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Purpose of this submission  

The purpose of this submission is to provide responses to the Disability Standards for Accessible Public 
Transport: Consultation Regulation Impact Statement, February 2021. 

Queries or feedback relating to this submission can be directed to Madonna Woodhead, National 
Operations Manager – Bus Industry Confederation. Enquiries relating to this submission can be directed to: 
admin@bic.asn.au, 02 6247 5990. 

General Comments  

1. The Australian bus and coach sectors are one of the most highly regulated in the heavy vehicle industry.  
Generally, this regulation occurs via state-based transport legislation and operational contracts.   

2. As all route, and the vast majority of school and replacement bus operations are in one form or another 
contracted by the respective state governments, there are specific contract requirements that 
operators must comply with and hence some of the responses provided in the following are limited due 
to these existing contractual arrangements.  

For example: 

• the majority of new buses are purchased under government procurement contracts or contracts 
developed by large corporations and DDA compliance is part of that procurement process. 
Therefore, individual bus operators have limited control over bus specifications 

• most state jurisdictions either operate or are creating, centralised passenger information systems 
therefore, individual bus operators are just users of such systems and hence have limited control 
over the specifications of any such systems. 

3. As all route, and the vast majority of school and replacement bus operations are in one form or another 
contracted by the respective state governments, the BAN believes that any proposed changes or 
additions to the DDA need to first recognise exiting state-based operational contract requirements in 
order to avoid duplicating existing requirements or introducing new requirements for the same subject 
matter.   

As an example, the RIS chapter 4 sets out proposed DDA additions in relation to staff training and 
communication, and as detailed in our response to this chapter, there are existing and detailed staff 
training and communication requirements at a state operational level and the existence of these need 
to be both recognised and considered. 

4. The BIC is active on the NATT Working Groups, and the subject matter contained within a number of 
the chapters in the RIS have been reviewed by these Working Groups. In these instances, the BIC has 
offered detailed response to the RIS questions that align with what has already been agreed via the 
Working Group processes. 
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Chapter 4 Staff Training and Communication 

Questions for providers and operators of public transport 

1. Which option do you prefer: regulatory, non-regulatory or status quo? 

The BAN supports status quo with the following non-regulatory inclusions: 

• To conduct tailored training to meet the specific roles and responsibilities of staff, for example, 
customer service, bus drivers, policy, and procurement. 

• To conduct a training refresher, which could consider complaints by people with disability. 

• Such training to be provided to front line and back of house staff as per established practices. 
Appendix A is an example of an Accessible Access Plan from a larger bus operator (such documents 
are openly available on the web) which includes details on current staff training requirements for 
disability awareness, and the correct use of buses and their features. 

2. What disability awareness training do you provide to frontline and back of house staff? 

It is up to the individual operator to develop and maintain disability awareness training as each operator 
around Australia would have a range of training programs. These operators also have to comply to the 
conditions that are contained within their respective operational commercial contracts. The BAN has 
provided the following advisories as support documents for training programs.  

• National Industrial Relations & Workplace Health & Safety Guide 
[http://ozebus.com.au/LiteratureRetrieve.aspx?ID=110843] 

• Accessible Transport Standards - Operator Guidelines 
[http://ozebus.com.au/LiteratureRetrieve.aspx?ID=113395] 

All route, school and replacement bus operations are in one form or another contracted by the respective 
state governments and there are specific contract requirements that operators have to comply with in 
regard to training of staff. 

3. What processes are in place to ensure staff interacting with the public are aware of the 

needs of people with disability and transport accessibility? 

It is up to the individual operator to ensure enforcement of their designed protocols and applicable 
interaction with people with disability and their access. Typical practice of most (if not all) bus operators, is 
to provide a system that formally captures customer complaints thereby enabling awareness training or 
correction of the protocols.  

Any operator providing a government contracted service, which is the majority of the industry, is required 
as part of contract compliance to have a reportable customer complaints system. 
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4. What processes are in place to make sure staff involved in design, policy and procurement 

undergo disability awareness or transport accessibility awareness training? 

Buses are purchased under government procurement contracts or contracts developed by large 
corporations and DDA compliance is part of that procurement process. The BIC provides industry with 
compliance guidelines as per the following and this will be updated once the DDA review process is 
completed: 

• Accessible Transport Standards - Operator Guidelines 
[http://ozebus.com.au/LiteratureRetrieve.aspx?ID=113395] 

5. Can you provide any details concerning costs incurred and time taken by staff to undergo 

current disability awareness training you have in place? 

As all route, school and replacement bus operations are in one form or another contracted by the 
respective state governments, there are specific contract requirements that operators must comply with 
regarding training of staff. Therefore, the costs for this are part of the respective contracts and hence not 
able to be provided in this response, however Appendix B provides an example of an operational contract 
for a city region and provides summarises of the training requirements in terms of disability awareness (p 
175) 

Extract from R6BSP Services Contract Transport for NSW on behalf of the 
State of New South Wales (TfNSW) Transit Systems West Pty Ltd 
(Operator): 

Staff training and knowledge transfer 

The following table identifies training and knowledge transfer roles and 
responsibilities. 

Provide all customer facing Staff with passenger service training, in 
particular: 

training with regard to requirements of passengers with disabilities or from 
culturally or linguistically diverse backgrounds; and 

training with regard to the management of confrontation, difficult 
passengers and personal safety. 

The corresponding Accessible Transport Plan from Transit Systems is provided as Appendix A which details 
a range of strategy and targets including staff awareness training. A second example is provided in 
Appendix C. 

6. If staff disability awareness training was mandatory: 

a) Would you be required to implement new training programs? 

b) What costs would you incur? 

Bus operators providing services under a government contract are required to develop and maintain 
training programs. Therefore, the BAN would not support a second tier requirement for training as this 
would create both duplication and unnecessary costs. 
 
Refer to the response provided to question 5. 
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7. Are there examples of improved accessibility or improved customer service interactions as 

a result of recently implemented training programs or well-trained staff? 

Bus operators providing services under a government contract are required to have a reportable customer 
complaints system. Under these contracts, operators have specific KPI’s that they must meet regarding not 
only a minimum number of complaints, but also resolution and management of any complaints that do 
arise.  

The BAN considers that citing specific examples of improved customer service interactions is not a useful 
measure as all operational contracts have specific KPI’s in relation to handling and frequency of customer 
complaints. These KPI’s are set by the respective state governments and operators must achieve the 
required good performances or they would be in breach of contract. Please refer to Appendix B as an 
example of such contract conditions. 

8. Are there any cases of complaints or other impacts on people with disability that you are 

aware of relating to staff training? 

The BAN cannot provide a response to such a specific question. However across the bus industry, the 
percentage of complaints from people with disability is extremely low and when such complaints do occur, 
operators, as part of their accreditation obligations, take whatever action is necessary to address these 
issues.  
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Chapter 5 Mobility Aid Safety 

Questions for operators and providers of public transport 

9. Which option do you prefer: regulatory, non-regulatory or status quo? 

The BAN supports a regulatory option if the following amendments become part of any such regulatory 
framework. 

Amendments to mobility aid in allocated space—Buses 

• An allocated space must contain movement of a mobility aid towards the front, 
rear and sides of a bus (excepted dedicated school bus). 

• Forces experienced in buses resulting from tight turns, sudden acceleration or 
deceleration may occasionally cause the mobility aids of passengers riding in an 
allocated space to tip or slide.  These tipping or sliding movements may be in any of 
four directions; towards the front, rear, wall side of the bus or towards the aisle.  
Passive restraints should be in place to contain these movements. 

• Passive restraints include the vertical sides of a conveyance, or excursion barriers 
such as padded rails and vertical padded boards that act as passive restraints 
against tipping or sliding of a mobility aid towards the aisle, front or rear of the 
conveyance. Padding for seat back, handrails and partitions on buses should comply 
with the requirements of the relevant State technical specification. 

• Passengers who choose to travel without restraint, and who can do so safely, 
should be permitted to do so.  Active restraints would only be mandatory if other 
passengers were required to wear seat belts.   

Passive restraining systems 

• A passive restraining system contains movement of a wheelchair to within an 
allocated space. A vertical surface that restricts the movement of a wheelchair is an 
example of a passive restraint. 

• An operator may rely on the sides of a conveyance, or a padded rail, to act as 
passive restraints against excessive sideways movement of a mobility aid. The 
allocated space could be located behind a bulkhead to prevent forward movement. 
The passive restraints bounding an area of this kind would then prevent a 
wheelchair from rolling or tipping. 

• Among the many passive restraints that are or might be employed are side walls, 
wheel-arches, ‘ironing boards’, padded rear rails, fold-down aisle grabrails and 
static aisle-side rails or stanchions.  Of critical importance for all of these restraints 
is that they do not compromise other DSAPT requirements such as access path 
width or manoeuvring space to allow turns into allocated spaces. Also, all Australia 
Design Rule requirements for passenger egress and emergency exit access must not 
be compromised by the use of fold-down aisle grabrails or static aisle-side rails or 
stanchions.   
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10. What has been your experience in facilitating travel of mobility devices and carers for 

people using a device on the network? 

Across the BAN the experience has been positive in terms of facilitating travel of mobility devices and 
carers via the use of low floor accessible buses on route services and where required providing either a 
specific service or additional vehicle to provide such services. 

A general concern is the use of scooters on buses due to a range of issues including scooters having poor 
stability especially when passengers travel seated on a scooter, time taken to position the scooters and the 
floor space taken up by scooters which could inhibit access for a mobility device. 

11. What mobility device restraining systems are used on your public transport conveyances? 

A typical route-service bus is DDA compliant with 2 wheelchair spaces with partitions for containment and 
can include an ironing board. Some operators also opt to use tethers to resist rotation (but some 
jurisdictions do not use tethers due to concerns over emergency evacuation processes and timings due to 
the tethers). This design is basically the same across the whole of industry and it has proven to be effective 
for both customers and operators.  

It should be noted that the amendments provided in response Question 9 demonstrates where the 
established bus design is over and above the current DDA requirements. Furthermore, the BAN is aware 
that Vic Roads is undertaking a review of restraints as a result of a fatality in that state, and we await the 
outcome of these reviews. 

12. How have these mobility device restraining systems affected the safe travel of people with 

disability? 

The current design of low floor accessible buses have been in use in Australia since the mid 1990’s and over 
this length of time, the reported instances of passenger safety being compromised or at risk have been 
minimal. However, there has been a recent fatality of a person in a wheelchair in Victoria and the BAN is 
aware that Vic Roads is undertaking a review of wheelchair restraint and we look forward to reviewing the 
outcome of this review. 

However, there is industry concern about mobility scooters using the accessible areas on buses and the 
recently developed Australian Standard SA TS 3695.3:2018 (Wheelchairs Requirements for designation of 
powered wheelchairs and mobility scooters for public transport and/or road-related area use), has, in the 
opinion of BIC, failed to address these concerns. The main issues being that scooters are inherently less 
stable than a wheelchair and if the passenger sits on the scooter whilst the bus is in motion, then a rollover 
can occur.  

The other issue with scooters is that their weight, when combined with the rider, is unknown. The 
wheelchair ramps are limited to 300 kg (as per DDA and AS Standards), and an overweight scooter could 
lead to a ramp failure. 

13. What data do you have on utilisation of restraining systems by people with disability when 

on-board? 

The BAN is not aware of any specific capture system (or survey) that provides such information on restraint 

utilisation. It is possible that data may be captured as part of a customer complaints system processes 

under the state government-based contracts and such information may be available from the respective 

jurisdictions.  
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It is widely acknowledged in the bus industry (through reports by drivers) that accessible areas are 

frequently used by persons boarding with children in prams and or shopping type carts. The BAN sees this 

as a positive use of these areas in addition to people with disability. 

14. What technical barriers or difficulties do you experience in implementing solutions which 

prevent tipping of mobility devices in both existing and new fleet? 

The design of the accessible area in any low floor bus must meet not only the DDA requirements, but also 
allow the space to be safely used by all passengers (in terms of other passengers sitting or standing in these 
areas) as well as passengers traversing these areas, to enable access to other parts of the bus or for 
emergency egress. In this regard the open area required to allow for two accessible spaces also means that 
this open area cannot contain stanchions and or grab handles for use by able passengers.  

It should also be noted that full compliance to AS/NZS ISO 10865.1-2015 is impossible on a bus with 2 
adjacent wheelchair spaces as the AS/NZS ISO requires the use of a vertical stanchion placed beside the 
accessible space (this stanchion is intended to stop the tipping or rotation of devices) and the inclusion of 
this stanchion would inhibit access for a second device (this is not an issue in the EU, as only one space is 
required). 

The other issue with the AS/NZS ISO is that it requires a larger allocated space of 830 x 1400 mm minimum 
(compared to 800 x 1300 mm) as this added space is required to allow access around the required vertical 
stanchion and protruding ironing board. 

Given the above, the BAN is proposing the requirements as detailed in response to Question 9. 

15. What are the barriers, operational costs and other considerations that may arise if staff are 

required to assist customers in utilising an active restraint system? 

There are a number of barriers in relation to requiring bus drivers to assist customers in utilising active 
restraints and these are outline below. 

• Potential Driver Assault: Driver security (drivers currently sit behind security screens) and in some 
instances, operators are open to assault if they exit their secure cabin. 

• Bus rollaway: Whenever the driver is required to leave the driving position, there is a potential for 
an uncontrolled bus rollaway. 

• Emergency Evacuation: Passenger care during a fire evacuation emergency in that someone would 
need to remove the active restraint system to allow the passenger to disembark the bus. 

• Dwell time: Increased time at bus stops (causing back-up of other bus services). 

• Discrimination: Passengers being singled out and treated differently as only the passenger in the 
accessible area would be utilising the active restraints (this is entirely different to the situation 
where, for example, a coach is fitted with seat belts and as such all passengers are using active 
restraints). 
 

• Potential Conflict: What if the passenger using the accessible area refuses to be strapped in by the 
bus driver, what happens then? 

• Intrusion of Personal Space: Physical touch interaction between the driver and passenger. 
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16. What alternative mitigations have you implemented to address the risks associated with 

mobility aids tipping or sliding out of allocated spaces while in transit? 

The current design low floor accessible buses have been in use in Australia since the mid 1990’s and 
includes: 

• addition of Ironing boards 

• rear modesty containment panels (these have not been used on all buses, but are seen as offering 
an improvement in safety, hence they are included in the response to Question 9) 

• tethers (however this could interfere with fire evacuation procedures) and hence are not used in all 
states 

• requesting that passengers with mobility aids back up against ironing boards and bulkheads so that 
they are protected from excessive forward g forces 

• driver training/discipline (e.g., buses can be equipped with active G-force monitoring devices to 
record excessive braking or cornering). 

17. Have mobility device users on your public transport conveyances had accidents where the 

device has slipped or toppled over? 

Yes, this has occurred but extremely low reporting of such instances. 

a) What methodologies have been implemented to minimise or reduce the likelihood of 
further incidents occurring? 

Operators providing services under a government contract are required to report all safety related 
incidents and if passenger injury occurs, there are existing and formal investigation processes in each of the 
respective jurisdictions.  Any on-bus incident where a passenger is injured must be reported and formally 
investigated. In the case of mobility devices slipping or tipping, such investigation has led to some states 
fitting items such as tethers and additional bulkheads.  

The BAN is aware that Vic Roads is undertaking a review of wheelchair restraint and we look forward to 
reviewing the outcome of this review. Furthermore, our response to Question 9 sets out best industry 
practice to inhibit such incidents. 
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Chapter 6 Priority Seating 

Questions for providers and operators of public transport 

18. Which option do you prefer: regulatory, non-regulatory or status quo? 

a) For the number of priority seats in the regulatory option, do you prefer: option 1, 
option 2, option 3 or option 4? 

The BIC supports Option 3 but only if the following updated amendments to become part of the non-
regulatory framework. 

Performance based and advisory elements to be inserted in the DSAPT 
Guidelines 

The DSAPT Guidelines may contain: 

1. Identification of passengers eligible for priority seats. 

Operators or providers may choose to issue people eligible for priority 
seating with a form of identification.  Passengers should not be obliged to 
participate in the identification regime and their eligibility for priority 
seating should not be affected by non-participation.  

2. Penalties for failing to vacate priority seats on request. 

State regulators may choose to issue penalties to passengers who refuse to 
vacate priority seats on operators’ request. 

3. Use of folding seats in allocated spaces as priority seats. 

Operators may only use folding seats for priority seating in allocated spaces 
if: 

• the folding seats do not disadvantage passengers using mobility 
aids who require the use of allocates spaces. 

• the minimum number of priority seats are provided as fixed seats 
elsewhere in the conveyance. 

 

19. How many priority seats are provided on your conveyances? 

Typically, 6 to 8 priority seats, which is over and above the current DDA requirement and hence why the 
BAN supports the wording provided in response to Question 18. 

a) Considering the current requirements for priority seating, what has been your 
experience in the use and availability of these seats? 

The priority seats are highly utilised by the elderly, tourists and general passengers with a preference for 
sitting closest to the driver for security and access to the front doors. 

b) What is the impact of providing more than the required number of priority seats (more 
than 2 per conveyance)? 
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The bus industry as noted in the answer to Question 18 already provides beyond the current standards. 

20. If you have or were to install additional priority seats, what upfront and ongoing costs 

associated would you incur? 

There is a percentage of bus operators that don’t use coloured differential seat material but if they were to 
retrofit, the approximated market price for doing so is estimated at $1,200 per bus. 

a) How will this impact associated operational issues? 

There is an added operational cost to using coloured differential seat material for priority seating which 
includes the need to stock multiple coloured spare seats and the reduced ability to interchange seats. 

21. What challenges would you face if the Transport Standards made it mandatory for 

upholstery or material (colour/luminance) of priority seats to contrast with regular 

passenger seating? 

a) What upfront or ongoing costs would you incur? 

There is a percentage of bus operators that don’t use coloured differential seat material but if they were to 
retrofit, the approximated market price for doing so is estimated at $1,200 per bus. 

Buses are purchased under government procurement contracts or contracts developed by large 
corporations and DDA compliance is part of that procurement process. Ongoing maintenance costs could 
be estimated at $500 per bus per year. 

b) What benefits would be achieved? 

Any benefits would have already been realised as the vast majority of buses include the coloured 
upholstery. 

22. How do you address circumstances where an individual refuses to vacate a priority seat 

for a person with a disability? 

It is up to the individual operator to ensure enforcement of their designed protocols and appropriate 
interaction between the driver and the passenger and any intervention required by the driver.  

Drivers are trained in conflict resolution with customers. Generally, bus drivers will request that an able-
bodied passenger vacate the seat for a person with a disability.  In the vast majority of cases, passengers 
accede to that request.  Drivers are trained in conflict resolution and apply that training in circumstances 
where the passenger refuses the driver’s request. 
 
State Transit Authorities may provide on road support, for example in Queensland known as Senior 
Network Officers (SNO’s) have been trained to use extended powers available under Transport Operations 
(Passenger Transport) Act 1994 and Transport Infrastructure Act 1994. As authorised officers, they enforce 
TransLink's conditions of travel for passengers on the network. Infringement notices, including fines, may 
be issued for public transport offences. 
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Chapter 7 Allocated Spaces in Transit 

Questions for providers and operators of public transport 

23. Which option do you prefer: regulatory, non-regulatory or status quo? 

The BAN would be supportive a regulatory option, but as discussed in response to Question 23 a), none of 
the four options offered in the RIS are technically correct and hence all four are unacceptable to the BAN. 
See proposed alternate wording in the following. 

a) For the regulatory option, which sub-option do you prefer: sub-option 1, sub-option 2, 
sub- option 3 or sub-option 4? 

The BAN considers that none of 4 sub-options are completely correct as they do not correctly describe what 
can intrude into the vertical space.  

• None of the options consider that the allocated spaces must be of a similar height to other seating 
positions in the bus (so to treat these seating positions the same as other seating positions), nor do 
they set standing access criterion. 

• None of the options consider that the wall mounted fold up seats intrude into the vertical space as 
such spaces are able to be used for priority seating. 

• Only option 4 notes that air-conditioning ducts will pass over the allocated space. 

• Ironing boards are noted in Options 2 and 3, but both sub-options require that the ironing board 
complies to AS/NZS ISO 10865.1-2015. To comply with the AS/NZS ISO the bottom of the ironing 
board must be 375 mm away from the most forward wall of the space. This configuration would 
work with a space that is min 1400 mm in length (as required by the AS/NZS ISO) but having an 
ironing board intrude to this extent into a DDA complaint space that is 1300 mm long may mean 
that a wheelchair cannot physically manoeuvre into the space either side of the ironing board. 
Furthermore, one inward facing seat would be forfeited in each allocated space or two priority 
seating positions per bus. If spaces were extended to 1400 mm then four forward facing seating 
positions would likely be lost. 

• AS/NZS ISO does not allow or consider inward facing seats. 

The BIC, through the Mobility Working Group, suggests that the issue of vertical space be addressed via the 
following wording: 

Vertical dimensions of access paths, manoeuvring areas and allocated 
spaces 

Access paths, manoeuvring areas and allocated spaces in conveyances are 
three-dimensional spaces and must have a vertical dimension that extends 
unobstructed to the common ceiling or roof of the conveyance.  

For buses, these vertical dimensions must comply with the headroom 
requirements and heights above seating positions as detailed in ADR 58/XX 
(noting that the allocated space is to be considered as a standard seating 
position when determining all heights). 

This then requires that access paths are either 1650 or 1800 mm and that the A/C or luggage rack must be 
min 950mm above a standard seating position, so allocated space has same vertical heights as a standard 
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seating position. 

24. Given the current requirements for allocated spaces what is your experience in the 

customer use of these facilities? 

Accessible areas experience high frequency use by persons boarding with scooters or with prams plus 
passengers travelling in groups use these areas as do passengers wanting to be closer to the driver. 

25. How would operators and providers be impacted if the Transport Standards made it 

mandatory for access paths that lead to allocated spaces to be free of obstruction by 

protruding objects, for allocated spaces to be clustered close to door vestibules or 

passenger areas and to accommodate larger mobility aids? 

Buses are designed already for free access pathways to allocated spaces and via the Mobility Working 
Group, the BIC has already recommended the following wording changes to make this requirement clearer: 

2.6 Access paths — conveyances 

(1) Subject to subsection (3) and section 2.7, an access path that allows 
continuous and unhindered passage must be provided with a minimum 
width of at least 850 mm. For buses, the 850 mm width must be 
maintained in all locations along the swept path where the access path 
transitions from the front door to the longitudinal aisle. 

2.7 Minimum width between front wheel arches of bus 

Between the front wheel arches of a bus, the minimum width of an access 
path may be reduced to 750 mm between floor level and a height of 300 
mm. The front wheel arches of the bus being the area forward and 
rearward of the axle that contains the front road wheels plus any 
supporting chassis structure. 

The common bus design is that the spaces are at the front of the bus, just 
behind the front axle and near the front door. The reason for this being, but 
not limited to: 

• this configuration provides a clear access path that is used by all 
passengers 

• access ramps need to be fitted to the front door of buses so that the 
driver can correctly locate the ramp against the pavement 

• it provides the driver clear vision of the ramp and the person 
utilising the ramp. 

26. What upfront and ongoing costs would you incur if these changes became mandatory? 

Not applicable. This is current industry practice. 

27. How do you address circumstances where an individual refuses to vacate an allocated seat 

for a person with a disability? 

It is up to the individual operator to ensure enforcement of their designed protocols and appropriate 
interaction between the driver and the passenger and any intervention required by the driver.  
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Drivers are trained in conflict resolution with customers as is required by their respective operational 
contracts. Generally, bus drivers will request that an able-bodied passenger vacate the seat for a person 
with a disability.  In the vast majority of cases, passengers accede to that request.  Drivers are trained in 
conflict resolution and apply that training in circumstances where the passenger refuses the driver’s 
request. 
 
It is important to note that the driver has no police powers to order a passenger to relocate or enforce any 
intervention. An example protocol would be to not cause conflict rather request a passenger to move and 
avoiding conflict if they refuse, alerting the operational control centre and requesting police assistance if 
felt necessary. Generally, a polite request by the driver is all that can be achieved. 
 
State transit authorities may have on road support, for example in Queensland known as SNOs have been 
trained to use extended powers available under Transport Operations (Passenger Transport) Act 1994 and 
Transport Infrastructure Act 1994. As authorised officers, they enforce TransLink's conditions of travel for 
passengers on the network. Infringement notices, including fines, may be issued for public transport 
offences. 
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Chapter 8 Digital Information Screens 

Questions for providers and operators of public transport 

28. Which option do you prefer: regulatory, non-regulatory or status quo? 

The non-regulatory option is preferred, that is updating The Whole Journey to provide guidance on digital 
information screens and design considerations. 

29. What are the benefits for operators and providers associated with installing digital 

displays with functional requirements which are user friendly for people with disability? 

The BAN considers that a standard for digital displays is a useful addition, however the physical display 
signs are only part of the integrated passenger information system needed to control and operate any such 
signs. For example, for a bus or bus stop to have a digital display, the systems required to provide 
information to these signs include, at a minimum: 

• GPS devices and associated vehicle tracking system 

• on-time running systems 

• live service scheduling 

• data distribution, control, and live update systems. 

These systems, in the main, are being superseded by personal smart device technology. Such systems also 
require centralised monitoring and control systems. Most of these types of systems are provided by the 
state-based transport agency and the operators are contracted to host the system on their buses. 

However, the type of wording offered under the non-regulatory option where digital screens are installed, 
would be acceptable to the BAN conditional that it does not conflict with current contract requirements. 

30. What are the barriers associated with installing digital displays to meet the needs of 

people with disability? 

The specification for any such screens is not a barrier to installing the digital displays, the barrier is having 
the supporting systems to drive the screens. As stated in response to Question 29, it is the supporting live 
systems that are cost inhibitive. 

a) What are the upfront and ongoing costs associated with installing digital displays with functional 
requirements which are user friendly for people with disability? 

As stated, the provision of digital signs which are user friendly for people with disability would be the aim of 
any integrated live passenger information system. Therefore, the costs associated with compliant signs is 
not a cost issue, it is the supporting system that requires large upfront and ongoing costs.  

b) How do you currently specify design outputs to meet the needs of people with disability for digital 
display systems within your current networks? 

As screens are part of larger passenger information systems, the system specifications require compliance 
to the current DDA, plus where the DDA is not specific, issues such as luminance, glare and reflection, 
visibility and location, font and text type and scroll speed will be specified.  
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31. With rapid changes in digital screen technology, what are the potential barriers in 

adopting the prescriptive regulatory requirements proposed that may inhibit 

implementation of future innovative digital screen solutions? 

Prescriptive regulatory requirements would inhibit innovation, but the wording offered in the RIS and 
provided below, is considered outcome based and would not inhibit innovation. 
 

• Luminance – information provided on screens should consider contrast requirements of text and 
luminance of the screen. 

• Glare – the location of digital information display screens should take into consideration 
environmental factors such as glare to ensure legibility of screens during different periods during 
the day. Design considerations of screen housings should minimise the impact of glare. 

• Location – digital information display screens should consider the location where people are likely 
to wait for services or where they can be visible during transit in comfortable common viewing 
zones. Furthermore, they should consider the customer crowding levels expected at each location. 
Screens should be visible from nominated accessible boarding points and waiting areas. 

• Font and typeface – similar to requirements for static signage, fonts and typeface should consider 
viewing distance and should be sans serif typeface. Outputs and design elements should consider 
colour vision deficiencies and reduced vision acuity requirements. 

• Polarisation - displays should be readable in the designed orientation whilst wearing polarised 
eyeglasses. 

• Scrolling requirements – to remain visible for 10 seconds unless it is for ticket validation purposes 
(existing requirement in Transport Standards).  
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Chapter 9 Lifts 

Questions for providers and operators of public transport 

These questions all relate to lift construct in transport buildings, and hence these questions are not 
applicable to conveyances. 

32. Which option do you prefer: regulatory, non-regulatory or status quo? 

33. When lifts are installed what are some of the key considerations to determine the most 

appropriate product? 

a) Do you have current lift specifications or standard designs? 

b) Which standard do you currently comply with? 

34. What are the impacts of harmonising the Transport Standards lift requirements with those 

of the NCC/Premises Standards? 

35. If the Transport Standards lift requirements are updated to align with NCC/Premises 

Standards requirements, what upfront and ongoing extra costs are likely to be incurred to 

meet these new requirements? 

36. If lifts are required to be updated to align with NCC/Premises Standards, how long will a 

lift be out of service? 

37. Do contractual lift maintenance and repair timeframes stress the fastest possible return to 

service? 

38. How can down times for lift maintenance and repairs be made equivalent in metropolitan 

and regional areas? 

a) Where equivalence cannot be obtained, what would be a reasonable compromise 
timeframe for regional areas? 

39. What is the average response time for breakdown or entrapment in regional areas? 
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Chapter 10 Website Accessibility 

Questions for providers and operators of public transport 

40. Which option do you prefer: regulatory, non-regulatory or status quo? 

a) For the regulatory option, do you prefer: sub-option 1, sub-option 2, sub-option 3 or 
sub- option 4? 

All route, and the vast majority of school and replacement bus operations are in one form or another 
contracted by the respective state governments and under these arrangements the respective jurisdictions 
are moving towards centralised web-based information systems as opposed to operators providing 
company-based web pages. To help ensure consistency, the BAN would support the regulatory option given 
that the respective state jurisdictions agree with the standards set. 

41. Do your websites with information on public transport services meet website accessibility 

requirements as prescribed under Web Content Accessibility Guidelines (WCAG) version 

2.0 AA? 

Public Transport agencies are the central conduit for public transport information and journey advice, 
including timetables. The websites for public transport agencies across Australia are typically compliant 
with WCAG version 2.0 AA. 

 A broad audit of bus operator compliance with WCAG version 2.0 AA has not been undertaken. From a 
transport operators’ perspective, the level of compliance with the WCAG 2.0 would vary from fully 
compliant for a few operators, through to non-compliant for accessibility requirements for many operators, 
in particular smaller and regionally based operators. It should be noted that most operators have direct 
links on their websites to central agency timetabling and travel information. 

a) What are the barriers and challenges with meeting website accessibility requirements? 

The for the majority of bus operators, the technical requirements associated with creating and maintaining 
a website are generally contracted to external companies. The complexity of existing websites ranges from 
simple static websites that provide basic information through to complex, interactive websites. To ensure 
that websites for each bus operator across Australia are WCAG Version 2.0 AA compliant, it will require the 
engagement of external expert resources to review and audit websites, updating websites as required to 
ensure compliance and in some circumstances will require the creation of a new website. The extent of this 
task will vary based on the size of the operator, as well as the need to upgrade websites to ensure 
connectivity with internal systems and external sites.  

A review of online audit providers identifies that the initial audit fees for the review of existing websites 
range between $3,000 (simple) to $10,000 (complex). These audits identify the level of compliance of 
existing websites to WCAG Version 2.0 AA and identify actions needed to update the website to achieve 
compliance.  

The cost of upgrading a website to ensure compliance with WCAG 20 AA will vary significantly across 
operators. Based on the short turn-around timeframes associated with this review process, it is very 
difficult to identify indicative costs to upgrade or rebuild websites. 
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42. How do the current website accessibility requirements meet the needs of people with 

disability? 

a) How could website accessibility be improved? 

b) What are the barriers to improving accessibility requirements for people with 
disability? 

c) What is the nature of feedback you receive from people with disability regarding 
website content? 

The WCAG 2.0 AA does not directly set requirements for the relationship of webpages with mobile based 
information platforms. Although the document does provide guidance material to support the use of 
associated mobile platforms. This issue is currently being addressed by the review and update of WCAG. As 
significant engagement with customers on public transport is done through the mobile phone platform, it is 
important that there is an opportunity to develop a platform for operators to enable the use of the same 
systems to work across website and mobile user interfaces. 

43. If the current website does not meet the AA requirements, what upfront and ongoing costs 

would you incur to meet the requirements? 

Refer to response to question 40 a). 

44. If your websites were required to meet WCAG 2.1 AA requirements, what upfront and 

ongoing costs would you incur to meet the requirements? 

a) What barriers or operational impracticalities will you face in meeting the 
requirements? 

As noted above, there would be substantial costs to industry to initially undertake a detailed audit of their 
existing systems in line with WCAG 2.0 AAA. From this audit process, it would be possible to commence 
better understanding of the resource, time and financial cost of transitioning to WCAG 2.0 AAA. 
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Chapter 11 Communication during Service Disruption 

Questions for providers and operators of public transport 

45. Which option do you prefer: regulatory, non-regulatory option 1, non-regulatory option 2 

or status quo? 

As any such requirements would need to be included in the state based operational contracts, the BAN 
prefers non-regulatory Option 1. Such a guide could be used to assist in the development of the operational 
contract requirements.  

The BAN does have an existing set of principals in regard to communication during planned and unplanned 
service disruptions which are detailed in the following. 

Communications for planned and unplanned service disruptions is best coordinated through the central 
responsible agency to ensure consistency and timeliness of messaging to customers. There needs to be 
multiple communications formats to cater for the needs of all travellers and to align with the different 
modes of public transport. Transport operators have a responsibility to ensure information is conveyed as 
required, however this needs to be a coordinated and consistent process for planned and unplanned 
disruptions. A formal set of communications guidelines and protocols established and agreed across all 
stakeholders will support the ability to convey a consistent message to customers with a disability. 

For customers with a disability this information is important as it will enable them to: 

• plan their journey knowing the potential travel impacts 

• undertake their journey 

• change their journey options whilst undertake a trip as a result of network disruption. 

Planned Disruptions 

Communications success relates to: 

• early engagement with the customer 

• multiple formats, tailoring to transport mode 

• targeted engagement with particular organisations that work with people with disability 

• focusing messaging at the locations where disruption work is to be carried out. 

Complaints relating to communications for planned disruptions include: 

• poor coordination on site – unable to direct customer with accessibility issues to correct area 

• poor coordination between modes for when customers required to transfer (bus / train) 

• customer not being provide real time information of when next accessible vehicle was arriving 

• communications channels not covering all user groups.  
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Unplanned disruptions 

Unplanned disruptions are more difficult to coordinate and respond to from a customer communications 
perspective. The ability to engage customers with a disability becomes limited as unplanned disruptions are 
generally location or line specific and the cause and impact is difficult to ascertain in the early stages to 
provide detailed information to support alternative journey options.  

Communications success relates to: 

• rapid dissemination of information across multiple communications channels  

• advising customers of the impact of disruption to current journey’s  

• identifying actions and alternative travel modes to customers 

• keeping station staff / drivers updated so they can inform customers in real time. 

Complaints regarding communications include: 

• slow dissemination of real time journey information impacts 

• limited communications channels and the ability to use in real time 

• lack of timely information update to the customer 

• poor alternative whole of journey information options. 

Key existing communications issues identified:  

• information needs to be made available across multiple channels to capture the communication needs 
of all users of the public transport network 

• information needs to be timely and provide an actual message 

• alternative options need to be made available and clear for users 

• lack of real time in-vehicle information for customers.  

46. What feedback have you received from people with disability regarding communication 

methods in planned and unplanned disruptions? 

All route, school and replacement bus operations are in one form or another contracted by the respective 
state governments and under these arrangements the respective jurisdictions are moving towards 
centralised web-based information systems as opposed to operators providing company specific 
information on Communication during Service Disruptions.  

This is also true for any feedback provided by all passengers and such centralised feedback systems 
consider all relevant feedback and act on this accordingly. 

a) What key issues or themes can be identified? 

The BAN is not able to provide such specific responses. 
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47. What types of communication do you use to communicate with people with disability 

regarding planned and unplanned transport disruptions? 

Operators are required to provide up to date and accurate information to all passengers of any service 
disruptions and emergency situations. As most of the state transport agencies use centralised customer 
information systems, such as Transport Info (transportnsw.info), operators are required to feed 
information back through such systems. 

However, within the route bus sector, for planned and unplanned communications, there have been a 

range of communications options identified and rolled out by operators and agencies. These include: 

• in-vehicle audio announcements 

• driver announcements 

• in-vehicles passenger information screens 

• in-vehicle messaging and information sheets 

• messaging via apps 

• notices at bus shelters/stops. 

The biggest communications issue Industry faces relates to unplanned disruptions, in particular the ability 

to engage quickly and broadly with customers. Unplanned disruptions come in two typical areas for buses: 

• bus delays due to breakdown or road network issues 

• rail replacement work due to rail network disruptions. 

For bus delays due directly to issues with the provision of bus services, in vehicle communications are very 

effective in engaging with customers. Drivers are able to provide up to date information generally relayed 

to them from the control centre. Updates to customers who use the service are typically managed through 

the central agency online and mobile systems. The ability to get data back to the central agency and have 

that information then related to customers through multiple channels is critical in ensuring an engaged 

customer.  

Rail replacement services provide a different communications issue for buses engaged to provide a 

replacement service. As buses are typically contracted in to provide these replacement services, 

communications are usually coordinated through the rail company and the central agency. The bus 

company and the bus driver have very minimal contact with the customer even though they are providing 

the actual service. The ad hoc nature of the provision of these services has most likely led to the type of 

communications protocols and the way they are implemented.  

Success Criteria 
In vehicle communications is critical in the provision of bus services due to planned and unplanned 

disruptions. A mix of visual and audio communications channels need to be progressed, in particular to 

support the bus industry’s involvement in supporting service provision during unplanned disruptions. 

Information to the customer needs to be clear and provide customers with alternative options to support 

them in completing their journey in a comfortable and timely way. 
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For planned disruptions, the greatest communications success is demonstrated when customers are 

engaged at the community level. Communication needs to allow for two way interaction to ensure 

equivalent transport solutions can be provided for all users during times of planned disruptions.  

48. What additional costs have you incurred when applying and trialling additional 

communication methods as part of planned and unplanned disruptions? 

The costs for providing additional communications cannot be isolated as such processes are required as 
part of the contracted operational requirements. 

However, automated audio announcement systems are a simple add on to older vehicles in the fleet. 
Newer vehicles typically come with built in communications systems. The ability to connect this system 
with the control centre to provide automated messaging to passengers is a key issue that needs addressing. 
At present communications are typically related to the driver who passes the information on to the 
passengers.  

The use of direct visual and audio messaging within a bus from a central control function is limited, 
although the technology exists to support a broader roll out. Bespoke systems are expensive when 
considering visual and audio messaging as stand-alone product offerings. The costs of these systems vary 
significantly and includes a capital and ongoing maintenance and service access costs. 

At present, communications systems are typically the responsibility of the operator, however essential 
communications channels are managed by the relevant jurisdictional agencies. A lack of coordination of 
systems at the jurisdictional level often results in disparate and bespoke communication systems 
introduced at the operator level. To facilitate a long-term communications strategy, and to mitigate cost to 
agencies and operators, an agreed performance-based communications transition plan needs to be 
established and funded by agencies to support consistent customer communications across multiple 
channels and across all transport modes. 

49. How do your communication methods that you use or have trialled impact people with 

disability? 

Operators are required to publish their Accessible Action Plans on the web and two examples of this are: 

• Appendix C, copy of the CDC Accessible Action Plan. 

• an active web page example:  https://www.busways.com.au/nsw/travel-info/accessible-travel 

Operators are also required to seek feedback from passengers (normally via a form of annual survey) and 
any feedback would be considered as part of these processes. 

50. How can communication be improved during planned and unplanned disruptions? 

The BAN would seek feedback on this question from the RIS process itself, as this question relates to users 
of such systems. From an operator’s perspective, improved communication for both planned and 
unplanned disruptions must be based on up to date and accurate information for all passengers. 

51. What barriers do you face to improving communication during planned and unplanned 

disruptions? 

All route, school and replacement bus operations are in one form or another contracted by the respective 
state governments and under these arrangements the respective jurisdictions are moving towards 

https://www.busways.com.au/nsw/travel-info/accessible-travel
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centralised web-based information systems as opposed to operators providing company specific 
information on Communication during Service Disruptions. Therefore, operators are required to work with 
these systems, but that is not to say that such systems are an impairment, just that any improvements in 
communication need to be via these centralised systems. 
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Chapter 12 Gangways 

Questions for providers and operators of public transport 

Not applicable to bus transport provision as gangways are only used on ferry services. 
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Chapter 13 Assistance Animal Toileting Facilities 

Questions for providers and operators of public transport 

52. Which option do you prefer: regulatory, non-regulatory or status quo? 

The BAN would support the non-regulatory option as it provides information and standards that can be 
referenced but still allows flexibility to allow operators to provide best outcomes. 

53. What considerations do you currently make for people travelling with an assistance 

animal on public transport? 

Operators have policies in place for people travelling with an assistance animal, the following policy 
example is from Busways who operate bus service contracts for Transport for NSW in Western Sydney, the 
Central Coast and North Coast and the South Australian Public Transport Authority in Adelaide’s Outer 
South. Their policy is: 

• Passengers who have a certified seeing or hearing guide dog, an 
assistance animal or a police dog are permitted on our buses with 
their animals at all times. 

• To help our drivers differentiate between your assistance animal 
and a pet, please display your Assistance Animal Permit when 
boarding. 

• Guide, hearing, police and security dogs do not require a permit. 

• People with assistance animals are encouraged to sit in the priority 
seating area near the front of the bus to help keep the aisles clear 
for the safety of both their animal and other passengers. 

• Assistance animals may travel for free, however owners are still 
required to have a valid pass or ticket for travel. 

54. What (if any) assistance animal toileting areas have you constructed on your public 

transport network or facilities? 

As such facilities are part of major terminuses and transport hubs, the construction of such facilities is the 
undertaken by the respective state transport jurisdictions or local council jurisdiction if applicable (as some 
of the regional areas throughout Australia maybe responsible for these items in conjunction with their 
respective State Authorities). 

55. What designs did you consider and what were the deciding factors that led you to your 

final design? 

Refer to response to question 54. 

56. What features are available to users within or immediately outside the area? 

Refer to response to question 54.  
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57. What materials did you use for the construction of the area/s? To what extent did the 

locations/environments where the area/s were constructed determine the type of 

materials used? 

Refer to response to question 54. 

58. What was the cost (or foreseeable cost) to construct the area/s? 

Refer to response to question 54. 

59. What is the cost (or foreseeable cost) to maintain and clean the area/s? 

Refer to response to question 54. 
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Chapter 14 Emergency Egress 

Questions for providers and operators of public transport 

60. Which option do you prefer: regulatory, non-regulatory or status quo? 

The BAN would support the non-regulatory option as it provides information and standards that can be 
referenced but still allows flexibility to allow operators to provide best outcomes. 

61. How can emergency egress be accommodated through the use of the existing provisions of 

access paths? 

The BAN wishes to raise our concerns with this question as it appears to assume that emergency egress has 
not been considered in existing access paths. Furthermore, on page 99 of the RIS the following statement is 
made: 

In addition, the provision of safe egress is not well understood by operators, 
designers and people with disability. 

The BAN seeks to understand what supports this statement in the RIS as a major part of providing public 
transport is the safe movement of the passengers and this includes emergency egress. See response to 
Question 64 where emergency egress from buses and coaches is dealt with in detail via the BIC Bus Fire 
Evacuation Protocols. 

These protocols are not limited to the physical bus or coach. The protocols consider the safe deployment of 
all passengers away from the buses or coaches. 

In relation to bus stops at which operators have control, the design, layout and location of these stops are 
subject to local traffic committees that are overseen by local councils and typically include input from local 
emergency response representatives. Therefore, emergency egress and importantly egress in relation to 
bus movements and accidents, is considered as part of this process. 

62. How do you currently accommodate and design for emergency situations at public 

transport sites (trams and bus stops), for example signage with emergency egress 

options? 

In relation to bus stops at which operators have control, the design, layout and location of these stops are 
subject to local traffic committees that are overseen by local councils and typically include input from local 
emergency response representatives. Therefore, emergency egress and importantly egress in relation to 
bus movements and accidents, is considered as part of this process. 

63. What are your policies and procedures in place for emergency situations? 

Operators are required to have detailed emergency policy and procedures, as such the BIC provides the 
following guides and protocol for operators to consider when developing their specific policies: 

• BIC Incident Management Guide 

http://bic.asn.au/_literature_99011/Incident_Management_Guide 

• BIC Pocket Incident Management Guide 

http://bic.asn.au/_literature_99011/Incident_Management_Guide
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http://bic.asn.au/LiteratureRetrieve.aspx?ID=113420 

• The BIC also has a dedicated web page for its Bus Fire Evacuation Protocol, this includes step by 
step guides, training materials and for the safe evacuation of passengers including incidents at bus 
stops. There are specific guides for High Floor Bus or Coaches, Low Floor City Buses, School Buses 
and Special Needs School Buses. 

http://bic.asn.au/bus-fire-evac 

64. How do you manage emergency evacuation incidents at your public transport 

infrastructure sites? 

Operators use company specific processes, but these are based on the following. 

• as part of the state-based contract requirements and regulations, bus operators are required to 
meet specific accreditation schemes such as the NSW based bus operator accreditation scheme 
which includes an online training course at the University of Sydney. 
(https://www.sydney.edu.au/business/our-research/institute-of-transport-and-logistics-
studies/courses/bus-and-coach-operator-accreditation-scheme.html).  

• Part of this accreditation process is that operators must have Safety Management Systems (SMS) in 
place and Appendix E provides the RMS SMS guide for Bus and Coach Operators.   

a) What lessons can be learnt from these experiences? 

The BAN cannot provide details for such a specific question. 

65. What are the complexities and additional costs in being able to provide emergency egress 

at public transport sites which are not covered by the Premises Standards? 

The BAN cannot provide details for such a specific question and given the wide range of locations and 
whether such sites do or do not need changes to emergency egress requirements, we fail to see the 
relevance of costs that we can provide. But it needs to be noted that part of any SMS is to undertake 
regular reviews of site safety and this would include emergency egress. 

Questions for access industry professionals 

66. Which option do you prefer: regulatory, non-regulatory or status quo? 

See response to question 61. 

67. How can emergency egress be accommodated through the use of the existing provisions of 

access paths? 

See response to question 61. 

  

http://bic.asn.au/LiteratureRetrieve.aspx?ID=113420
http://bic.asn.au/bus-fire-evac
https://www.sydney.edu.au/business/our-research/institute-of-transport-and-logistics-studies/courses/bus-and-coach-operator-accreditation-scheme.html
https://www.sydney.edu.au/business/our-research/institute-of-transport-and-logistics-studies/courses/bus-and-coach-operator-accreditation-scheme.html
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68. What considerations are important to achieve successful emergency egress for people 

with disability at public transport infrastructure such as bus stops and tram stops? 

The BAN sees that there are specific considerations that apply to successful emergency egress for people 
with disabilities which include at least two accessible egress routes, and that paths of travel must consider 
people with mobility aids and vision impaired persons using a white cane or accompanied by an assistance 
animal. 

69. Are there best practice examples in achieving successful emergency egress for people with 

disability? Can you give examples? 

To source best practices, the BAN would refer to other associations such as: 

https://www.and.org.au/pages/evacuation-procedures.html 

70. What are the known gaps in achieving successful emergency egress for people with 

disability? 

Public transport infrastructure such as bus stops and bus interchanges are generally owned and managed 
by local council or the relevant state transport agency.  As such, bus operators have little control over 
emergency egress from public transport infrastructure.  The BAN would support a program for state 
transport agencies, in consultation with local council and bus operators, to upgrade public transport 
infrastructure including bus stops, to improve emergency egress for customers with a disability. 

71. What are foreseeable barriers or difficulties in trying to adopt egress requirements for 

people with disability at public transport infrastructure sites? 

The BAN sees that if the proposed guidelines in the RIS are able to be followed, then barriers and 
difficulties should be able to be addressed, as these general processes are already existing in local traffic 
committees that assess bus stops: 
 

• Passengers should have at least two accessible egress routes that 
lead away from bus stops, bus interchanges, tram stops and other 
public transport facilities located within a road reserve. This is 
common sense and  

• Consultation with local councils should be conducted, particularly 
where public transport infrastructure interfaces with council land. 

• Co-design processes should be conducted to ensure that the needs 
of people with disability who may experience emergency situations 
have been considered. 

• Emergency services such as fire and police should have 
management procedures in place to address emergency egress as 
transport operators or service providers do not take the lead in 
passenger evacuation during life threatening emergencies.  

https://www.and.org.au/pages/evacuation-procedures.html
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Chapter 15 Fit for Purpose Accessways 

Questions for providers and operators of public transport 

72. Which option do you prefer: regulatory, non-regulatory or status quo? 

The BAN would support the non-regulatory option as it provides information and standards that can be 
referenced but still allows flexibility to allow operators to provide best outcomes. 

a) For the ‘access paths to be the principle pedestrian path of travel’ regulatory options, 
do you prefer: option 1, option 2 or option 3?  

Public transport infrastructure such as bus stops and bus interchanges are generally owned and managed 
by local council or the relevant state transport agency.  As such, bus operators have little control over 
access (whether this be stairs or ramps) to and from premises and infrastructure.  The BAN would support a 
program for state transport agencies, in consultation with local council and bus operators, to upgrade 
public transport infrastructure including bus stops, to improve accessways for customers with a disability. 

b) For the ‘access paths to be kept clear at all times’ regulatory options do you prefer: 
option 1, option 2 or option 3? 

Noting that this issue is primarily the responsibility of local councils and state transport agencies, the BAN 
supports the principle that access paths are to be kept clear at all times. 

73. Where stairs and ramps are co-located, what have been the observed customer behaviour 

or feedback that has been received about their functionality? 

Refer to Question 72a). 

74. How are accessways at public transport sites designed in to ensure direct / straight 

navigation that is safe and provides timely egress of passengers at all times (‘fit for 

purpose’)? 

Refer to Question 72a). 

a) At what point do you decide to provide both stairs and ramps when designing 
transport infrastructure? 

Refer to Question 72a). 

75. How would you improve accessways at public transport sites so that they are ‘fit for 

purpose’? 

Refer to Question 72a). 

b) What upfront costs would you incur? 

Refer to Question 72a). 
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Chapter 16 Wayfinding 

Questions for providers and operators of public transport 

76. Which option do you prefer: regulatory, non-regulatory or status quo? 

Facilities such as major terminuses and transport hubs are constructed by the respective state transport 
jurisdictions and hence the BAN can only provide limited responses to these series of questions. However, 
as a general principal, the BAN would support the non-regulatory option as it provides information and 
standards that can be referenced but still allows flexibility to allow operators to provide best outcomes. 

In addition, the BAN has been involved in the Working Groups where wayfinding has been addressed for 
the types of infrastructure that BAN members have control over, such as Bus boarding points, Clear opening 
and luminance contrast of doorways, Poles, objects and luminance contrast and Continuous Accessibility. 
For these areas, the BAN supports the use of wayfinding techniques to improve access for all passengers. 

77. How successful is the Transport Standards in providing enough information to designers 

and planners to assist in providing good wayfinding? 

The BAN would support the inclusion of additional information on wayfinding into the Transport Standards. 

a) How can the Transport Standards be improved? 

In general terms, the Transport Standards need to reflect up to date industry standards.  

78. What do you see are the features of good wayfinding approaches to public transport sites? 

The BAN supports the general wayfinding principals outlined in the RIS, given that other bus and coach 
operational safety factors are taken into account. For example, and as discussed in response to the next 
chapter: 

due to trip slip and fall issues on moving conveyances, buses do not used 
tactile flooring on stairs or steps. In place of tactile solutions, buses use a 
combination of: 

a. Steps with contrasting strips on tread-nosing (these sit 
above floor level) 

b. Corresponding grab handles and/or stanchions. 

Under the state bused operational contracts, operators are required to meet set Wayfinding Signage 
standards for all street furniture.  

a) What feedback have you had from people with disability regarding your current 
wayfinding provisions? 

Public transport infrastructure such as bus stops and bus interchanges are generally owned and managed 
by local council or the relevant state transport agency.  These agencies may be in a better position to 
respond to this question. 
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79. What are the impacts of working with people with disability to develop wayfinding 

approaches? 

The BAN sees that working and/or seeking input and feedback from people with disability on a range of 
issues including wayfinding is a positive step, however all safety factors need to be considered, especially 
the safe operation of buses and coaches. 

80. What are the issues public transport operators and providers face when trying to 

implement good wayfinding strategies? 

See response to 82 c) but note that the issue described in response to this question does not exclude good 
wayfinding strategies, rather that all operational safety factors need to be considered. 

81. If the following proposed new requirements are adopted in the Transport Standards, what 

do you see are the upfront and ongoing costs compared with meeting existing 

requirements? 

a) Braille and tactile requirements as prescribed in in the National Construction Code and 
Premises Standards 

The BAN supports the adoption of existing national standards wherever practicable. 

b) Specified provisions of Australian Standard AS 1428.4.2 concerning building and room 
identification 

The BAN supports the adoption of existing national standards wherever practicable. 

c) Wider use of minimum 30 % luminance contrast requirements as currently required 
under Transport Standards Section 2.5 Poles and obstacles. 

The BAN considers that the 30% luminance contrast for poles and obstacles as a positive step, however any 
standard that sets luminance contrasts needs to consider any adverse effects on vision for bus drivers. For 
example, an obstacle at a bus stop may have a high luminance contrast as per any such standard, but the 
same high luminance contrast may inhibit the vision of a driver as they enter the stop at night or may 
inhibit the driver’s vision of passengers in and around any such stop. 

Therefore, the BAN wishes to raise the general principal that any changes or additions to the Transport 
Standards, needs to consider any potential adverse safety effects for bus and coach operations. The BAN 
sees that the Working Group processes being used in this review process is a valid avenue for any such 
safety effects to be identified and hopefully be fully considered as safety for all passengers and service 
providers is key. 
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Chapter 17 Tactile Ground Surface Indicators 

Questions for providers and operators of public transport 

82. Which option do you prefer: regulatory, non-regulatory or status quo? 

The BAN supports status quo.  

However it needs to be noted that due to trip, slip and fall issues on moving conveyances, buses do not use 
tactile flooring on stairs or steps. In place of tactile solutions, buses use a combination of: 

a) steps with contrasting strips on tread-nosing (these sit above floor level) 

b) corresponding grab handles and/or stanchions. 

83. What policies or guidelines are in place for the installation of directional TGSIs in and 

around public transport sites? 

Not applicable as Tactile Ground Surface Indicators are not used on conveyances. However, where 
operators are involved in infrastructure development, there are numerous state-based policies and 
guidelines available that describe in detail what is required for the installation of directional TGSIs, for 
example: 

• Public Transport Infrastructure Manual (PTIM) 2015, Department of Transport and Main Roads – 
TransLink Division  

https://www.publications.qld.gov.au/dataset/495a8be2-9658-4965-90c8-
de0506b0c886/resource/57968dcd-ffff-45d2-beba-2e122523ec44/download/ptim_full-nov2020.pdf 

84. How do you apply the requirements for directional tactiles? 

Where applicable, the BAN would follow above mentioned state-based guidelines and as well as the 
applicable Australian Standards. 

a) What are the barriers in applying the requirements? 

As such facilities are part of major terminuses and transport hubs, the construction or re-working of such 
facilities is the undertaken by the respective state transport jurisdictions. 

85. What data do you collect relating to complaints, the incidents of slips, trips and falls and 

the extent to which they are attributed to the lack of or placement of TGSIs? 

Most state bus contract systems require bus operators to record and report on customer complaints.  Some 
of these may relate to slips, trips and falls in the bus or getting in and out of the bus.  In addition, some 
state bus accreditation schemes require bus operators to record and report on bus-related incidents 
including slips, trips and falls. 

The relevant state transport agencies may be able to provide consolidated data on these issues.  However, 
such data is likely to be restricted to slips, trips and falls occurring either on the bus or getting on or off the 
bus, rather than slips, trips and falls occurring in public transport precincts or interchanges.  
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86. What feedback have you received from people with disability regarding the use of TGSI's 
on the transport network? 

The BAN is not aware of any specific capture system (or survey) that provides such information on 
placement of TGSIs. It is possible that data may be captured as part of a customer complaints system 
processes under the state government-based contracts and such information may be available from the 
respective jurisdictions. 

87. If AS1428.4.1:2009, Standards Australia’s most recent requirements for TGSIs are adopted, 

what are the upfront and ongoing costs associated with meeting these new requirements, 

especially in relation to the application of directional TGSIs? 

AS1428.4.1:2009 was published on the 27 November 2009, therefore even though the DDA had not been 
updated, infrastructure provided post the published date of AS1428.4.1:2009 should have been compliant 
to the new standards. Therefore, the BAN would assume that all newer types of infrastructure would 
comply with AS1428.4.1:2009. The BAN would not support the retrospective application of 
AS1428.4.1:2009 to other infrastructure. 

Question 105 raises the issue of how will the DDA be configured in the future to ensure that the references 
contained within the DDA remain current. 

88. What other wayfinding tools and cues do you currently implement for people with vision 

impairment? 

DDA complaint buses utilise features such as high contrast grab handles, stanchions and step edges. 
Furthermore, the general bus specification includes the use of a stanchion or grab handle be located at any 
step or change of direction of the aisle in the bus (for example at the entrance of the bus). 

Questions for access industry professionals 

89. Which option do you prefer: regulatory, non-regulatory or status quo? 

Not applicable to the BAN, but the BAN would support the non-regulatory option as it provides information 
and standards that can be referenced but still allows flexibility to allow operators to provide best outcomes. 

90. How will meeting the requirements of AS1428.4.1:2009 affect the disability community? 

Refer to response to question 105. 

91. What are the barriers in trying to adopt requirements for tactiles, including directional 

tactiles in transport precincts? 

As such facilities are part of major terminuses and transport hubs, the construction or re-working of such 
facilities is the undertaken by the respective state transport jurisdictions. 
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Chapter 18 Passenger Loading Areas 

Questions for providers and operators of public transport 

92. Which option do you prefer: regulatory, non-regulatory or status quo? 

This Chapter is not applicable to the BAN as buses and coaches do not use Taxi stands or private car 
pickup and drop of points. 

a) For the regulatory option, which sub-option do you prefer: sub-option 1, sub-option 2 
or sub- option 3? 

93. What considerations do you currently make when designing passenger loading facilities? 

b) What feedback have you received regarding the use of passenger loading facilities? 

94. If passenger loading can only be provided on one side of a public transport premises or 

infrastructure, what is the impact on passengers? 

95. In the circumstances where passenger loading can only be provided on one side, what are 

the reasons why? 

96. Bearing in mind the various national, state and local government guidelines on the layout 

of taxi ranks and passenger loading zones, what is the optimum layout of a taxi rank or 

passenger loading zone? 

97. How successful are AS2890.6-2009 and AS2890.5-2020 in providing good templates for 

the design of accessible taxi ranks and passenger loading bays? 

a) How can this be improved? 

98. What costs would you see associated with ensuring that the Transport Standards requires 

all taxi ranks and passenger loading zones at public transport premises and infrastructure 

to be accessible? 

  



Reform of the Disability Standards for Accessible Public Transport 
Consultation Regulation Impact Statement 

 

Bus Industry Confederation 

 

 

Chapter 19 Provision of information in multiple forms 

Questions for providers and operators of public transport 

99. Which option do you prefer: regulatory, non-regulatory or status quo? 

The BAN would support the non-regulatory option as it provides information and standards that can be 
referenced but still allows flexibility to allow operators to provide best outcomes. 

100. What alternative formats of information, other than online formats, do you utilise? 

Information other than online formats include printed timetables, information signage, bus stop signage 
and in some instances off and on bus next stop and next service information. For example, the Transdev 
Bus Passenger Relations Plan, which is included at Appendix D, details the distribution of information via: 

• Distribution of timetables at a variety of outlets, including website, 
through drivers, depot, community facilities, Councils, real estate 
agents, general stores, etc; 

• Bus stop information (have timetable information at all major bus 
stops); 

• Regional maps printed and on website. 

• Transdev NSW Customer Experience Team’s contact channels for 
timetable distribution. 

101. What information do you currently produce in alternative formats that is readily available for a 
customer on request for content that is available only through digital means? 

All route, and the vast majority of school and replacement bus operations are in one form or another 
contracted by the respective state governments and under these arrangements the respective jurisdictions 
are moving towards centralised web-based information systems as opposed to operators providing 
company-based web pages.  

However, the issue of availability of alternative format information has been reviewed by the Working 
Group in which the BIC participates and the following wording is supported by the BAN: 

27.2 Formats for providing information 

(1) Operators and providers should expect requests for information in 
formats such as standard or large print, Braille, audio, touch-tone 
telephone, TTY and on-line computer or disks. 

(2) Passengers should anticipate that certain formats may only be available 
from certain outlets. For example, while bus drivers may provide oral 
information on timetables and bus routes, they should not be expected to 
have alternative format timetables on hand. 

(3) If it is not possible for operators or providers to supply information in a 
particular format, passengers may expect assistance to be provided to 
enable them to use documentation in the available formats, for example, 
the provision of a photocopy enlargement of a timetable. 

102. What type of requests do you receive from people with disability for alternative formats of 
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information that is provided online that are not readily available? 

The BAN is not in a position to answer such a specific question, however as part of an operator’s contract 
and accreditation they must deal with all customer feedback regarding accessibility, and such issues have to 
be addressed within a set time, typically within two days. 

a) How do you meet these requests? 

Operators are required to respond to requests related to disabled access as part of their respective 
contract and or accreditation requirements, and typically operators are required to record and investigate 
all feedback relating to accessibility issues, with responses to be made within two business days. The 
strategy to address these types of issues typically includes: 

• the bus type to be used to operate each trip is displayed on the bus dispatch system to ensure that 
the correct vehicle is allocated 

• manage requests for accessible vehicles and trip planning assistance 

• contact details for trip planning and customer assistance will be promoted across information 
channels wherever possible. 

b) What are the barriers you face in being able to meet these requests? 

As the respective jurisdictions are moving towards centralised web-based information systems as opposed 
to operators providing company based web pages, operators have to work within these systems when 
addressing such requests. 

103. What are the costs associated with providing information in alternative formats when only 
provided in online content? 

As this is such a broad question, the BAN sees that specific costs cannot be provided. 

a) How do you receive complaints from customers with a disability relating to the 
provision of information? 

Customer complaints are typically captured on-line or by phone call via the respective centralised web-
based information systems and any such complaint is referred to the respective operator. For example, in 
NSW all customer complaints concerning bus operators are made by phone or email via Transport for 
NSW’s complaint line: 131 500.  This includes complaints from customers with a disability.  The 131 500 has 
special facilities for NESB customers and customers with accessibility requirements or who are constrained 
by technology. 

b) How can communication methods with people with disability be improved? 

The BAN would hope that this RIS process would identify a range of issues and methods that could be used 
to improve communications for all passengers. However as identified as part of the Working Group reviews, 
the BAN agrees that: 

Passengers who have accessibility needs or who require particular 
information should be able to communicate with staff or exchange 
information with the transport operator or provider prior to boarding, in 
transit and after alighting.  Passengers may need to change destination or 
raise a service-related matter while in transit and so a means of 
communicating the change must be available.  Operators may also need to 
inform passengers who have a disability of service-related matters.  This 
requires information exchange in real time. 
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Such real time communication may be achieved in multiple ways.  For example, face-to-face with platform 
staff, guards or bus drivers, via platform or conveyance intercoms, QR codes to online timetables and other 
online information, help or assistance call-buttons, call centres or recorded information among many other 
options. 

References to Australian Standards Amendments 

104. Do you support the changes to the references to Australian Standards? 

As a general principal, the BAN supports the notion that the DDA uses up to date information for all 
references, but the BAN wishes to raise the question as to how these references will be updated over time. 
Australian Standards are updated on a regular or semi-regular basis, and whenever specific clauses are 
referenced in regulation, there is the issue that the regulation can be out of date as the corresponding as 
has been updated and or altered. 

How will such references in the DDA be kept up to date in the future?  

105. If not, which changes do you not support and why? 

N/A 

106. Do you find domed buttons at the end of a staircase to be helpful as a warning indicator? 

The BAN sees that domed buttons at the end of staircases are of benefit and has already supported their 
inclusion in the Stairs on Buses Working Group Papers. 

107. Would it be helpful if section 21.2 (Controls – passenger-operated devices for opening 

and closing doors) and section 21.3 (Controls – location of passenger operated controls for 

opening and locking doors) in the Transport Standards are consolidated as a single 

provision? 

As the two Australian Standards referenced refer to requirements for buildings and facilities, this question 
would be better addressed by local governments and state transport agencies.  
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