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VISION, MISSION, VALUES – ABOUT US

OUR MISSION:

To provide affordable transport to support people to 

live well and connect with their community

OUR VISION:

Everybody has access to Community Transport

OUR VALUES:

Commitment

Collaboration

Innovation

Professionalism

Respect

ABOUT US:

 Community Transport Services Tasmania Inc. (CTST) is a not-for-profit 
organisation that provides door to door transport for the frail and 
people with disabilities, to assist them to attend medical and other 
appointments, shopping, attend social activities and remain connected 
to their community.

 We have a fleet of 80-plus vehicles located statewide. We have a 
volunteer team of approximately 400 who transport our aged, disabled 
and disadvantaged members of their  community – including their 
carers where appropriate – to where they need to be, and return.  Our 
drivers are provided with both internal and external training programs.

 Trips can be a few kilometres; for example, to the local doctor, or shop, 
and return with groceries; or more extensive, for example to visit 
relatives located in another town, or to attend a clinic appointment at 
the Hospital.  Our consumers also have access to our statewide social 
outings program.

 Funding from both the Commonwealth Home Support Program (CHSP) 
and the Tasmanian Home and Community Care (HACC) program assists 
us to maintain infrastructure, vehicle fleet and paid staff. Consumers 
(eligible users) pay a co-contribution (fee) for each trip. Volunteer 
drivers are a vital part of the service.



CHAIRMAN REPORT

Financially the organisation has again produced a result which ensures the 
future viability of operations as well as providing a base to continue 
expanding services to the community and ensuring that we have systems for 
the monitoring, recording and reporting on service delivery to ensure quality 
services to our consumers.

The number of service provision episodes continues to increase while the 
number of service types also increases. This has been made possible in large 
part through the dedication and commitment of our wonderful and generous 
volunteers. It is only through their spirit of community support and unselfish 
desire to assist those in the community needing their support to live their 
lives to its fullest that these results can be achieved.

We also need to acknowledge the work of our staff who have worked 
tirelessly throughout the year in managing and organising the delivery of an 
ever-increasing level of service – both in number of episodes and range of 
services. At the same time, the quality of these services has also been 
increasing.

With the increasing regulatory requirements and challenges of compliance 
with funding agreements, the staff are to be congratulated for compliance 
with these requirements while continuing to deliver high quality services.

These compliance requirements have necessitated increased and improved 
computerised data systems. In this regard CTST has remained at the forefront 
of technology to record, track and manage the delivery of customer services.

The reputation as an organisation which delivers high quality services to 
meet a community need has resulted in CTST being approached to provide a 
broader range of services for the Tasmanian community.

This has led to the establishment and expansion of the Area Connect brand. 
The work of Area Connect is an adjunct to the work of CTST and 
complements the range of community services on offer.

Another year of challenge, change, progress and 
excellent service has concluded.



Throughout the year we have been grateful for the leadership and vision of 

our Chief Executive Officer Lyndon Stevenson. Lyndon has continued to 

direct the organisation in its daily operations while at the same time setting 

a vision which takes the organisation forward with a positive direction and 

positive future.

I also wish to acknowledge the work of our Board Members for their 

commitment to the work of CTST and for their support in setting the 

strategic direction for the organisation.

As we enter the new financial year the challenges continue; however, with 

the commitment and drive of the Board, the CEO, our staff and our 

volunteers I am confident that CTST will continue to meet and exceed the 

expectations of the community and consumers whom it is our privilege to 

assist in living the lives which they choose to live.

It is with pleasure that I provide this report for the Community Transport 

Services Tasmania Annual Report for 2018 / 2019.

Glenn Hardwick

Chairman



CEO REPORT

The last twelve  months has seen CTST embed a singular state-wide service 
delivery model. This model has provided for an efficient and effective 
assessment process, bookings system and resource scheduling, while 
maintaining the ability to respond locally.

Operating now for twelve months the new model ensures each consumer, 
engaging with CTST, will receive the same quality service from anywhere 
within Tasmania. Furthermore, it allows CTST to readily make changes to 
service, whether originating from a compliance and quality perspective or 
directly from a consumer input.

CTST’s impact for the year is again evidence of the organisation’s ability to 
operate efficiently to ensure all resources are maximised. Yet again CTST 
realised growth in consumer numbers and output performance. The total 
trip numbers were up 13% and when broken down to core programs, 
Commonwealth Home Support Program (CHSP) and Tasmanian governments 
Home and Community Care program (HACC) were up 11% and 10% 
respectively. The total consumer numbers were also higher than the previous 
year’s record. When broken down the result equates to an additional 10% 
occupancy on average each month.

This approach has again allowed CTST to pass on an efficiency dividend to 
consumers by keeping our fees on hold for yet another year.  It is possible 
CTST may experience minor growth in the first half of next year, however 
with the current resource levels it is unlikely growth will continue as we 
believe we have hit capacity. Therefore, any future efficiency gains will be 
minimal, if at all, unless increased base funding is received from both state 
and commonwealth programs, HACC and CHSP.

Spreading our service to meet the increasing demand is obviously a key 
consideration and has been a key focus for CTST for many years. However, 
we have and are extremely aware of the importance of ensuring that we 
maintain the highest quality of care and consumer experience to every 
individual that comes in contact with CTST. Our ongoing focus on consumer 
directed improvements and quality enhancements was acknowledged by the 
Aged Care Quality and Safety Commission. In April the organisation was 
audited under the Home Care Standards and achieved compliance against 
each standard.

After three years of actively listening to consumers 
and volunteers and considering the imminent 
changes to the sector, largely driven by 
government policy, 2018 /2019 has been a year of 
consolidation and ambition for all staff and 
volunteers.



From July 1 aged care services that receive a subsidy from the Australian 
Government must meet new standards, the Aged Care Quality Standards. 
These Quality Standards are part of the legislation and set out the quality of 
care that must be provided to consumers of all Aged Care services. The new 
standards will combine a range of aged care standards (Residential, home 
Care, CHSP etc.) into a single set of standards. In preparation for the new 
standards CTST has been actively identifying gaps and applying strategies to 
ensure ongoing quality compliance. CTST is encouraged by the new 
standards as its intention is to ensure the highest quality care to older 
Australians. Culturally CTST is well aligned with the new standards and we 
look forward to working with each individual consumer to achieving their 
respective goals.  

As I reported in last year’s annual report a major concern for the 
sustainability of the community transport sector is how providers will be 
funded by governments moving forward. A shift from the current model of 
block funding would come with inherent risk to the sustainability of 
community transport as we know it today. Encouragingly, the recent 
announcement from the Commonwealth government provides funding 
certainty to the sector until 2022. This issue will remain a key focus for CTST 
and the national peak body over the next 12 months and beyond.

With the full roll-out of the NDIS in Tasmania now complete it is clear that 
funding direct from the program itself does not provide a sustainable model 
for CTST. Fortunately, the state government has continued to block-fund 
transport through the HACC program and as such has provided great 
certainty the many eligible Tasmanians who are unable to access 
mainstream transport.

Development in CTST’s social enterprise continued throughout 2018/19. 
Area Connect has continued to grow in both regional routes and passenger 
numbers. Delivering services in the Derwent Valley, Southern Midlands and 
South Eastern regions, Area Connect provided access to over 200 
Tasmanians to connect with labour market opportunities and/or social 
activities. 

This outcome has been achieved either through direct service provision, or 
through direct connection to public or private transport services. 
Furthermore, the additional corporate scale from Area Connect business 
has produced a commercial return. This return has been reinvested back 
into the business through the purchase of an additional CTST vehicle. 

Although in its infancy, it is great to see Area Connect achieving its 
objectives, supporting regional Tasmanians in access to transport and by 
doing so developing capacity for community transport services.

Perhaps the most significant project for the year was the review and re-
fresh of the organisations strategic plan. The review engaged and consulted 
with the entire organisation and as expected was driven by the CTST Board 
and management team. Like the last review in 2015, the process challenged 
us all as we looked well into the future and asked the big questions of CTST. 
The outcome of the review is one of aspiration and as such will see CTST 
look to take on a much greater leadership role, and this has been made 
clear though the updated Vision statement ‘Everyone has access to 
Community Transport’.



With such an ambitious vision the entire organisation will be kept busy 
working on a range of strategies and focused business activities over the 
coming twelve to eighteen months, however will commence immediately by 
developing a long-term IT strategy and Social Enterprise strategy, consisting 
largely of Area Connect development, and most critically completing a market 
analysis report. This report will provide CTST with the actual numbers of ‘at-
risk’ Tasmanians and their specific locations across Tasmania.

I have the privilege of writing an annual report that essentially is 
documenting the achievements of the many people in the business that make 
up CTST, who come together with a common goal, the goal of helping people, 
and we each play a different and important role.

Our wonderful volunteer team again continued achieving “over and above” to 
meet the growing demand for transport, and the growing regulatory 
requirements as the spotlight on the sector intensified. CTST is privileged to 
have so many wonderful volunteers who collectively bring and offer a 
superior array of diverse skills and experiences to the community and the 
business - the last twelve months were no exception.

Like our volunteers the CTST staffing team continued to effectively respond to 
the operational imperatives in order to ensure our volunteers and consumers 
received the highest possible service. Staff from right across the business 
clearly understand and demonstrate the importance of managing the 
business tensions - ensuring quality care and exceptional customer service, 
regulatory compliance, and financial and contract management. 

A special thank you is extended to the CTST executive team for creating an 
environment that allows staff and volunteers to maximise their respective 
skills and passions in-line with CTST’s strategic direction.  This collective 
leadership has ensured we ended the year in a much better position than 
when we started.

I would like to take this opportunity to both thank and congratulate the CTST 
Board for providing effective leadership and commitment throughout the 
year. The requirement of not-for-profit Board members continues to increase, 
and I know the staff and volunteers take great encouragement from the way 
our Board operates. I would like to especially thank CTST Chairman Glenn 
Hardwick for the support provided to me over the year. Glenn’s knowledge of 
the sector and governance principles has provided outstanding leadership. 

Finally, when looking back on the 2018 / 2019 year, I take extreme 
encouragement that CTST has supported more Tasmanians than ever before 
to live at home in their community, by providing this essential service, and 
doing so in a manner that ensures we can continue to deliver services into 
the future.

Lyndon Stevenson

Chief Executive Officer



THE BOARD

In 2018 / 2019 the Board convened ten times.

The Board as at 30 June 2019 consisted of the following members:

Glenn Hardwick Chairman

Peter Dane Deputy Chairman

Nicola Cox Public Officer

Bruce Taylor

Jeff Harper

Robert James

Deborah Fisher

Bruce Corbett

The Finance Audit and Risk Committee remained unchanged from 2017 / 2018 
and comprised of:

Peter Dane Chairman

Nicola Cox

Robert James

There were no retiring Board members in 2018 / 2019.

Strategy Planning Session – December 2018



THE BOARD

Glenn Hardwick – Chairman

Glenn was elected to the Board in 2014 and has previously held the positions of 
Deputy Chairman and Chair of the Finance Audit and Risk Committee. Glenn 
was appointed as the Board Chairman in November 2017.

Professionally, Glenn is the CEO of Christian Homes Tasmania, a not for profit 
aged care provider providing residential, homecare and independent living 
services to the elderly in Southern Tasmania. Previous positions have included 
Deputy CEO of OneCare Ltd, Official Receiver in Bankruptcy for Tasmania, 
Deputy Commissioner and forensic accountant for the Tasmanian Corporate 
Affairs office, as well as numerous positions with the Tasmanian and NSW 
Health Authorities. 

Glenn is a qualified accountant and holds membership of CPA Australia, 
Governance Institute and Chartered Institute of Company Secretaries. Glenn is 
also a graduate of the Australian Institute of Company Directors.

In what spare time he has, Glenn is interested in running, cycling, kayaking and 
bushwalking.

Peter Dane—Deputy Chair

Chair - Finance Risk & Audit Committee 

Peter has worked across the telecommunications and energy sectors across 
Australia but mainly in Tasmania.  He has held management positions at White 
Pages, TasTel, Hydro and Aurora Energy.  Apart from Peters time as CEO at 
TasTel, Peters business roles have been involved with marketing, and pricing and 
retail regulation in the energy sector in Tasmania. Previous Board experience 
includes, the Community Advisory Group on Mental Health, The Teachers 
Registration Board and the Legal Profession Board of Tasmania.

Peter continues to serve on a number of boards and associations, is a 
foundation member of the Australian Direct Marketing Association, is a 
Graduate Member of the Australian Institute of Company Directors and holds 
and MBA from the University of Tasmania.

Peter has a key focus on community involvement; currently volunteering for 
organisations such as the Guide Dogs Tasmania, driving for Community 
Transport Services  Tasmania Inc., and Committee member and Welfare officer 
for the Lenah Valley RSL.



THE BOARD

Nicola Cox—MAICD - Public Officer

Finance Risk & Audit Committee member

In 2016 Nicola was elected to the office of Public Officer, after initial 
appointment to the Board in 2015. 

Nicola is the Co-Founder and Director of Virtual Information Technology Pty 
Ltd., a Tasmanian IT service  provider. Nicola is a member of the Australian 
Institute of Company Directors and Recipient of Tasmanian Premier’s Board 
Diversity Scholarship – 2016

Formal membership and qualifications include:

Degree in Journalism

Member of the Australian Institute of Company Directors

Governance Foundations for Not-For-Profit Directors course

Nicola continually invests in building her board and directorship knowledge.

Nicola enjoys spending time with her family, volunteering at the local football 
club and catching up on trashy TV.

Bruce Taylor—Board Member

Bruce Taylor was appointed to the Board in 2012.  Having held the office of 
Deputy Chairman from 2013-2016; Bruce was elected to the office of 
Chairman in 2016 and retired from the position at the 2017 Annual General 
Meeting.  He continues as a Board member.

Previously Bruce held extensive employment with the Australian Bureau of 
Statistics, where he spent considerable time in the Populations Surveys area.

In 1984 Bruce transitioned to the Australian Electoral Office, assuming the 
role of Director Industrial Elections.  During this time Bruce conducted over 
500 elections for unions and employer bodies.

Bruce transitioned to the Tasmanian Electoral Office in 1993, to manage the 
setting up of the first postal elections for local government councils.  In 2002 
Bruce was appointed as the Chief Electoral Officer and then Tasmania’s first 
Electoral Commissioner in 2005.

Bruce retired in 2010.  His skills, knowledge and experience in operational 
management, and policy and legislation analysis and review are an asset to 
the CTST Board. 

Bruce has a keen interest in motoring, having participated in and helped 
organise car rallies for many years, enjoys travelling and being with family 
and friends.



THE BOARD

Robert James—Board Member

Finance Risk & Audit Committee member 

Robert (Bob) was appointed to the Board in October 2014. Bob also 
maintains his appointment to the CTST Risk & Audit Sub-committee.

Robert has extensive professional experience previously holding 
management positions with Perpetual Trustee, and GIO Australia. He has 
also held employment with the National Westminster Bank; and Spotless Ltd.

Academic qualifications include;

Associate—Executor and Trustee Institute of Australia

Diploma—U.K. Institute of Bankers—Banking and Trustee Taxation

Bob is a long serving volunteer driver with CTST, within CTST’s Greater 
Launceston District.

Deborah Fisher—Board Member

Deborah was appointed to the Board in 2016.  Deborah has previously 
worked in management roles for not-for-profit community organisations 
including the Cancer Council and Family Services.

Originally Deborah trained as a nurse where she worked as both Matron, and 
as a Nurse.  Deborah’s love is for nursing in palliative care, offering care-not 
cure to those dying.  Deborah then studied law and management.  She is  an 
active JP and has an Australia Day Award for her services to the community.

Deborah currently gives her time as a Bench JP with the Magistrates Court 
and is employed as a Health Consultant..

Formal qualifications include:

Nursing (and hospital training)

Law 

Management 

Volunteer Management

Assessment and Training.

Deborah loves swimming, natural things, alpacas, good coffee and old 
movies.  Deborah also has a keen interest in exploring why people, and 
things, behave as they do.



THE BOARD
Bruce Corbett AFSM—Board Member

Bruce commenced as a Volunteer CTST driver in April 2016 and was 
appointed to the Board in November 2017.  Bruce also serves as a 
Government appointment on the State Fire Commission representing the 
Tasmanian Retained Volunteer Firefighters Association (TRVFA) and has 
been on that Board since 2007.

His working life has been in Local Government Administration, the last 35 
years in management positions including General Manager King Island 
Council, Deputy Manager Wynyard Council, Administration Manager Burnie 
City Council, shared Risk and OH & S Manager Waratah/Wynyard and 
Circular Head Councils, and when he retired in 2016 he was serving as 
Manager Corporate Services for those two Councils.

His involvement in the fire service spans over 40 years, 26 years as Brigade 
Chief for the Wynyard Retained Brigade, recently stepping down to the 
position of Third Officer/Brigade Secretary.  Aside from that he was Group 
Officer of a number of brigades for seven years. In 1999 Bruce was awarded 
the Australian Fire Service Medal (AFSM) as part of the Australia Day 
Honours, the highest award for a volunteer firefighter.  He also is the 
recipient of a National Medal and a Volunteer Firefighter Medal.

Bruce is the President of the NW Branch of the TRVFA and as such, a 
member of the State Executive. In 1984 he was elected as the Association’s 
representative on the Australasian Assembly of Volunteer Fire Associations, 
later to become the Council of Volunteer Firefighters Association Inc. He 
was elected as Secretary of the Assembly in the late 1980’s, continuing in 
that role until appointed as the Company Secretary of the incorporated body 
and more recently the Public Officer as well.

Bruce has been married to his wife Dorothy for fifty years and they have two 
children and two grandchildren.  They have lived at Wynyard since 1975 but 
enjoy a lot of time travelling and at their holiday shack at Great Lake.

Jeff Harper—Board Member

Jeff has been involved with CTST for over 20 years, appointed to the Board 
in October 2014.

Jeff is a member of the North East Lions Club. In a period spanning 30 years 
Jeff was the Club President twice, and currently acts in the role of Lion 
Tamer.

Jeff has been the Lions Zone Chairman looking after the North East, 
Scottsdale, Bridport, Lilydale, Flinders Island and George Town for nine 
years. Currently Jeff has responsibility for St Helens, St Marys, Scottsdale, 
and Flinders Island Clubs. Jeff has been on the Board of the Tasmanian Lions 
Foundations for over ten years. During this time Jeff was awarded the 
Melvin Jones Fellowship from the State Lions 201 T1 Cabinet.  

Other achievements and services in which Jeff is involved are:

20 years service—Branxholm Hall & Reserves Committee

Member of the Dorset Men’s Shed

Recipient of the 2002 Dorset Citizen of the Year Award



FINANCE, AUDIT AND RISK COMMITEE

The Finance, Audit and Risk committee plays a key role in assisting the 
Board to fulfil its oversight responsibilities in areas such as CTST’s financial 
reporting, internal control systems, risk management systems and the 
internal and external audit functions. 

During the year there were no personnel changes with Peter Dane 
continuing as Chair of the FAR Committee and with Nicola Cox and Robert 
James continuing as committee members.

Five committee meetings were held: February; April; June; August and 
October. They were designed to ensure minutes from the FAR meeting 
could be circulated before the upcoming Board meetings. This system has 
worked well and is a credit to the quiet effectiveness of Bernadette Marney 
who efficiently prepares the agendas, meeting papers, action lists and 
minutes.

The main focus of the FAR Committee is the maintenance of the Strategic 
Risk Register, review of financial reports, oversight of the Quality, Safety 
and Risk committee reports and the external Audit process.  This year 
significant developments also came under the auspices of the FAR 
Committee. They included the development of a new financial framework, 
the impact of the new Aged Care Quality Standards and the completion of 
internal Business Continuity plans and Crisis Management procedures. All 
three developments have been subject to review and recommendations to 
the Board and all three are in the process of implementation.

The Committee continues to receive full support of Management who have 
provided thorough reports to the FAR Committee meetings, have been 
responsive to requests for changes/improvements in reporting and have 
provided additional information promptly when requested.

The FAR Committee is very appreciative of the assistance given by CTST 
management and staff during 2018/19.

Peter Dane

Chairman

The role of the FAR committee is to support the Board 
in its governance responsibilities by conducting a pre-
examination of Finance, Audit and Risk matters and to 
initiate investigations, reviews and further information 
requests which may result in specific 
recommendations or advice to the Board.



ACCOMPLISHMENTS

CTST achieved significant success across the many facets of the 
organisation in 2018 / 2019 including;

➢ Successfully maintained accreditation against the Home Care 
Standards

➢ Undertook a self-assessment against the new Aged Care Quality 
Standards 

➢ Reviewed, implemented and embedded our Quality and Safety 
Framework

➢ Solidified the service delivery model and organisational structure 

➢ Increased HACC Outputs by 10%

➢ Increased CHSP Outputs by 11%

➢ Area Connect trips provided transport to over 200 consumers

➢ Implemented a streamlined phone system 

➢ Developed and embedded the 2019 – 2021 Strategic Plan

➢ Efficiency targets achieved, resulting in Consumer fees remaining on 
hold  for another year



CORPORATE SERVICES

Financial Performance 2018/19

CTST has again achieved a very strong financial result for the year with a 
surplus exceeding $500,000 for the second year in a row.  This has further 
strengthened our financial position with net equity increasing to around 
$4.5m as at 30 June 2019.

During the year CTST was fortunate to again receive CHSP Growth Funding 
which was largely due to the continual growth being achieved in the 
number of consumers being serviced.  We were also the recipient of 
additional funding from the State Government which allowed for the 
purchase of two additional vehicles.

CTST’s Area Connect service had its first full year of operation and has 
resulted in us being able to broaden our funding sources by partnering with 
the State Government to provide solutions to transport challenges in the 
State.  This looks set to grow over the next few years and is an exciting 
development for CTST.

Due to our positive financial results, our cash reserves have grown and we 
continue to enjoy a debt free position.  With a comfortable surplus forecast 
for 2019/20 we expect our financial position to strengthen over the coming 
financial year.

I.T. and Communications

2018/19 was the first full year of operation of our Transport Management 
System (TRIPS) which has been shown to be highly beneficial to our 
operations.  We continue to work with the TRIPS software developers in 
order to enable enhancements and modifications to be made to suit our 
evolving requirements and this is an ongoing process.

Similarly, the new telephone and communication system had its first full 
year of operation and has resulted in more efficient and cost-effective 
communications with all parties in the face of ever-increasing demand for 
our services.  We have also recently implemented a major change to the 
system which has enabled calls to be directed and queued in a far more 
orderly manner resulting in more calls being answered rather than go to 
message bank.  

Vehicle Fleet

Following last year’s large vehicle replacement program, we had far less 
turnover of vehicles in the 2018/19 financial year.  We had programmed for 
the replacement of four Commuter buses during the year and this was to 
coincide with the release of the all new Toyota Commuter bus which is a 
significant enhancement on the old model.  In the end there was a delay in 
the release of the new model and the vehicles were not replaced until July.  
The new vehicles are now in service and reports from drivers are very 
positive.



Due to the increasing demand on our services, we have added an 
additional four Hyundai IMAX mini-buses to the fleet.  As at the 30th June 
2019 the fleet consists of 83 vehicles made up of 34 Toyota Commuters, 
21 Toyota Camrys, 14 Toyota RAV 4, 12 Hyundai IMAX, 1 Holden 
Commodore and 1 Ford Transit Bus.

District Offices/Lease Arrangements

CTST has maintained its presence across the State and are committed to 
continuing to provide a full statewide service to Tasmania through our 
various regional offices. We would like to re-iterate our gratitude to all 
organisations and individuals who assist in allowing us to house vehicles 
at their various locations across the State.  This assistance is vital in 
ensuring we can maintain a presence in all areas and allows vehicles to be 
accessible to all consumers.

Staff

At the beginning of the year, the Business Services Team included Leanne 
Rogers (Accounts receivable, payroll and administration), Sue Aylward 
(Accounts payable and administration) and Lydia Duggan (Fleet Manager).  
Lydia left CTST in December and we welcomed Lenka Bencikova as the 
new Fleet Manager along with welcoming Jess Elwell as 
Receptionist/Admin support.  Existing staff members Leigh Delaney (HR 
Manager) and Sophie Cashion (Personnel Compliance Coordinator) also 
became part of the Business Services team.

Appreciation is extended to the Team for their efforts during the year in 
the face of many challenges and rewards in a busy and dynamic 
environment. 

David Beattie

Chief Financial Officer



OPERATIONS

It has been an exciting and productive year for the Operations team, with 
many positive outcomes being realised. I would like to sincerely thank the 
Operational staff and volunteers, for their hard work and flexibility this 
year.

This year we continued to evolve our service delivery model, implementing 
a state-wide approach to service delivery.  A core concept of this model is 
to maintain our physical presence around the state, through our eight 
offices, while linking resources to create consistency, efficiency and 
continuity of service, all of  which are all key factors in meeting growing 
consumer demand.

The move to a state-wide service delivery approach saw a restructure in 
Operations team leadership.  Leadership in the new model sees the role of 
State Transport Manager, supported by three Senior Coordinators. Unlike 
the previous regional service delivery model, leadership is not regionally 
focused, but task focused. Senior Coordinators lead and support staff 
teams across the state within the broader Operations team.  The focus 
tasks of the three teams are:  Intake and Assessment, Logistics, and 
Engagement.  Our three Senior Coordinators have done an outstanding job 
in informing, supporting and leading our operational  staff and volunteers 
to our new way of working.

Evidence of the effectiveness and the need for change of model is reflected 
in the outputs that have been delivered this year.  We have seen growth, 
across the state, in the number of consumers being serviced by CTST.  We 
have also seen a 13% increase in the number of trips delivered to 
consumers.  These increases would have been very difficult to manage 
under the Regional model and not possible in some areas under the 
original district model.

Our Social Outings continue to be very popular with consumers.  Across 
the year, where resources allowed, we were able to increase the frequency 
of outings.  On many occasions the advertised outings were so popular we  
put on an additional vehicle to meet the number of consumers who 
wanted to attend, the flexibility to do this is another example of the 
benefit of the new model.  We were also able to open Social Outings in 
new areas, giving even more of our consumers the opportunity to enjoy a 
fun day out with others. 

In addition to our advertised Social Outings, this year we saw an increase 
in the number of over 65 years, community groups, who contacted us to 
facilitate transport for their own, arranged outings.



Our volunteer training and celebration events, around the state, have 
been well attended across the year.  I have been privileged to attend 
these events and leave each one inspired by the dedication and 
commitment of our volunteers. 

Again, thank you, to all the staff and volunteers who make up our 
Operations team – the wonderful feedback I see confirms what an 
important service we are delivering and what a positive impact it has on 
the lives of our consumers.

Mandy Beven

State Transport Manager



QUALITY AND SAFETY

An organisational restructure in 2019 saw the creation of an independent 
Quality, Risk & Compliance unit. This unit will play an integral role in the 
future success of the organisation and the achievement of our vision, 
mission and organisational objectives. A complete review of operational 
audit, risk and compliance frameworks is well underway with a focus on 
the new Aged Care Quality Standards, which came into effect 1 July 2019. 
The Quality, Risk & Compliance Manager has commenced work on 
development, review, and implementation of comprehensive frameworks, 
data trending, innovative quality and risk initiatives, ongoing monitoring, 
and reporting and education. Our objective is to create a strong quality, 
safety and risk culture that will best serve consumer safety, community 
transport services, and – at the same time – equip us for anticipated 
growth in services across the State. 

A paradigm shift has occurred throughout the aged care sector as a result 
of the new Standards. Organisation-centric thinking has been replaced by a 
consumer-centric model and organisations are required to engage and 
partner directly with consumers to ensure services meet consumer need, 
enable consumer choice, and are responsive to consumer feedback. CTST 
consumer engagement and feedback procedures already follow the 
Department of Health’s recently released Open Disclosure Framework 
principles, and this year we have committed additional resourcing to the 
crucial function of engaging with our consumers. While the Quality, Risk & 
Compliance unit is primarily responsible for internal organisational 
communication and engagement, we have now secured the expert brand 
and marketing advice of THE 20 – a Hobart-based creative agency with a 
solid portfolio that includes the Department of Communities, Tasmania; 
the Road Safety Advisory Council; and the Department of State Growth.

The new Charter of Aged Care Rights (1 July 2019) further supports the 
Aged Care Quality Standards, replacing a number of disparate Charters 
with a single framework that informs the rights of consumers receiving all 
forms of aged care services.

Kit Murdoch

Quality Compliance & Risk Manager



COMMUNITY IMPACT
CTST exceeded its HACC output targets again in 2018 / 2019

CTST exceeded its CHSP output target for the second consecutive year in 2018 / 
2019.
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COMMUNITY IMPACT
CTSTs level of trips undertaken per month exceeded 2017 / 2018 results.

CTSTs number of Consumers transported per month exceeded 2017 / 2018 
results.
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SOCIAL ENTERPRISE – AREA CONNECT

The 2018-19 financial year saw CTST’s social enterprise, Area Connect, 
continue to expand its operations through additional grants and service 
contracts. The ‘Jobs Bus’ pilot program was expanded into the South East 
region – working with the South East Regional Development Association and 
the South East trade training centre, Area Connect provided regular and ad 
hoc transport for job seekers in training programs and work experience. This 
program also saw the continuation of the regular Primrose Sands connector 
service.

Working with the Department of State Growth, Area Connect launched five 
new regular passenger services in February 2019. The services operate as 
public transport with timetables and routes published allowing for both 
booked and walk-up passengers. The service departing Kempton runs as a 
five day per week commuter service, with timetables designed to allow 
passengers to access work and education as well as services. Services from 
Ouse, Ellendale and Bothwell run two days per week connecting passengers 
to services hubs, such as New Norfolk, Brighton, Bridgewater and Glenorchy 
as well as connecting bus services through to Hobart. A fifth service departs 
from Colebrook on a monthly basis connecting through to Eastlands and 
Hobart.

Further work with the Department of State Growth will lead to further 
service expansion in 2019-20 with Area Connect set to launch a trial Hobart 
to Queenstown service on July 16, 2019.  In all this will mean eight 
timetabled services run under the Area Connect banner with passenger trips 
growing to over 400 per month. 

Area Connect’s employee numbers have grown too, with the business now 
employing eight paid drivers to deliver services.  Area Connect is also 
returning dividends back to the communities in the form of increased 
community transport operations, in 2018-19 Area Connect purchased a new 
Imax to enable expansion of CTST operations.

In 2019-20 Area Connect will solidify its timetabled route services ensuring as 
many people as possible are able to access the services. In addition to 
timetabled public services Area Connect will expand its product offering to 
offer private contracted services – Area Connect is offering service providers 
the opportunity to contract skilled professional drivers and select from a fleet 
of appropriately modified vehicles – through these contracts Area Connect 
will continue its growth trajectory and continue to return dividends to CTST.

Josh Madgwick

Innovation & Development Manager














































