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PART 1

Serco – An Introduction

Serco (Adelaide Buses) is a contract operated by Serco Asia Pacific, subsidiary company of Serco Group plc, a British based facilities management organisation providing support services across a wide range of applications in over 37 countries.

Serco has been contracted by the South Australian Passenger Transport Board since January 1996, to provide regular bus public transport services to the inner and outer north communities of Adelaide.

Serco operates approximately 1,800 trips each weekday, carrying approximately 9.4million passengers each year. 

Serco is committed to improving the quality of public transport services to the community in the north and as part of that, recognises the need to develop an Action Plan in order to meet the requirements as laid out in the Disability Discrimination Act 1992.  The Action Plan will assist Serco in achieving the principle underlying the DDA – that people with a disability have the same fundamental rights as the rest of the community, therefore identifying areas of potential discrimination in the provision of public transport services, while helping to eliminate hindrances or practices in order to achieve this principle.

With the assistance of continuing community consultation, Serco is committed to increasing its understanding of the needs of People with Disabilities and with this increased understanding to further develop the Action Plan and the strategies and objectives laid out within the document to best suit the needs of the consumer.

Disability Discrimination Act (1992) – An Overview

The Disability Discrimination Act 1992 makes it unlawful to discriminate against people on the basis that they have, or may have, a disability.   The Act provides a method by which People with Disabilities can take action against service providers who discriminate in the provision of their services.

The Commonwealth Disability Discrimination Act 1992 (DDA) defines “Disability” in relation to a person as:

a) total or partial loss of the person’s bodily or mental functions or,

b) total or partial loss of a part of the body or,

c) the presence in the body of organisms causing disease or illness or,

d) the presence in the body of organisms capable of causing disease or illness or,

e) the malfunction, malformation or disfigurement of part of the persons body or,

f) a disorder or malfunction that results in the person learning differently from a person without the disorder or malfunction or,

g) a disorder or illness or disease that affects a person’s thought processes, perception or reality, emotions or judgement or that results in disturbed behaviour.

and includes a disability that:

h) presently exists or,

i) previously existed but no longer exists or,

j) may exist in the future or,

is imputed to a person.

Definitions

Fully Accessible Vehicle:

A public transport bus that has the following facilities providing public transport for People with Disabilities including; allocated space for one or two wheelchairs  or gophers, low floor technology, a ramp for wheelchair/gopher access and clear yellow rails, stanchions and floor markings to assist vision impaired passengers.

DDA

The Commonwealth Disability Discrimination Act 1992

Disability

The Commonwealth Disability Discrimination Act 1992 defines “Disability” in relation to a person as outlined on page 2 of this Action Plan.

PTB

The Passenger Transport Board (PTB) was established by the Passenger Transport Act 1994 to regulate all land based passenger transport services throughout South Australia.  Under the Act, all regular passenger services in South Australia are subject to service contracts with the PTB.

Transport SA

Transport SA is the State Government department that owns/leases buses to operators of public transport services who are under contract to the Passenger Transport Board (PTB).

Provision of this Action Plan

In accordance with Section 61 of the DDA, the Action Plan of a service provider must include provisions relating to:

a) the devising of policies and programs to achieve the objects of this Act; and

b) the communication of these policies and programs to persons within the service providers organisation; and

c) the review of practices within the organisation with a view to the identification of any discriminatory practices; and

d) the setting of goals and targets, where these may reasonably be determined against which the success of the plan, in achieving the objects of the Act, may be assessed; and

e) the means, other than those referred to in paragraph (d), of evaluating the policies and programs referred to in paragraph (a); and

f) the appointment of persons within the organisation to implement the provisions referred to in paragraphs (a) to (e) (inclusive).

Serco’s Disability Action Plan aims to meet these provisions therefore meeting the needs of the community by identifying the information and services required by People with Disabilities and other special groups.  The Action Plan will also assist the organisation to identify its legal obligations under the DDA (1994).  In addition to this, the Action Plan will assist Serco to:

· Satisfy Serco’s contractual obligations with the PTB as the Contracts between the PTB and Serco for the provision of Regular Passenger Services, require service providers to complete an Action Plan.

· Attract a wider range of passenger types and therefore provide opportunities for increased patronage on the Serco services. 

· Address the auditing of procedures, facilities and services in order that shortfalls can be identified and rectified, thus minimising discrimination claims.

· Identify cost and PTB funding issues.

· Consider resources that are available.

· Identify shortfalls in infrastructure that are the responsibility of Serco, such as private roads, facilities and buildings.

· Address the development of corrective actions to achieve outcomes identified in the Action Plan.

· Acknowledge legal obligations under Occupational Health, Safety and Welfare Act.

Customer Profiles

In South Australia, 20.6% of the population suffer from some form of disability of which 15.8% are mobility related.  This is the highest level of mobility incapacity per head of population in Australia (national mobility figure is 13.2%).

Serco recognises that there is a wide range of customers that benefit from accessible public transport.  These customers can include but are not limited to:

1. Passengers in wheelchairs or gophers

2. Passengers unable to climb steps due to mobility impairments

3. Passengers with injuries such a broken legs

4. Ambulant Passengers with intellectual disabilities

5. Elderly or frail passengers

6. Pregnant women or women with small children in pushers

7. Vision impaired passengers

8. Passengers in need but not disability related ie; with shopping trolleys or items that may be difficult to carry or manage.

Progress to Date

The Serco Adelaide Bus fleet currently consist of the following bus types leased to from the State Government through Transport SA. 

Bus Type
Quantity
Fully Accessible Type

MAN11-190HOCL Midi
16
Yes

MAN NL202 Rigid
68
Yes

Scania Dennis Dart
2
Yes

VOLVO B59 Rigid
30
No

MAN SL200FR Rigid
30
No

MAN SG280H Artic
20
No

Under the terms of the contract for the provision of regular transport services with the Passenger Transport Board, it is required that 10% (minimum) of the Serco fleet operate as accessible buses.  Currently, the fully accessible buses in the Serco fleet represent approximately 48% of the total fleet.

The Fully Accessible Buses in the Serco fleet have the following facilities to improve accessibility for our customers:-

1. One or two wheelchair or gopher locations as may be required.

2. Canary yellow stanchions, handrails and floor guidance markings to assist  vision impaired passengers.

3. Kneeling capabilities to allow the driver to lower the floor to almost kerb level for ease of access.

4. Low floor technology combined with kneeling capabilities provide a step height as little as 100mm depending on kerb height.

5. Priority or designated seating for passengers with specific needs.

6. Extendable electronic ramps, operated by driver on request, providing easy access for passengers with wheelchairs, gophers, pushers or shopping trolleys.

7. Fully air-conditioned, non-slip flooring, PA systems and additional destination signage.

Progress to Date

Since taking delivery of the first few accessible buses early in 1996, Serco has undertaken a number of initiatives to assist with the introduction of accessible transport in Adelaide.

· Fully accessible buses dedicated to routes.

· Fully accessible bus timetables made available through Common Ground which is operated by Disability Resource Information Centre.

· Supply of Fully Accessible buses on demand for weekend travel where possible.

· Management training to assist and enhance disability awareness and obligations under the DDA.

· Communities of Interest group meeting at Elizabeth Depot for stakeholders and interest groups.

· Enlarged timetables posted on request to assist vision impaired passengers.

· Driver awareness training regarding passengers with “Special Needs”

· Accessible timetables for passengers on request.

Consultation Process

Serco is committed to improving the quality of public transport for the northern communities.  This commitment requires that Serco Adelaide Buses meets the needs of all customers.  Consequently, Serco welcomes feedback on how it can improve its services.  In developing this Action Plan Serco has undertaken consultation with a variety of community/support groups representing disabled people and consultation with staff within its own organisation.  The intention of this consultative process was to:-

· Identify the barriers experienced or which may be experienced by People with Disabilities trying to use public transport in the north.

Consultation Process

· Identify strategies to overcome these barriers.

· Develop a network of People with Disabilities, their families and carers who could be involved in:

· The review and evaluation of our Action Plan

· Further consultation with the view to making our services better for People with Disabilities.

In July 1996 the consultative group, Communities of Interest was formed meeting monthly at the Elizabeth Bus Depot.  This Communities of Interest group has representatives from Playford Council, Salisbury City Council, Northern Districts Community Access Services, GreyPower, Lyell McEwin Hospital, Passenger Transport Board, Serco, Options and Elizabeth Special School.

This Action Plan makes provision for the re-instatement of the “Communities of Interest” Group to assist Serco to meet the objectives laid out in Part 2 of this plan.

PART 2

Objectives

Serco’s objective in implementing the Disability Action Plan is to:

· Develop a policy and procedures to ensure compliance with the DDA (1992) in the delivery of passenger transport services.

· Identify any discrimination practices and rectify them by appropriate changes to procedures.

· Meet Serco’s contractual obligations with the PTB.

· Demonstrate to the community, Serco’s commitment to meeting the requirements set down in the DDA (1992).

· Develop a workplace for employees that is free from discrimination and is accessible to everyone.

· Develop a disability awareness programme for all staff to ensure that all Serco employees understand the principles of DDA compliance.

· Improve accessibility to information regarding Serco bus services and facilities for people with a disability.

· Ensure ongoing community consultation with appropriate representatives of  disability support groups.  Consider the needs of disabled people in the development of new services and the implementation of accessible buses in service.

· Be seen as a responsible company committed to the principles of Access and Equity.

Strategies

1. Review all Serco Policies and Procedures to ensure compliance with DDA Requirements.

In order for Serco to develop an environment that is free of any type of discrimination, it is necessary that all current Policies and Procedures are reviewed.  This review will include all work practices and documentation and will also ensure that disability awareness is an integral part of the company culture.

In addition to this, it will be necessary for all staff to be assessed regarding their understanding and knowledge in regard to disability awareness and are given appropriate training, if required. 

2. To Increase Accessibility to Serco Services for People with Disabilities.

Currently, over 48% of the total Serco bus fleet consists of fully accessible vehicles which have features assisting access of public transport for Passenger with Disabilities.  With the ongoing delivery of fully accessible vehicles as part South Australia’s commitment to access, Serco’s bus services will continue to increase the level of accessibility for passengers with special need.  Serco will also continue to work closely with local government to eliminate infrastructure restrictions that prevent access to our services.

3. To improve Access to Serco Customer Information for People with Disabilities.

Serco recognises that there is scope to improve and widen the method by which information regarding services is made available to People with Disabilities.  This includes information availability and problems experienced by passengers with vision impairment reading timetable/service information.

Strategies
4. To monitor and assess Serco’s effectiveness in providing Accessible Services through its Legal and Contractual Obligations.

The South Australian Government’s continuing commitment to access in public transport is assured by the ongoing delivery of Fully Accessible Vehicles.  

Serco recognises that there is a need to monitor and manage the introduction of these vehicles, which includes developing procedures and policies regarding the integration of these buses into service to offer the most effective coverage and utilisation.  Serco will also highlight any access issues and any indicators in relation to contractual or legal obligations, in its Action Plan. 

5. To increase Accessibility for People with Disabilities to Serco Depots, Buildings, Work Areas and Infrastructure.

Whilst accessibility to Serco’s Depots, buildings, work areas and infrastructure is not a major issue, there is still a need to identify those areas where customers and staff may experience access difficulties.  A review of the existing infrastructure will assist in identifying the areas which require attention and what tasks need to be undertaken to resolve the access problems.  For leased premises,  such as the Elizabeth Bus Depot, the identification and rectification process will be completed in conjunction with the PTB and Transport SA.

6. To reinforce Serco’s alliance with Community Groups, Customers, PTB, Transport SA and all other Stakeholders to improve the quality of services provided for People with Disabilities.

Community consultation has been ongoing since the commencement of Serco’s Contract for Services with the PTB.  However, to enhance the quality of services provided for People with Disabilities, there is a need for improved and ongoing communication between Serco and all other interested parties.  A review will be undertaken of existing communication strategies and the methods of evaluating communication, to identify where improvements can be made.

Actions

Strategy 1.

To review all Serco Adelaide Buses Policies and Procedures to ensure compliance with DDA Requirements.


Actions
Responsibility
Date to be completed by

1.
Make provision when developing a Business Plan for Serco Adelaide Buses to incorporate the Disability Action Plan.


Contract Manager
February 2000

2.
Develop a Disability Awareness Policy that identifies the responsibilities of Managers, Supervisory Staff and Employees under the DDA and set a date for review of the policy.


Contract Manager
February 2000

3.
Review and amend job descriptions to include DDA responsibilities and ensure only inherent requirements of the job are included.


Quality Manager
January 2000

4.
Develop a summary of the relevant DDA Transport Standards and the DDA requirements for Managers and Supervisory Staff.


Quality Manager
February 2000

5.
Develop grievance procedures for staff to bring forward issues of possible discrimination within Serco.


Contract Manager
March 2000

6.
Review all Policies and Procedures to ascertain whether any are discriminatory to employees or customers and amend as appropriate.


Quality Manager
February 2000

7.
Review employment practices to ensure there is no discrimination against people with disabilities.
Contract Manager
February 2000

Actions

Strategy 2.

To Increase Accessibility to Serco services for People with Disabilities.


Actions
Responsibility
Date to be completed by

1.
Develop a procedure where there are regular reviews of the dispatch of fully accessible vehicles into service and adjust where possible according to requirements of the disabled community.


Operations Managers
January 2000 

2.
Review all Duty Rosters to determine loading and vehicle dispatch requirements relevant to each Duty Roster and provide a report recommending where adjustments can be made to improve accessibility or to develop fully accessible only routes.


Operations Managers
February 2000

3.
Develop a procedure for dealing with defective ramps on Accessible Buses.


Maintenance Manager
Completed 

WQP010

4.
Liaise with manufacturers, PTB and Transport SA regarding design improvements, adjustments of existing accessible vehicles while investigating new technology and designs to enhance accessibility.


Maintenance Manager
Ongoing

Actions

Strategy 3.

To improve access to all Serco Customer Information for People with Disabilities.


Actions
Responsibility
Date to be completed by

1
Develop public timetable information to provide service times for passengers requiring buses with wheelchair ramps.


Customer Service Manager
Completed

2.
Investigate and record existing and potential customer groups.  Develop and implement a marketing plan to focus on the potential customer groups.


Customer Service Manager
February 2000

3.
Investigate new technology in relation to customer information provided for people with disabilities and adopt as appropriate. 


Customer Service Manager
Ongoing

4.
Review existing customer information and support services and make recommendations to assist in meeting DDA requirements.


Customer Service Manager
January 2000

5.
Identify and record other opportunities to enhance Serco’ s existing customer information services to meet DDA requirements.


Customer Service Manager
February 1999

6.
Participate in special functions or events, school visits or any event relevant to the disabled community.


Customer Service Manager
Ongoing

7.
Re-instate Communities of Interest group including where possible any new customer groups to provide appropriate feedback regarding customer information currently provided.
Customer Service Manager
March 2000

Actions

Strategy 4.

To monitor and assess Serco’s effectiveness in providing Accessible Services through its Legal and Contractual Obligations.


Actions
Responsibility
Date to be completed by

1.
Communicate and promote the existence of the Serco Action Plan to staff and customers.


Customer Service Manager
Ongoing

2.
Develop a policy that ensures that prior to the introduction of any new vehicles in to service, the vehicle design includes the minimum requirements as laid out in the Disability Guidelines for Accessible Transport.


Contract Manager
February 2000

3.
Determine and then conduct a suitable survey that will determine existing staff disability awareness, attitudes and perceptions toward people with disabilities and utilise results for future training programs.


Manager, Traineeship Program
Completed

4.
Assess the training currently provided with regard to disability awareness, determine whether additional or new training is required and ensure inclusion of people with disabilities as paid trainers.


Manager, Traineeship Program
February 2000

5.
Monitor and report on progress, outcomes and milestones achieved.
Manager, Traineeship Program
Ongoing

Actions

Strategy 5.

To increase Accessibility for People with Disabilities to Serco Depots, Buildings, Work Areas and Infrastructure.


Actions
Responsibility
Date to be completed by

1
Audit all Serco infrastructure with respect to Disability Standards (Australian Standards AS1428.2) and provide a report of changes required to Transport SA or Serco Contract Manager as applicable.


Maintenance Manager
March 2000

2.
Liase with local government and Communities of Interest Group in contract areas and determine infrastructure restrictions to access of Serco services.
Operations Managers
February 2000

Actions

Strategy 6.

To reinforce Serco’s Alliance with Community Groups, Customers, the PTB, Transport SA and all other Stakeholders to improve the quality of services provided for People with Disabilities.


Actions
Responsibility
Date to be completed by

1
Prepare a comprehensive list of disability groups, community interest groups and organisations that would be advantaged with a closer working relationship with Serco. 


Customer Service Manager
February 2000

2.
Develop a program or liaise with relevant support groups designed to provide training for customers with disabilities in the use of public transport.


Customer Service Manager

Operations Managers
March 2000

3.
Represent Serco at appropriate working groups, disability forums, community groups or information sessions relating to Accessible Transport.


Customer Service Manager
Ongoing

4.
Re-instate Communities of Interest group including where possible any new customer groups, to provide appropriate feedback and assist developing solutions to access issues.
Customer Service Manager
February 2000

5.
Develop a procedure or mechanism for dealing with customer complaints regarding disability discrimination.
Customer Service Manager
February 2000

PART 3

Monitoring, Assessment and Review Process

Monitoring and Assessment of Action Plan
Monitoring progress of the daily implementation of the Serco Action Plan will be undertaken by the Senior Management responsible for each department.  At the end of each quarter a report providing information regarding data obtained from auditing systems and any other relevant substantiating data, from each Senior Manager will be completed and given to the Contract Manager for evaluation.

This evaluation will consider the effectiveness of completed actions in meeting the objectives of the action plan.  The Contract Manager will be responsible for providing a quarterly report in a suitable format to all staff regarding to the progress of the Serco Action Plan in meeting its objectives.

Monitor, Assessment and Review Process

Assessment of Strategies

Strategies
Result

1. To review all Serco Adelaide Buses Policies and Procedures to ensure compliance with DDA requirements.


· Action Plan incorporated into Business Plan ensuring ongoing implementation of the plan.

· All policies/procedures affecting customers and/or employees have been reviewed for DDA compliance and amendments made or documented.

· A Disability Awareness Policy has been developed and a date for review set.

· All employee job descriptions have been reviewed and amended to incorporate DDA responsibilities.

· A summary of the Disability Standards to Accessible Public Transport has been prepared and issued to Managers.

· A grievance procedure has been developed and implemented giving staff a method for raising discrimination issues within Serco Adelaide Buses.



2. To increase accessibility to Serco services for passengers with disabilities.


· A procedure has been developed and implemented to review vehicle dispatch to enhance the level of service provided to disabled passengers.

· All Duty Rosters have been reviewed and recommendations documented to improve vehicle dispatch requirements.

· A procedure has been developed to assist with maintaining service levels to customers when a ramp is defective.



3. To improve access to Serco Customer Information for People with Disabilities.


· A Public timetable has been developed and made available indicating where accessible buses are in service.

· All potential customer groups have been investigated and a marketing plan developed to focus on these new customer groups.

Strategies
Result

To improve access to all Serco customer information to People with Disabilities continued..


· Options for new technology and innovations have been investigated and documented and adopted where appropriate.

· Existing customer information methods have been reviewed and other/new opportunities initiated to improve customer information with recommendations documented, to assist in meeting DDA requirements.

· Active involvement is under way by a representative at functions, special events etc relevant to the disabled community.

· Communities of Interest Group re-instated with new customer groups sourced and invited to participate.



4. To monitor and assess Serco’s effectiveness in providing Accessible Services through its legal and contractual obligations.


· All staff aware of and familiar with the Serco Action Plan, its strategies and objectives.

· A Policy has been developed ensuring that any new vehicle into the Serco fleet has the minimum requirements as laid out in the DDA Transport Standards.

· Survey has been conducted and results documented regarding staff awareness on disability issues.  This information then utilised to improve future training methods.

· Existing training methods for disability awareness/issues have been investigated and recommendations documented for improving training.

· A report has been produced documenting progress and achievements.



Strategies
Result

5. To Increase Accessibility for People with Disabilities to Serco Depots, Buildings, Work Areas and Infrastructure.


· All Serco infrastructure has been audited with regard to Australian Standards AS1428.2 and reports including recommendations made to the Contract Manager and/or Transport SA as applicable.

· Ensure steps have been taken to address restrictions.

· Consultation with local government and community interest groups has assisted in determining where there are restrictions in accessing Serco services and these have been documented and referred to appropriate local government so steps can be taken to address these restrictions.



6. To reinforce Serco’s Alliance with Community Groups, Customers, the PTB, Transport SA and all other Stakeholders to improve the quality of services provided for People with Disabilities.


· A full list of disability groups, organisations etc has been prepared, that would be advantaged by a closer working relationship with Serco.

· A program has been developed to provide training or training support for users of accessible vehicles and relevant stakeholders have indicated acceptance of the program.

· Disability forums or working groups have been attended by a Serco representative.

· The re-instated Communities of Interest Group has assisted in providing feedback to assist in developing solutions to access issues and have indicated satisfaction with progressive implementation of this Action Plan.

Monitor, Assessment and Review Process

The Review Process

The Action Plan will be reviewed annually to consider the objectives, strategies and actions that need to be adjusted or amended or removed entirely. Consultation will also determine whether new objectives, strategies and action(s) need to be included and whether existing timeframes still apply or require amendment.

Managerial Responsibilities and Methods of Communication

Managerial Responsibilities

Serco Management assumes responsibility for ensuring that it provides appropriate guidance, resources and support is provided to implement the Action Plan.  The Action Plan is endorsed by the Contract Manager who also has overall responsibility for its implementation.

Senior Managers indicated in the Action Plan will be responsible for the task(s) delegated to them, while working in co-operation with fellow staff to facilitate the implementation of the Action Plan.

The Contract Manager - Responsible for ensuring the development  and implementation of a Disability Awareness Policy, a policy for the introduction of new vehicles into service, and a grievance procedure for staff to raise disability issues.

The Customer Service Manager - Responsible for ensuring the implementation of improved access to customer information for People with Disabilities and the promotion of the Action Plan to staff and customers.

The Quality Manager - Responsible for ensuring the implementation of formal review processes for policies and procedures, job descriptions and for developing a summary of DDA Standards.

The Operations Manager - Responsible for ensuring the implementation of a formal review process for bus dispatch procedures and duty rosters.

Maintenance Manager – Responsible for ensuring the implementation of formal review processes for vehicle design feedback and defective wheelchair ramps.

Manager, Traineeship Program – Responsible for ensuring the implementation of a staff survey to determine disability awareness, for assessing current training methods and for recommendations for improving training and reporting on progress and achievements.

Senior Management will also represent Serco through liaison with the Passenger Transport Board, Transport SA, disability organisations, relevant industries and the Human Rights and Equal Opportunity Commission.

Methods of Communication to all Employees

Copies of the Action Plan will be made available to all Serco Adelaide Buses Managers including those staff not directly delegated responsibility for any of the strategies contained within the Action Plan, but who still have the responsibility for ensuring that a discrimination free work environment exists.

Information regarding the existence of the Action Plan, its meaning, strategies and objectives will be distributed to staff via the Staff Newsletter (Hip Pocket Review), through memorandum and through Serco’s e-mail system.  Interested staff members will also be welcome to contribute where appropriate, to the implementation of the Action Plan.

The above methods for distributing information to staff will also include any amended or new procedures and progress reports about the Action Plan.  Regular updates will be provided as information is received.

Serco’s international staff Magazine “Link”, will also provide information to staff worldwide about the Action Plan and its objectives.

Any additional information that becomes available regarding disability issues will be documented in the Hip Pocket Review .

Methods of Communication to Customers & Interest Groups

Once final approval has been received from the Contract Manager, a copy of the Action Plan will be submitted to the Human Rights and Equal Opportunity Commission, the Passenger Transport Board and the Minister for Transport.

Copies will also be provided to the Disability Information Resource Centre including Common Ground Bulletin Board and other relevant disability groups.
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