CTST Passenger Rights & Responsibilities

OUR PURPOSE — To provide affordable transport to support people to live well and connect
with their community.

OUR VISION — Our vision is that everyone has access to community transport. To achieve this
vision, we work in partnership with all levels of government, funded services, communities,
and individuals to identify needs and find solutions.

OUR VALUES — The core values on which the culture of CTST is based are those of:
Collaboration, Respect, Professionalism, Innovation, and Commitment. These values ensure
respectful, safe, and accountable community transport services to the people of Tasmania, in
accordance with the guidelines provided by relevant Commonwealth & State funding
agreements.

OUR STAFF, DRIVERS, VOLUNTEERS, AND PASSENGERS ALL HAVE
RIGHTS AND RESPONSIBILITIES

To ensure your safety and the wellbeing of staff, drivers and other passengers, CTST reserves
the right to discontinue service to any individual who does not comply with the Passenger Code
of Conduct or who poses a threat to the safety, comfort or wellbeing of others.

Care is taken by our drivers to maintain a professional relationship with passengers —and we
would like to thank you for helping us to create a safe, comfortable and happy service and work
environment.

YOUR RIGHTS AS A CTST PASSENGER

e We will treat you with courtesy, dignity and respect.

e We will respect and support your identity, culture, and diversity.

e Your service will be provided in a safe and competent manner by knowledgeable,
capable, and caring staff and drivers in accordance with CTST policies and procedures.

e We will keep you informed, consult you, and support you to exercise choice.

e We will treat your personal and confidential information with sensitivity. We will collect,
store and use your information responsibly.

e We welcome all ideas, suggestions, and comments. We will encourage, support, and help
you to provide feedback or make complaints. You are welcome to have someone speak
on your behalf and making a complaint will not affect the way you are treated.
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WHAT YOU CAN EXPECT FROM CTST

e A courteous and friendly driver

e Asafe and comfortable trip to and from your destination

e Support and assistance from our office staff with a focus on safety and quality
e Easy-to-understand information

e To be listened to and understood

WHAT WE EXPECT FROM OUR PASSENGERS

e Treat CTST staff, drivers, and other passengers with courtesy, dignity and respect
e Behave in a sober, polite, and safe manner — complying with driver instructions
e Be respectful of others’ privacy
e Be ready to be flexible about pickup and drop-off times — remembering that our vehicles
usually carry more than one passenger
e Give as much notice of your need to travel as possible
e Provide the appointment time and exact address for your appointments
e Give as much notice as possible for cancellations
e Inform us immediately if your circumstances change, including:
o Any change to your contact details
o Any change in access to your property or your driveway
o Ifyou are no longer able to travel without assistance including entering and exiting
the vehicle and for the duration of a journey
o Any new mobility equipment used or a change to the equipment used
o Any change to your Emergency Contact details
¢ Not wilfully damage CTST vehicles
e Not distract your driver or behave in a loud or disruptive manner
e Never ask drivers to enter your home or any building at your destination
e Not eat or drink in the vehicle — other than water bottles, which are permitted
e Not smoke in the vehicle or within 5 metres of the vehicle
e Not contact drivers directly other than calling a vehicle phone to confirm pick-up when
this number has been provided to you by your driver
e Not offer money or gifts to staff or drivers
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TELL US HOW WE ARE DOING
If something happens that you like or do not like about our service, please let us know.

We want to ensure your issues are heard and we love to receive passenger compliments and
suggestions for improvement. You can tell us in a way that suits you:

e Talk to a staff member

e Contact us online at www.ctst.org.au

e Email us at feedback@ctst.org.au

e (Calluson 1800781033

e Write to us at: CTST Feedback
PO Box 464
Glenorchy TAS 7010



