550 frontline and
143 PTV call centre
staff trained.

Communication access:
Scope and V/Line

Length of project
2013-2016.

In 2016 V/Line became the first transport operator in the world to be
accredited with the Communication Access Symbol. This means that
staff are committed to ensuring all customers with communication
difficulties experience excellent customer service on all V/Line services.
The challenge
Each year, around two million V/Line trips are taken by customers with
communication difficulties. V/Line recognised the need to increase accessibility of
services through improved communication in its 2012-15 Accessibility Action Plan
(AAP). The rail operator identified the need to ensure all frontline staff were properly
trained and given the right communication tools to assist all customers, including
those with a communication difficulty.
Adapting services for people with communication difficulties means making sure
they can understand written and spoken information and be understood by staff.
For V/Line staff and customers, this means that:
• Communication tools such as picture boards, sentence boards and spelling boards
are available to V/Line customers.
• Staff are trained in disability engagement and communication access and know
how to use communication tools.
• Staff know how to interact effectively with customers with communication
difficulties.
• Passenger information displays have been adapted
to ensure everyone can read them easily.

Scope’s role
Scope is a not-for-profit organisation that supports people with physical, intellectual
and multiple disabilities to live as empowered and equal citizens. As a leading
provider of disability support services, we work with more than 6,000 individuals
and their families across Victoria in 108 service locations.
Scope’s Communication and Inclusion Resource Centre (CIRC) supports
organisations across Australia to communicate effectively with customers with
complex disabilities, creating welcoming, inclusive environments where everyone
can get their message across. From disability engagement courses, plain language
and Easy English services to coaching teams to achieve accredited communication
access standards, Scope’s approach is unique in that all our services are designed
and delivered by people with a lived experience of disability.
Our diverse team delivers evidence-based expertise and insight, enabling your
staff to deliver the best possible customer experience for all and strive towards
universal access.

The approach
Scope and V/Line worked together to define areas that needed strengthening and
implement changes that would build the capacity of V/Line staff to achieve
Communication Access accreditation. The aim was to increase staff skills, knowledge
and confidence when interacting with people with communication disability.
The Scope team of communication access consultants and assessors collaborated
with V/Line staff to develop and implement a tailored plan.
An advisory group was established, consisting of representatives from V/Line,
Scope, Latrobe University, Public Transport Victoria (PTV) and customers with
communication difficulties.
The group addressed the project in five phases:

Research

In partnership with Latrobe University, a multifaceted pre-intervention program
was developed. This included focus groups, online surveys and interviews with
V/Line staff and customers with communication difficulties.

Design

Based on the findings from the research phase, Scope and V/Line designed a
tailored capacity building package of training, customised communication tools
and accessible information (for example Easy English documents).

Implementation

All conductors and station staff were trained on general disability awareness and
communication access and were provided with the Talking to V/Line toolkit. This
kit contains a range of communication tools to be used across different job roles.

Assessment against accreditation standards

Scope communication access assessors, who have communication disabilities,
completed assessments at a representative number of staffed and unstaffed V/
Line stations, on board V/Line trains and at the PTV call centre. As part of this,
they assessed the knowledge, communication skills and confidence of staff to
determine if Communication Access Symbol accreditation would be awarded.

Sustainability plan

At the conclusion of these phases, V/line and Scope collaborated in the
development of a sustainability plan to ensure communication access standards
would be maintained over time. Each year V/Line produces evidence on the
maintenance of communication standards.

About the tailored capacity building plan
The research revealed that 72 per cent of staff had never received training that
focused on communicating with individuals with communication difficulties, although
84 per cent of V/Line staff had an interaction with an individual with a disability in
the preceding month.
Between 83 and 88 per cent of V/Line staff said communication tools, such as
cards with common questions, or names and photos of stations on each line,
would be useful tools to assist communication between staff and customers.
In response to the needs identified at the research stage, V/Line and Scope
implemented the following practical steps:
• Provided disability engagement and communication access training, designed
and delivered by people with a lived experience of disability to increase individual
knowledge and capacity of 550 V/Line conductors and frontline staff and
143 Public Transport Victoria call centre staff.
• Equipped all staffed stations and conductors with a Talking to V/Line tool kit,
including picture, alphabet and sentence communication boards, journey
information notepads and reminder cards.
• Delivered train the trainer sessions to key V/Line trainer staff. Scope staff coached
V/Line trainers on how to train other staff to use the new resources, using the
Talking to V/Line tool kits.

Outcomes
• The focus on staff training and tools that supported customer interactions
contributed to a four per cent increase in engagement of the Customer team.
• The project contributed to V/Line achieving a score of 6.33 against the
International Customer Service Standard (ICSS) in December 2015, which has
continued to grow over the following years.
• In March 2016, V/Line received its highest satisfaction rating for frontline staff,
achieving a score of 87.2 per cent in the PTV-led Customer Satisfaction Monitor.
• In 2016, V/Line was a finalist in the National Disability Awards for its commitment
and actions in creating accessible transport.

Learnings
• Disability engagement and communication access training is key to increasing
staff confidence to interact with people with communication difficulties.
• Tailoring communication tools to the relevant service or context is most effective in
making sure customers can use them.
• Building staff capacity to deliver internal training on using communication tools is
key to maintaining communication access standards.

Key drivers of impact
V/Line’s continued commitment to ensuring the learning and development of staff
has been critical to its success in maintaining communication access accreditation
and increasing customer satisfaction.
V/Line ensured that Scope’s face-to-face disability engagement and communication
access training was embedded as part of the induction process for new staff.
Following the launch of Scope’s online disability engagement eLearning module,
V/Line will roll the training out to all staff in 2018/19.

V/Line CEO James Pinder says becoming
certified under the Communication
Access Symbol has been a really positive
and worthwhile experience.

“The process has enabled our staff to
be more confident and equipped with the
right knowledge and tools to effectively
communicate with all of our customers.
We’ve worked really closely with Scope
as part of this project and continue to
receive positive feedback about the
benefits to our customers.”

Contact Scope today
1300 472 673
contact@scopeaust.org.au
scopeaust.org.au

