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Acknowledgement of Country
We acknowledge the Traditional Custodians of the land on which we operate, the Bunurong and Wurundjeri people,  
and we pay our respects to their Elders past, present and emerging. 

Indigenous Australians were the first people to make journeys on this land, and it’s an honour to be part of this 
continuing history today by operating Melbourne’s trams.
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CEO message  
Julien Dehornoy

Melbourne’s trams are not just an icon of our great city – they play an important 
role in connecting us to the places we want to go and experiences which enrich  
our lives.
Recognising the vital role that our services play 
in the day-to-day lives of so many Melburnians, 
we continue to work with the Department of 
Transport to improve the accessibility of our  
trams and stops. 

In delivering on our previous Plan, we acknowledge 
that there has been a level of uncertainty and 
challenges that people with a disability faced 
because of the COVID-19 Pandemic. As we 
adapt to new ways of working, studying, and 
socialising, our team is committed to growing our 
understanding of new barriers to travel for people 
with disability. 

We are proud to release our new Accessibility 
Action Plan, which builds on the successes of our 
previous Plan, to further improve the passenger 
experience for people with disability. 

Our new Plan is informed by consultation with the 
community, including people with lived experience 
of disability through our Accessibility Reference 
Group. The Plan will continue to build the capacity 
of our employees to deliver accessible services, 
to improve our assets, processes, and systems to 
make them more accessible, and to position us to 
be an employer of choice for people with disability. 

I am personally proud of the partnership we have 
developed with Travelers’ Aid, which has seen us 
collaborate to support passengers’ attendance 
at major events such as the Australian Open 2022 
and the ANZAC Day dawn service and march, as 
well as some of our more complex maintenance 
and upgrade works, to enable our passengers to 
navigate planned disruptions more easily. 

Our Community Partnerships Program provides 
in-kind advertising to not-for-profit organisations 
that align with our ambition to champion diversity 
and inclusion. We are proud to continue our 
commitment to be part of a more sustainable and 
equitable Melbourne in supporting our community. 

We are committed to working with our passengers 
and key stakeholders to provide desirable, diverse, 
and accessible travel options for all. 

This is a whole of organisation commitment. 

Julien Dehornoy 
Chief Executive Officer – Yarra Trams
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Operator of Yarra Trams: 
Keolis Downer
Since 2009, Keolis Downer has been the proud operator  As we grow, adapt, and change to Melbourne’s evolving 
of Yarra Trams; the world’s largest tram network. needs, we can only be proud of our people, who 

consistently deliver quality outcomes and outstanding We have seen the evolution of Melbourne, our passengers, 
solutions during the most intricate upgrades, down to  and their journeys, and understand the pivotal role we 
the day-to-day operations of the network. play in making those journeys accessible and inclusive  

for all. This Accessibility Action Plan forms part of our Yarra Way 
Strategy 2022-24, contributing to our goals of providing Keolis has been a provider of transport for over 135 
great passenger experience and creating meaningful years, facilitating more than three billion trips in 16 
change to our community. countries each year. Our joint venture with Downer  

who designs, builds, and sustains assets, infrastructure,  
and facilities and is a leader when it comes to integrated 
services in Australia and New Zealand for over 100 years, 
has been one of great success. 

Our core values guide our actions and speak to who we are as an organisation.  
In relation to this Accessibility Action Plan, they are:

Zero Harm

We seek to 
identify tangible 
and non-tangible 
barriers and 
remove them

Think Like a 
Passenger

We enable 
seamless journeys

We Care

We welcome and 
value the lived 
experiences of our 
passenger 

We Commit

We follow through 
on the promises in 
our Accessibility 
Action Plan

We Imagine

We ask, “what 
else” and 
actively seek 
opportunities for 
improvements 
to make tram 
travel better for 
passengers.

Keolis Downer is proud of the achievements of our past three Accessible Action Plans. We are excited about  
the prospects this fourth plan brings to our passengers.
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Our Role
We manage all tram operations including running and maintaining the trams, training our employees,  
and providing the best possible passenger experience. We provide advice to the Department of Transport  
on prioritised upgrades and routes and are committed to supporting the outcomes in the Accessible Public  
Transport Action Plan 2020 – 2024.

The five priority areas of this Plan are:

• Customer, community and engagement 

• Access to public transport services 

• Accessible processes and systems 

• Access to facilities 

• Workplace accessibility

The State Government through the Department of Transport is responsible for providing the strategy and funding  
for upgrading stops and purchasing new trams, and we are accountable for providing the agreed transport services. 

Background to this Accessibility Action Plan 
The process of developing the Accessibility Action Plan 
2022 - 2024 included a review of passenger feedback 
and satisfaction data, best practice accessibility models, 
and over 20 consultation sessions with employees, our 
Accessibility Reference Group, operator counterparts, 
and relevant organisations. The outcomes of the 
stakeholder engagement focused on analysis and review 
of current work processes and activities, collective 
observations of community members, and passenger 
experiences of people with disability.

Participants highlighted that building a better community 
includes creating an environment that is inclusive, 
engaging and considers the diverse needs of all users  
of our tram network. 

We acknowledge our community and key stakeholders 
for providing their vital contributions to the development 
of this Plan, in particular the valuable insights and 
expertise from our Accessibility Reference Group (ARG). 

Thank you to the following organisations for their 
involvement in developing this plan:

• All Aboard Network

• Blind Citizens Australia 

• Vision Australia

• Autism Spectrum Australia 

• Council on the Ageing

• Yooralla

We are committed to continuing our collaboration  
with the Department of Transport, Public Transport 
Victoria, Travelers Aid, Metro Trains, V/Line and other 
public transport organisations to ensure that access  
and inclusion is at the forefront of our purpose.  
We acknowledge the contributions of other Keolis  
and Keolis Downer operators, and leverage opportunities 
to share international best practice to deliver the best 
outcomes for people with disability. 

https://transport.vic.gov.au/-/media/tfv-documents/accessible-pt-action-plan.pdf?la=en&hash=0084397C5591EA981F50AA8D5F1AD73D
https://transport.vic.gov.au/-/media/tfv-documents/accessible-pt-action-plan.pdf?la=en&hash=0084397C5591EA981F50AA8D5F1AD73D
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Data on people with disability
One in five people in Australia live with disability.  
It is estimated that 18.5% (approximately 1.1 million 
people) of Victorians live with disability.3 However,  
in Victoria, it is expected that the number of people  
with disability will increase due to population growth, 
ageing population, and increased life expectancy. 
Disability is diverse and can be experienced by  
anyone at any stage in life.

We are committed to improving accessibility and the 
whole of journey experience to increase people’s access 
to jobs and education as well as social and healthcare 
opportunities.

In Australia:

17% of  
people with 

disability

 have difficulty using  
public transport1  that’s 

650,000 Australians 

35,600  
people with  

a disability do  
not leave home 

(2018)1

14% of  
people with 

disability

are unable to use public 
transport at all1  that’s 

518,000 Australians 

44% 

of Australian Human Rights Commission  
complaints are about disability discrimination2

12% of the 
population  
are carers3

That’s 2.7 million Australians

Access Travel Pass

In Victoria:

6,583  
customers 

Vision Impaired  

Travel Pass 

5,165  
customers 

Scooter + Wheelchair 

Travel Pass 

2,030  
customers

1 https://www.aihw.gov.au/reports/disability/people-with-disability-in-australia-2020-in-brief/contents/discrimination
2 Australian Institute of Health & Welfare, 2019 (Transport, Buildings & facilities & Discrimination)
3 ABS Survey of Disability Ageing and Carers, 2018 (Ageing & Carers)

https://www.aihw.gov.au/reports/disability/people-with-disability-in-australia-2020-in-brief/contents/discrimination
https://www.aihw.gov.au/reports/disability/people-with-disability-in-australia/contents/justice-and-safety/disability-discrimination
https://www.abs.gov.au/statistics/health/disability/disability-ageing-and-carers-australia-summary-findings/latest-release
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Access and Inclusion Framework
We commit to embedding access and inclusion into all aspects of our business to create meaningful and sustainable 
change for people with disability. Our approach to access and inclusion delivers on our overarching commitments 
under our Organisational Plan (the Yarra Way) and ensures that we continually welcome passengers with disability  
beyond our legislative requirements.
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Key Priorities for our Accessibility Action Plan 2022 – 2024
To further embed access and inclusion in everything we do, we have linked our Accessibility Action Plan  
priorities to our Organisational Pillars as follows: 

Priority 1: Enabling Passengers  
with Disability

People with disability have equitable, dignified, and 
respectful access to consistent customer service. 
We provide the opportunity for safe and enjoyable 
journeys through enhanced capacity building of our 
passengers and frontline employees. 

Priority 2: Inclusive Community 
Engagement and Communications

People with disability are involved in co-design 
and consultation, to ensure access and inclusion 
is considered, including major projects. We provide 
accessible communications and alternative formats.

Priority 3: Accessible Assets,  
Processes and Systems

We are committed to embedding access and inclusion 
in our assets, policies, processes, and systems to 
improve the whole of journey experience for people 
with disability.

Priority 4: Inclusive Employment and 
Careers

We provide people with disability the opportunity for 
meaningful employment and careers through inclusive 
practices, to create welcoming and supportive work 
environments.
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Our Approach
The Accessibility Action Plan 2022 - 2024 is consistent 
with our obligations under the United Nations Convention  
of the Rights of Persons with Disabilities. This aligns with 
Commonwealth and State Government initiatives which 
emphasise the choice, dignity, and rights of people with 
disability to live meaningful lives in inclusive communities.

Defining Disability
We embrace the concept of the social model of disability 
which takes a proactive approach to eliminating barriers 
to improve accessibility. The social model of disability 
seeks to change attitudes and remove physical barriers 
in society and promote equity and independence in our 
community. 

The Social Model of Disability is outlined in the United 
Nations Convention on the Rights of Persons with 
Disabilities and defines disability as:

‘a long-term physical, mental, intellectual 
or sensory impairment which in interaction 
with various barriers may hinder a person’s 
full and effective participation in society  
on an equal basis with others.’ 
We also acknowledge temporary and short-term 
disability.

Intersectionality
The accessibility of our tram network affects many 
people using public transport. This includes people  
with disability and their carers, our older people,  
people from diverse cultural and linguistic backgrounds, 
as well as parents with prams. We recognise the 
additional barriers caused by the intersection of 
marginalisations. Examples of this include people 
with disability who are women, First Nations People, 
LGBTIQA+ people, and/or people from diverse cultural 
backgrounds. We will work towards adopting an 
intersectional approach to the way we deliver our 
services, assets, and systems.

Disability and Language
We understand that the community of people with 
disability are all individuals with diverse experiences 
and knowledge, and that the use of language to describe 
disability is a personal choice. There are two main ways 
that people describe themselves:

Disabled Person: using the term ‘disabled person’  
is connected to the social model of disability and can 
create a sense of empowerment where they feel they are 
being ‘disabled’ by society. This is ‘identity first’ language. 

Person with Disability: using the term ‘person with 
disability’ can be a reflection of disability as only a part  
of who a person is, and therefore it resonates that they 
are a person first. This is ‘person first’ language. 

For the purpose of this plan, we use person-first 
language.
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Legal Requirements
Our Accessibility Action Plan is guided by State 
and Commonwealth legislation and policies. We are 
committed to complying with these requirements to 
improve outcomes for our employees, passengers and 
broader community of people with disability.

Along with the Commonwealth Disability Discrimination 
Act (1992), the following legislation and framework 
applies:

• United Nations Convention of the Rights of Persons 
with Disabilities as ratified by Australia

• Disability Standards for Accessible Public Transport 
2002 (DSAPT) 

• Disability (Access to Premises – Buildings)  
Standards 2010 (Commonwealth)

• Australia’s Disability Strategy 2021 – 2031 

• National Disability Insurance Scheme Act 2013 
(Commonwealth)

• Victorian Disability Act 2006

• State Disability Plan 2022 – 2025 

We are committed to improving access and inclusion  
for our passengers and employees with disability.
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Voices of our Accessibility Reference Group
We value the voices of people with disability and we The ARG was instrumental in the development 
listen closely in order to make real and sustainable of this plan and will continue to contribute to its 
change for fair and equitable access to our tram network. implementation through discussions on solutions to 
Our ARG was formed in 2013 and consists of advocates improve the accessibility of the network. We aim to build 
with diverse access and inclusion experience, from a on the successes of our ARG by ensuring their input 
broad range of organisations that represent and support supports ongoing work under this plan and improving 
people with disability. collaboration with other transport ARGs, including  

Metro Trains Melbourne and V/Line.

“The Yarra Trams 
Accessibility Reference 

Group is the perfect forum 
for representatives of the 

community to provide  
detailed and informed  

feedback and advice on 
accessibility matters”.  

- ARG Member

“I have enjoyed the 
many opportunities 

provided by Yarra Trams to 
combine my voice, experience, 
and opinions on accessibility 

with other advocates as we work 
together on improvements  

to accessibility across  
the network”.  

– ARG Member

“We’re so lucky  
to live in a city where 

there are choices in transport, 
and using a tram is a choice. 

We spend our whole lives telling 
people why it’s important, it’s so 
obvious to us, it means we can 
access things so much better  

on an accessible tram than  
one that’s not”.  
- ARG member

“You have changed my 
mind on public transport 

being operated by a private 
operator. Inclusion and diversity 

doesn’t need to lose out to 
profit, you can do  

both, and do it well”.  
– ARG Member
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Key outcomes on our previous  
Accessibility Action Plan 2019 – 2022
The purpose of our Accessibility Action Plan 2019 – 2022 was to provide sustainable 
and inclusive travel options for everyone. Despite the challenging times of the COVID-19 
Pandemic, we are very proud to have delivered the following outcomes.

Priority one: Improve passenger support along the journey
We aim to improve the support provided to all our passengers during their journeys.

Communication Access Passenger Information Improvements
In 2019 we were accredited with the Communication Our Passenger Information Display system (PIDs2) 
Access Symbol1 by Scope. All frontline employees have provides automated information through visual and 
received Communication Access Training annually.  audible channels to assist passengers with disability 
This symbol shows passengers that our employees  whilst using public transport. We have now installed 
can communicate with people who have communication larger 24-inch PIDs at 14 locations, including Federation 
difficulties and provides a safer and more accessible Square, Richmond Station, Swan Street and along the 
journey for those passengers. northern end of Route 96. A program to replace the 

Travellers Aid remaining 15-inch PIDs with 24 inch PIDs began in  
May 2022. 

Our partnership with Travellers Aid provides the 
Our trial of the E-Paper Displays (EPDs) provided an opportunity for enhanced support for passengers with 
alternative communication method to people with disability during special events and planned disruptions. 
disability. By illuminating the paper-like information, During the Australian Open and on ANZAC Day, Travellers 
it provides excellent readability without reflection or Aid provided ‘seat to seat’ chaperoning and accessible 
glare, and offers real-time service alerts and arrival transfers from our tram services into the Tennis Center 
information of services. The success of the trial has and to the ANZAC Day Dawn Service and march. They 
enabled us to work together with Department of also assisted passengers by providing  buggies and 
Transport to deliver a plan to roll-out further E-Paper wheelchairs to navigate around the work zone during  
units at key locations across the network. St Kilda Road upgrade works.
Our frontline employees were provided with the Travellers Aid has also provided invaluable accessibility 
knowledge and resources they needed to deliver the  training  to our frontline employees as our passengers 
best possible service to our passengers with disability.  returned to the network. Travellers Aid conducted a 
This included general accessibility induction training such Scooter Safety session at our Preston Depot to increase 
as the principles of priority boarding.the confidence of passengers with disability by practicing 

their skills to safely use power chairs or scooters across 
the tram network.

1 https://www.scopeaust.org.au/services-for-organisations/access-and-inclusion-for-businesses/communication-access/
2 https://www.ptv.vic.gov.au/footer/about-ptv/digital-tools/

https://www.scopeaust.org.au/services-for-organisations/access-and-inclusion-for-businesses/communication-access/
https://www.ptv.vic.gov.au/footer/about-ptv/digital-tools/
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Priority two: Strongly engage with stakeholders and the community
We aim to strengthen consultation with our reference groups and make sure the needs  
of the wider community are heard and understood.

Education Programs Advocacy Groups
We offered the Try Before You Ride and Get Back on Our ARG has continued to meet on a quarterly basis to 
Board programs to increase the confidence of people ensure the voices of people with disability are recognised 
with disability who wanted to return to public transport and understood, and the valuable experiences of people 
or use trams for the first time. We delivered these with disability inform the outcomes of our projects. 
programs in 2019, and intermittent sessions were held During COVID-19, the ARG has met remotely. 
during periods of eased COVID-19 restrictions, in 2020 
and 2021. We are preparing to recommence these Awareness Events
activities in 2022. We celebrate International Day of People with Disability 

each year and educate our people on accessibility 
considerations on the network. In 2020 and 2021 we held 
a virtual event for all employees. In 2021 this included 
collaboration between the accessibility reference groups 
from Yarra Trams, Metro Trains Melbourne, and V/Line.

1 https://www.ptv.vic.gov.au/more/travelling-on-the-network/accessibility/try-before-you-ride/

https://www.ptv.vic.gov.au/more/travelling-on-the-network/accessibility/try-before-you-ride/
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Priority three: Deliver increased access to stops and trams
In collaboration with Department of Transport, we are committed to providing  
more accessible services for passengers.

E-Class Trams Priority Seats
The first high-capacity, low-floor E-Class tram We increased the number of priority seats on 80 
started operating in 2013. In 2021, we delivered on Z-Class and 97 B-Class trams to ensure consistent and 
our commitment to deliver 100 E-Class trams which comfortable journeys for passengers with disability.
are now in operation on the network. Deploying these 
trams means that older trams can be removed from the 
network, improving accessibility.
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Priority four: Advise and report to the State
As the operator of the tram network, we provide an advisory and reporting role  
to the Department of Transport.

We continue to contribute to Department of Transport’s projects and priorities to highlight accessibility related risks, 
and report on the progress of accessibility programs. We have worked closely with the Department of Transport  
to incorporate accessibility considerations as part of the Next Generation Trams project and throughout planning  
for stop upgrades, and continue to identify opportunities for accessibility improvements.
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Our Standard Practices
The key outcomes of our Accessibility Action Plan 2019 – 2022 provided a solid foundation 
to embed access and inclusion into our business and ensure we continue our commitment 
to deliver meaningful outcomes for people with disability. Our every-day activities expand 
on accessibility of the services we provide in numerous ways outside of the specific actions 
outlined in this plan with ongoing opportunities for continuous improvement.

Training Yarra Trams Accessibility Team
We provide our Authorised Officers and Customer Our Accessibility Team has a significant ongoing role  
Service teams with induction and refresher training in supporting our teams across the organisation.  
programs being co-delivered by a person with disability. They advise on user experiences of people with disability,  
This includes our Tram User Experience, Communication and the latest research and best practice outcomes to 
Access Symbol, and Accessibility Training. support our day-to-day operations. They are committed 

to providing innovative solutions to accessibility and Our employees are provided with a combination of  
compliance challenges, coordinating consultations, Train-the-Trainer Access and Inclusion training, and 
liaising with the relevant teams responsible for network e-learning modules on an annual basis. This also includes 
planning, projects, events and operations. training for our Passenger Ambassadors who are our  

non-frontline employees that assist with customer  Accessibility Forums
service during major events. We regularly attend the Accessibility Public Transport 
Awareness and Events Operators Committee (APTOC) and are a member of 

the Australasian Rail Association (ARA). We attend Our key programs that enable this include our Get Back 
on Board, Try Before You Ride1 the ARA’s accessibility working group sessions. These , Travelling in the Shoes of 

2 forums provide an opportunity to identify common Others , and our acknowledgement of International Day 
barriers and challenges for people with disability across of People with Disability on 3 December each year.
multiple transport systems, share the latest research 

Our Partnerships and Consultation outcomes and collaborate on future solutions to improve 
Partnerships and consultation are integral to expanding accessibility.
our knowledge, expertise and resources, and improving Reporting 
outcomes for passengers with disability. Our key 

We maintain accessibility and compliance data and partners include Travellers Aid and our ARG.
monitor the implementation of the Accessibility Action 

State Government Partnerships Plan, providing regular reports to the Department  
of Transport. Our partnership with the Department of Transport 

includes ongoing consultations and collaboration, 
to support specific projects that aim to increase 
accessibility of tram services and stops and deliver  
new accessible trams. 

  1 https://yarratrams.com.au/media-centre/news/articles/2017/try-before-you-ride/
 2 https://www.ptv.vic.gov.au/more/travelling-on-the-network/accessibility/improving-accessibility/travelling-in-the-shoes-of-others/

https://yarratrams.com.au/media-centre/news/articles/2017/try-before-you-ride/
https://www.ptv.vic.gov.au/more/travelling-on-the-network/accessibility/improving-accessibility/travelling-in-the-shoes-of-others/
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Focus Areas and Actions
Our fourth Accessibility Action Plan focuses on proactively removing barriers for people with disability.  
We have updated our priority areas and outlined key programs to deliver on these priorities below.

Priority one: Enabling Passengers with disability
People with disability have equitable, dignified, and respectful access to consistent 
customer service, and are provided the opportunity for safe and enjoyable journeys  
through enhanced capacity building of our passengers and frontline employees.

Our Flagship Actions 
1. Implement the Sunflower Project which enables 

people with hidden disabilities to discreetly indicate 
this to staff and enable additional assistance.

2. Commence Depot Roadshows to create awareness 
on the barriers faced by people with disability, 
and how employees can provide assistance when 
delivering tram services every day.

Action Outcome Measure Timeline Responsibility

Expand learning 
opportunities by 
developing a tailored 
accessibility e-learning 
training module for 
the United Operations 
Centre, to ensure 
consistency with 
frontline employee 
training.

People with disability 
will have consistent 
customer service with 
our Drivers.

Annual training is delivered, 
consistent with training for 
frontline employees.

Q3 2022 Accessibility Team

Develop and deliver 
the Hidden Disabilities 
Sunflower Project1 
in collaboration with 
Autism Spectrum 
Australia and  
Bailey House.

People with hidden 
disability have enhanced 
travel experiences 
and support from our 
frontline employees, 
and the community 
understanding and 
acknowledging the 
Sunflower apparel.

Sunflower Project is delivered 
including frontline employee 
training and resources 
development, and a review of  
our processes, and passenger 
and community resources. 

Q3 2022 -  
Q2 2023 / 
Ongoing

Accessibility Team

Investigate 
opportunities for  
direct assistance. 

Gain understanding of 
how direct assistance 
could be implemented.

Report is delivered to 
Department of Transport 

Q4 2022 Accessibility Team

Update and enhance 
tools and resources 
available on our website 
to enable passengers 
with disability to travel 
independently.

People with disability 
have enhanced 
independent tram  
travel experiences.

Tools and resources have been 
updated and enhanced on  
our website.

Q3 2024 Accessibility Team

 1 https://hiddendisabilitiesshop.com.au/

https://hiddendisabilitiesshop.com.au/
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Action Outcome Measure Timeline Responsibility

Review, promote and 
leverage our ARG 
to achieve better 
accessibility outcomes  
to the tram network.

People with disability 
are consulted to assist 
with new and continuous 
improvement.

Continue regular Accessibility 
Reference Group meetings  
(4 per year).

Expand opportunities to 
collaborate with other 
transport reference groups 
for enhanced whole of journey 
outcomes.

Q3 2022 / 
Ongoing

Accessibility Team

Identify opportunities  
to continue partnering 
with Travelers Aid.

People with disability 
have enhanced 
opportunity to 
participate in events, 
and reduced disruption 
during planned tram 
works. 

Partnership with Travellers 
Aid is considered as part of 
planning for special events and 
tram works. 

Q3 2022 / 
Ongoing 

Corporate Social 
Responsibility and 
Sustainability 

Apply an accessibility 
lens to the Passenger 
Ambassador Program  
to ensure the program  
is inclusive for everyone. 
The Passenger 
Ambassador Program 
aims to give non front-
line employees an 
opportunity to assist 
the community during 
major events and works 
upgrades, to gain a 
further understanding  
of our passengers 
needs. 

The Passenger 
Ambassador Program 
has a variety of roles 
and is able to be 
delivered in a flexible 
way for the participating 
employees.

Revamped Passenger 
Ambassador Program is 
delivered.

Participation is increased  
by 10%.

Q2 2023 Passenger 
Experience Team

Establish Accessibility 
Depot Roadshows to 
increase awareness  
and engagement.

Depot employees have 
increased disability 
confidence by sharing 
in the experiences, 
and learning about 
passengers with 
disability from 
internal and external 
participants. 

Accessibility Depot Roadshows 
are delivered with a calendar  
of events established. 

Q3 2022 / 
Annual

Accessibility Team
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Priority two: Inclusive Community Engagement and Communications
People with disability are involved in co-design and consultation, to ensure access and 
inclusion is considered, including major projects. We provide accessible communications  
and alternative formats.

Our Flagship Actions 
1. All Authorised Officers and Customer Service 

Employees continue to wear the Communication 
Access symbol while on duty, and provide tailored 
customer service.

2. Promote our Accessibility Action Plan and 
Accessibility Reference Group (ARG) within our 
organisation, to embed access and inclusion into our 
day-to-day activities and increase the awareness 
and value of our ARG.

3. Host an annual Accessibility Forum for passengers 
with disability, to provide an opportunity for them 
to have their voices heard and raise concerns and 
feedback for continuous improvement. 

4. Establish a Keolis Downer National Accessibility 
Working Group, so our employees benefit from 
shared knowledge and understanding of access  
and inclusion best practice models. 

Action Outcome Measure Timeline Responsibility

Continue the 
Communication  
Access Symbol  
re-accreditation.

People with disability 
and our employees 
have increased 
communication 
opportunities.

Deliver the re-accreditation 
project, including retraining of 
employees, review of the tools, 
and satisfactory assessment 
completion.

Induction training is conducted, 
and tools are available for 
employees.

Q3 2022 - 
Q4 2022 / 
Ongoing

Accessibility Team

Operational 
Standards Team

Promote access and 
inclusion internally 
via the Corporate App 
and externally with 
an Accessibility News 
Bulletin, to increase 
awareness of people 
with disability and 
provide relevant updates.

Increased awareness  
of our ARG.

10 articles annually published 
via the corporate app over a 
period of 12 months.

Quarterly Accessibility News  
is published on our website.

Q3 2023 / 
Ongoing

Accessibility Team 

Increased awareness 
of our commitment 
to delivering the 
Accessibility Action 
Plan.

Promote and expand 
the Get Back on 
Board program to 
additional disability 
service providers and 
employment services.

People with disability 
will regain confidence in 
using the tram network 
in a post-COVID 
environment.

10 Get Back on Board sessions 
annually.

A minimum of 2 new 
organisations participates in the 
Get Back on Board Program.

Q4 2022 / 
Ongoing

Accessibility Team

Update our Corporate 
Social Responsibility 
(CSR) and Sustainability 
Strategy, taking a 
balanced approach 
across the social, 
environmental, and 
economic pillars.

We contribute positively 
to environmental and 
social impacts.

CSR and Sustainability 
Strategy launched

Q4 2022 Corporate Social 
Responsibility and 
Sustainability Team

Hold a Try Before You 
Ride confidence building 
event that is responsive 
to disability, access,  
and inclusion.

People with disability 
have enhanced tram 
travel experiences.

One Try Before You Ride  
event is held annually.

Q4 2022 / 
Annual

Accessibility Team
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Action Outcome Measure Timeline Responsibility

Host an annual 
Accessibility Forum 
for passengers 
with disability to 
provide feedback and 
continuous improvement 
opportunities. 

People with disability 
have their voices heard 
in raising concerns and 
providing feedback.

An annual Accessibility Forum 
is held.

Q4 2023 / 
Annual

Accessibility Team

Establish a Keolis 
Downer National 
Accessibility Working 
Group to share best 
practice on disability 
inclusion.

Keolis Downer 
employees benefit from 
shared knowledge and 
understanding of access 
and inclusion best 
practice.

The Keolis Downer National 
Accessibility Working Group 
is established with a Terms 
of Reference delivered and 
meetings are held.

Q3 2022 / 
Ongoing 

Accessibility Team

Acknowledge 
International Day of 
People with Disability 
annually on 3rd 
December to underline 
our commitment to 
access and inclusion. 

People with disability 
are recognised and 
acknowledged in our 
community.

An annual internal or external 
event is held to celebrate 
International Day of People 
with Disability.

Q4 2022 / 
Annual

Accessibility Team

Raise awareness of 
International Day of People 
with Disability through our 
external social media channels.

Q4 2022/ 
Annual

Public Affairs Team

Review and update 
our internal Brand 
Guidelines with an 
accessibility lens to 
ensure access and 
inclusion requirements 
are met.

People with disability 
are included and 
have access to the 
information they need in 
the format they require.

The internal Brand Guidelines 
are reviewed and updated to 
ensure our future resources 
include accessibility, such as 
captions on all videos, Plain 
English, and Easy English, as 
well as accessible fonts, logos 
and language, and templates.

Q3 2023 Accessibility Team

Brand and Marketing 
Team
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Priority three: Accessible Assets, Processes and Systems
We are committed to embedding access and inclusion in our assets, policies, processes,  
and systems to improve the whole of journey experience for people with disability.

Our Flagship Actions 
1. Provide QR codes from Navilens to access wayfinding 

and passenger information to assist people who have 
low vision or who are blind.

2. Develop a process to assist people with disability in 
priority boarding, they will have an increased sense 
of safety and feel included and considered during 
network disruptions and special events. 

Action Outcome Measure Timeline Responsibility

Conduct a review in 
conjunction with our 
ARG of Apps used by 
frontline employees on 
their devices to ensure 
consistency in services. 

People with disability 
will be consulted to 
assist with continuous 
improvement of 
frontline employee 
interactions with 
passengers.

A review is conducted, and 
improvements identified. 

Q4 2023 Accessibility Team

A prioritisation list is developed 
for implementation.

Q4 2023 Accessibility Team

Develop and implement 
a process to assist 
people with disability in 
priority boarding during 
special events and 
disruptions, particularly 
on routes that are only 
partially serviced by low 
floor trams.

People with disability 
feel included and 
considered during 
network disruptions 
and special events.

A process is developed 
and implemented to assist 
employees to facilitate with 
priority boarding.

Q4 2022 Passenger 
Experience Team

Implement the Navilens1 
Accessible Wayfinding 
and Passenger 
Information initiative to 
support people with low 
vision and who are blind  
to use QR Codes. 

People with disability 
have enhanced tram 
travel experiences. 
This will also assist 
passengers who of 
the culturally and 
linguistically diverse 
community.

The App is launched to support 
people with low vision and 
who are blind for enhanced 
travel navigation and access to 
information along the journey.

Phase 1 
Q4 2022 /
Ongoing 

Accessibility Team

Embed access and 
inclusion for Road 
Safety Audits at tram 
stops to improve 
accessibility, safety, 
signage, and crossings.

People with disability 
have increased safety 
and accessibility 
when entering and 
exiting tram stops 
and crossings.

Road Safety Audits meet 
the Disability Standards for 
Accessible Public Transport 
(DSAPT) requirements and 
include additional accessibility 
criteria including tactile 
ground surface indicators, and 
contrasting signage to ensure 
that the safety of all our 
passengers is addressed.

Q3 2022 Safety Team

1 https://www.navilens.com/en/

https://www.navilens.com/en/
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Action Outcome Measure Timeline Responsibility

Develop and implement 
line marking and 
signage standards to 
ensure accessibility 
is maximised and 
DSAPT compliance 
requirements are met.

People with disability 
have increased safety 
when entering and 
exiting tram stops.

Line Marking and Signage 
Standards are developed and 
implemented.

Q4 2022 Office of the Chief 
Engineer

Scope the opportunity 
to provide inclusive 
materials, including 
meaningful visualisation 
of tram stop designs 
during project 
development. 

Stakeholders have the 
opportunity to provide 
informed feedback on 
tram stop designs.

Tram stop designs include 
further detail and inclusive 
materials to improve the 
feedback process. This could 
include the development of 
virtual reality simulations of 
tram stop designs to ensure 
that everyone being consulted 
can understand and provide 
meaningful input into the 
proposed outcome. 

Q2 2023 Projects Team

Review, update, and 
relaunch BindiMaps2 
wayfinding App 
with refreshed 
communications to  
our City Hub employees. 

Employees and visitors 
to our City Hub have 
access to an accessible 
wayfinding tool. 

BindiMaps App is reviewed, 
and relaunch activities are 
conducted.

Q3 2022 Accessibility Team

Review and upgrade 
pre-existing tram 
rolling stock to improve 
accessibility.

Continuous 
Improvement of our 
older trams to improve 
accessibility for people 
with disability

A, B and Z Trams are upgraded 
to include stanchion colours, 
electronic sound systems  
and visual alerts.

Q3 2023 Rolling Stock 
Projects Team

2 https://bindimaps.com/

https://bindimaps.com/
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Priority four: Inclusive Employment and Careers
We provide people with disability the opportunity for meaningful employment and careers 
through inclusive practices, to create welcoming and supportive work environments.

Our Flagship Actions 
1. Obtain Disability Confident Recruiter status from 

the Australian Network on Disability will identify and 
remove barriers to recruitment and selection, and 
provide disability training to the recruitment team 
and the hiring managers. 

2. Develop and implement a Disability Employee 
Network, so people with disability will have increased 
confidence and feel included and heard, and have  
the opportunity to contribute to an inclusive culture.

Action Outcome Measure Timeline Responsibility

Obtain Disability 
Confident Recruiter 
status from the 
Australian Network 
on Disability, which 
will identify and 
remove barriers to 
recruitment and 
selection, and provide 
disability training to the 
recruitment team and 
hiring managers.

Our recruitment and 
selection processes 
are inclusive of people 
with a disability. Our 
HR team and hiring 
managers are trained 
to undertake inclusive 
hiring practices.

Disability Confident 
Recruitment status awarded  
by the Australian Network  
on Disability. 

HR Team and Hiring manages 
receive ongoing support and 
training to support inclusive 
employment opportunities for 
people with a disability within 
our business. 

Q3 2023 / 
Ongoing 

HR Team 
Accessibility Team 

Deliver tailored access 
and inclusion training to 
non-frontline employees 
to enable capacity 
building.

Our non-frontline 
employees have 
increased knowledge 
and understanding of 
people with disability 
in our workplace and 
community.

Non frontline employees who 
conduct ambassador duties 
complete e-learning customer 
service accessibility module. 

Q4 2023 / 
Ongoing

Passenger  
Experience Team

Tailored access and inclusion 
training is developed and 
delivered to other non-front-
line employees.

Q4 2024 Accessibility Team

Create an accessibility 
guide for the 
development of all new 
e-learning modules.

Employees with 
disability have access 
to equitable learning 
and development 
opportunities.

All new and updated  
e-learning and Training tools 
are developed in accordance 
with the accessibility guide.

Q2 2024 / 
Ongoing

Accessibility Team

Develop and implement 
a Disability Employee 
Network.

Employees with 
disability are included, 
heard, and have 
the opportunity to 
contribute to an 
inclusive culture. 

A Disability Employee Network 
is established, Terms of 
Reference are developed,  
and meetings held.

Q1 2023 / 
Ongoing

Accessibility Team

Create a centralised 
accessibility resource 
and tools database on 
SharePoint, where any 
employee can access 
information and tools 
to assist them in their 
roles.

Increased disability 
confidence among our 
employees.

An accessibility resource and 
tools database is developed 
and communicated.

Q4 2023 Accessibility Team
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Action Outcome Measure Timeline Responsibility

Develop and implement 
a mentoring program for 
people with disability 
and senior leaders.

Employees with 
disability have increased 
opportunity to develop 
leadership skills whilst 
raising awareness of 
access and inclusion 
with senior leaders.

A mentoring program is 
developed and delivered.

Q2 2023 / 
Ongoing 

Accessibility Team

Review, update, and 
promote the Workplace 
Adjustment Policy.

Employees with 
disability have increased 
opportunity to perform 
their role at their best.

The Workplace Adjustment 
policy is reviewed, updated, 
and communicated.

Q3 2022 Human Resources 
Team

Accessibility Team

Review and update the 
Medical Recruitment 
process to eliminate 
barriers for people with 
disability.

Candidates with 
disability experience 
an equitable and fair 
recruitment process.

The Medical Recruitment 
process is reviewed and 
updated.

Q2 2023 Safety Team

Deliver and implement 
an Accessible Meetings 
and Events Guide for 
our employees, to 
enable meaningful 
participation. 

People with disability 
have reduced barriers 
to fully participate in 
meetings and events. 

An Accessible Meetings and 
Events Guide is developed  
and implemented. 

Q1 2023 Accessibility Team

Integrate and promote 
the Accessible Meetings 
and Events Guide across 
the organisation for event 
organisers and hosts. 

Q1 2023 Corporate Affairs 
Team

Review, update, and 
simplify the language 
used during disruptions 
alerting passengers to 
planned or unplanned 
changes. 

Passengers understand 
the impact on a service 
or disruption and can 
quickly and easily 
identify next steps. 

The review and update is 
delivered and tested via the 
Public Transport or Yarra Trams 
Community Panel, ensuring 
Plain English is included and 
jargon removed. 

Q3 2022 Passenger 
Experience Team



 26 

Governance Structure
Implementation, Monitoring and Review
We will continue to collaborate with the Department  
of Transport and other transport operators to provide  
a fully integrated transport system for the people  
of Melbourne. 

We have incorporated clear actions and measures to 
support meaningful and sustainable change and embed 
access and inclusion in everything we do.

These are as follows:

• Our actions have timeframes

• Our actions have clear internal owners

• Our actions have an identified success measure to 
monitor progress and achievements against outcomes

• An Implementation Plan has also been developed  
to enable delivery of actions

• Progress and outcomes will be reported quarterly  
and annually to the Department of Transport

Reporting and Accountability
Improving accessibility for our passengers and employees with disability is at the core  
of this plan, and we will ensure our accountability and reporting requirements are met.  
Each action below has an identified internal owner to ensure it is delivered.

Objective Action Timeline Responsibility

We will be transparent in the 
progress of our plan.

Report against this plan in our quarterly Passenger 
Experience Report and Annual Accessibility Report 
to the Department of Transport.

Report against our initiatives tracker to our  
Chief Executive Team.

Ensure our Implementation Plan is provided to our 
accountable stakeholders.

Publish a copy of the Accessibility Action Plan on 
the Australian Human Rights Commission Disability 
Action Plan Register.

Provide updates internally via our Corporate App 
and externally in our Accessibility News Bulletin.

Quarterly Accessibility 
Team

Ongoing

Quarterly

Q3 2022

We are committed to be 
accountable for our progress.

All Chief Executive Team members are accountable 
for their commitments in this plan in annual 
performance development processes.

Business planning processes include references  
to actions to embed access and inclusion for people 
with disability.

Yearly Chief Executive 
Team

We are committed to engaging 
people with disability throughout 
the implementation of the plan.

Our ARG will continue to provide meaningful advice 
and shared experiences to ensure the voices of 
people with disability are heard.

Additional consultation mechanisms are developed 
to ensure people with disability are involved in the 
implementation process and feedback.

Ongoing Accessibility 
Team

Our commitment to passengers is detailed in the Passenger Service Charter, available on our website,  
www.yarratrams.com.au.

http://www.yarratrams.com.au
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Recognition of People with Disability
We acknowledge the expertise and advocacy of people with disability and thank them for their valuable time  
and contributions in sharing their lived experience to support the development of this plan.

Thank you
Plan Development 
A special thank you to the following organisations  
who contributed to the development of the plan:

• Accessible Action

• Ability Works

• Paolismith Creative

• Scope Australia 

• Vision Australia 

• Blind Citizens Australia 

• All Aboard

• Yooralla 

• Council on the Ageing

• Autism Spectrum Australia 

Delivery Partners
A special thank you to the following organisations  
who are partnering with us to deliver our plan:

• Bailey House

• Autism Spectrum Australia 

• Australian Network on Disability 

• Scope Australia 

• NaviLens
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Feedback

To help us improve access and inclusion for people with disability,  
we value your feedback on this document via:

By phone: call 1800 800 007 or TTY 9619 2727  
to submit feedback to the public transport call centre.

Online: feedback.ptv.vic.gov.au/ptv-feedback or yarratrams.com.au/submit-your-feedback/ 

In person: visit one of the PTV Hubs.

By post – send feedback to:

Customer Relations 
Public Transport Victoria 
PO Box 4724 
MELBOURNE VIC 3001

This document is available upon request in alternative formats including: 

Hard copy in standard and large print  
Electronically by email in Word or PDF  
Via website yarratrams.com.au/accessibility

Yarra Trams  
GPO Box 5231  
Melbourne, VIC 3001 

yarratrams.com.au

http://feedback.ptv.vic.gov.au/ptv-feedback
https://yarratrams.com.au/submit-your-feedback/
http://www.yarratrams.com.au/accessibility
http://yarratrams.com.au
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