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We are a not-for-profit charitable 
organisation that specialises in providing 

reliable and safe transport to older people 
and people with a condition preventing 

them from undertaking daily activities.

CTST is supported by the Australian 
Government Department of Health via the 

Commonwealth Home Support Program 
and receives funding from the Crown 

through the Department of Health 
Tasmania, to provide services under  

the Tasmanian Home and Community  
Care Program. 

We also receive funding from client fees.
Our trained and skilled volunteers share 

our passion and commitment to  
supporting our passengers.

OUR PURPOSE
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
• Health and Safety
• Consumer Focused
• Respect and Professionalism
• Collaboration
• Environmental and Social 

Responsibility

CONTENTS
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As the new Federal Health 
Minister said, “This thing’s not 
going away. It continues to 
mutate.” There is little doubt 
that the 2021–22 financial 
year has mainly centred on 
the management of COVID.

T he impact of COVID on the world has  
been massive. No single individual or 
organisation has escaped the impacts of 

COVID. Not only has the virus had impacts on what 
we have done throughout the year in an operational 
sense, but it has also had major impacts on how 
work is delivered, how we care for the vulnerable 
within our community, how we balance our work 
and private lives, and the major impacts on our 
workforce both with recruitment and retention.

Add to this environment the financial impacts 
caused by the virus with rising inflation, rising 
interest costs and constrained budgets at Federal, 
State and organisational level, and we can start to 
appreciate the difficult year it has been.

With these rapid changes and the increasing 
requirement for change, adaptability and overall 
governance, CTST has performed exceptionally 
well during this period.

Keeping our staff, volunteers, and passengers safe 
during this period whilst continuing to provide our 
essential community transport service has placed 

CTST at the forefront of community services. This 
has been augmented with Area Connect which has 
grown throughout the year. The success of Area 
Connect has been evidenced by the awarding of 
several contracts from the State Government which 
demonstrates the confidence placed in this service 
to support the Regional Jobs Hubs, which are a vital 
service to consumers in rural and remote locations. 

This year has also seen the implementation of 
reforms in the sector following the Aged Care Royal 
Commission. The Commission’s Report provided 
recommendations for major reform throughout 
the sector with many of these reforms impacting 
the community transport service. The proposed 
Support at Home Program was to have a major 
impact on the sector however, following lobbying 
and consultation by the sector peak body Australian 
Community Transport Association (ACTA), these 

reforms have been placed on  

hold for further review by the new Government. 
Our CEO Lyndon Stevenson is the Chair of ACTA 
and took a critical lead role in these negotiations 
with Government.

During the year, CTST took action to secure its 
long-term position within the State with acquisition 
of its Ulverstone property and reviewing its other 
regional offices. Work has also commenced on the 
Glenorchy office to enable a sub-tenancy to be 
occupied by a tenant.

Essential to the delivery of quality services is a well-
managed and maintained vehicle fleet. Despite the 
challenges within the new vehicle market caused 
by delivery issues, CTST has managed to maintain 
the quality of its fleet to ensure appropriate quality 
transport is provided.

Just as essential as our vehicles, so too are our 
volunteer drivers. The CTST service is reliant on our 
wonderful drivers who happily volunteer their time 
to support those within our community who need 
that extra support. The situation with COVID  
has provided many challenges and our volunteer 
workforce is no exception. In the past year we have 

seen a decline in volunteer numbers which has 
been experienced in all areas of volunteering,  
not just at CTST. To those who have been able  
to continue volunteering with CTST, we say a big 
thank you for enabling this wonderful community 
service to continue.

The impending reforms within the aged care  
sector following the Royal Commission will require 
a greater focus on organisational governance. This 
is something which the Aged Care Quality and 
Safety Commission has already focused on with  
a program launched called Governing for Reform, 
which provides numerous sessions for those in 
management and on Boards to ensure appropriate 
and professional governance of organisations. 
Recognising this increasing focus on governance, 
the Board undertook a recruitment program for new 
Directors to be added to the CTST Board. This 
recruitment occurred following a skills-based audit 

of the Board which 
resulted in the 
identification of some 
specialty areas of 
expertise which would 
improve the Board 
composition. Three 
new skill based 

individuals joined the Board during the year and 
have already made a significant impact on the  
work of the Board and its deliberations.

CTST finishes yet another challenging year in a 
strong position. Our financial position is sound, our 
future direction is clear and planned, our operations 
are well managed, we retain an excellent reputation 
with stakeholders and the general community, we 
have a strong management team and we have a 
Board committed to taking the organisation 
forward.

I take this opportunity to thank each and 
every Board Member for their dedication and 
commitment throughout the year – our robust and 
searching discussions on matters before the Board 
have ensured that every decision is reasoned and 
in the best interests of the community it is our 
privilege to support.

I also thank the Leadership Team who have 
remained committed throughout difficult times 
and ensured that safe and reliable services have 
been available to the community despite the 
challenges. I particularly thank our CEO Lyndon 

Stevenson for steering the organisation through 
continual change and reform. An essential element 
in good governance is the relationship between 
the CEO and the Board and in that regard, CTST 
is fortunate to have a CEO of Lyndon’s calibre.
Regards,

Glenn Hardwick
Board Chair

CHAIR REPORT

CTST finishes yet another challenging year 
in a strong position. Our financial position is 

sound, our future direction is clear and planned...
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Resulting from continued 
organisational growth and 
diversity, COVID, the Royal 
Commission into Aged 
Care and commonwealth 
government policy reform, 
the 2021–22 year saw CTST 
consolidate and re-set for  
the future.

Guided by our Strategic Plan, the organisation 
moved to make changes to the operations 
structure with a focus on leadership, human 

resource management, and technology.

Transitioning to a new structure proved challenging, 
as we, like all business, managed through a very 
tight labour market. However, after working 
through a considered and robust process, CTST’s 
operational re-structure was finalised in the latter 
part of the year and resulted in an elevated 
leadership level, consisting of general managers 
and a Head of ICT working across the business. 

In January 2021, the Department of Health 
released the much-anticipated Support at 
Home Overview paper. This paper outlines the 
proposed design for the new Support at Home 
Program, due to commence in July 2023, that 
would replace: Commonwealth Home Support 
Program (CHSP), Home Care Packages, (HCP) 
and Short-Term Restorative Care Programme 

(STRC) into a single care at home program.

From this paper, it is clear the commonwealth is 
trying to balance quality, cost, choice, control, and 
accountability. It is also apparent government has 
listened to consumers, providers, the community, 
and the Department of Treasury in the design. In 
addition to this, it is evident the learnings from the 
NDIS have been considered, and for transport, 
this positive development is considerable.

However, after significant engagement within  
the department’s consultation process, we do not 
believe the benefits of the CHSP, and how they 
drive low cost, high quality innovative transport has 
been considered thoroughly. We fear a move away 
from grant funded services (something that was not 
recommended by the Royal Commission), will result 
in reduced levels of service as we respond to 
fee-for-service business models that would drive a 
focus on business outcome first, and the needs of 
older Tasmanians within our community second.

The Australian Community Transport Association 
(ACTA), on behalf of the sector nationally, continues 
to work closely with the commonwealth to express 
the concerns of providers across Australia. ACTA 
has called for a two-year extension to the current 
program to allow time to investigate how services 
are currently provided and how they could be 
improved going forward.

Following on from the previous year, CTST’s 
focus was to support our consumers in feeling 
confident to re-engage with the community after 
periods of isolation, as we all recovered and 
transitioned to living with COVID. After applying 
targeted strategies, consumer numbers were back 
to pre-COVID levels by September. That said, 
consumers were choosing not to travel in groups 
nor undertake as many activities per journey, rather 
choosing to access the community more regularly 
but for less time - a trend that isn’t surprising and 
one that mirrors general community sentiment. 
Naturally, and as our modelling indicated, when 
the Tasmanian borders re-opened in December 
2021, the following months were impacted 
significantly with sharp declines in demand.

Not only did the border opening have an impact  
on consumers, but also on our volunteer resources. 
After a targeted marketing strategy for volunteer 
recruitment, we were yet again impacted with 
declining volunteer engagement. 

CTST staffing numbers grew significantly through 
the year, as we managed both community transport 
demand against the backdrop of fluctuating 
resource levels and supporting the growth of our 
Area Connect business. Consequently, it was great 
to see so many highly skilled and passionate staff 
join the organisation over the year.

I would like to take this opportunity to thank 
the entire staffing and volunteer team for their 
collective contribution to the organisation over 
the twelve-month period. Our team has changed 
significantly since 2019, a fact that is nowhere 
more evident than our volunteer team, which 
has turned over 60% in this time. However, 
through all this change we have continued to 
retain, attract, and recruit amazing people to the 
business - the business of supporting people.

Throughout this transformation period, consumer 
engagement has never been as high; with record 
levels of feedback being received including 
overwhelming volumes of compliments being 
recorded. These indicators speak volumes for the 
attitude of the team, and their skills and passion 
for community service. We often talk about 
applying the “additional step” which, at CTST, 
means to go over and above and it is extremely 
rewarding to see this making a real difference to 
an individual consumer’s transport experience.

I would also like to acknowledge and thank all 
CTST consumers and Area Connect passengers 
for allowing us to work with you in achieving 
your individual transport goals. We thank you 
for your ongoing trust and for your continued 
feedback and patience as we work to provide the 
highest quality and lowest cost transport service 
possible. I would also like to acknowledge our 
dedicated volunteers who retired throughout 
the year. On behalf of CTST, we thank you for 
the role you played in delivering our services 
and wish you all the very best for the future. 

A significant development for the organisation  
was the sharp growth in our Area Connect 
services. Through a partnership with the Tasmanian 
government supporting Jobs Tasmania’s regional 
jobs hubs, Area Connect was rolled out state-
wide. After commencing in November 2021, 
Area Connect had deployed resources on the 
west coast, northwest, north and northeast, east 
coast, central, southeast, and southern regions 
by June 2022. Although the project is in its 

infancy, the early signs are extremely positive, 
providing 2,500 employment related journeys. 

Another highlight for Area Connect was  
the news that our competitive tenders for 
the southern routed timetabled services 
including Bothwell, Colebrook, Ellendale, 
Maydena, Ouse/Hamilton, Primrose Sands 
and West Coast services were all successful. 

All in all, it was a very positive and productive 
year for Area Connect with program growth, 
increased community impact and efficiency 
dividends back to the business to support, 
develop and sustain our organisational purpose. 

CTST continued to develop our property  
portfolio throughout the year with the purchase 
of office space in Ulverstone which CTST has 
historically sub-leased, through Meals on 
Wheels Tasmania. CTST was fortunate to make 
a successful offer on the property when it was 
placed on the market mid-way through the 
year. We look forward to further developing the 
property as we see Ulverstone as a key hub for our 
business growth and continued diversification.

With design works completed, a construction 
company engaged and a signed lease; we 
commenced work on our vacant tenancy adjacent 
the CTST head office in Glenorchy. We envisage 
the planned works will be completed in the first 
quarter of the 2022–2023 financial year as we 
welcome our new tenants to the CTST community. 

Our CTST fleet replacement program  
was challenged by global supply shortages, 
however with increased service vehicle rotations, 
increased maintenance and minor adjustments to 
replacement planning driven by vehicle availability, 
CTST was able to secure the appropriate fleet to 
meet the fundamental demands of the community. 

Continued investment in our IT strategy resulted in 
several new projects being completed throughout 
the year. Our organisational website has been 
updated to better reflect the organisation and 
linkage between community transport and our 
social enterprise services. Our intranet is in the 
final development phase and is scheduled to go 
live early in the 2022–2023 financial year. Our 
dashboard reporting project has been completed 
with live performance data against target being 
displayed on television monitors around the 

CEO REPORT
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organisation. The vision that key performance 
metrics can be viewed by all staff, volunteers 
and visitors to our offices is being realised. Not 
only is timely information critical for decision 
making, it allows all CTST personnel to instantly 
see the impact of their work and furthermore; 
provides engagement in the identification of 
potential risks, and associated improvements.

Despite heavy investment in both recurrent and 
capital expenditure, CTST remains financially strong 
with equity reaching $6m and a solid end of year 
surplus. Strong revenue growth was experienced 
resulting in annual turnover passing $8m. The 
growth in revenue has been largely driven by 
growth in the Area Connect jobs transport project 
with a two-year grant being recognised in this  
year’s accounts.

As noted, CTST is fortunate to attract and  
retain highly talented and passionate people  
and I am extremely fortunate to have such a 
highly skilled senior leadership team to work 
with. I thank each and every one for their 
collective commitment and professionalism over 
the past year as we have worked through all 
the opportunities and challenges presented.

Finally, I would like to thank the CTST Board for 
their collective support, guidance, and wisdom 
throughout the year. CTST has sustainably moved 
ahead during an economically challenging period 
which is a great achievement, particularly in these 
uncertain times. The partnership between the 
Board and business operation continues to go 
from strength to strength with the addition of new 
skilled directors coming on board throughout 
the year. To our Chair, Glenn Hardwick, thank 
you for your ongoing strategic leadership and 
for your support to me over what has been 
another big year for community transport.
Regards, 

Lyndon Stevenson
CEO

I would 
like to 

take this 
opportunity  
to thank the 

entire staffing 
and volunteer 
team for their 

collective 
contribution  

to the 
organisation 

over the 
twelve-month 

period.



Peter Dane 
Deputy Chair
Finance, Audit & 
Risk Committee 
Member
Peter was appointed  
to the Board in 2016 
and he has held the 
position of Deputy 
Chair since November 
2017.

Bruce Corbett
Director
Finance, Audit & 
Risk Committee 
Member
Bruce commenced as  
a Volunteer CTST driver 
in April 2016 and was 
appointed to the Board 
in November 2017. 
He was elected to the 
Finance, Audit & Risk 
Committee in 2020. 

Glenn Hardwick 
Chair
In 2016 Glenn was 
appointed Deputy 
Chair of the Board 
until 2017 when he 
was nominated and 
appointed as Chair of 
CTST, a position he has 
held since that time.

Nicola Cox 
Public Officer
Chair - Finance, 
Audit & Risk 
Committee
Nicola joined the Board 
in January 2015. She is 
currently the Chair of 
the Finance, Audit & 
Risk Committee. Nicola 
was appointed to this 
position in November 
2020.

Julie Manning 
Director
Julie joined the CTST 
Board in 2021. She has 
worked in human 
resources for over 20 
years with 15 years in  
the not-for-profit sector. 
She currently works for  
an aged care provider  
in the position of 
Executive Manager 
People & Culture.

David Mills 
Director
David was appointed to 
the CTST Board in 2021 
and has over 30 years 
of experience working 
in the ICT sector. David 
is currently the Head of 
Technology for Hobart 
headquartered MyState 
Bank Limited, a national 
diversified financial 
services group.

Liz Makin
Director
Liz was appointed  
to the CTST Board in 
2021. Liz holds a 
Bachelor of Behavioural 
Sciences Degree from 
the University of 
Tasmania and is a 
Graduate of the AICD.

Lola Cowle
Director
Lola was appointed  
to the CTST Board in 
2021. She is currently 
the Senior Executive 
Officer with the 
Tasmanian Community 
Fund, Lola is also a 
member of the AICD 
and Australian 
Community 
Philanthropy.

Robert James
Director
Robert was appointed 
to the Board in October 
2014. He has previously 
been involved in the 
Finance, Audit & Risk 
Committee.
Bob is a long-serving 
volunteer driver with 
CTST in the Greater 
Launceston area.

THE BOARD
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OPERATIONS

The operations arm of 
Community Transport Services 
Tasmania has had another 
extremely busy year ensuring 
that we do all we can to 
meet the requirements of our 
service provision contracts 
with both the Commonwealth 
and State Governments.

The impacts of COVID are still being felt 
within the operations of CTST, especially 
as new waves of COVID throughout our 

communities can affect a client’s willingness or 
ability to travel. The availability of volunteers due 
to COVID has also impacted operations, however 
we must return to business as usual and endeavour 
to not only meet, but exceed the needs of all our 
consumers.

Divided into three primary areas – intake and 
assessments, bookings and scheduling – all 
operational areas play a critical part in service 
delivery. In the 2021–2022 financial year, intake 
and assessment staff registered and reviewed 
3,215 consumers, with around 80% of these falling 
under the Commonwealth Home Support Program 
(CHSP) servicing consumers over 65 years (or over 
50 if the client is of Aboriginal or Torres Strait 
Islander descent). The bookings team took 64,198 

calls across the state, and the driver support team 
in the south and north/ north west racked up a 
massive 24,302 calls. The driver support service 
is essential as this assists our team whilst they are 
out on the road, or before or after their shift.

The sheer size of our operations is reflected in  
the volume of transport that we undertook this 
financial year – a staggering 120,730 trips! It is  
a mammoth task to assess consumers registering 
for travel, taking bookings and then scheduling 
this many trips throughout the year, and I would 
like to congratulate each and every member of the 
Operations team for enabling this to happen. Our 
team has increased in numbers in the last twelve 
months to accommodate the business we are 
providing, and all members of the team play  
a critical role in providing this service. At this point,  
I would also like to thank Mandy Beven, former 
State Transport Manager, for the significant 
contribution that she made to CTST over her  
years with the organisation.

In 2021, CTST implemented Smartrak to  
manage the security and movement of our fleet. 
Our Operations team have been working with this 
platform for the last twelve months, which has 
assisted with easier and safer entry to CTST vehicles 
for all our drivers. Most teething issues have been 
resolved, and staff and drivers are finding that 
Smartrak is a fantastic resource for our business. 
Drivers have also enjoyed the addition of Nissans 
and Hyundais to the primarily Toyota-based fleet. 
With this mix of vehicles, both new and old, there 
is a car to suit every driver and every consumer.

The return of our “Out and About” program in the 
last financial year has delivered 23,642 trips and has 
been warmly welcomed back by both existing and 
new consumers. Regular outings scheduled in the 
south, north and north west are thoroughly enjoyed 
by both the consumers and the drivers, with many 
different destinations visited across the state. We 
know that the “Out and About” program is one of 
the most valued services that we offer, especially to 
those who live alone or are not able  
to socialise often.

We have also noticed an increase in consumers 
who are registering for our service, and who then 
become a travelling passenger. Ideally, we would 
like to see every person who registers with us 
eventually utilise the service, as we know that 
what we do can assist so many people get to 

their appointments or to keep them connected 
with their own communities and families.

Personally, I would like to thank Lyndon, the 
executive team and all at CTST for making me  
feel welcome and supported since I started with the 
organisation in May 2022. I look forward to working 
with the team into the future to ensure that 
everyone has access to reliable, affordable and 
enjoyable community transport.
Regards,

Rebecca Free
General Manager Operations

Rebecca FREE
GENERAL MANAGER 
OPERATIONS
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OUR ACCOMPLISHMENTS
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Trips in FY 2021-22

Passengers transported
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New consumer
registrations

Days volunteered
by drivers
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PEOPLE, QUALITY & COMMUNICATIONS

It has been a year of 
transformation with the 
introduction of the new 
organisational structure 
leading to the emergence 
of the People, Quality & 
Communications (PQC) 
department, encompassing 
People & Capability; Health, 
Safety & Wellbeing; Quality 
& Risk; Communications;  
and Marketing. 

The newly formed department is energised, 
driven, and agile in its approach; focused on 
the achievement of our strategic objectives 

to enable delivery of the best possible outcomes  
for our volunteers, employees, and consumers. 

Innovation and continuous improvement is a  
critical focus for each PQC portfolio. Exploring 
the ‘art of the possible’ with a commitment to 
challenging the status quo has delivered some 
significant process improvements, business 
efficiencies, and improved experiences for  
both internal and external stakeholders this year. 
The reshaping of our volunteer and employee 
lifecycle process, the evolution of recruitment 
practices, the refinement of quality and safety 
procedures, and process automation have all 

delivered significant benefits.

Our new, more streamlined recruitment,  
selection, and onboarding process has certainly 
been put to the test as our organisation has 
welcomed 27 new faces. The expansion of the Area 
Connect program and the onboarding of additional 
paid driver resources to support consumer transport 
needs in remote areas has been the main driver. 
Positive feedback from new CTST team members, 
a reduction in time taken to onboard, as well as 
the successful securing of ‘talent’ are just some 
indicators of a favourable process review and  
end result.

CTST recognises that our people are our most 
valuable asset, and we are committed to their 
professional growth and development. As we 
refresh individual performance and development 
reviews, we look forward to harnessing and building 
on internal capability and leadership strength. 
Coupled with the release of ongoing workforce 
education initiatives, CTST is well positioned to 
maintain a trained and skilled workforce to meet 
the needs of consumers, key stakeholders, and 
accreditation. Talent management and succession 
frameworks will be a focus for the next 12 months 
as we continue to invest in our people.

Technology continues to feature heavily and this  
will continue through 2022–2023. Implementation 
has commenced for the new Human Resource 
Management System (ELMO), and we are counting 
down to September 2022 when The Hub – the new 
CTST intranet – launches, providing a “one stop” 
platform for essential workplace information. This 
focus on digitising and automating has empowered 
our people to spend more time where it  
really counts.

Once more, CTST was faced with the ongoing 
impact of COVID-19. As an organisation, we 
bravely stepped forward to navigate the new 
landscape of “Living with COVID-19” and our 
people have risen to the challenge. It’s extremely 
pleasing to see that the entire workforce has been 
positive, resilient, and committed to adopting new 
ways of working to maintain a COVID Safe 
workplace. It is pertinent to acknowledge the 
support we have received from the Aged Care 
Emergency Operations Centre, who have assisted 
and supported us to effectively manage the 
challenges of the COVID-19 environment. 

The health, safety and wellbeing of our  
consumers, volunteers, and employees is of 
paramount importance. Our Quality & Safety team 
have taken the opportunity this year to build on the 
maturity of our quality, safety, and risk management 
systems. This has further enhanced reporting and 
trend analysis capabilities. The implementation of 
new training and education programs and regular 
communication to ensure drivers are performing 
their roles safely is clearly ‘hitting the mark’.  
In fact, our consumers are telling us:

“I enjoy the safety of travelling with CTST. It 
makes going to medical appointments a lot 
easier, especially when no family is close.”

As always, we have maintained a proactive 
approach to engaging with our consumers via 
print newsletters, our feedback and complaints 
framework, and consumer surveys.

Our consumers are saying:

“This is a wonderful service. Without it, I would 
not be able to continue in my home, because 
I live out of town, and I am no longer able to 
drive. Thank you all so much! Words cannot 
express my thankfulness”

“I appreciate the CTST service, which is 
comfortable and punctual, the drivers courteous, 
helpful and to be congratulated. I could not 
function so well in my later life without CTST”

“I am very happy with the quality and diversity 
of the services provided by CTST. The drivers 
are thoughtful and helpful and clearly enjoy their 
work. That’s a very good sign!

Our Volunteers
The contribution of our volunteers is unparalleled, 
and it is difficult to find adequate words to express 
our thanks to our volunteer crew.

Following another year of COVID-19 uncertainty, 
fluctuation of the volunteer workforce has been 
constant and many of our volunteers have gone 
‘over and above’ to ensure service continuity. It is 
encouraging to report that we have now arrived 
at a point of relative stability. As we launch a new, 
robust marketing campaign, we look forward to 
welcoming many new volunteers as numbers  
begin to increase once more.

Loading...
8x $IT

x 48

AUDITS COMPLETED

15 Continuous 
Improvement 
Initiatives 
Implemented

TEAM NUMBERS

81%

19%

44%

56%

Volunteers Employees

FEEDBACK

Loading...
8x $IT

x 685
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PEOPLE, QUALITY & COMMUNICATION

Volunteers want to make a difference; they want 
to support their communities and feel a sense of 
purpose and belonging. We want to build on this.

“I enjoy volunteering because it helps people in 
the community. They’re so grateful for the service 
and I always finish a day’s driving with a positive, 
happy view of the world!”

Along with improvements to our overall  
volunteer lifecycle, this year we have focused on 
volunteer engagement strategies. In May this year, 
and coinciding with National Volunteer Week, we 
again celebrated and recognised the contributions 
of our volunteers through the Doug Cooper 
Volunteer Recognition Program. We celebrated 
three Regional Winners and a state-wide Doug 
Cooper Award recipient. We had some extremely 
humble but deserving award recipients and thank 
the selection panel Liz Makin (Board Member) and 
Cathy Adams (Logistics/Driver Support Coordinator) 
who had the extremely difficult task of selecting 
award recipients from the many nominations 
received from consumers. 

We recognise the importance of connectedness, 
not only for our consumers, but also for our 
volunteers – and this has been the catalyst for the 
creation of the Driver Connect Program. Run by 
volunteers for volunteers, the program aims to 
increase contact with volunteers at all points of the 
volunteer lifecycle. Although still in its infancy, the 
overwhelming positive feedback from the volunteer 
crew tells us we are heading in the right direction. 
I look forward to reporting more fully on what is 
anticipated to be a program critical to  
supporting our volunteer team.

I would like to extend a heartfelt thanks to all 
volunteers supporting CTST to provide crucial 
community transport services across Tasmania. 
We sincerely value your choice to be part of  
the CTST family!
Regards,

Karen Dingjan
General Manager P,Q & C

“I enjoy volunteering because it helps people in  
the community. They’re so grateful for the service 
and I always finish a day’s driving with a positive, 

happy view of the world!”
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Financial Performance 
2021–22

During 2021–22, CTST continued to 
experience difficulties associated with 
COVID but it is pleasing to say that these 

difficulties have been steadily reducing and we are 
approaching relatively normal operations. One of 
the major effects of COVID has been a reduction 
in volunteer numbers and it now appears that this 
will be an ongoing issue for CTST. We are therefore 
having to fill this gap through the employment of 
casual paid drivers which has added significant 
cost to our ongoing operations. However, we were 
fortunate during the year to receive additional 
Government funding to assist with the costs 
associated with employing paid drivers and, as 
such, there was no significant impact on our  
bottom line.

CTST believes that the need for paid drivers will 
now be ongoing in order to deliver our services 
and, whilst we were able to achieve a very strong 
surplus in 2021–22 of over $600,000, we are 
unlikely to see such surpluses in the years ahead 
due to these additional costs.

Other significant impacts during the year include 
the well publicised rise in inflation and in particular 
the cost of fuel. As a transport provider, fuel is 
a significant cost to the organisation and CTST 
has felt the effects of these increases through the 
second half of the year. Again, we were fortunate 
to receive additional Government funding in the 

form of fuel grants which has gone some way 
to easing the increased fuel cost burden. These 
increased costs would appear to be ongoing, and 
we therefore anticipate the impacts of these costs 
to also affect our surpluses in the years ahead. 
In light of these increased cost pressures, we 
would like to acknowledge the support we 
have received from both Commonwealth and 
State Governments through assisting CTST 
with additional funding to help cover these 
increases which are beyond our control.

CTST were successful in achieving an expansion 
of its Area Connect service through a two-year 
grant from the State Government to operate a 
Statewide “Jobs Bus” service which will connect 
job seekers to employers throughout Tasmania. The 
Grant will be paid in lump sum advance payments 
over the two years with a significant proportion 
of the grant paid in the early stages. Accounting 
Standards require that these funds are recognised 
as income when received and, as such, this has 
meant a much larger surplus for the year than was 
expected. This will also mean that in subsequent 
years, there will most likely be corresponding losses 
as the expenditure on this project is brought to 
account. We were also successful in extending 
our current Area Connect service contracts to 
continue delivering transport to Queenstown and 
routed services in southern Tasmania. As such, Area 
Connect is now a significant part of our operations 
and has contributed to CTST’s estimated annual 
turnover growing to over $8m in 2022–23.

Vehicle Fleet
2021–22 saw us commence our three-year vehicle 
replacement program along with proposed 
additions to the fleet of eight more commuter 
buses for the new Area Connect Jobs Bus program. 
Unfortunately, as has been widely reported, new 
vehicles have been extremely hard to obtain due to 
a number of worldwide factors and we have 
therefore been unable to obtain as many 
replacement vehicles as we would have hoped  
with only eight vehicles being replaced during 
2021–22. In some instances there is an 18-month 
wait for vehicles, which has meant we have had to 
add some different models to our fleet  
over the past twelve months.These supply issues 
appear to be easing and we anticipate we will be 
able to ramp up the replacement program in 
2022–23.
As at the 30th of June 2022, our fleet consists of 

93 vehicles made up of 40 Toyota Commuters, 22 
Toyota Camrys (including 6 Hybrids), 13 Toyota RAV 
4 (including 1 Hybrid), 10 Hyundai IMAX, 4 Nissan 
X-Trails, 2 Hyundai Tucsons, 1 Ford Transit Bus, 1 
Honda Odyssey (and 1 Nissan LEAF for staff use.)

District Offices/Lease 
Arrangements
2021–22 saw the first full year of operating the 
main office from our new premises at 320 Main 
Road Glenorchy. Staff, volunteers and consumers 
have continued to enjoy the work environment with 
additional amenity being provided by Café Connect 
which is open to staff and the general public 
operating from the site.

We are continuing to develop the site with  
a number of additional alterations being made 
during the year and we are currently undertaking 
significant renovations of the vacant tenancy next to 
our head office. The renovations are scheduled for 
completion by the end of August with a new tenant 
commencing from the beginning of September. 
This is another exciting stage of CTST’s ongoing 
development and further enhances our operations 
by maximizing the return on investment of the 
Glenorchy property.

CTST has maintained its presence across the  
state and is committed to continuing to provide 
a full statewide service to Tasmania through 
our various regional offices. As evidence of this 
commitment, CTST has recently entered into a 
contract to purchase our existing leased office in 

Ulverstone, at 15–19 Eastland Drive Ulverstone.  
This is another exciting development which will 
further entrench our statewide footprint and give 
security to staff, volunteers and consumers alike.

We would like to reiterate 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
The Business Services Team experienced 
some changes during the year with the Human 
Resources team now forming part of the new 
People, Quality and Communications Department. 
Leanne Rogers (Accounts receivable, payroll and 
administration) also left during the year to return 
to the mainland and was replaced internally by 
Rebecca Harding. The team also includes Sue 
Aylward (Accounts payable and administration), 
Lenka Bencikova (Fleet Officer), Delphine Luff 
(Reception/Administration, shared) and Jess 
Elwell (Reception/Administration, shared).

Appreciation is extended to the team for their 
efforts during what has been another challenging 
year.
Regards,

David Beattie
General Manager Business Services

BUSINESS SERVICES REPORT

CTST fleet as at 30.6.22 comprises 93 vehicles

40x TOYOTA
COMMUTER

10x HYUNDAI
IMAX

13x TOYOTA
RAV 4

22x TOYOTA
CAMRY

 4x NISSAN
X-TRAIL

 2x HYUNDAI
TUCSON

1x FORD
TRANSIT

1x HONDA
ODYSSEY
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COMMUNITY IMPACT INFORMATION TECHNOLOGY

I      started with CTST on 2nd of May as Head  
of ICT and Operational Projects, and began 
by expanding on the existing IT strategy with 

details on the scope of each project, including 
business cases and timeframes. My experience  
as CIO of an 800-staff organisation has helped 
me to determine the best way forward for CTST. 
My focus has been to reduce business continuity 
risks around using old hardware, reduce our 
cybersecurity threat exposure, improve visibility 
for timely decision making through management 
reporting, maximise our use of existing software 
solutions, introduce new systems to automate 
manual processes, improve IT knowledge across 
our staff through training, and improve our client 
experience when engaging with CTST.

We recently launched a new website, offering  
vastly improved load times and greater accessibility. 
It is personable with images of, and testimonials 
from, CTST volunteers, clients and staff. It includes 
a new volunteer recruitment video, as well as 
promoting our conference facilities and cafe. I will 
also look to introduce a new mobile app for clients 
to use to track the arrival of their driver and leave 
feedback after their trip, giving them comfort their 
driver is on the way, and enabling them to have 
their say on their experience with us. Not all clients 
will take advantage of this, but those that do will 
have a better experience when riding with us.
Regards,

Michael Higgs
Head of ICT

Power BI reports 
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Loading...
8x $IT

13 fold increase 
in website load 
speed

Loading...
8x $IT

Per-month savings 
on phone and 
internet costs

32%

Shared files moved 
to cloud storage

0

1k

2k

2k

1k

0

Unique clients travelled per month
FY 2020-212019-20 2021-22

Unique clients travelled per month
FY 2020-212019-20 2021-22

JuneMayAprMarFebJanDecNovOctSeptAugJuly

JuneMayAprMarFebJanDecNovOctSeptAugJuly

JuneMayAprMarFebJanDecNovOctSeptAugJuly

Completed trips per month
FY 2020-212019-20 2021-22

0

5k

10k

15k

0

1k

2k

2k

1k

0

Unique clients travelled per month
FY 2020-212019-20 2021-22

Unique clients travelled per month
FY 2020-212019-20 2021-22

JuneMayAprMarFebJanDecNovOctSeptAugJuly

JuneMayAprMarFebJanDecNovOctSeptAugJuly

JuneMayAprMarFebJanDecNovOctSeptAugJuly

Completed trips per month
FY 2020-212019-20 2021-22

0

5k

10k

15k



2120 CTST Annual Report 2021–22CTST Annual Report 2021–22

Cafe Connect opened in early January 2021.
The objective of the cafe was to not only 
provide food and coffee for drivers, staff 

and consumers but more importantly, a ‘social 
hub’. A space where drivers could relax between 
trips, get to know one another a little better, and 
consumers could have somewhere to put their 
feet up whilst waiting for pickups between longer 
trips. An environment more amenable to being 
able to rest, during what is often a very long day 
for those travelling from more remote locations 
to undertake essential hospital or medical visits.

As the Café Supervisor, I have witnessed a  
positive trend toward achieving the goals laid out 
above. I have come to know the drivers on a first 
name basis, but more importantly I have watched 
the drivers getting to know each other as they 
come in and out of the cafe - stopping to grab  
a coffee and have a quick chat - whether about  
the day’s trips, the road conditions, the footy  
or the weather.

Additionally, albeit slowly, Cafe Connect has 
become a regular meeting place for some of the 
locals. Groups of ladies from the Golden Years 
Club come in every Tuesday for a coffee and a 

bite to eat after their dancing classes; John and 
Kath, a local couple visit once or twice a week 
to get a slice of cake and a coffee. We’re also 
attracting clientele from local businesses who 
have discovered our great coffee and good 
value lunch options - all prepared onsite. 

As summer approaches we will be able to  
provide an undercover outdoor seating option,  
with views straight up to the mountain. With a bit  
of local advertising, now we’re experienced with 
what works in the café, we are looking forward to 
being able to increase our daily trade, with 
conference facilities and catering packages 
available to all local businesses. Most importantly, 
Café Connect is a social enterprise arm of CTST 
with the objective being to support vulnerable 
people with training and employment  
opportunities and to generate income for  
CTST to further its aspirations.
Regards,

Phil Smith
Cafe Connect 
Supervisor

CAFE CONNECT

5,169
COFFEES MADE

6,706
TOTAL SALES

$43.36k
REVENUE
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Area Connect, the social 
enterprise arm of Community 
Transport Services Tasmania, 
continues to grow across 
the state. The Area Connect 
Regional Employment 
Transport trial has now grown 
to a statewide program with 
funding the Department of 
State Growth through Jobs 
Tasmania
Area Connect has continued to deliver scheduled 
route services, primarily across the West Coast and 
Derwent Valley region, and was successful in being 
awarded a continuation of contracts across all 
existing services this year. We look forward to 
continuing to offer transport solutions in some of 
the more remote areas of Tasmania throughout the 
next year.

Our casual driver pool has increased significantly 
to cover both the Area Connect route services as 
well as the now statewide Regional Employment 
Transport program (also known as the Area Connect 
“Jobs Bus”). This service is proving a vital link in 
transporting people to work for many reasons – 
including those who are working towards getting 
their own licence or vehicle, who may have their car 
off the road due to mechanical issues for a period 
of time, or who may have a temporary barrier to 
transport. We have now employed more than 25 
paid drivers to cover the Area Connect services 
and also to backfill Community Transport Services 
Tasmania’s transport needs.

The State Government’s Regional Jobs Hub 
Network rollouts have almost all been completed, 
and in turn, we have set up our resources in line 
with our contract in preparation to deliver services 
for each of the hubs. We now have both regional 
and local coordinators and vehicles positioned  
as follows:

• Southern Regional Coordinator (incl. Glenorchy 
Jobs Hub and Southcentral Workforce Network)

• Northern Regional Coordinator (incl. Northern 
Employment and Business Hub) 

• North West / West Regional Coordinator 
 (incl. West / North West Working Hub)

• Break O’Day Employment Connect
• Business & Employment Southeast Tasmania
• Southern Training and Employment Network 

(scheduled to open late 2022)

Our casual drivers’ roles vary depending  
on location, but all drivers will in time be able to 
cover all Area Connect contracted services and 
backfill for CTST requirements, in particular in the 
area of wheelchair transport. Currently some drivers 
are only doing CTST transport and some are also 
working across the routes and jobs bus services. 
We will be looking to ensure all drivers have the 
opportunity to be part of the wider services as 
they become available in different regions.

Our priorities as we move forward are to deliver  
all our contracted route services, ensure we meet 
the needs as far as practicable of the Jobs Hubs 
and then to assist with any CTST additional trips 
 as may be required.

We have been successful in gaining funding  
for training in transporting people with a disability 
for 15 of our paid drivers this year. We looked 
further into the existing training that was in place 
for our drivers in transporting people in wheelchairs 
and felt we could provide a higher level of training. 
The training we have secured will give our drivers a 
more comprehensive understanding of how best to 
work with clients in wheelchairs and provide a safe 
and enjoyable means of transport. We have always 
been extremely safety conscious about ensuring 
clients in wheelchairs are transported securely and 
safely, where we are now able to also ensure they 
are treated with the utmost care and respect.

It is important to recognise the contribution 
of Josh Madgwick, former Innovation and 
Development Manager, for his oversight and 
input into the Area Connect project and for 
getting this exciting enterprise off the ground.

Overall, we are extremely pleased with how far Area 
Connect has come within a short timeframe, and 
believe that our dedicated team will successfully 
lead this program into the future. We look forward 
to watching this program further grow and  
develop during the next 12 months.

AREA CONNECT

2,500
EMPLOYMENT RELATED 

JOURNEYS BY JUNE 2022

2,500
EMPLOYMENT RELATED 
JOURNEYS BY JUNE 2022
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LIFE MEMBERSHIP

One of the highest honours CTST can 
bestow is to award Life Membership as an 
acknowledgement and in recognition of 
outstanding and distinctive contributions  
of a volunteer.

At the Annual General Meeting in November 2021, the Board 
unanimously supported the Life Member nomination of Jeff Harper and 
posthumous Life Member Nomination of Bruce Taylor. Jeff Harper and 

Bruce Taylor are joined only by two other Life Memberships awarded in 2017 to 
Doug Cooper and Richard Muir-Wilson.

Bruce Taylor
In November 2021 Fiona and Nathan Taylor attended a celebratory morning  
tea with the Board to accept the Honorary Posthumous Life Membership of  
Bruce Taylor. Commencing in 2012, Bruce dedicated his time to serving the 
community as a volunteer driver and played an integral role on the Board, 
providing ongoing strategic advice and leadership in his roles as a Director, 

Chair, and sub-committee member.  
Bruce passed away in May 2021 but will be remembered as a valued colleague, 

for his hard work and services to CTST.
We, as an organisation and a community, will forever be indebted to Bruce for 
the many years of service and advice he contributed to help grow and develop 

the organisation

Jeff Harper
In April 2022, the organisation came together to celebrate the Life Membership 
Award to Jeff Harper. Jeff is our longest serving volunteer, commencing in  

1998. He has graciously dedicated twenty-four years volunteering for CTST.
During this time, Jeff has also served as Director of the Board from  
September 2014 up until October 2021 when he stepped down to accept  

Life Membership.
Jeff has and continues to provide exceptional leadership to new volunteer 
drivers and ongoing support to the Tasmanian community and in particular,  

to our Launceston staff.
CTST wishes to acknowledge the outstanding contributions of Jeff through  

this well-deserved prestigious Life Membership Award.
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WHO WE ARE

Loading...
8x $IT

FEEDBACK

x 988
COMPLIMENTS

Loading...
8x $IT

x 685

“Almost impossible, in my  
opinion, to improve. Perfect  
service, and respectful”

“Highly recommend CTST  
to a family member or a
friend. Thank you everyone, 
you rock!”

“Wonderful service, don’t  
know what I would do  
without it”

“Don’t know what we 
would do without CTST. 
The drivers and office staff 
are all very pleasant. Not  
a bad one in the bunch”

“CTST is really good, not 
sure how it can be made 
any better”

CONSUMER QUOTES
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BOARD’S BOARD’S DECLARATION
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STATEMENT OF COMPREHENSIVE INCOME BOARD’S REPORTSTATEMENT OF FINANCIAL POSITION

The accompanying notes form part of these financial statements. The accompanying notes form part of these financial statements.
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STATEMENT OF CHANGES IN EQUITY BOARD’S REPORTSTATEMENT OF CASH FLOWS

The accompanying notes form part of these financial statements. The accompanying notes form part of these financial statements.
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