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Our Vision
Quality Transport Supporting 
the Community
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About Activus Transport
Being connected to family, friends and the community is vitally important for 
your health and well-being. So don’t let your personal mobility, access to public 
transport or a car limit your ability to simply get out and about.
 
Maybe you are considering selling the car as you now find driving too much of a 
challenge. Have you considered Community Transport?
 

Our transport services are focussed 
on Shire residents that are unable to 
access mainstream transport due to 
physical, social or geographical factors 
and who live independently in their own 
home or unit.
 
Target groups include people who:
• have mobility restrictions due to 

age or disability and their carers
• are transport disadvantaged due to 

financial or other reasons 
 
Special needs groups within this criteria 
include people:
• from a culturally and linguistically 

diverse background 
• Aboriginal and Torres Strait Islander 
• living with a dementia 
• financially disadvantaged 
• living in remote or isolated areas 
• veteran community
 
Getting out and about is safe 
and easy with a fleet of over 20 
comfortable and modern vehicles 
including cars and small buses with 
space for walkers and wheelchairs.

Activus Transport is the Sutherland 
Shire’s community transport provider. 
With nearly 4,000 customers we can 
help you get into activities that you 
will enjoy with other people like you. 
Visit an old friend or family member, go 
shopping or attend a hair appointment. 
Whatever you enjoy doing we can get 
you there and back. The choice is yours.
 
Our transport services are specially 
designed to cater for residents of 
the Sutherland Shire who want to 
participate in the many activities the 
Shire offers to its residents. These 
services are funded by the State and 
Federal Government. We also have a 
large team of volunteers who support 
our paid staff so costs are kept low and 
fares are heavily subsidised.
 
We are a true door to door service with 
our on board Transport Assistants and 
drivers going the extra mile by aiding 
customers from and to their own front 
door when needed. Customers are 
asked to contribute towards the cost of 
providing the service with fares usually 
far cheaper than a Taxi or other services.
 

All of our vehicles are fitted with extra 
safety accessories including First 
Aid Kits. Our buses have extra low 
steps, safety handrails and some have 
wheel chair hoists. For added safety 
our on board Transport Assistants 
can also assist negotiating bus steps 
when required.
 
Anyone wanting to use Activus 
Transport services is first assessed to 
determine their eligibility for service. 
The assessment is quick and easy and 
can usually be done over the phone. 
If you are eligible your details will be 
registered and further information 
about transport services will be 
provided to you.

 
You can use our transport service 
for many day to day living activities 
including visits to:
• Doctors or dentists
• Entertainment/clubs 
• Sport and leisure centres 
• Art and cultural venues 
• Relatives and friends at home 

or in nursing homes 
• Hairdressers or beauticians 
• Church and religious events 
• Libraries 
• Support group meetings 
• Cemeteries
• Shopping centres
 
Each week day we provide special 
group social and shopping outings.
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 How much will the 
Service cost?

 Home Care Package 
and NDIS Customers

• Our Activus Transport services are currently subsidised by the NSW and 

Commonwealth Government. They are tailored to suit a wide range of 

customer needs. The focus is on affordable access to social and daily living 

activities eg. shopping, leisure, participating in local community events etc. to 

promote your wellness and reablement.

• Customers are assessed for eligibility under various Government programs 

for aged care, disability and transport disadvantage. Many are eligible for 

our subsidised services and our staff will guide new and existing customers 

through any necessary steps to register with the relevant agency.

• We also accept self-funded customers from Aged Care facilities and other 

private residents from the Sutherland Shire. A non-subsidised or full fare 

applies in such cases.

• Our fares for transport to medical, hospital and specialist care and general 

travel within the Sutherland Shire and to other nearby areas are priced very 

favourably to support customers to maintain their health and well-being.

• Transport to the Sydney CBD, Airport, and Eastern Suburbs can also be 

provided. However we need to recover more costs for time and resources 

as vehicles are diverted for long periods away from our prime area of 

responsibility in the Sutherland Shire.

• There is no extra charge for a wheelchair accessible vehicle. However 

requests for these vehicles need to be made at the time of booking.

• All published return fares are for same day travel only. Where the return part 

of any trip is requested for a separate day, the fare is charged as a one way 

trip (each way).

• For Medical Appointments Only - Requests for same day or multiple 

destinations are subject to vehicle availability and operating hours. Extra 

destinations when added to a return trip on the same day and are charged as 

an additional one way fare. 

• Tolls to the Sydney CBD, Cross City Tunnel etc. are not factored in to the 

current fare structure. Requests to use tollways may incur an extra charge.

• SEE FARES SCHEDULE PULL OUT AT THE BACK OF THIS PUBLICATION

• Under new Government programs such as Home Care Package (HCP) and 

the National Disability Insurance Scheme (NDIS), many existing and new 

customers will receive a direct funding ‘package’ to pay for their individual 

needs including transport. This will be based on assessments by the relevant 

authorities. 

• HCP and NDIS package customers are responsible for managing their own 

funding package and as a result will need to contribute more to the cost of the 

services they use. 

• Activus Transport will continue to support existing and new customers 

who move to packages under the HCP and NDIS programs however the 

organisation will not receive any Government subsidy to support these 

customers and is expected to charge fares based on a full cost recovery basis.

• A non-subsidised or full fare applies to HCP and NDIS package customers.

• Our fares will be reviewed on a regular basis to keep pace with any future 

funding changes and to ensure that we can continue to provide affordable 

and competitive services to our customers

• SEE FARES SCHEDULE PULL OUT AT THE BACK OF THIS PUBLICATION
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“Without your help I just wouldn’t be able to get 
out – so thank you to all at Activus Transport!”

It’s a central place where all your information is securely stored. It means that you 
only have ONE assessment for any service that you may need. 

If you haven’t done so already, call My Aged Care on 1800 200 422 or visit their 
website www.myagedcare.gov.au and tell them you would like to arrange some 
assistance. Not only can you receive transport assistance but you may also have 
help with meals, home maintenance and modifications, cleaning, getting out and 
about to socialise and more. My Aged Care will arrange a time to sit with you 
and have a chat – they call this a ‘home support assessment’ . Have a list of the 
services that you think could help you to live safely and independently. You will 
then be allocated a number that starts with AC and that will be your number that 
goes with you to whatever service/s you need.

Wellness and Reablement 
You may have heard about “Wellness and Reablement” regarding your services. 
Wellness simply is the optimisation of a person’s physical and mental health 
and wellbeing . This is achieved through a flexible and tailored approach to 
the services you receive, taking into account your personal and unique set of 
circumstances and goals. Reablement is a time limited group of services. It works 
by setting a specific goal and working towards that goal. For example, if you had 
a fall a ‘reablement’ plan would work with you to get you back to walking as you 
were prior to the fall.

New Aged Care Quality Standards 
As at 1st July 2019 there are new Aged Care Quality Standards that Activus and 
all other service providers must comply with. They focus on the person being 
in control of their services they need and a partner in all decisions. For more 
information on the new Aged Care Quality Standards visit the website: 
https://www.agedcarequality.gov.au/providers/standards

What is 
My Aged Care?
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How do I make 
a booking?

Payments
General Customers
• Fares are paid on the day of travel directly to the Activus driver or Transport 

Assistants in the vehicle. 
• Fares are paid in cash and customers are encouraged to have the exact fare 

to assist the driver and minimise change.
• In special circumstances e.g. for meals or entry fees on social outings. 

Customers may pay the venue directly or a pre-payment may be requested to 
secure a booking e.g. a movie or show. Details will be provided at the time of 
booking or by invoice.

Account Customers
• Customers may operate on an account basis. This includes private customers, 

Aged Care Facilities, HCP and NDIS package managers who book on behalf 
of a customer or customers.

• Any fares or fees will be invoiced fortnightly for services taken during that period.
• Payment terms are 14 days from date of invoice and instructions for payment 

are noted on each invoice including Activus bank account details for 
electronic funds transfer.

• Invoices can also be paid by credit card by calling the office on 8555 0000.

Cancellation Fees
As a non-profit charity, Activus Transport relies solely on the income from the actual trips 
we provide to customers. This is in the form of Government funding allocated per trip 
and a small revenue from fares to provide this service. 

The time and resources involved in taking bookings and scheduling vehicles, 
Transport Assistants and drivers is a large cost to the organisation for which we 
receive no funding. Cancelled trips generate all of these costs but with no revenue.

Due to the issues raised above we will now be charging a fee for cancellations. 
The cancellation fees are shown below.
• Cancellation on the day/ ‘No Show” at door - $20
• Cancellation made after 4pm day prior to travel - $10

We recognise that some customers may have genuine emergencies on the day of travel. In 
exceptional cases only, we may make allowances after we discuss this with the customer.

Please note: the fees stated above are for government subsidised trips only. Cancellations 
for private transport is charged at a different rate.

• Our Activus Customer Service team can be contacted by phone on 8555 
0000 Monday to Friday from 8.00am to 4.30pm. Our friendly staff will help 
customers through the new customer registration and daily transport booking 
processes. Customers can book transport directly through the Activus website 
homepage: http://www.activustransport.org.au/.

• Bookings for a service are subject to demand and vehicle availability. 
As demand for our service is often high, we recommend 3 working days 
notice prior to the date of travel to avoid disappointment. 

• Travel requests can be made up to and including the day of travel and our 
staff will endeavour to accommodate emergency requests. However there is 
no guarantee of service.

• Where possible, customers are encouraged to arrange medical and other 
appointments at times to suit our transport operating times. Activus customer 
service staff can advise lead times for transport to and from various locations 
to meet any special customer appointments.

• We reserve the right to choose the most appropriate vehicle type and ride 
sharing arrangement based on vehicle availability and transport demands at 
any time. See TAXIS & HIRE CARS

• If there are any extra persons or carers travelling with a customer this must be 
advised at the time of booking to ensure seating is available. For advice on 
limitations and fares see CARERS TRAVELLING WITH A CUSTOMER

• Customers with luggage or those who use special mobility aids such as 
walkers or wheelchairs must advise our staff at the time of booking. There is 
no extra charge for a wheelchair accessible vehicle. See CUSTOMERS WITH 
LIMITED MOBILITY AND MANUAL HANDLING
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Customers with 
Limited Mobility 
• The safety of our customers and staff is paramount. Our drivers and Transport 

Assistants are trained to support our aged and frail customers when travelling 
in our vehicles in a safe manner.

• Customers are assessed at the time of registering as a new Activus customer 
and requested to advise any special mobility needs such as the need to use a 
walking frame or wheel chair.

• During transport operations our drivers or staff may assess that a customer’s 
mobility is too difficult to manage or the transport pick up or drop off location is 
unsafe for either the customer or our staff member. Service may be suspended 
at that time and an alternative solution will need to be discussed with the 
customer for any future transport. 

• For the safety of our staff and customers we may also need to assess the 
suitability of customer pick up and drop off locations including their home 
address. The assessment will consider access for our Transport Assistants and 
vehicles including any difficult driveways, paths or stairs, suitable areas for any 
special needs such as wheelchair loading etc. It is the customers responsibility 
to ensure safe access areas and to clear any obstacles.

• Customers who utilize a wheelchair will be assessed on their ability to transfer 
into the vehicles and seats within the vehicle. For customers who are unable to 
transfer without assistance a wheel chair accessible vehicle may be provided.

• Customers are requested to advise our staff of any special needs, problems 
with access or personal mobility at the time of booking. This may include a 
customer feeling unwell on the day or becoming frailer over time. Our staff will 
discuss any special needs with the customer and try to offer alternatives.

• Customers with limited personal mobility are encouraged to apply for a NSW 
Companion Card and travel with a personal carer. Carers for customers who use 
a wheel chair or those holding a NSW Companion Card may travel for free on 
Activus transport when travelling with a customer.

The NSW Companion Card
• Companion Card is a not-for-profit program, funded by the NSW Government 

and managed by National Disability Services. 

• The card itself is the size of a credit card, with the name and a photo of the 
holder — who is the person with a disability. 

• The Companion Card is issued to people who have a significant, lifelong need 
for high level of care to participate in community based activities.

• The Companion Card may allow a person’s carer free entry or concessions 
at participating venues and events, free travel on public transport and other 
benefits.

• Companion cards are issued free however eligibility criteria applies. 

To find out more or to apply:
• Web site: www.companioncard.nsw.gov.au/contact-us 
• Email: applications.companioncard@facs.nsw.org.au 
• Hotline: 1800 893 044
• Mail: Send a letter or email to request a form to: Companion Card, 

Locked Bag 4028, Ashfield NSW 1800
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Manual Handling and 
Work Health Safety

Assistance animals and pets

For the safety of our customers and staff. The manual handling of customer 
luggage, mobility aids, shopping bags and other goods will be done in a safe 
manner. Size, quantity and weight limits may apply. Heavy or difficult items may 
require the customer or personal carers assistance in handling and loading. 

• Dangerous goods including, chemicals, heavy or oversized items may be 
refused transport at the discretion of Activus drivers or other staff.

• Customers travelling with luggage should advise our staff at the time of 
booking to ensure space is available.

• Registered Assistance animals are permitted to travel in Activus Transport 
vehicles when accompanying a customer.

• Pets may also travel with a customer to Pet Care and Veterinary services for 
treatment.

• For the safety of any animal or persons travelling in a vehicle, all animals being 
transported must be suitably restrained and controlled by the customer.

• All Dogs must be controlled by the customer using a leash at all times. Large 
or easily agitated dogs may also require a muzzle.

• All Dogs and other animals must be restrained inside the vehicle using a 
suitable carrier, tether or safety belt attachment. 

• To prevent injury to passengers in the case of an accident, small animals such as 
birds, cats and rabbits should be transported in a suitable carrier or crate in the 
rear of the vehicle or secured using a safety harness attached to the seat belt.

• It is an offence to have an unrestrained animal in a vehicle and heavy fines 
may be imposed. The Police can issue fines of $425 and the RSPCA up to 
$5,500 if an animal is injured in an accident.

• For the safety of staff and passengers. Any dangerous, aggressive or agitated 
animal may be refused transport.

• Activus can supply harnesses and pet crates.

Any request for animals travelling with a customer must be advised at the time of 
booking to ensure space is available

Carers Travelling 
 with a Customer
ON MEDICAL AND HOSPITAL TRIPS 

• On medical trips only, a nurse, friend or a family member acting as a personal 
carer may travel for free to coordinate medical and travel needs for the customer. 
A NSW Companion card is not required. (Limit of one carer per customer for free 
travel).

• The General Rules below also apply. 

GENERAL RULES - ALL TRIPS INCLUDING SHOPPING AND SOCIAL BUS OUTINGS

• At any time customers with a wheelchair or those who hold a NSW Companion 
Card may nominate a personal carer to accompany them. These approved 
carers travel for free on all Activus Transport services. (Limit of one carer per 
customer for free travel).

• Other persons accompanying a customer when travelling with Activus 
Transport including on shopping and shuttle buses, Time 2 Enjoy bus outings 
and other non-medical trips will be charged at the published fare.

• To qualify for free travel the nominated carers pick up and drop off point is 
to be at the supported customers address. Any alternative arrangements or 
additional trips to pick-up and drop off carers will incur a standard fare.

• Note that on social outings any extra venue entry or meal costs are not 
included and carers may need to deal directly with the venue for any 
concessions that may apply.

• For safety reasons any personal carer travelling with a customer must be 
physically mobile and able to act independently as a carer without added 
support from Activus staff. 

• Please Note: Any requests for carers travelling with a customer must be 
advised at the time of booking to ensure seating is available.

Activus Transport is a registered Charity. 
All donations received go to improving our 
services to customers but not only that – any 
donation over $2.00 is tax deductible!
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 What happens if the 
Carer and Customer 
disagree about the 
Service being provided?
As our Service provides support to customers and their carers we will take every 
opportunity to see that both your needs are being met. All effort will be given 
to support and maintain family and friendship relationships through providing 
information and referral to appropriate agencies. If you and your carer are unsure 
or disagree with the services being provided then please talk with the relevant 
Manager as soon as an issue arises and before stress becomes greater.

Taxis and Hire Car Service
• Hire cars may also be approved in exceptional circumstances. Activus 

Transport will make the booking on behalf of the customer.

• Any approved Hire Car travel may only be used by the customer for the day 
and destination approved at the time. 

• Any extra costs for an unauthorised diversion or extra travel arrangements 
made by the customer with the driver will be recharged to the customer.
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What are my Rights?
• You have the right to receive a 

service that encourages and fosters 
your independence.

• You have a right to services free 
from discrimination, financial, 
sexual, physical and emotional 
abuse, neglect and exploitation.

• You should let us know if your 
address changes short or longterm.

• You and (with your permission) your 
carer, have access to all information 
about you held by us.

• In cases where you have a legal 
guardian or advocate appointed 
to act on your behalf, the rights 
of the guardian or advocate 
are to be acknowledged and 
respected to the extent stipulated 
in the guardianship or advocacy 
arrangements.

• You and/or (with your permission) 
your carers, will be involved in 
decisions about your assessment 
and care plan. You will be made 
aware of all the options available, 
and any fees to be charged.

• You will be made aware of the 
standard of service you can expect. 
Services will be provided in a safe 
manner which respects your dignity 
and independence.

• Services will be responsive to your 
social, cultural and physical needs.

• Your access to services will be 
decided only on the basis of need 
and the capacity of the Service to 
meet that need.

• You have the right to refuse a service 
and refusal will not prejudice your 
future access to services.

• You have a right to complain about 
the service you are receiving 
without fear of the service being 
stopped or you being mistreated 
because you made a complaint.

• Any complaints you have will be 
dealt with fairly, promptly and 
without retribution. 

• You have the right to determine 
who your contact will be regarding 
a complaint.

• Customers can nominate an 
advocate (a friend, family member 
etc) to speak on their behalf.

• You have a right on the final say in 
the planning and decision making 
process of your services.

• Customers’ rights to privacy and 
confidentiality will be respected as 
detailed in the privacy statement on 
the Activus website.

• Activus supports and encourages 
your right to make choices to live 
the life you choose.

What are my Responsibilities?

We are all different and 
have different needs

• You should let us know if you are 
not going to be at home when we 
are due to visit.

• You should act in a way which 
respects the rights of other 
customers and staff.

• You need to take responsibility for 
the results of any decisions you 
make including the choice not to 
make a decision.

• You must utilise seatbelts and other 
vehicle safety devices as directed 
by authorised staff.

• You should respect the 
confidentiality of information about 
other customers and staff which you 
may obtain whilst using services.

We live in a diverse community and 
our service supports and recognises 
individuality and diversity. You may have 
specific needs that are important to you 
such as:
• Your mobility.
• A health condition or a disability.
• Your culture.
• Your language.
• Your religion.
• Your preference for male/female staff.
• Your preference for the times you 

are provided service. and/or
• Your sexual identification/preference.

• You need to play your part in 
helping our staff to provide you with 
services.

• You should inform us of any 
significant change in your 
circumstances. 

• All effort will be made to be sure 
that you understand your Rights and 
Responsibilities. Where needed, 
contracts will be developed to 
ensure a clear understanding. If you 
continually refuse to abide by your 
responsibilities you may be exited 
from the service. 

We will listen to you and respond to 
your needs as much as possible.
 
We can provide the following options:
• To use interpreters.
• Provide information in plain English.
• Provide information in various 

community languages on our 
website.

• Where possible, the choice of staff 
gender to provide service.

 
So please make sure we are aware 
of what is important to you, so we can 
provide you with the best service we can.
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When will my service stop?

What can I expect from 
the Service?

Bag LimitsSome examples of when services cannot continue to be given are:
• When you no longer need the Service;
• When another service could better meet your needs;
• If you move out of the area covered by the Service;
• If you enter fulltime care in a residential setting;
• When care type/level does not meet Government guidelines; and
• When there is a risk to you or Activus staff.

You can expect our service to:
• Treat you as an individual
• Support and encourage you to maintain/increase your independence
• Provide you with information about your transport options
• Work with you to provide the most appropriate service for you within our 

resources and capability
• Support your Rights as a Customer and
• Listen to you and respond to any feedback you provide

Due to work health and safety regulations Activus Staff are unable to take 
unlimited bags aboard buses. Please be advised that shopping bags need to be 
limited to 4 bags only per customer and no heavier than 5kg each.

Activus Staff can assist with getting your shopping off the bus and to your door.

If you think your shopping will exceed the 4 bag limit please consider going more 
often or ordering online with your preferred supplier.

Why the service may be 
unable to meet your needs

Reviews & Reassessment

There may be reasons why we cannot provide a service if:
• You are not eligible (do not fit the target group);
• If you do not live in the geographic area covered by the Service; or
• If you are eligible for service but we don’t have the resources to provide the 

Service to you.
• You will always be given information and options regarding other services that 

may be able to assist you.

We will work with you to achieve your goals and will undertake regular 
reassessments with you. Reassessments are a way of making sure we have up 
to date information regarding your circumstances and to see if your needs have 
changed. The result of a reassessment may be:

• Referring you to My Aged Care.
• Increase in service provided. 
• Decrease in service provided.
• Cessation of service provided.
• Identification of Work Health Safety 

or Duty of Care issues.

• Change in your details (e.g. change 
of address etc).

• Identification of new goals you 
have and development of a plan to 
help you achieve them.
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Compliments, Complaints, 
Feedback & Suggestions 

New Charter of 
Aged Care Rights

If you feel your rights are not being respected or if you have any other complaint 
or concern about the services you are receiving you are welcome to:
• Make an informal complaint by discussing the situation with the staff member 

concerned – this may lead to a quick resolution of the difficulties.
• Contact the Manager on 8555 0000, if the above is not appropriate or fails to 

sort out the problem.
• If you feel uncomfortable about speaking directly to us or you are not happy 

with how we work with you or you are not satisfied with the result of your 
complaint, speak to a friend who could speak on your behalf.

• You have the right to decide who you make your complaint to.

Not satisfied with the outcome? 
Call the National Aged Care Advocacy Line on 1800 700 600 (free call).  Visit the 
Older Persons Advocacy Network website opan.com.au Contact the Aged Care 
Quality and Safety Commission on 1800 951 822.

If you need an interpreter advise the aged care advocate or the Commission when 
you call, or call the Translating and Interpreting Service directly on 131 450 and 
ask them to transfer you.

If you are hearing or speech impaired you may wish to make contact through the 
National Relay Service: TTY users: phone 1800 555 677.  Speak and Listen users: 
phone 1800 555 727

Internet relay users: connect to the National Relay Service and enter the phone 
number for the advocacy line or the Commission.

NDIS Participants
• Phone 1800 035 544 (free call from landlines) or TTY 133 677. Interpreters can be arranged.
• National Relay Service and ask for 1800 035 544.

The NDIS Commission can take complaints from anyone about:
• NDIS services or supports that were not provided in a safe and respectful way
• NDIS services and supports that were not delivered to an appropriate standard
• How an NDIS provider has managed a complaint about services or supports 

provided to an NDIS participant
• If a complaint raises a serious compliance issue, the NDIS Commission has 

powers to take action.

I have the right to: 
• safe and high quality care and services
• be treated with dignity and respect
• have my identity, culture and diversity valued and supported
• live without abuse and neglect
• be informed about my care and services in a way I understand
• access all information about myself, including information about my rights, 

care and services
• have control over, and make choices about, my care, personal and social life, 

including where choices involve personal risk
• have control over, and to make decisions about, the personal aspects of my 

daily life, financial affairs and possessions
• my independence
• be listened to and understood
• have a person of my choice, including an aged care advocate, support me or 

speak on my behalf
• complain free from reprisal, and to have my complaints dealt with fairly and 

promptly
• personal privacy and to have my personal information protected
• exercise my rights without it adversely affecting the way I am treated

This Charter will be provided to you at the commencement of your service. 
We encourage you to read and sign it and return a copy to Activus Transport.
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What information could be 
passed on to the funding 
bodies & contracted agencies?
In order to support our communities, the government (both Federal and State) provides 
funding to many community services. In order to make these services work well, the 
Government would like to know how services support people in their homes and 
communities. Remember that we can only pass on information about you if you give us 
your permission. The information the government and contracted agencies would like 
to know includes:
• Gender.
• Your postcode, suburb or town, and the State you live in.
• Your age and birth date.
• Country of birth.
• Whether you are a person of Aboriginal or Torres Strait Islander descent.
• If you have an unpaid person who regularly helps you (Carer).
• Whether you own your own home, rent or board.
• Whether you receive a pension.
• What support and how much support you receive from services.
• What language is spoken at home.
• Trip details including date, purpose, origin and destination address.
• Mobility
The information you give cannot be matched or compared to your Medicare 
records, Centrelink, or any other individual records about you. At the time of 
assessment you will be asked if you are willing to sign a consent form, or give 
verbal consent for your data to be sent to the Funding Body. This transmission 
meets all privacy requirements.

Aboriginal Reconciliation Statement 
Activus Transport Ltd respects the values, culture and heritage of the Aboriginal 
people and we will endeavour to promote this respect in all the work that we do. We 
acknowledge the traditional Aboriginal people are the original custodians of the land on 
which Activus Transport is situated and we are committed to working in ways that are both 
supportive and empowering of Aboriginal people and their families and communities. 
Our Vision for reconciliation is that Aboriginal people will be encouraged to connect 
with our services in a culturally secure manner and to strengthen our solid foundation 
of respect, relationships and opportunities with Aboriginal and Torres Strait Islander 
peoples and community organisations. Activus Transport has a commitment to cultural 
diversity and respect for Aboriginal people and does not tolerate racism, prejudice and 
harassment of any sort.

What happens if I’m not at 
home or pick up location 
when the transport arrives?

Privacy & personal info

• It is important that you let Activus know if you are not going to be home.

• When you are assessed for transport you will be asked what we should do if 
you are not at home when we call.

• If we are concerned for your safety and you have not given us instructions 
regarding what you would like done we may ring your emergency contact or 
emergency services.

All collected personal information will be used by Activus to provide you a quality, 
caring and safe service. Activus also has contractual obligations with our funding 
bodies to provide customers personal and service data to them.  As a customer 
it is your right to have confidentiality about your service information maintained.  
When seeking information and feedback about your service your privacy will 
be considered at all times.  You have the right to access your file, decide what 
information you give us and to have your information protected and only released 
with your permission.  Please note that the funding bodies (State and Federal 
Government) have the right to access your file, however their employees are 
bound by confidentiality agreements and will not release any information.  The 
reason the funding body would access your file would be to check that we are 
providing a  service as per our contractual obligations.

If you require any further information about the Privacy Act or your Rights contact 
our office or the Office of Australian Information Commissioner: 

• Web site: www.oaic.gov.au     
• Email: enquiries@oaic.gov.au 
• Hotline: 1300 363 992 - TTY users phone 133 677 then ask for 1300 363 992
• Mail: GPO Box 5218 SYDNEY NSW 2001

If you need assistance with other languages call the Translating and Interpreting 
Service on 131 450 and then quote 1300 363 992.



26 27Activus Transport Customer Handbook

Statement 
of Purpose
To provide an efficient, 

effective, easily accessible 

and affordable transport 

service that meets the needs 

of the frail aged,  people with 

a disability and transport 

disadvantaged residents of 

the Sutherland Shire: and to 

do such things consistent with 

the above that will assist the 

functioning of the association.
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