
BUS OPERATOR PROFILE:

BRIDGES  
CONNECTING 
COMMUNITIES

Tell us a little bit about your organisation 

Our mission is to support and empower 
elderly frail aged people and those with 
a disability who are at risk of isolation, to 
be independent and valuable contributing 
members of our community. We achieve 
our objectives by running a community 
transport service, outings, a pet companion 
program, planned activity groups, Phone a 
Friend and the Friendly Visiting Program for 
residents living in the Knox and South West 
Yarra Ranges. Bridges is registered with 
BSV as a Registered Bus Operator.

Describe your community transport 
service 

Our Transport Service is composed of 
eight fleet vehicles, five minibuses and 
three cars. We are proud to have seventy 
Volunteer Drivers who not only drive our 

fleet but also use their own private vehicles 
to transport our clients to and from 
appointments. Our volunteers span across 
the area of Knox and the South West Yarra 
Ranges and we have 1,100 active registered 
clients using our community transport 
service. Our boundaries are Box Hill 
Hospital, Monash Medical Centre in Clayton 
and Lilydale.

How have your worked to make your 
safety management systems compliant 
with the Bus Safety Act? 

We have been fortunate to be part of some 
great Community Transport networks 
being members of the Victorian Community 
Transport Association (VCTA) and in the 
past ETAN and TYRE networks. We have 
had access to best practices and have 
developed our own transport policy and 

procedures based on the Operational 
Guidelines for Community Transport Manual 
developed by Juliet Frizzell, Maree Ivey and 
Holly Smith from Effective Change Pty Ltd. 
We have worked hard in establishing good 
Management Information Systems (MIS) 
and Management Maintenance Systems 
(MMS) that are quick, efficient and effective. 
When the Bus Safety Act was updated we 
only had to vary two MIS and two MMS 
to be compliant with the new regulations. 
We took advantage of developing an 
alcohol and drug management policy in 
consultation with all bus safety workers 
by incorporating a volunteer driver forum. 
The result was we had a rich source of 
feedback from our volunteer drivers which 
has enabled us to reshape and hone our 
service delivery to be one that is relevant 
to community needs whilst complying with 
regulatory obligations. 
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What was the greatest learning for you 
from the process? 

The greatest learning for us was that we 
were forced to go back and review some 
of our processes and in doing so we chose 
to review them all. The result was that 
we were able introduce new processes to 
our systems and were able to streamline 
some of the older ones, which increased 
efficiency and this exercise reinforced to 
staff the importance of our systems.

Why is it important for a service such as 
yours to have such high safety standards? 

We are proud of our transport service 
and have worked hard over many years 
to comply with all regulatory obligations 
and the result of our hard work is that we 
have achieved a high standard which was 
confirmed when we underwent our safety 

audit in March this year by BSV. The auditor 
conveyed that our MIS and MMS were of a 
standard that he would expect to see from 
an accredited bus operator. Our standard 
needs to be high because our target group 
are vulnerable people from our community 
and we have a duty of care to provide a 
safe service. Our drivers are all volunteers, 
who thoroughly enjoy driving and without 
them we would not exist; so our volunteers 
deserve high safety standards. 

Can you provide any good examples 
where your safety systems have ‘saved 
the day’ or helped avoid an incident? 

The introduction of pre-trip inspection 
checklist has proved valuable in a number 
of cases where we are able to pick up 
vehicle faults, such as, brake lights and 
lights that have blown and in one case 

there was an issue with the automatic 
gear lever. Performing these checks at the 
beginning of the day means that if anything 
is wrong we can fix it before the volunteer 
driver comes in to pick up the vehicles. 

Does a focus on administration help or 
hinder your operation?

In 2009 when the Bus Safety Act was 
amended we had 3 minibuses and two 
vehicles now our service has two extra 
minibuses and an extra car. We have only 
been able to expand our transport service 
by having good business systems in place. 
Putting focus on administration and 
ensuring the process is a smooth and an 
easy one for all users means that growth 
can take place without compromising 
efficiency and effectiveness whilst keeping 
any strain on staff to a minimum. 
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