B19
	Lack of information at bus stops and interchanges for vision impaired.
People who are wheelchair dependent and people of short stature have difficulty reading some signs.
Inadequate, inconsistent positioning of signs and type of lettering.
	Signs should be placed at a height conforming to the disability standards.  People who are vision impaired require signs which are slightly curved following the line of the pole, have rounded edges, a matt finish, raised lettering and contrasting background colour to lettering.
(If signs do not have a matt finish they should be placed in a non-reflective area as the sun can be counter productive).
Signs should include braille and large letters.
At major bus stops the signs should display both the route number and the timetable.
	Capital Works Program
	ACT Government
Service provider

	B20
	Destination indicators on buses are too small and unclear. People with vision impairment have difficulty seeing and reading them. 
Information should be located on the front, side and rear of the vehicle.
	Specifications for accessible buses will include more-easily readable, destination/route number information above the driver’s position as well as at the side and rear of the bus with a clear border, as specified by the disability standards.
	Bus purchase program
	ACT Government 

Service provider 

	B21
	Sometimes where two or more routes depart from the same bay or stop, not all buses pull up at the head of the rank.
Lack of non-visual means of identifying a bus by route.
	A communication system should be implemented to facilitate the identification of buses and bays for the vision impaired.
Service providers should be required  to ensure that their drivers assist customers to identify the route a bus is operating by pulling up to the head of the rank.
A means that preserves the dignity of people with disabilities, will be developed  for consumers to be able to indicate to the driver what route is required.
	Consultation with people who are blind or vision impaired.
	ACT Government
Service provider

	B22
	Communicating with bus operators and information staff presents problems for people with:
· hearing disabilities 

· intellectual disabilities 

· speech difficulties 

· vision impairment.
	Options will be investigated for alternative means of communication, such as reminder tags (with destination identification to hand to bus operators to enable operators to set the passenger down at correct destination, charge correct fare), braille, large print, and electronic information.
The service provider should ensure that all staff undertake training focusing on dealing with people with disabilities.
	 
	ACT Government
Service provider
Community Organisations

	B23
	Inability of the blind and vision impaired to identify which bus they are travelling on (in case of lost property, complaint or other need).
	The service provider should make available material for educating consumers to note the route number, destination and time of travel to assist operators in identifying the service they have used.
	 
	ACT Government
Service provider

	B24
	Lack of audio as well as visual route number identification systems at major points (eg bus interchanges and heavily used bus stops).
Identifying the correct bus to catch.
	Investigate best means of providing information (eg bus-based or bus-stop-based announcements).
The service provider should keep abreast of technological advances in relation to communication systems for the vision impaired.
The driver must always pull into the kerb at the designated point of departure.
	 
	ACT Government
Service provider

	B25
	Lack of or inappropriate passenger communication devices, such as emergency switches, etc.
· provision 

· user-friendliness 

· visibility 

· height 

· location
	Design, such as a contrasting colour and location improvements for ‘next stop’ buttons on new buses, will be specified in bus purchase contracts.
Bus operators should seek opportunities for improvements to communication devices on existing buses.
Devices and switches should be uniformly placed and users should be educated of their placement.
	Bus purchase program
	ACT Government
Service provider

	B26
	Some consumers are unaware of the service provider’s complaint mechanism.
	Service providers should inform users of the available complaint mechanism.
The service provider should continue with appropriate staff counselling and driver disciplinary processes which are already in place to deal with complaints.
	Service provider
	Service provider

	B27
	Lack of identification on route maps of the location of accessible bus stops
	Service provider should distinguish which bus stops are accessible on route maps.
	 
	Service provider


Attitudinal Barriers
	Item 
	Barriers 
	Solutions/Goals/Targets
	Resources 
	Responsibility 

	B28
	Lack of staff competencies in dealing with people with disabilities leads to attitudinal barriers.
Lack of, or recent review of operational policy regarding behaviour of bus operators towards passengers with disabilities.
	Service level agreements with service provider should require accredited training.
The Service Provider will ensure that driver training incorporates:
· processes for assisting people with disabilities 

· an understanding of their responsibilities 

Competency measures and accreditation of staff who assist people with disabilities should be developed.
Operational staff training and accreditation should be implemented using international best practice disability standards and refresher training
	 
	ACT Government
Service provider

	B29
	Lack of involvement of people with disabilities in staff training.
	Development and presentation of training programs should include input from people with disabilities.
	 
	ACT Government
Service provider
Community organisations

	B30
	Skills and attitude of staff providing information services is inadequate.
	Improve consultation between providers and users in training development.
Need to develop competency based training for areas providing information services.
	Community organisations
	ACT Government
Service provider


COACHES
Physical Barriers:  Access to Public Transport - Vehicle
	Item 
	Barriers 
	Solutions/Goals/Targets
	Resources 
	Responsibility 

	C1
	People in wheelchairs cannot access the majority of current coaches.
Vehicle boarding:
· steps onto coaches are too high for people with disabilities and the infirm 

· lack of visual strips defining steps 

· lack of lift access 

Door design:
· programming for the operation of the door, severity of closing, circuit-breaking capacity 

· location 

· dimensions 

· visibility
	Private coach companies in their coach replacement programs should identify new wheelchair accessible models and incorporate wheelchair accessible models into regular scheduled services.  Dedicated school buses and charter coaches are exempt
Driver education and awareness training on judging appropriate distances from the kerb appropriate for access by the vision impaired and people with disabilities.
Accessible coaches to incorporate door design that does not present a barrier to independent or assisted access. The door/s should also be fully automatic.
	Service provider’s coach purchase program to meet the compliance schedule in the disability standards:
5 years - 25%
10 years - 55%
15 years - 90%
20 years - 100% 

Licencing and operator accreditation requirements.
	Coach companies
ACT Government

	C2
	The distance and height from the coach platform to the vehicle:
· lack of uniform gap when coaches arrive at platforms or roadways 

· lack of lumination and definition of step or platform (people with  impaired vision sometimes cannot locate steps as they appear to be holes)
	Design of coach platforms should take into account the design of low floor coaches.
Training of drivers to stop at a set distance from the kerb will further improve effective step heights and distances.
Defining the edge of steps to assist the vision impaired.  A light coloured strip should mark the edge of steps.
	Service provider’s infrastructure program
Training program for drivers on appropriate distances when pulling into kerbs.
	Coach companies
Owner of coach terminal building


Physical Barriers:  Access to Public Transport – Vehicle Cont’d
	Item 
	Barriers 
	Solutions/Goals/Targets
	Resources 
	Responsibility 

	C3
	Aisle width is insufficient for people with disabilities to move freely along the coach.
	The width of aisles will comply with the  disability standard 2.6, which states that the minimum width required is 850mm. - Charter coaches are exempt.
Service providers should examine lift access options for people with mobility disabilities.
	Service provider’s coach purchase program
	Coach companies

	C4
	Lack of grab rails, also their:
· location 

· dimensions 

· visibility 

Lack of or inappropriate passenger communication devices, such as emergency switches, etc:
· provision 

· user-friendliness 

· visibility 

· height 

· location
	All rails need to be visible to people with low vision and be in a contrasting colour to the rest of the coach interior.
Coach operators should seek opportunities for improvements to communication devices on existing coaches.
Devices and switches should be uniformly placed and users should be educated about their placement.
	Service provider’s coach purchase program 

Service provider infrastructure program
	Coach companies

	C5
	The height of seating on coaches and available leg room between seats is restrictive for some people with mobility disabilities.
Lack of sufficient priority seating.
Limited space available on coaches for guide dogs.
	More suitable seat heights will be specified in coach purchase contracts for ‘priority seating’.
Assess demand for priority seating and increase provision if required.
Seats in forward areas of coaches will be floor-mounted rather than plinth-mounted.
Coaches with positions for wheelchairs will also create larger spaces adjacent to some seats.  These seats may be suitable for priority seating eg. passengers with guide dogs.
Labelling for priority seating will be clear and visible to all commuters and be in a contrast colour to assist the vision impaired.
	Service provider’s coach purchase program
	Coach companies

	C6
	Lack of operator assistance in lifting wheelchair occupants into and out of coach seats and assisting the vision impaired find their seat location.
	The service provider should examine options to assist wheelchair occupants and the vision impaired access coach seats.
	Private coach companies
	Coach companies


Physical Barriers:  Access to Coach Stations
	Item 
	Barriers 
	Solutions/Goals/Targets
	Resources 
	Responsibility 

	C7
	Lack of uniformity in platform layout, building shelter design and orientation.
Signs and information are not legible or located in a uniform way to assist people who are vision impaired.
Coach stations do not provide satisfactory luggage storage facilities for people with disabilities
	Standardised kerb heights, shelter design and  placement of doors that comply with the disability standards and appropriate Australian Standards, should be adopted at all coach stations.
Provision of luggage storage facilities at appropriate heights and door configurations so they can be utilised by people with disabilities.
	Service provider’s infrastructure program
	Coach companies
Owner of coach terminal building

	C8 
	Not all coach stations have tactile surfaces, including clearly-signalled platform edges and obstructions near the platform/vehicle interface to convey necessary information to the vision-impaired.
	Tactile ground surface indicators, of a contrasting colour, are to be installed on the access path to indicate stairways, ramps, changes of direction, overhead obstructions below a height of 2000mm, and hazards within a circulation space or adjacent to a path of travel.
A program for upgrading of coach stations to include tactile tiling on platform edges, and to identify access pathways will be included in future service providers infrastructure programs.
	Service provider’s infrastructure program.
Service provider’s infrastructure program
	Coach companies

	C9
	Coaches stop for breaks at facilities where there are no accessible toilets
	Where an on board toilet is not accessible, the operator is to offer stops at premises with accessible toilets at reasonable frequency.
	 
	Coach companies

	C10
	Shelters do not meet the needs of people with disabilities:
· layout not predictable 

· seating 

· information legibility 

· safety - insufficient lighting 

· need standard orientation 

· inadequate manoeuvring space in shelters for wheelchair users
	rovision of standardised shelters that better meet the needs of people with disabilities will be encouraged.
A managed plan for the design and installation of coach shelters should be developed which will meet the needs of people with disabilities, including people in wheelchairs.
Examine types of seats available meeting the Australian Standards for height, seat angle and arm rests.
	Service provider’s infrastructure program
	Owner of coach terminal building
ACT Government

	C11
	Poor access to coach stops, including:
· the lack of, or substandard paving at coach stops. 

· inadequate clear manoeuvring space 

· lamp posts adjacent to coach pads with no luminance contrast
	Coaches which may access bus stops should meet the appropriate disability standards for bus stop access.
Relocate lamp posts or apply paint/stickers to provide luminance contrast.
	Service provider’s infrastructure program
	ACT Government


Communication Barriers
	Item 
	Barriers 
	Solutions/Goals/Targets
	Resources 
	Responsibility 

	C12
	People who are wheelchair dependent
have vision impairment and people of short stature, have difficulty reading some signs.
	Signs should be placed at a height conforming to the disability standards.  People who are vision impaired require signs which are slightly curved following the line of the pole, have rounded edges, a matt finish, raised lettering, and a contrasting background colour to lettering.
If signs do not have a matt finish they should be placed in a non-reflective area (as the sun can be counter productive).
At major coach stops, signs should display the route number, the destination and the timetable.
	Service providers infrastructure program
	Owner of coach terminal building

	C13
	Destination indicators on coaches are too small and unclear. People with vision impairment have difficulty seeing and reading them. 
Information should be located on the front, side and rear of vehicle.
	Specifications for accessible coaches will include more-easily readable, destination/route number information above the driver’s position as well as at the side and rear of the coach with a clear border, as specified by the disability standards.
	Service provider coach purchase program
	Coach companies

	C14
	Lack of non-visual means of identifying a coach by route.
	A communication system should be implemented to facilitate the identification of coaches and bays for the vision impaired.
Service providers should be required to ensure that their drivers assist customers to identify the route a coach is operating by pulling up to the head of the rank.
A means that preserves the dignity of people with disabilities, will be developed  for consumers to be able to indicate to driver what route is required.
	Consultation with people who are blind or vision impaired.
	Coach companies 
Owner of coach terminal building

	C15
	Communicating with  staff from coach companies presents problems for those with:
· hearing disabilities 

· intellectual disabilities 

· speech difficulties 

· vision impairment
	Options will be investigated for alternative means of communication, including reminder tags with destination identification to hand to coach operators to enable operators to set the passenger down at the correct destination, charge correct fare, etc.
The service provider should ensure that all staff undertake training focusing on dealing with people with disabilities.
	 
	Coach companies
Community organisations
Booking agencies

	C16
	Some consumers are unaware of the service provider’s complaints mechanism.
	The service provider should continue with appropriate staff counselling and driver disciplinary processes which are already in place to deal with complaints.
Service providers should inform users of the available complaints mechanism.
	Private coach companies
	Booking agencies
Booking agencies

	C17
	Unclear information available on booking an accessible coach service in advance.
	If advance notice is required by coach operators, the notice must not exceed the period specified for other passengers.
On booked services, operators are to locate carers, assistants and service animals with the passenger.
Accessible seats are to be kept for passengers with disabilities.  Operators are to allocate unbooked accessible seats to other passengers only after all other standard seats are filled.
	 
	Booking agencies


TAXIS
	Item 
	Barriers 
	Solutions/Goals/Targets
	Resources 
	Responsibility 

	T1
	Taxi Subsidy Scheme (TSS):
· complicated voucher payment procedures 

· complicated administration and record keeping procedures 

· fraudulent use of TSS vouchers 

· no easily recognisable and accessible consumer complaints mechanism 
	Templates to assist the vision impaired complete their vouchers should be developed.
The recommendations of the review of the TSS by the Department of Health and Community Care should be examined for inclusion in this section if appropriate.
The Government should inform users of the TSS of its consumer complaints mechanism.  This could be achieved through pamphlets made available at community agencies and information on TSS application forms.
	ACT Government
	ACT Government

	T2
	The level of rebate from the TSS may be insufficient to cover long journeys.
	The level of subsidy should be reviewed and brought into line with other jurisdictions.
	ACT Government
	ACT Government

	T3
	Eligibility criteria for the TSS may exclude people who meet the ‘objective’ of the TSS, but not the actual criteria themselves.
	The Department of Health and Community Care will examine the eligibility criteria following completion of the Taxi Subsidy Scheme Review.
	ACT Government
	ACT Government

	T4
	Approval for eligibility to the TSS is largely reliant on medical practitioners.
Eligibility criteria for TSS are not consistent with eligibility criteria across pensions and other schemes.
	The Sub Group on Accessible Public Transport should examine the recommendations of the review of the TSS by the Department of Health and Community Care for inclusion in this section if appropriate.
Assessment and eligibility criteria for the TSS should be linked to accessibility criteria requirements for other schemes eg eligibility for certain Centrelink benefits.
	ACT Government
	ACT Government


Physical Barriers
	Item 
	Barriers 
	Solutions/Goals/Targets
	Resources 
	Responsibility 

	T5
	The number of wheelchair accessible taxis in the service provider’s fleet only meets basic requirements and lacks sufficient surplus capacity
Lack of a mechanism for reviewing future requirements, based on demand indicators.
	The feasibility of creating a fully accessible taxi fleet is currently under national discussion.  Innovative solutions should be explored.
A review of licences should be undertaken and linked to providing an appropriate service for people with disabilities.
The service provider/s, with the ACT Government’s support will ensure that the number of accessible taxis is maintained at a level which provides response times which are at least equivalent to conventional taxis for phone bookings.
A regular review should be undertaken to assess and identify any changes in consumer needs.
	ACT Government
Service provider
	ACT Government
Service provider

	T6
	There are potential service quality problems which could result from:
· lack of appropriate licensing conditions 

· lack of formal consumer oversight
	The service provider should continue to maintain a consumer complaints mechanism to address all complaints.
The conditions of new wheelchair accessible taxi licences should be examined and the introduction of wheelchair accessible taxi rosters and wheelchair-work quotas assessed.
The ACT Government should continue the Sub Group on Accessible Public Transport as a customer service committee representing wheelchair accessible taxi users, the ACT Government and other interest groups.
	ACT Government
Service provider
Community Organisations
	ACT Government
Service provider

	T7
	No taxi access at major bus interchanges
	Provide a dedicated taxi phone and pick up point within each Bus Interchange.  
	ACT Government
Capital Works Program
	ACT Government
Taxi service providers

	T8
	Poorly researched assessment of existing and potential wheelchair accessible taxi service customers needs
	Involvement of people with a disability and community organisations should occur on a regular basis in order to identify the needs, attitudes, expectations and demands of people with disabilities.
Any reviews of the TSS should involve focus group discussions with consumers and the service provider to identify the needs of both groups.
	ACT Government
Service provider
Community Organisations
	ACT Government


Physical Barriers:  Physical Access to Infrastructure
	Item 
	Barriers 
	Solutions/Goals/Targets
	Resources 
	Responsibility 

	T9
	Wheelchair accessible taxi design:
· seating - there is restricted visibility once a customer is inside a wheelchair accessible taxi 

· inadequate floor heights 

· inadequate headroom 

· ramps are unsafe and uncomfortable 

· inadequate wheelchair restraints 

· poor identification of vehicles by the vision impaired
	Consultation with consumers will help determine preferred wheelchair accessible taxi design models.
Policy on the replacement of vehicles will be formulated to meet the identified preferred models
The design of the vehicle should incorporate raised lettering above the door handle.  This would allow the vision impaired to easily identify the vehicle.
	ACT Government
Service provider
Sub Group on Accessible Public Transport
	ACT Government
Service provider

	T10
	There is no known database of wheelchairs commonly used in Australia that shows safe anchorage points for strap-down when being transported in a motor vehicle.
	The ACT Government will advocate that clearly marked and tested restraint points on common wheelchairs remain on the agenda of National Reforms.
	ACT Government
	ACT Government

	T11
	Conventional taxi doors do not open wide enough for a person’s comfortable transfer from a collapsible wheelchairs into the taxi. 
People with some mobility handicaps may also have some difficulties entering the vehicle comfortably and conveniently.
	ACT Government will:
· encourage the design of an accessible taxi for general use; and 

· encourage taxis to carry transfer aids with them 

· encourage clients to carry their own personal transfer aids. 

The ACT Government will require that accessible taxis brought into the fleet will best meet the needs of people with disabilities.
	ACT Government
Service provider
	ACT Government
Service provider

	T12
	Not all taxi drivers are physically capable of lifting a wheelchair into the boot of a taxi.
	The service provider will be encouraged to continue its policy that drivers who are physically capable are assigned to any work involving the movement of heavy objects.
Taxi drivers with back or strength problems will be encouraged to carry a collapsible wheelchair hanger and to use it when required.
	Service provider
	Service provider

	T13
	People who are wheelchair dependent, have vision impairment, and people of short stature have difficulty reading some signs at taxi ranks.
	The disability standards specify the height requirements to suit people of different stature. 
The ACT Government has a responsibility to ensure that at public taxi ranks, signs have a matt finish, have raised lettering, be in contrasting colours, with rounded edges and be slightly curved following the line of the pole.
	ACT Government
	ACT Government


Communication Barriers 
	Item 
	Barriers 
	Solutions/Goals/Targets
	Resources 
	Responsibility 

	T15
	The rights and responsibilities of wheelchair accessible taxi customers have not been expressed in any one single document.  This sometimes causes confusion and confrontation between passengers and the service provider, especially when a dispatched taxi does not suit the needs of the passenger.
	Information should be widely available about the roles and responsibilities of users and service providers.
The ACT Government, through its TSS information (which sets out the rights and responsibilities of users) should also incorporate information outlining the rights and responsibilities of the service provider.
	ACT Government
Service provider
	ACT Government
Service provider

	T16
	All information for people with disabilities is limited to standard (or in some cases slightly enlarged) print format.
There is currently no taxi information in braille, audio or electronic format.
People with disabilities may not easily understand the complexity of language contained in taxi information.
	The service provider should investigate the possibility of providing an on-line Internet and audio information service informing users of their rights and responsibilities and other general information such as location of ranks.
The Department of Health and Community Care should provide TSS information in large print format if requested.
	ACT Government
Service provider
	ACT Government
Service provider

	T17
	Hearing impaired customers find it difficult to book a taxi.
	(Deafness is not a criterion for eligibility for the TSS, but may be an important eligibility criterion in conjunction with other disabilities).
Teletype facilities should be introduced at key high customer contact areas and be clearly labelled.
The service provider should continue to inform customers of the equivalent teletype facility, as well as other booking and communication mediums, such as EASYCAB phones from Canberra Cabs can be made available upon request.
	Service provider
	Service provider

	T18
	Some service provider telephonists do not ask customers if they have any special needs.
There have been instances where telephonists for wheelchair accessible services fail to meet the standard envisaged by their training.
	The service provider should continue to provide and upgrade as necessary, training for all new telephonists as well as providing appropriate staff counselling and driver disciplinary processes.
Wheelchair accessible taxi telephonists and all new telephonists will receive training on the needs of people with disabilities as part of their induction.
Ongoing training should remind telephonists to identify any special needs a customer may have at the time of the call.  This information should then be passed on to the driver.
	Service provider
	Service provider
ACT Government

	T19
	Some consumers are unaware of the service provider’s complaints mechanism.
	The service provider should continue with appropriate staff counselling and driver disciplinary processes which are already in place to deal with complaints.
Service providers should inform users of the available complaints mechanism.
	Service provider
	Service provider

	T20
	Lack of consistent policy for hire charges when using a wheelchair accessible taxi.  Some drivers have the meter running while loading passengers and some do not. 
Taxis not arriving at agreed pick up time
	Fixed fee for loading and unloading
Publicly available policy from all service providers on meter commencement and ceasing.
Improve publicity on how booking system works
	 
	 


Attitudinal Barriers 
	Item 
	Barriers 
	Solutions/Goals/Targets
	Resources 
	Responsibility 

	T21
	ACT Government staff sometimes do not appropriately assist TSS applicants and members.
	The ACT Government should ensure that its staff attend a training course aimed at training staff to provide high quality customer service to people with disabilities.
Consumer complaints should be used as one of the mechanisms in determining appropriate training.
	ACT Government
	ACT Government

	T22
	Some wheelchair accessible taxi drivers, despite recent training, ignore the problems people with disabilities face.
Some wheelchair accessible taxi drivers have a dismissive attitude to the additional restraining arrangements for wheelchairs, which are essential for passenger safety.
	Drivers of wheelchair accessible taxis who have complaints against them will be dealt with in accordance with the service provider’s complaints resolution process.
	Service provider
	Service provider
ACT Government

	T23
	Driver training should meet the National Standards and be accredited. 
Casual taxi drivers should receive the same level of training as regular drivers
	Taxi driver training should involve consumers and be maintained and reviewed to incorporate updated training mechanisms
	Service Provider
Community organisations
Consumer groups
	Service provider
ACT Government

	T24
	Some drivers refuse to carry guide dogs (this is an offence under the Taxi Regulations Act 1995)
	The service provider should continue to investigate any complaints it receives about taxi drivers, and take the appropriate action through their complaints resolution process.
	Service provider
	Service provider
ACT Government


 

3.1  Internal Communication Plan
Section 61 (b) of the DDA requires ACT Government to communicate the contents of the Action Plan to staff.
The ACT Government acknowledges that the successful implementation of the Action Plan will be largely dependent on the extent to which staff are aware of and understand the role they will play.  The Internal Communication Plan is summarised in Table C.
3.1.1  Objectives of the Internal Communication Plan
· To ensure that ACT Government staff understand the impact of their work upon the daily lives of people with disabilities. 

· To ensure that staff understand their legal obligations under section 61 of the DDA. 

· To foster an environment for change based on staff being fully aware of the actions and timelines of reform for accessible transport. 

 3.1.2   Major Components of the Internal Communication Plan
Relevant staff will be briefed on the Action Plan.  Each organisation responsible for the provision of transport services should ensure its staff are aware of the DDA and the contents of the Action Plan, as it relates to their areas of responsibility, and the impacts of their actions on people with disabilities.
A comprehensive and customised training should be developed for staff members.  The training will be designed to ensure that staff are aware of their legislative responsibilities under discrimination law and have the skills to implement their components of the Action Plan.
In addition to the briefings and the training, ACT Government and service provider staff will be kept up to date on disability issues by regular articles, reports, guest speakers and other means.
Table C   Internal Communication Plan
Staff Awareness
	Issue
	Solutions, Goals and Targets
	Resources
	Responsibility

	All ACT Government staff working in areas covered by the Action Plan need to be aware of the impact of the DDA, the Action Plan and of their actions on people with disabilities.
	Briefings to all staff in relevant areas indicating the components of the Action Plan.
	Urban Services, service provider staff training
	ACT Government


Staff Training
	Issue
	Solutions, Goals and Targets
	Resources
	Responsibility

	Staff who are required to implement the Action Plan need to be properly trained.
	Development and execution of training modules for staff members who will be involved in the execution of the Action Plan.
It is expected that the training is customised to the meet the needs of staff who will implement the Action Plan.
	Urban Services, Department of Health and Community Care, Healthy Cities project, service provider staff training
	ACT Government


Continuing Awareness
	Issue
	Solutions, Goals and Targets
	Resources
	Responsibility

	There will continue to be developments on transport for people with disabilities at a national level and in other forums.
	Develop and establish a formal process of informing ACT Government staff about national developments.
	Urban Services, service provider staff training
	ACT Government


  

3.2  External Communication of the Action Plan
An external communication strategy is not required under Section 61 of the DDA.  HREOC’s Guide on preparing DDA Actions Plans, however, indicates the desirability of promoting the plan to customers and ensuring that information is readily available.  The Sub Group on Accessible Public Transport have indicated that they regard continuing customer involvement as critical in the implementation of the Action Plan.  The external communication plan is summarised in Table D.
3.2.1  Objectives of the External Communication Plan
To inform the public and service providers in Canberra about the Action Plan by:
· Informing transport operators of their responsibilities under the Action Plan. 

· Ensuring that the ACT Government’s Action Plan is promoted and available to the Canberra public. 

· Establishing a mechanism whereby the public can respond to, provide advice on and influence the Plan's development and improvement over time.  This mechanism will also be closely linked with the Evaluation Plan. 

· Developing a strategy for informing the general travelling public about improvements to Canberra’s public transport services for passengers with disabilities, including the obligations of all passengers towards each other (eg respecting priority seating and not congesting access ways). 

3.2.2   Major Components of the External Communication Plan
Launch of the DDA Action Plan & Publication of Plan
The primary target audience to receive information about, and respond to, the Action Plan will be customers with disabilities, their carers and advocates.  Information will be made available in alternative formats, including plain English, electronic, braille and large print.  A specific point of contact within ACT Government for information about the Plan will be identified and promoted in the community.  The objective of the launch of the Action Plan will be to provide information to people with disabilities about the ACT Government’s commitment to accessible public transport in Canberra.
All transport operators and service providers should be included in the launch of the Plan.
Feedback about the Action Plan during its implementation
The ACT Government will receive feedback about the Action Plan’s implementation in three ways:
Transport Reform Advisory Group (TRAG)
The Sub Group or a Steering Committee on Accessible Public Transport’s primary role will be to advise Urban Services on matters relating to the successful implementation of the Action Plan and to monitor, using information generated by the evaluation, the Plan’s outcomes.  In this way, TRAG will provide an important avenue through which information and feedback can be relayed to key staff within Urban Services.
Public Transport Feedback (‘Complaints and Compliments’) Mechanisms
The ACT Government should develop and promote a process (or processes) for the resolution of complaints and grievances about transport services in Canberra.  It is equally important, however, that the processes deal with both complaints and compliments, so that those responsible for service quality are able to form a balanced picture of performance.
Existing grievance mechanisms for public transport and taxis will be reviewed in line with the Australian Standard on Complaints Handling (AS 4269).  The responsibility for the further development of these mechanisms will rest with the service providers.
Marketing Changes for People with Disabilities
Consultation with the Sub Group or Steering Committee on Accessible Public Transport will seek strategies to market the Plan to people with disabilities.  A marketing plan will then be developed which will actively target relevant groups.
Table D   External Communication Plan 

Community Awareness of the Action Plan
	Issue
	Solutions, Goals and Targets
	Resources
	Responsibility

	The effectiveness of the actions identified in the Action Plan will depend on creating a shared awareness of and, if possible, commitment to the principles embodied in it and the outcomes sought.
	Awareness of the Action Plan will be promoted to people with disabilities, their families and carers and the general community through a readable, accessible summary which will be available in a range of alternative formats.
	Urban Services, the Advisory Group.
Department of Health and Community Care, Healthy Cities project.
	ACT Government


A Role for Customers in Communication
	Issue
	Solutions, Goals and Targets
	Resources
	Responsibility

	The role of customers’ needs to go beyond providing information to Urban Services on behalf of people with disabilities to encompass a role in promoting the benefits of accessibility and what is being done to achieve it.
	The Sub Group/Steering Committee on Accessible Public Transport will be the interface between customers and Urban Services in the implementation and continued evolution of the Action Plan.
	Urban Services, the Advisory Group
	Customers


 Public Transport Feedback (‘Complaints and Compliments’)
	Issue
	Solutions, Goals and Targets
	Resources
	Responsibility

	There is a need to facilitate communication from customers on the day to day performance of providers of public transport services. 
	Urban Services will develop and promote processes for the resolution of complaints and grievances about public transport in Canberra. The processes will also deal with compliments, so that those responsible for service quality are able to form a balanced picture of performance.
Separate mechanisms for public transport and taxis will be further developed in keeping with the Australian Standard on Complaints Handling (AS 4269).
	Urban Services, service providers
	Urban Services, service providers


 

Part 4: Glossary of Terms
	AG
	Attorney General’s Department

	ACTDA
	ACT Discrimination Act 1991

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

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

	DSA
	ACT Disability Services Act, 1991

	Disability Standards
	Standards which may be proclaimed under Section 31 of the Disability Discrimination Act, 1992. The exemptions to compliance with disability standards (DDA Section 32) include dedicated school bus services, charter services and ferries in open waters.

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

	RIS
	Regulation Impact Statement

	TSS
	Taxi User Subsidy Scheme - a scheme which provides subsidies to eligible people with disabilities to reduce the cost of taxi travel.

	Equivalent access
	Compliance with the Standards may be achieved by:
a)  applying relevant specifications in these Standards before the target dates; or,
b)  using methods, equipment and facilities which provide alternative means of access to the public transport service concerned (but not using separate or parallel services) with equivalence of amenity, availability, comfort, convenience, dignity, price and safety.  This may include direct assistance over and above that required simply to overcome discrimination.
The operator or provider is to consult with passengers with disabilities who use the service, or with organisations representing people with disabilities, about any proposal for equivalent access.
Operators and providers must be able to demonstrate that equivalent access provides public transport without discrimination “as far as possible”.
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