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1. Document Control 

Table 1: Torrens Connect Document Control 

V Date Description of Change Review Accountable Endorse 

0.1 23/06/2020 First Draft – For Review Cameron Brodie Yvette Mehelic Magda Robertson 
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Definitions 
Table 2: Definitions 

Term Definitions 

DAIC  Disability Access and Inclusion Committee 

DPTI Department of Planning Transport and Infrastructure  

DAIP Disability Access and inclusion Plan 

DDA Disability Discrimination Act 

HR Human Resources 

SAPTA South Australian Public Transport Authority 
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Statement from Torrens Connect Leadership  
 

Torrens Connect, a joint venture between John Holland, UGL and bus operator Transit Systems (a 
subsidiary of SeaLink) is committed to providing services that are accessible for the whole Adelaide 
community, inclusive of those with disabilities and additional mobility needs. As such, our provision of 
an exceptional customer experience includes an ongoing commitment to improving disability access 
and inclusion across an integrated public transport network of buses and trams with key interchange 
stations with rail.  

Torrens Connect is an Equal Opportunity Employer with a strong commitment to diversity and 
inclusion, ensuring its workforce is reflective of the diverse Adelaide community it serves. Compliance 
with relevant State and Federal legislation will be a core tenet. Accordingly, we will actively promote 
strategies that will maximise opportunities for participation in employment and training that embrace 
and develop diversity and inclusion. 

This Disability Access and Inclusion Plan outlines how our commitment will be operationalised over 
the period 2020-2024. It has been developed in consultation with key stakeholders and aligns with the 
principles and the vision of the State Disability Inclusion Plan and DPTIs Disability Access and 
Inclusion Plan.  

 

 

 

 

Magda Robertson 

General Manager – Adelaide Metro Operations 
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1 About Torrens Connect  
Torrens Connect, a joint venture between John Holland, UGL and bus operator Transit Systems (a 
subsidiary of SeaLink) will deliver simpler, faster and more connected journeys for people living, 
working and visiting Adelaide. Combined with local expertise in Adelaide, Torrens Connect is 
Australia’s largest bus operation and the only operator which has successfully expanded 
internationally to Singapore and London. From July, Torrens Connect will operate and maintain 
Adelaide’s North-South tram and bus network and will carry out operations and maintenance on the 
Adelaide trams networks. 

Vision and Purpose  
At Torrens Connect, the customer is at the core of everything we do. We are committed to providing 
an inclusive, diverse and supportive culture for employees with a focus on customers, keeping them 
at the core of everything we do. We believe in understanding what is truly important to them, and then 
exceeding their expectations. This open and inquiring mind-set extends to our engagement with our 
people and key stakeholders as we question what is, and work openly and collaboratively to develop 
what could be.  

We are committed to a relationship-based approach that will deliver an effective, integrated public 
transport network; working in partnership with the Department of Planning, Transport and 
Infrastructure (DPTI) and the South Australian Public Transport Authority (SAPTA).  

 

1.1 Strategic Principles 
Network accessibility and inclusion involves more than just being physically able to access Trams and 
Buses. It runs throughout the entire customer journey: from a customer electing to use public 
transport, interactions with staff and other customers, and the provision of information. As such, 
Torrens Connect have implemented an integrated approach to disability access and inclusion, 
working closely between Customer Experience and Asset Management teams, with customers, to 
maximise ease of use and ensure an exceptional customer experience is provided to all Torrens 
Connect customers.  
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Torrens Connects strategic principles focus on outcomes that support our vision and purpose and 
commit to delivering the social and economic benefits of a more accessible and inclusive South 
Australia. 

 

1.2 Torrens Connect Diversity and Inclusion Policy 
Diversity and Inclusion Policy 

Our commitment  

Torrens Connect is committed to building, valuing and promoting diversity and inclusiveness across 
our operations. We know that diverse perspectives result in greater innovation and better decisions 
and will help us to be South Australia’s respected Tram and Bus Operators.  

Our approach 

The Torrens Connect DAIP 2020-2024 affirms our commitment to inclusion and participation of staff 
and community with disability, and demonstrates Torrens Connects commitment to the following 
principles:  

1. Our employees are encouraged to be the best they can be. We embrace the unique diversity, 
skills and perspectives of all employees. We will foster a safe, equitable, culturally appropriate 
and inclusive working environment that allows everyone to achieve their full potential.  
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2. Our employees are treated fairly and with respect. We treat everyone fairly and equitably and 
respect the wealth of experience, knowledge, skills and ideas they bring to our business.  

3. We are all responsible for diversity and inclusion. We know that achieving workplace diversity 
and building an inclusive culture is the responsibility of every employee at Torrens Connect. 

4. We build an inclusive and non-discriminatory community for all people and actively 
eliminating discrimination and upholding the basic human right to access services including 
employment and training 

5. We provide an environment of equal opportunity, appropriate access and support by 
identifying accessibility barriers for people with disability and initiating appropriate action to 
overcome those barriers.  

Diversity and Inclusion Policy in Practice  

• Senior leaders visibly champion the achievement of diversity & inclusion objectives.   
• Continuously build the capability of leaders to create and sustain an inclusive workplace and 

attract, retain and successfully lead diverse teams.   
• Consistently and actively focus on the recruitment, development and retention of diverse 

employees to ensure Torrens Connect reflects the diverse communities in which we serve.  
• Develop an inclusive culture that embraces difference, combats bias, challenges 

assumptions, encourages constructive debate and enables critical thinking.  Ensure different 
perspectives are invited, heard and fully leveraged to create sustainable success.   

• Develop robust, comprehensive diversity metrics to identify barriers to equality, highlight 
areas of concern and prioritise diversity and inclusion initiatives 

1.3 Our Structure  
Torrens Connect comprises of six functional divisions, each involved in the delivery of public transport 
services to the Adelaide community.   

    

1.4 Our People Profile 
Torrens Connect will work in collaboration with the DPTI Disability Access and Inclusion team to 
create a reporting framework to clearly identify and report on the number of people with disability in 
the workforce. Our aim is to provide equal opportunities to existing and new employees to our team.  
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2. Disability Inclusion Act 2018  
 

The South Australian Disability Inclusion Act 2018 (the Act) provides a legal framework to support 
equal access and inclusion for people living with disability in community activities and services 
including recreation, education, health, and public transport.  

The Act aligns with the United Nations Convention on the Rights of Persons with Disabilities and with 
the Australian National Disability Strategy 2010-2020, and required the creation of the South 
Australian Disability Inclusion Plan (the State Plan). The first State Plan came into effect on 31 
October 2019. 

3. Torrens Connect Disability Access and Inclusion 
Plan 2020-2024  

 

Torrens Connect as Tram and Bus Operator and for the purposes of the Disability Inclusion Act, will 
commit to a four - year Disability and Inclusion Plan (DAIP). Torrens Connect will update the DAIP at 
least every 4 years following development of this initial plan and lodge the new plan with DPTI and 
(following DPTI approval) the Australian Human Rights and Equal Opportunity Commission 
(AHREOC). 

Torrens Connect will focus initiatives and positive outcomes in accordance with the State DAIP 
themes of: 

• Inclusive communities for all 
• Leadership and collaboration 
• Accessible communities 
• Learning and employment 

Torrens Connect have designed our approach to disability access and inclusion to align with DPTI’s 
Disability Access and Inclusion Plan (Draft) 2020-2022 priority areas, including: 

• Priority Area 3: Promoting the rights of people living with disability – including staff training, 
and customer awareness programs 

• Priority Area 6: Engagement and consultation – including engagement and consultation with 
persons with disabilities, customer complaints and suggestions processes for improvement 

• Priority Area 8: Accessible and available information – including provision of multiple formats 
of information, and communication access. 

• Priority Area 9: Access to services – including accessibility improvements to tram stops, 
pedestrian crossings and rolling-stock. 

We will deliver on these priority areas through a renewed focus on those with disabilities as a key 
customer group, working with disability advocates and stakeholders. 
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4. Torrens Connect DAIP - Action Plan 
 

Inclusive Communities for all  

Social inclusion is a priority for people living with disability as it affects all aspects of their lives. It is our aim that the 

contributions and rights of people living with disability are valued and understood by all South Australians and that 

their rights are promoted, upheld and protected. We also want to ensure that people living with disability are 

supported to advocate for their own rights. 

Action Description Responsibility/Lea
d 

Timeframe Measurable 
Target 

Priority Area 1: Involvement in the Community 

1.1 Working with disability advocates and 

stakeholders including DPTI to identify the 

needs of communities and any improvement 

initiatives that would bring the greatest 

benefit to the customer experience of those 

with disabilities.  

Customer 

Experience Team 

Ongoing Community 

Consultation, 

both individual 

and group 

settings to 

attain honest 

and reliable 

feedback. 

 

Customer 

Experience Team 

Representative of 

Disability Access 

and Inclusion 

Committee 

Ongoing Actively 

participate in 

all 

consultations 

that are 

facilitated by 

DPTI 

Customer 

Experience Team 

Representative of 

Disability Access 

and Inclusion 

Committee 

Annual  Number of 

consultation 

and 

collaboration 

sessions with 

stakeholders, 

customers, 

local councils 

and broader 

community 

1.2  Actively include people with disability when 

disseminating information on changes 

relating to accessible services across the 

network to interested organisations and 

passengers 

Customer 

Experience Team 

 

Annual Amount of 

information 

disseminated 

relating to any 

changes 

across 

networks  

1.3 Learn directly from customers with additional 

needs on making transport and facilities 

more accessible through a Disability and 

Inclusion Committee. This Committee can be 

consulted on any proposals or initiatives 

identified by Torrens Connect in relation to 

improving equivalent access under Disability 

Law. 

Customer 

Experience  

Disability Access 

and Inclusion 

Committee 

2020 Establishment 

of a Disability 

Access and 

Inclusion 

Committee  

Annual Percentage of 

issues 

addressed by 
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Inclusive Communities for all  

Disability 

Access and 

Inclusion 

Committee 

Priority Area 2: Improving community understanding and awareness 

2.1 Participate in relevant Disability Network 

Groups to share information and reduce 

barriers on public transport 

Disability Access 

and Inclusion 

Committee 

Ongoing Number of 

Network 

Groups 

attended and 

actions 

presented 

Priority Area 3: Promoting the rights of people living with disability 

3.1 Ensure all existing staff complete disability 

awareness and unconscious bias training  

Human Resources 2021 All employees 

to complete 

disability 

awareness 

and 

unconscious 

bias training 

within 12 

months 

3.2 Deliver relevant, engaging training to 

employees with the aim of 

improving behaviours; increasing awareness 

regarding diversity and educating and 

helping the community understand more 

about transport.  

Customer 

Experience  

 

2020  Establishing 

the Safe and 

Connected 

Education 

Program  

Annual Number of 

employees 

attending 

training 

3.3 Ensure all new staff, including frontline public 

transport staff, managers and relevant 

contractors, complete disability awareness 

training, within 3 months of commencement 

of employment through ELMO LMS. 

Human Resources 

 

2020 Implement 

ELMO 

Learning 

Management 

System 

Annual Percentage of 

staff that have 

completed 

disability 

awareness 

module within 

3 months 

3.4 Ensure seamless customer experience for 

our customers living with a disability through 

a deep understanding of their journey and 

how it can be enhanced at every touch point 

through the Customer Connect Training for 

all staff.  

Customer 

Experience  

 

2020 Establish 

Customer 

Connect 

Training for all 

staff, including 

annual 

refresher 

training    
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Inclusive Communities for all  

Ongoing Maintaining an 

ongoing focus 

of continual 

improvement   

Ongoing Improving the 

quality and 

access of real-

time 

information 

Annual Number of 

employees 

undertaking 

Customer 

Connect 

Training 

Ongoing focussing on 

improving 

customer 

engagement 

with the 

metroMATE 

app   

2020 Internal 

employee 

communicatio

ns and reward 

and 

recognition 

 

Leadership and collaboration 

People living with disability want to have a greater role in leading and contributing to government and community 

decision-making. It is our aim that the perspectives of people living with disability are actively sought and that they 

are supported to participate meaningfully in government and community consultation and engagement activities. 

Action Description Responsibility/Lead Timeframe Measurable 
Target 

Priority Area 4: Participation in decision-making 

4.1 Work within Torrens Connect and in 

collaboration with DPTI and other key 

stakeholder groups to find ways to support 

people living with disability to actively 

participate in decisions about services they 

use  

Customer 

Experience Team  

2020 Work with 

DPTI to review 

approach for 

identifying 

opportunities 

to actively 

participate in 

decision 

making 

through 

feedback 

captured 

though 

Customer 
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Inclusive Communities for all  

Immersion 

Program  

Priority Area 5: Leadership and raising profile 

5.1 In line with DPTIs priority action, review the 

terms of reference for the Torrens Connect 

Disability Access & Inclusion Committee 

(DAIC) to ensure that it remains an effective 

consultation forum for our projects, programs 

and policy development. 

Customer 

Experience Team  

Human Resources  

Annual Assess 

membership of 

the DAIC 

regularly to 

ensure a 

broad segment 

of the disability 

community 

can contribute. 

Priority Area 6: Engagement and Consultation 

6.1 Through our Customer Immersion Program 

capture real-time and immediate feedback 

from people living with a disability and learn 

about their experiences with Torrens 

Connect, as well as their ideas and input for 

improvements.  This includes on vehicle 

(bus, tram or on demand vehicle) as well as 

at stops and interchanges as well as varying 

times and days to capture a wider range of 

customer types.   The information gained will 

be used to refine our service delivery design. 

Customer 

Experience Team 

2020 Establish 

Customer 

Immersion 

Program  

Monthly Information, 

feedback and 

improvement 

suggestions 

will be collated 

and reported  

6.2 Public consultation is assessed for future 

reviews of the DAIP, and accessibility and 

inclusion matters. 

ongoing Best practice 

is followed 

when holding 

internal and 

external 

consultations 

to enhance 

accessibility 

and inclusion 

6.3 Ensure that our customer enquiry and 

feedback systems are accessible and 

responsive in relation to access and 

inclusion issues, and that complaints 

processes are clear and consistent. 

Ongoing Accessibility 

and inclusivity 

are addressed 

during any 

review of the 

Torrens 

Connect 

Customer 

Service 

Charter 

Annual Track number 

of access-

related 

complaints 

and how 

issues are 

addressed or 

resolved. 
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Inclusive Communities for all  

Annual Track number 

of access-

related 

complaints 

and how 

issues are 

addressed or 

resolved. 

6.4 Continue to review and maintain accessibility 

procedures (including complaints handling) 

to ensure that Torrens Connect meets the 

needs of people with disability and that all 

feedback is heard 

Ongoing Number of 

complaints 

relating to 

accessibility 

referred to the 

DAIP 

Committee for 

assessment 

Ongoing Provide people 

with a 

disability the 

opportunity to 

submit 

feedback or 

comment via: 

info@torrensc

onnect.com.au 

 

Accessible Communities 

The accessibility of the built environment, quality services and information is key to ensuring people living with 

disability are included and have the opportunity to equally participate in all aspects of community life. It is our aim to 

increase accessibility to public and community infrastructure, transport, services, information, sport and recreation 

and the greater community. 

Action Description Responsibility/Lead Timeframe Measurable Target 

Priority Area 7: Universal design across South Australia 

7.1 Accessibility risk register, detailing the 

issues and risks associated with the Tram 

and Bus operations achieving compliance 

with the DDA, the Disability Inclusion Act, 

the Transport Standards and the Premises 

Standards. Types of risks to be identified in 

the register include: 

• Legal risks (such as those 

associated with achieving 

compliance with Transport 

Standards, Premises Standard, 

and the Disability Inclusion Act) 

• Customer experience risks 

(including reputational risks to 

Torrens Connect 

• Asset maintenance risks 

• Infrastructure design risks 

• Rolling stock engineering and 

replacement risks 

Customer Experience 2020 Establishment and 

maintenance of 

risk register and 

issues brought to 

Customer 

experience and 

Inclusion 

Committee. 

Annual Founded 

mitigations and 

measures for 

identified risks 

Annual Improvements 

tracked and 

reported.   
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Accessible Communities 

 

 

Priority Area 8: Accessible and available information 

8.1 Ensure Torrens Connect Website and 

online services are accessible, and 

information is available in a range of 

different formats 

Improve the quality and availability of key 

resources for people living with disability 

about our public transport services. 

Customer Experience 2020 Maintain an email 

address 

(info@torrensconn

ect.com.au) for 

people with a 

disability to 

provide feedback 

or submit 

comments 

Ongoing Resources 

available for 

Torrens Connect 

staff providing key 

communication 

activities, including 

social media, 

public 

announcements 

and events. 

Ongoing Accessibility of 

Torrens Connect 

website and 

intranet is 

monitored and 

enhanced. 

Annual Complaints about 

digital content and 

online accessibility 

are satisfactorily 

resolved and in a 

timely manner. 

8.2 Ongoing Resources 

reviewed and 

recommended 

changes identified 

 Ongoing Resources 

updated for people 

living with a 

disability  

Priority Area 9: Access to services 

9.1 Gaining a detailed insight into customer 

experience and accessibility for people 

living with a disability  

Customer Experience Ongoing Engagement and 

representation in 

DPTI lead 

customer focus 

groups 
9.2 Work within Torrens and in collaboration 

with DPTI to improve access to public 

transport for people living with disability 

Ongoing 
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Accessible Communities 

9.3 Maintain the accessibility of our state-

owned trains and trams. 

 Annual Access related 

complaints are 

satisfactorily 

resolved in a 

timely manner. 

 

Learning and Employment 

Workforce participation is fundamental to social inclusion. It provides economic independence and 
choice, social connections and friendships, value, identity and belonging. It is our aim that people living 
with disability have access to inclusive places of study and that education and training provides 
pathways to meaningful and inclusive employment and volunteering opportunities. 

Action Description Responsibility/Lead Timeframe Measurable 
Target 

Priority Area 10: Better supports within educational and training settings 

10.1 Implement training, career 
development and mentoring 
programs for employees with 
disability 

Human Resources Ongoing Employees 
living with 
disability are 
provided with 
accessible and 
inclusive 
training 
opportunities 
that enable 
them to gain 
skills and 
experience. 

Percentage of 
employees 
living with 
disability 
provided with 
additional 
training. 

Priority Area 11: Skill development through volunteering and support in navigating the pathway 
between learning and earning 

11.1 Provide employment, volunteering 
and work experience opportunities 
for people living with disability 

Human Resources Annual Number of 
work 
experience 
opportunities 
identified. 

Annual Number of 
work 
experience 
opportunities 
provided  
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Learning and Employment 

Annual Number of 
people living 
with disability 
employed, 

Priority Area 12: Improved access to employment opportunities and better support within workplaces 

12.1 Utilise inclusive recruiting practices:  

A diverse workforce is portrayed in 
promotional material and involved in 
online branding activities. 

Human Resources Annual Number of 
employment 
opportunities 
that targeted 
people living 
with disability 

2020 An Equal 
Opportunity 
Statement is 
included in 
every job 
advert: 
“Torrens 
Connect is an 
Equal 
Opportunity 
Employer. We 
pride ourselves 
on having a 
diverse 
workforce and 
encourage a 
broad range of 
skilled 
applicants to 
apply for 
advertised 
vacancies.”  

 

Ongoing During the 
application 
process, 
applicants are 
advised: “To 
assist us to 
make 
arrangements 
to 
accommodate 
applicants’ 
needs, please 
advise if you 
have an 
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Learning and Employment 

employment 
restriction due 
to a disability. 

 

Ongoing The interview 
is held in an 
accessible 
venue, with 
appropriate 
parking and 
access to pubic 
transport.  

 

Ongoing New 
employees are 
encouraged to 
complete a 
confidential 
Diversity 
Questionnaire 
that captures 
information on 
disability and 
any associated 
workplace 
adjustments 
that need to be 
undertaken 

12.2 Develop and maintain policies and 
procedures to ensure an inclusive 
environment for all employees:   

2020 Roll out of the 
Diversity and 
Inclusion 
Policy,  

Recruitment 
and Selection 
Procedure and 
the  

Grievance 
Resolution 
Policy & 
Procedures 
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5 Disability Access and Inclusion Plan 
Development  

5.1 Consultation Process 
This Plan has been developed through consultation with Torrens Connect lead functional disciplines 
and using the State Plan and DPTIs DAIP (draft) for alignment.  

Torrens Connect is keen to seek guidance, feedback and ideas from DPTI and from the South 
Australian community to further help shape our DAIP and forums key governance and feedback forums 
are outlined in section 6.3.  

 

5.2 Relationships to other policies, regulations, and 
legislation 

This Plan has been developed to comply and align with all relevant government policies, regulations, 
and legislation, including: 

• Disability Law, including the Disability Discrimination Act 1992 (Cth) (DDA) and Disability 
Inclusion Act 2018 (SA) 

• Premises Standard, including Part H2 of the Disability (Access to Premises – Buildings) 
Standards 2010 (Cth) and any accompanying guidelines under the DDA 

• Transport Standards, including the Disability Standards for Accessible Public Transport 2002 
(Cth), and any accompanying guidelines under the DDA 

• Inclusive SA: State Disability Inclusion Plan 2019-2023 
• DPTI Disability Access and Inclusion Plan (Draft) 2020-2022 

Hierarchy of Plans 

The Torrens Connect DAIP will be implemented alongside the following policies, and plans: 

• Torrens Connect Industry Participation Plan Torrens Connect  
• Torrens Connect Employee & Industrial Relations Plan 
• Torrens Connect Work Health Safety Plan 
• Torrens Connect Customer Experience Plan 
• Torrens Connect policies including the Disability Access and Inclusion Policy and Procedure, 

Human Resource documents and individual contracts 

6 Implementation Process 

6.1 Implementation 
Implementation of the DAIP is the responsibility of Customer Experience Team in collaboration with 
Human Resources, Maintenance and Safety, within Torrens Connect.   

Torrens Connect will take all practicable measures to ensure the plan is implemented by its 
employees, agents or contractors including reference to the DAIP on the Intranet, Diversity and 
Inclusion Policy and induction packages. 

6.2 Responsibility  
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A summary of the responsibilities for disability access and inclusion across the Torrens Connect 
team: 

Role Disability access and inclusion responsibilities 

Head of Customer 
Experience/Manager 
Service Delivery  

• Overall accountability, monitoring and reporting on progress against the 

Plan  

• Direct liaison with DPTI and key stakeholders on all customer experience 

matters; 

• Coordination with Maintenance Manager regarding implementation of any 

equivalent access measures 

• Customer education of new services and technologies like BRIDJ.  

Communications 
Advisor 

• Key interface with DPTI in relation to provision of accessible customer 

information 

• Represent Torrens Connect at DPTI Disability Access and Inclusion 

Forums 

• Deliver engaging internal communication campaigns that are accessible to 

all;   

• Deliver customer communications relating to disruptions and service 

changes that are accessible to all 

• Manage the voice of the customer program activities, including 

receiving, analysing and developing insights and forming, proposed action 

plans for: Mystery Shopping; Customer Immersions; Service Improvement 

Requests from Torrens Connect Team Members; and Customer 

Satisfaction Survey Results undertaken by DPTI. 

• Oversight of internal and external communications and awareness 

campaigns regarding accessibility and inclusion 

Customer Feedback 
Officer   

• Prepare customer complaint reports for DPTI, including trend analysis and 

improvement initiative;   

• Prepare and control comments and complaints received;    

• Maintain and update customer complaint databases;    

• Liaise with depot management to ensure accurate and timely complaint 

responses;    

• Coordinate complaints and compliments for investigation and responses to 

customers;    

• Investigate customer complaints with the relevant Operational Staff;    

• Provide analysis on customer service gaps and areas of improvement and 

champion customer service training initiatives;   

• Are the main point of contact for DPTI, local Councils, utility companies, 

their contractors, sub-contractors, and traffic management providers 

regarding temporary bus stop closures and / or temporary bus route 

detours to accommodate various works on bus routes; 

Human Resources 
Manager 

• Coordination of access and inclusion training contents for frontline staff, 

including unconscious bias, appropriate workplace behaviour and diversity 

and inclusion.  

• Management of all recruitment practices to ensure process are inclusive.  

• Work with relevant stakeholder groups to identify employment and work 

experience opportunities for people with disability.   

Customer Experience 
Officer (On Demand 
Services) 

• Actions and response to relevant customer feedback and complaints. 

• Ensure customer information is up to date for on demand services;     

• Provide direct customer assistance in app, on social media, at stops, on-

board, during special events, and when services are disrupted;    

• Prepare and control customer FAQ’s, comments and complaints received;    

• Maintain and update customer complaints on the CRM, as required;    

• Ensure accurate and timely complaint responses;    
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Role Disability access and inclusion responsibilities 

• Coordinate BRIDJ complaints and compliments for investigation and 

response to customers;    

• Investigate BRIDJ customer complaints along with relevant Operational 

Staff;    

• Provide analysis on customer service gaps and areas of improvement and 

champion customer service training initiatives; 

Customer Service 
Officers 

• Proactive engagement with all customers, providing customer information 

and direct assistance, where appropriate and deemed acceptable under 

equivalent access provisions. 

• Facilitate the boarding and alighting of customers using wheeled mobility 

aids.   

Tram Operators • Facilitate the boarding and alighting of customers using wheeled mobility 

aids.   

 

6.3 Communications, Governance and Reporting 
Torrens Connect will adhere to regular and structured governance to ensure all internal and external 
stakeholder objectives are met.  

We will ensure: 

• Alignment between stakeholder objectives and the objectives of our Customer Experience 
Plan, including those relating to disability access and inclusion  

• Alignment between service streams (including between Customer Experience and Asset 
Management departments) in order to achieve objectives and deliver a positive customer 
experience 

• Interfaces and mechanisms for ensuring effective communications are well defined and 
understood by all relevant parties and stakeholders 

• Escalation of issues, and tracking and monitoring of corrective action plans, where areas of 
underperformance are identified. 

Key governance forums specifically relevant to disability access and inclusion will be as follows  

Meeting Scope and frequency 
Torrens Connect 

attendees 

Customer 
Experience Joint 
Operator Forum 

Quarterly forums to discuss customer experience issues 

across Adelaide Metro, including issues relating to 

customer disability access and inclusion. 

Head of Customer 

Experience 

Disability Access 
Inclusion 
Committee 

Meetings to discuss accessibility issues, as requested by 

DPTI. 

Head of Customer 

Experience/ 

Communications Advisor 

Customer 
Accessibility 
Reference Group 

Ad hoc meetings, arranged to gain insight into current 

customer issues, needs, and priorities in relation to 

network accessibility. 

Communications Advisor 

Interface Meetings Biannual meetings to discuss interfaces with key 

stakeholders (e.g. DPTI, SAPTA, other operators and 

emergency services) in relation to emergency 

preparedness and resilience (including disability access 

requirements). 

Head of Customer 

Experience 
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Reporting  

Outputs of our internal governance arrangements and our performance management process will 
inform our regular reporting to DPTI.  

Head of Customer Experience will have overall responsibility for DAIP reporting, including the 
provision of: 

• Customer Experience Progress Reports, including a progress report in respect to our 
Operator Disability Access and Inclusion Plan, will be provided to DPTI within 14 days of 
results being requested 

• Customer experience inputs to annual Contract Performance Review Reports, including 
reports on progress implementing the Operator Disability Access and Inclusion Plan, which 
will be provided to DPTI each year 

 

7 Associated Documents 
Table 3: Associated Documents 

Document ID Title 

xx Torrens Connect Industry Participation Plan Torrens Connect  

xx Torrens Connect Work Health Safety Plan 

xx Torrens Connect Customer Experience Plan 

xx Torrens Connect policies including the Disability Access and Inclusion Policy 
and Procedure 

xx Torrens Connect Employee & Industrial Relations Plan 
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