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2.2 Disabilities Access and Inclusion Policy Section 2: TQM S02 Community Stakeholder Relations

Purpose: Sapphire Coast Buslines (SCB) is committed to providing safe, inclusive, and accessible bus services for all

members of the community, including people with disabilities. We support the principles of equal access and aim to

remove barriers to travel in accordance with relevant legislation and relevant contractual obligations issued by
Transport for NSW.

Sapphire Coast Buslines (SCB) is committed to providing safe, inclusive, and accessible bus services for all

Scope:

This policy applies to all Sapphire Coast Buslines employees, services, vehicles, facilities, and information platforms.

It supports:

Equal access for people with disabilities, including physical, sensory, intellectual, and psychosocial
impairments;
Inclusive and respectful service delivery for people with temporary or permanent access needs;

The safety and wellbeing of SCB employees, particularly drivers and customer-facing staff, by ensuring they
are supported to assist within their training, capabilities, and workplace safety obligations.

Policy Statement:

We believe that everyone should be able to travel safely and with dignity. Our goals are to:

Eliminate discrimination in all aspects of service.

Continuously improve the accessibility of our services and infrastructure.
Support staff to assist customers appropriately and safely.

Engage with the community to better understand accessibility needs.
Provide clear procedures for managing accessibility requests and complaints.

SCB will incorporate accessibility requirements into the procurement, replacement and upgrade of vehicles,
facilities and customer information systems to ensure continual improvement in accessibility outcomes.

1.0 Customer Service and Assistance

1.1 Wheelchair and Mobility Aid Access

Many SCB passenger buses are low-floor accessible and fitted with ramps and/or hoists.
Drivers will deploy ramps or hoists upon request.

For safety reasons, drivers are not required to physically push or lift a passenger in a wheelchair onto or off
a ramp. Drivers will provide verbal guidance and ensure the ramp is safely in place.

Passengers using a wheelchair must apply the brakes and position facing rearward for safe travel.
Where fitted, straps should be secured by the driver.

If a customer needs assistance beyond verbal instructions or ramp deployment, a carer or companion will be
required to accompany them.

[ERN



(e
sapphirecoast

Your local bus service

e Scooters are considered small vehicles. If your scooter is a required mobility aid, it will only be carried on public
transport if it is safe and fits the specifications. It must be able to be driven onto the service and manoeuvred
to fit wholly within the allocated wheelchair space under its own power. (TransportNSW travel Info)

1.2 Visual and Hearing Impairments

e Drivers will assist customers who are blind or have low vision by stopping at safe locations and offering verbal
guidance.

e Red seats are prioritised for customers who are vision or hearing impaired.
e Assistant/guide dogs are always welcome and must not be refused.

1.3 Passengers with Prams or Strollers

e On accessible buses with priority wheelchair spaces, prams may remain unfolded only if the space is not
required by a wheelchair user.
e For safety, prams should face the rear of the bus with brakes applied.

. On non-accessible buses, children must be removed from prams before boarding & prams must be folded
down & stowed.

e Parents or carers must remain with their child in the pram at all times.
1.4 Companion Card

e SCB recognises the NSW Companion Card scheme. A valid companion travels free when assisting a person
with disability who pays a valid fare.

2. Priority Seating and Spaces

SCB low floor accessible buses are fitted with priority spaces for wheelchair users, prams, and other mobility aids.
These spaces are available on a first-priority basis as follows:

1. People using wheelchairs have first priority for these spaces.

2. Children in prams or strollers may use the space only if it is not required by a wheelchair user.

3. Other passengers may use the area only when it is not needed by those above.

3. Staff Responsibilities and Safe Assistance

SCB staff, particularly drivers, play a critical role in ensuring access and safety for passengers with disabilities. All
assistance should be provided within the staff member’s training and safe manual handling capacity.

3.1 Manual Handling and Staff Safety
SCB places the health and safety of drivers and staff as a priority:
e Staff must not engage in manual lifting of passengers or heavy equipment.
e Drivers may assist with small items such as light shopping or guiding a person on/off the bus when safe.
e All staff are trained in safe manual handling practices and disability awareness.
3.2 Operating Wheelchair Ramps or Hoists
e Drivers must deploy the ramp or hoist upon request when a passenger with a mobility device requires it.

e Buses must be parked safely and as close to the kerb as possible. Kneeling suspension should be lowered if
fitted.

e Before stowing the ramp or hoist, drivers must ensure it is clear of passengers.
e Drivers must not push, pull, or lift passengers in wheelchairs onto or off the bus. Instead, drivers should:
o Provide verbal guidance and reassurance,

o Ensure the boarding aid is deployed correctly and safely,
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o Allow accompanying carers to assist the passenger if needed.
e Where fitted, the wheelchair restraint strap must be used to secure the device in place.

SCB’s manual handling policy supports drivers in avoiding injury and provides clear procedures for safely
assisting passengers without physical lifting.

e Where full accessibility cannot be achieved due to physical, operational or infrastructure limitations, SCB will
endeavour to provide equivalent access wherever reasonably practicable through alternative arrangements,
driver assistance, accessible boarding locations or other reasonable adjustments.

4. Accessible Information

e Timetables, service information, and contact methods are available in accessible formats on our website and
alternative formats upon request.

5. Complaints and Feedback

e (Customers are encouraged to provide feedback via phone, email, or our website.
All complaints related to disability discrimination are treated seriously and in line with our complaints handling
process.

Responsibilities:
e Drivers: Deliver inclusive customer service, deploy accessibility equipment, and adhere to safety protocols.
e Operations Team: Monitor compliance, vehicle maintenance, and staff training.

¢ Management Team: Oversee the implementation and continuous improvement of this policy and plan.

Definitions: acronym first then description

SCB — Sapphire Coast Buslines
DDA — Disability Discrimination Act 1992

Cross -References: use links where possible

2.2.1 DDA Action Plan — 2.2.1 SCB Accessible _Transport Action Plan 2026-2027.docx
6.15 Fleet Inspection & Bus Signage Policy & Procedure

Compliance Documents: use links where possible

KPI Table 3 — Accessible Bus Services. This KPIl aims to ensure that timetabled Accessible Bus Services are available as
advertised

Disability Standards for Accessible Public Transport 2002 (DSAPT Standards)

Disability Discrimination Act 1992

Mobility Aid Specification — Scooters https://transportnsw.info/travel-info/using-public-transport/accessible-
travel/mobility-aid-specifications

Disability Discrimination Act 1992

Disability Standards for Accessible Public Transport 2002

Anti-Discrimination Act 1977 (NSW)

Disability Inclusion Act 2014 (NSW)



https://scbuslines.sharepoint.com/:w:/s/intranet-documenthub/IQBdNRtTw69YRLkvwzeK9J0IAYAcCKtLYnEE_ciSxrgfJfw?e=Xiv4Cw
https://transportnsw.info/travel-info/using-public-transport/accessible-travel/mobility-aid-specifications
https://transportnsw.info/travel-info/using-public-transport/accessible-travel/mobility-aid-specifications
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Monitoring and review:

The organisation’s Disabilities Access and Inclusion Policy will be evaluated regularly via audits and other mechanisms
to ensure it remains relevant and effective. This policy will be reviewed when there is:

e Changes to legislation.
e Changes to Company Operations; or

¢ At least annually

Authorisation and endorsement:

Sapphire Coast Buslines refers to the operating company for South Coast Transit Pty Ltd (accreditation 38747) under
all circumstances.
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