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Presidents Report 

 
 
Funding and Services 
This year Leichhardt Marrickville Community Transport Group 
(LMCTG) has continued to deliver a high quality service to its 
client group. I am pleased to say that we have got very close to 
meeting the outputs that were required of us by the funding 
bodies. The increased funding that we have received has made 
it possible for us to employ more Drivers and Bus Assistants. 
We have continued to direct our financial and human resources 
to direct service delivery. A good deal of effort has gone into 
trying to find the best people to fill all staff positions. The 
Management Committee has decided to make further 
investment in the training and development of direct service 
delivery staff. Over the next two years we will make funding 
available so that our staff can obtain professional qualifications 
in Aged Care and Disability and I believe that we have been 
successful in obtaining the services of excellent staff members 
who are committed to delivering a quality service. So now is the 
time to build upon the advantages we have and develop our 
culture of continuous improvement. The needs of our Clients 
now and in the future are more complex so we must shape our 
human resources to meet these challenges. 
 
Meeting the Demand: Individual Transport and Group 
Medical Transport 
It is interesting for me looking at the President’s Report in last 
year’s Annual Report. The predicted ongoing increase in 
demand for Individual Transport (IT) has manifested itself and in 
previous years we not been able to supply the demand for what 
we refer to as IT. With the introduction of Group Medical 
Transport we have been able to meet the demand for medical 
transport more effectively. This transport also involves the 
extension of service delivery hours at both ends of the day. This 
has been an aspect of the service that Clients were not happy 
with in the past so we have heard our Clients concerns and 
taken action. 
 
Financials 
Simon Emsley (Treasurer) has given an account of the 
organisation’s financial position. There is no need for me to 
focus on this here but we continue to maintain a sound financial 
position. I would like to take this opportunity to thank Kevin 
Barwick (Accounts Manager) for all his hard work and dedication 
in the role of Accounts Manager. Michael Doyle the Executive 
Officer has informed me that there were a lot of changes to the 
Budget Template Submission required by the funding body that 
were complex in nature. Having the experience of Kevin to rely 
on has made this process less stressful for everyone. 
 
All the Staff Members 
We have been very fortunate to have retained the large majority 
of our Office Staff, Drivers and Bus Assistants. The high level of 
satisfaction reported by Clients in the feedback documents is a 
testimony to the dedication of all LMCTG staff. Effective service 
delivery depends upon the cooperation of all staff members 
working together as a team. I would like to thank Michael Doyle 
the Executive Officer, all the Office Staff, Drivers and Bus 
Assistants for their dedication and commitment. 
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A Personal Note 
There have been a lot of personnel changes on the LMCTG 
Management Committee. In fact, all the previous Office Bearers 
have resigned since the last AGM for personal or professional 
reasons and all current office bearers are new to the 
organisation and the committee. I look forward to the coming 
year and working together with all members of the organisation. 
 
Max Dixon 
President 
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Treasurers Report 
Report 

 
 
Introduction 
As the Treasurer of Leichhardt Marrickville Community 
Transport Group Inc. it gives me great pleasure to present the 
organisation’s financial statements for the 2015/2016 financial 
year 
. 
Statement of Financial Results 
There was an operating surplus for the year ended 30 June 
2016 of $6,702.07.  
 
Total income from all sources was $1,544,820 which is a 
decrease of $33,784 from the previous year. This decrease 
results from a reduction in funding from Transport for New South 
Wales of around $60k which has been partially offset by 
increased revenue from client fares and vehicle hire.  The total 
expenses for 2015 were $1,538,118.30 which is largely in line 
with the previous year.  

During the year we were able to purchase two new vehicles 
(Honda Odyssey) without the necessity to draw from the Vehicle 
Replacement Reserve.    

The balance sheet at 30 June 2016 shows net assets of 
$1,486,262 reflecting the organisation’s current sound financial 
position.  

Acknowledgements 
I would like to express my thanks to the other members of the 
Management Committee, most of whom are new to the 
organisation.  I would also like to express my thanks to Kevin 
Barwick the organisation’s Accounts Manager.  Kevin has been 
able to manage all aspects of what is required by the funding 
body.  This role will become even more important in the future 
when funding goes to individuals rather than block funding to 
organisations.  We are very fortunate to have someone of his 
experience managing our accounts.  He has also been able to 
navigate his way around a very complex Budget Submission 
created by Transport for New South Wales.  
 
Thank you also to Michael Doyle, who has done a great job over 
the past four years in growing the organisation and expanding 
the service delivery output.   

Thank you also to the staff of LMCTG, the office staff, drivers 
and bus assistants. 

Lastly I would also like to thank the Federal and NSW State 
governments for their financial assistance over the years. 

Simon Emsley 
Treasurer 
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Executive Officers 
Report 

 
 
Introduction 
In general, 2016 has been a good year for Leichhardt 
Marrickville Community Transport Group (LMCTG) services. We 
have retained our government funding and are about to sign a 
new contract taking us through till July 2018. After 2018 the 
picture around government block funding for community 
transport organisations is less clear. The number of people over 
65 years of age requiring services like ours will increase greatly 
over the next ten years, and the proportion of the population 
over 65 will also increase. We hope that organisations like ours 
will be able to offer a service that is affordable to our Clients for 
the long term. It is a positive aspect of life in Australia that so 
many people can continue to live at home into their 80s and 90s. 
Community Transport is an essential part of enabling our Clients 
to maintain their independence and live at home and maintain 
their quality of life. 

Changes in the Community Transport Sector 

MAC, DEX & CTABS 
In the last 12 months all new clients have had to use a system 
called My Aged Care (MAC) in order to access our services. In 
fact the majority of services under the Commonwealth Home 
Support Program (CHSP) are now accessed through MAC. This 
is for clients who are 65 years of age and over. Some existing 
clients whose needs have changed overtime are also referred to 
MAC for assessment. This may also involve a face to face 
assessment conducted by the Regional Assessment Service 
(RAS). These interviews can be very long and can be difficult for 
our clients but in general our clients have accepted the new 
system without too many complications. The MAC system as a 
whole has had a large number of problems associated with it 
since its inception, over time there has been a reduction in these 
difficulties.  

We report all our service data to a minimum data set (MDS) 
every quarter. We are now required to report all our data every 
six months to another statistical data base call the DEX which is 
administered by the Department of Social Services (DOSS). 
This was another new requirement and again there were major 
problems with being able to complete this data reporting due to 
technical difficulties with their operating systems. 

Transport for New South Wales (TfNSW) has decided to 
standardise the transport scheduling system used by all 
Community Transport Service Providers (CTSP) in NSW. The 
transport scheduling program that they have chosen is called 
Routematch. The new system is called the Centralised Trip 
Allocation and Booking System (CTABS). In 2017 LMCTG will 
change from its existing trip booking system Trips to the 
Routematch system used in CTABS. Most of the CTSP who 
have already transitioned to the new system are reporting 
positive results after the initial problems. 

Changes in the Community Transport Service Contract and 
increased contribution fees 
There have also been a number of changes in the contract 
between Community Transport organisations and the funding 
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body. The development of this contract and the Key 
Performance Indicators (KPIs) associated with it has been the 
subject of change and negotiation over the last few months. One 
of the KPIs is the requirement to increase our Client fee 
contribution to a certain percentage relative to two funding 
sources which comprise 90% of our block government funding. 
In future the Client fee contribution is to be equivalent to 15% of 
the two funding sources mentioned above. This means that we 
will have to increase our Client contribution at six monthly 
intervals for the duration of the funding contract. Increasing the 
cost of services for a Client group that has very low incomes is 
not something that we are happy about but we must comply with 
the requirements of the funding bodies. We hope that these 
increases will not have a negative effect on the use of our 
services by our Clients. We have spread these increases across 
all services so that no particular service users are 
disproportionately impacted by the increases. 

Service Cancellations 
CTSP provide services for Clients who are under 65 years of 
age with disabilities and Clients 65 and over. We know that 
many of our Clients can get ill on the day or in the days leading 
up to the day they travel with us. The services that receive the 
largest number of cancellations relative to bookings are 
Individual Transport, 3Bridges Day Care Shuttle, the Strong 
Program Shuttle and the Leichhardt & Marrickville Shopper 
Services. The level of cancellations is now a major problem for 
the organisation. It is often the case that we are unable to 
reallocate transport to another Client on the waiting list when a 
Client cancels the Driver at the door. This means that the Driver 
has wasted his time and another Client on the waiting list did not 
get the service they needed. 

Introduction of Booking Cancellation Fees 
As stated above the level of cancellations on the day and at the 
door has been so high that we have reluctantly needed to 
introduce a booking cancellation fee of $5.00 as a deterrent. 
This cancellation fee will only be applied when the service is not 
notified within the prescribed time frame. Clients who become 
sick on the day can write a letter requesting leniency. We hope 
that Clients will respond positively to this new situation by 
informing us of cancellations in good time so everyone wins. 

Service Statistics 
Service Coordinator Julie Saunders has given a detailed 
account of the service statistics for 2015-2016 so I will not 
duplicate that information here. 

Progress report on new and existing services 
Just about all our services are continuing to expand in line with 
the general increase in the 65 and over demographic. There 
have however been some exceptions. The exceptions have 
been the Tuesday Leichhardt TigeRider and the Thursday 
Leichhardt Shopper. We are not really sure why there has been 
a decline in the use of these services. We are going to promote 
these services from September 2016 onwards; hopefully we will 
find some ways of increasing the number of Clients using these 
services. 
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Christmas Lights & Vivid Sydney 
These two trips are the only night time trips that LMCTG 
conducts. We have gone to the same location for the Christmas 
lights over the last two years. This means that we need to do 
further research and find a new location this year. 

It is not always easy to find a good location for Clients to view 
the Vivid Sydney lights display so this is also something that we 
will need to work on in 2017. In general clients do enjoy the night 
time trips as it is often difficult for them to get out at night. 

Weekend Trips 
We have discontinued weekend trips for the time being. It may 
be possible to reintroduce this service in a more limited capacity 
sometime between November 2016 & April 2017. Because of 
the penalty rates incurred this is an expensive service which 
needed to be very well patronised to make it practical. Many of 
the proposed trips had to be cancelled as we did not get the 
number of bookings required. 

Social Recreational Outings: Short Day & Whole Day 
Our Social Recreational trips have been very popular again this 
year. We introduced the short day social recreational outings as 
some Clients found the longer journeys to be tiring. The longer 
journeys to places like Bowral are still very popular with clients. 
Last year we took down 4 buses to Bowral and we expect to do 
the same this year. So we will continue to provide the short day 
outings and the whole day outings as there seems to be a strong 
demand for both. 

Fish Markets Shopper 
There was a time when we were considering discontinuing this 
service. It has however regained its popularity with some new 
Clients who are now regular patrons of this service. 

New Services 

Strong Program Wednesday 
Balmain Hospital conducts the Strong Program which is a 
tailored exercise program for aged Clients which assists them in 
maintaining their strength and mobility. We have over the years 
provided transport services to this program on Monday and 
Fridays. With the increased demand for this program we now 
also provide this service on Wednesdays. Transporting our 
Clients to attend this program is a priority for LMCTG as this 
program assists our Clients to maintain their independence. 

Marrickville Shopper Extra Run 
The Marrickville Shopper now has three different runs on 
Thursdays; this has been implemented due to the increased 
number of shoppers. We have also wanted to reduce the 
amount of time Clients have to remain in the bus.  

Group Medical Transport & Extended Hours Service 

The Problem:  
Not being able to meet the demand for transport to medical 
services is something that concerns us. This is obviously a 
concern for Clients also. There are reasons for this, the main 
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one being that there are too many people who have 
appointments at the same time in different places on the same 
day. We currently pick Clients up individually or sometimes two 
Clients plus a Carer. We believe that conducting medical 
transport in this way results in about 800 trip requests being 
unmet per year. 

The Experiment 
We are going to use a larger vehicle to pick up about 3 to 5 
Clients consecutively during the morning peak period then drop 
the Clients off to their appointments. So we would start picking 
up clients at 7:30am. We think that with 3 to 5 Clients they would 
all be picked up by 8:30am and would then be dropped off at 
their appointments from 8:40am onwards. The way that this will 
work will change based upon demand on a particular day. The 
positive result for Clients is that more will be able to be 
transported to their appointments by us. So Clients who are on 
the waiting list will be offered transport on Group Medical 
Transport. What is different about the new system is that Clients 
have a confirmed place on the group transport and will be 
informed of their pickup time the day before. Once all Clients are 
picked up, Drivers will get them to their appointments ASAP. 

The Experiment That Seems to Work  
We have now commenced this Group Medical Transport Service 
and in the first month of service there has been a substantial 
reduction in the number of unmet trips.  

Earlier Pickups & Later Returns from Medical Appointments 
Another limitation to the way our services have operated in the 
past are the hours available for returns from medical services. 
The last return pick up time used to be 3pm; we now have 
Drivers who finish later so that the last return will now be 4pm. 
We have also changed the morning pickups from the 8:30am 
start to a 7:30am start. This has also helped us reduce the 
unmet demand for medical transport. I would like to take this 
opportunity to thank the Transport Scheduling Staff and all 
Drivers for responding so positively to this initiative. Four Drivers 
volunteered to work the longer day. We implement a daily 
rotation roster so that so that fatigue is managed effectively. 

Human Resources 

Drivers 
We are very fortunate to have retained all but one of our Drivers. 
Our Drivers are a very valuable resource and we have an 
exceptional group of Drivers and they have now all been with us 
for over a year. We were also very happy to have Driver Michael 
Frey return to us. Vincenzo Riemma worked with us for about 
five years but like a true Italian man he could not resist the 
temptation to open a Pizza Restaurant. We wish Enzo every 
success in his enterprise. 

Bus Assistants 
We have lost the services of Caroline Nugent this year. Caroline 
was a very effective and well liked Bus Assistant who took good 
care of our Clients. Caroline has moved on to work for another 
organisation as she wanted full time work. We wish her well. 
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Transport Schedulers 
Eliot Brigham joined us during the year as a Transport 
Scheduler. Eliot decided to leave after about six months. We are 
happy to say that he has now returned to do some casual work 
with us as a Bus Assistant. Matthew Reilly is the new Transport 
Scheduler who works alongside Bich in the Schedulers area. We 
have been very fortunate to have Matt work with us. He has 
picked up the competencies associated with Transport 
Scheduling very quickly. Matt has also been willing to assist in 
other roles when we have been short staffed. 

Client Welfare Officer 
Sara Di Terlizzi used to work for LMCTG as a Bus Assistant she 
has since that time become a fully qualified Social Worker. Sara 
now works in the office as a Client Welfare Officer on 
Wednesdays. Sara focuses on working with Clients who have 
been referred to us from My Aged Care. She also assists our 
Code Red Clients who have complex needs to obtain other 
Aged Care Services if that is what they require. 

Administrative Assistant 
Minh Ai Nguyen worked with LMCTG as a contracted 
Administration Assistant. Minh Ai was an excellent staff member 
who had excellent skills in all facets of her role. When her 
contract ended she went to work for a commercial transport 
company. We wish Minh Ai good fortune in her current position.  

Accounts Manager 

Departure 
Carolyn Hua worked as the LMCTG Accounts Manager for 
almost one year. During the time that she was employed she 
created a number of systems that helped the administration and 
financial systems function more effectively. Our thanks to 
Carolyn; we wish her success in her future. 

Arrival 
We have been very fortunate to have obtained the services of 
Kevin Barwick. Kevin is a highly qualified very experienced 
accountant. Over the period of time that Kevin has been in the 
position he has had to work with some budget templates 
presented to us from the funding body that have been difficult to 
work with. Kevin is a very hard working, focused patient staff 
member, exactly the qualities you need in an accountant.  
 
Changing Role 
Monica Bringolf has had a number of roles over the years at 
LMCTG. She has now moved back to being a Bus Assistant 
after a spell as our Quality Project Officer. She has performed 
really well in all these roles. 

The Fleet  
The Fleet now has a total of 11 vehicles. We have been able to 
use the Mercedes Sprinters more in recent times for the Group 
Medical Transport, Strong Program Shuttle and other services. 
There are no plans to increase the size of the fleet at the current 
time. For a more detailed account see the Fleet Manager’s 
Report. 
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Strategic Partnerships, Working Together & CALD 
Communities 

Boarding House Projects 
LMCTG continues to work effectively with a number of other 
community groups. We work with the Newtown Neighbourhood 
Centre, Aftercare and Uniting Care to provide transport 
opportunities for people living in registered boarding houses. 
People who live in boarding houses are amongst the most 
disadvantaged in our community, the level of mental illness in 
this Client group is very high. Most of the boarding houses are 
situated within the Marrickville Local Government Area (LGA). 

There have been changes in the legislation governing licensed 
boarding houses in an attempt to protect the rights of residents. 
The majority of boarding house Clients are under the age of 65 
and will move from the existing Community Care Support 
Program, to the National Disability Insurance Scheme (NDIS). 
We believe that most of the existing clients will receive packages 
of some kind. LMCTG will not receive money via TfNSW to 
forward onto our service partners working with Boarding House 
clients. At this point it is unclear which agencies will provide the 
major share of transport under the new system. It is likely to be 
the larger organisations. 
 
I would like to thank the agencies mentioned above for their 
continued cooperation in working together to assist this group of 
Clients. This will probably be the last financial year that we as a 
group work together for this Client group. I hope that the future 
brings an improvement to the services offered to this Client 
group, we shall see! 
 
Three Bridges Community Program 
This is the third year of our cooperation with the Three Bridges 
organisation. We transport Clients to this centre based day care 
centre four days a week. They have changed premises to a 
more comfortable venue in St Peters. This Client group has 
complex needs including dementia. Having the ability to attend 
centre based day care is therefore very useful to help Clients 
maintain their independence and build a social network for them 
to interact with. 

Ethnic Community Services Co-operative (ECSC) 
We have continued to work with ECSC this year. They organise 
social recreational outings for Turkish and Arabic groups. 
Although there have been some changes to the personnel in this 
organisation, we have maintained our association and continue 
to work together. Thank you to Bharat Rai, Lorraine Villaret & 
Keun-Sook Chai for their continued cooperation and support. 

Community and Cultural Connections Inc. (CCCi) 
Another example of working together to achieve outcomes has 
been our work with CCCi in Marrickville. This partnership has 
paved the way for Vietnamese and Arabic groups using our 
service. Thanks to Ragaa Sidhom for her assistance in this area. 
 
The Strong Clinic: Balmain Hospital 
We have worked very successfully with the staff at Balmain 
Hospital to provide our Clients with an exercise program that has 
assisted them in maintaining their health and independence. As 
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mentioned this Group Transport now takes place three days a 
week. This is the eighth year that we have worked with the staff 
at the Strong Clinic. 
 
Acknowledgement of LMCTG Staff 
 
Driver’s role becoming more complex 
Thank you to all our Drivers: Tony, Rob, Glenn, Enzo, Ray, 
Andy, Simon, Michael, Adam, Bernie and Gordon. We have a 
group of very professional caring Drivers. They are constantly 
making suggestions about how to improve the service. During 
our monthly Staff meetings our Drivers give us detailed accounts 
of their observations about our Clients. These accounts are 
useful for the organisation to ensure that we comply with our 
duty of care to our Clients. As our Clients are getting older they 
are becoming frailer and take longer to leave their homes and 
enter the vehicles. So our Client’s needs are becoming more 
complex. We now have five vehicles engaged in the medical 
transport service most days. This is because it is taking longer 
for a large numbers of our Clients to get from A to B. Our Drivers 
continue to attend training and development to equip them with 
the skills to manage the increased complexity of their role.  
 
Workforce Development Program 
The Management Committee has decided to make a larger 
amount of money available for Staff development over the 
current financial year and the following one. This is to provide 
the funding for our direct service Staff to complete TAFE 
certificates in Aged Care and Disability. This will improve their 
skills in meeting the requirements as a community transport 
Driver and improve their employment qualifications in the future. 
 
Safety Standards 
Our Drivers also have a very good safety record and always 
attend training events. Our Drivers are the lynchpin of the 
organisation; nothing happens without our Drivers. 
 
Bus Assistants 
Over the year we have had an increased the number of Bus 
Assistants. Thanks to Monica, Jeremy, Scott, Fatima, Caroline 
and Eliot. The role that the Bus Assistant plays is very important 
to ensure the safety and quality of our Clients’ experience for 
both the shopping trips and the social recreational outings. Our 
Bus Assistants must be very vigilant at all times to prevent 
Clients falling over or hurting themselves. When Clients do 
experience health difficulties on the trips it is often the Bus 
Assistant who is first at the scene. 
 
Office Staff  
Thanks to all the Office Staff for their service this year. Thanks 
to Julie and Tony for their continued service to the organisation. 
Julie continues to do her very best for the service and the 
Clients. She has maintained her enthusiasm for improving the 
quality of the services. Julie has a more complex role now. With 
the increase in service delivery we also now have about twice 
the number of Staff members we had four years ago. 
 
Tony has maintained the fleet and the depot to the usual high 
standards. The fleet always meets the safety standards required 
by the regulatory bodies. Tony has also been responsible for 
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managing the hiring of vehicles by external agencies.  
 
Thanks again to Bich for her infectious good humour. Bich 
continues to manage a huge and complex workload and still 
comes up smiling. I am very grateful to Bich for all her hard work 
and dedication. Bich's contribution to LMCTG is exceptional. 
This year she has assisted with the training of the new Transport 
Scheduler Matt. 
 
New Office Staff 
With the departure of Eliot after approximately six months we’ve 
had to advertise the position again. We have been very fortunate 
to obtain the services of Matthew Reilly. Matt has certainly hit 
the ground running. He is now a highly valued Staff member. 
 
The Management Committee 
There have been a lot of changes with the Management 
Committee over the last twelve months. The following members 
who were elected have all resigned: Yulia Taylor, Helen Dwyer, 
Julianne Nurse, Rosie Walia, and Rebecca Baiada. I would like 
to thank all these members for their contribution. 
The following people are the current members of the 
Management Committee: Max Dixon, Val Lees, Cecilia March, 
Marie Patterson, Vicky Koncar, Simon Emsley, Jane Crowe and 
Ken Saunders. Of the six new members who have become 
members since the last AGM all will be seeking to remain 
members after the AGM in September 2016. 
Ken Saunders will not seek re-election in September 2016. We 
thank Ken for years of valuable contribution to the Management 
Committee. 
 
Conclusion 
Community Transport has continued to grow and attract more 
funding. This is obviously a positive development. We know that 
this picture is unlikely to stay the same in the future. In July 2017 
LMCTG will cease to receive block funding for Clients with 
disabilities under the age of 65. Some of our Clients will receive 
funding under the NDIS. How LMCTG will be able to maintain 
services for this Client group after July 2017 remains to be seen. 
 
The future for block government funding for Community 
Transport after July 2018 for the over 65 Client group is equally 
uncertain. Instead of funding service providers directly the 
funding will go to individuals to give them greater choice of the 
services they wish to purchase. What is being proposed will 
make it difficult for organisations requiring a certain amount of 
capital to survive given the current method of service delivery. 
 
Community Transport is an essential part of a caring community. 
There are increasing numbers of elderly, frail people who 
depend upon community transport to maintain themselves in 
their existing accommodation. We all know that people are 
happier and healthier if they can continue to live in their own 
homes. It is for this purpose that Community Transport exists. I 
hope that Community Transport continues to grow and thrive. 
Whether this will occur under the new funding models that are 
proposed remains to be seen. 
 
Michael Doyle 
Executive Officer 
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Service Coordinator’s 
Report 

 
 
Introduction 
Leichhardt Marrickville Community Transport Group (LMCTG) 
has been operating for over 30 years. There have been some 
changes in government regulation concerning community 
transport. The implementation of these changes has not affected 
our service delivery adversely. In the initial phase of receiving 
referrals via the MyAgedCare (MAC) system our referrals 
increased, but now it seems as if the number of referrals are 
now similar to those received previous to the inception of the 
MAC system. 
 
This year, LMCTG started a new service the Group Medical 
Transport which aims to meet the demands and fill the gap of 
those clients who are put on waiting lists. This service was 
designed as a group transport service where clients can be 
picked up and taken together to their respective appointments 
where possible. This has reduced the number of clients who are 
on the waiting list and do not receive services. Since its 
inception, this service has been operating smoothly.  
 
Outings 
LMCTG has designed different types of outings services to suit 
the clients’ demand but most importantly their circumstances. 
Some clients are unable to cope with whole day outings due to 
health reasons, shorter trips are more suitable for them. The 
other type is shopping outings where clients are taken to 
specialty shops, shopping centres and even to Bunnings. 
 
Social Outings 
This is a whole day type of outing and the most popular one. 
Very often there are quantities of bookings that we are unable to 
meet. LMCTG provides in these cases two buses to 
accommodate clients’ requests. The annual trip to the Bowral 
Tulip Festival is the most popular. Last year’s trip saw 4 buses 
going to this destination; this gave clients the opportunity to 
witness the blooming and beautiful tulips. Between Leichhardt 
and Marrickville a total of 3,408 social/recreational trips were 
provided last year and thus resulted in a 15% increase. 
 
Short-day Outings 
This service only started a year ago and only operates once a 
month. This is specifically designed to meet the needs of clients 
who are unable to cope with the rigour of whole day outings. 
This is only a half-day outing and destinations are mostly local to 
keep within the timelines. Last year’s data showed a total of 469 
trips. 
 
Shopping Outings   
This is the service that LMCTG merged last year due to low 
patronage from Marrickville clients and only operates once a 
month. The purpose of this service is to take clients wanting to 
go shopping to purchase other things they need besides grocery 
items. Christmas season is always busy and bookings during 
this period are always high. Besides going to local shopping 
destinations, clients also look forward in going to out of areas 
shopping centres like Erina Fair and Warrawong Plaza. There is 
a decline in the figures this year and these journeys have only 
generated 354 trips compared to 570 last year. The drop in 
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figures is a result of bad weather conditions and staff illness, 
causing a cancellation of trips. 
 
Shopping Services 
 
Leichhardt Shopping 
There are two allocated days for this service. Wednesday is for 
clients who live around Leichhardt, Annandale and Lilyfield 
areas while Thursday is for those who are in the Birchgrove, 
Balmain and Rozelle areas. A Bus Assistant is provided to assist 
clients with mobility problems; we also assist Clients with their 
shopping bags on and off the bus up to their door. There has 
been a decline in the Thursday patronages which greatly affect 
this year’s figures. There are various causes that contributed to 
the drop of numbers and one of them is ageing, which inevitably 
lead clients to move to a care facility. Others have moved out of 
the area and a few have passed away. The year’s data is 2,609 
compared to last year’s 3,253. LMCTG have tirelessly tried to 
find ways to get this number back up again. 
 
Marrickville Shopping 
This is the third year this service is in operation and is still going 
strong. It should be noted that while Leichhardt shopping service 
is experiencing a decline, the Marrickville shopping run is 
enjoying a boost in clientele. This service has the same feature 
as Leichhardt shopping and a Bus Assistant also provides 
assistance to clients. This service operates on Thursdays only. 
The data indicates a total of 1,600 trips were delivered during 
the year compared to 1,270 the previous year. 
 
Shuttle Services 
 
Tigerider 
This shuttle service is designed for Leichhardt clients and is 
operating twice weekly, every Tuesday and Friday. As a shuttle 
service, it operates according to a timetable and has designated 
stops. Clients wanting to be picked up from their homes need to 
call the office and make a booking otherwise they can hop on 
and off the bus at any designated stop. This service also takes 
the pressure off Individual Transport (I.T.) service by providing 
transport to clients where I.T. cannot meet these demands. A 
Bus Assistant is provided to assist clients who use this 
service.Tigerider has been successful in maintaining its trip 
numbers since it started many years ago. An impressive 4,565 
trips have been recorded this year which represented a slight 
increase from last year’s 4,456 trips. Needless to say this shuttle 
service is very valuable to all Leichhardt clients. 
 
Jetstream 
This shuttle service was purposely designed for Marrickville 
clients. It had a slow start when it began but has gradually 
became popular in the community. Jetstream has the same 
features as the Tigerider but only operates once a week on a 
Wednesdays. This service also manages to ease the pressure 
from Individual Transport. This year a total of 1,046 trips have 
been recorded which denotes a slight decrease from last year’s 
1,121 trips. 
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LMCTG & Newtown Neighbourhood Centre (NNC) Mutual 
Agreement shopping service 
The main purpose of the Mutual Agreement between these two 
organisations is to provide and develop a shopping service that 
effectively meets clients’ needs. LMCTG supplies a bus and a 
driver while NNC provides a Bus Assistant. This collaboration 
has resulted in a positive outcome for clients. This service 
operates on three days – Tuesday, Thursday & Friday. The data 
indicates a total of 1,850 trips this year compared to last year’s 
2,596. 
 
Amelie House 
This service has operated for two years. LMCTG provides a 
shopping service to residents of Amelie House, an independent 
living facility. Clients are picked up every Friday and taken to 
Leichhardt Marketplace. Residents in this facility are very 
pleased to be provided with a service like this on which they can 
go shopping or just be out for a period of time. In saying this, the 
trip numbers this year has doubled from 648 last year to 1,272 
this year.  
 
Fishmarket 
As reported last year, a proposal to modify this service had been 
planned but because of an increase in clients’ interest and 
patronage LMCTG decided to forego that plan. Every first Friday 
of the month clients are taken to the Fish Markets in Pyrmont 
and then to Leichhardt Norton Plaza afterwards. This service is 
for both Leichhardt and Marrickville clients. Last year has seen 
some increase in trip numbers and overall this service has 
generated a remarkable 324 trips compared to 224 last year. 
 
Boarding House Projects 
LMCTG has an agreement with other community organisations 
that have direct arrangement with licensed boarding houses with 
an aim of providing a fund to be utilised for the transport needs 
of their residents. LMCTG recognises that these Boarding house 
residents are the most disadvantaged members of the 
community. LMCTG works cooperatively with the Newtown 
Neighbourhood Centre, Aftercare and Uniting Care to provide 
transport services for this group. As part of the agreement, these 
community organisations have to provide quarterly data reports 
to LMCTG. This year there was a significant drop in the figures 
showing a decline from last year’s 9,471 to only 7,666 this year. 
  
Staff 
Welcome Matthew Reilly our new IT Scheduler. Matt started in 
April this year and has quickly learned the complexity of the job. 
Matt is very dedicated and he will be an asset to LMCTG.   
I would like to take this opportunity to thank all the staff for their 
invaluable contributions and tireless efforts in keeping the 
services functioning and operating. Special mention goes to all 
the driving staff who have direct contact with our clients and 
represent LMCTG in a professional way. To Robert Finlay, 
Glenn Rapaport, Andrew Tate, Raymond Srour, Adam Baker, 
Gordon Watson, Michael Frey, Simon Bennetts, Bernard 
Wheatley and our Bus Assistants Monica Bringolf, Jeremy 
Burrows, Fatima Fakih, Eliot Brigham and Scott Kilpatrick. Your 
dedication and hard work is truly appreciated. 
Lastly, thank you to all the office staff who are dedicated and 
passionate about their job. They are the ones who work behind 
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the scenes to keep the services running smoothly and efficiently 
and keep the clients happy – to Michael Doyle, Anthony Layton, 
Bich Letran, Matthew Reilly, Kevin Barwick and Sara Di Terlizzi. 
You are all an amazing team and it has been a privilege and a 
pleasure to work with you all.  
 
Julie Saunders 
Service Coordinator 
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Fleet Manager’s 
Report 

 
 
Strong Program Shuttle 
Providing shuttle services to our service users is one of the 
organisations strengths. Shuttle services introduced to specific 
destinations are efficient, sustainable and help reduce costs. 
This in turn increases useability and improves access for service 
users. An important part of providing the Strong Program Shuttle 
is achieved through involving coordinators at the centre for 
strong medicine and has produced a cooperative relationship 
with the organisation. The benefits of this involvement have led 
to increasing in 2016 the number of days the service is operating 
and have helped to sustain the day to day operation of the 
service. 
 

 
Summary of one way and two way trips 

 
Flexible Transport 
Mobility and choosing the right method of transport is about 
providing a wide range of flexible options for going from A to B 
and optimising the cost of mobility. How much this will cost and 
the most convenient method of travel are important factors for 
choosing the most effective method of transport as there is no 
‘one size fits all’ solution which suits all service users. This is 
done through individual assessment of the distance carried out, 
journey types such as recreational or specialist appointments, 
early in the morning or late afternoon, vehicle accessibility and 
other variables. Consideration is also given to the use of public 
transport which has various benefits depending on the journey.  
 

 
 Summary of one way and two way trips 

 
Fleet Vehicles 
Each vehicle is another essential part of a service user’s 
experience while travelling with our organisation. Gaining regular 
feedback from driver’s and service users is an important part of 
determining the specification of vehicles in the fleet. When it 
comes time to look at making changes, this means we are 
addressing one of the values of our organisation essential to 
improving accessibility, safety and quality of services. No matter 
what the objectives are such as increasing productivity and 
improving driver safety, keeping these objectives achievable and 

1393 

1485 

2014-15 2015-16

Strong Program Shuttle Trips 

187 
231 

51 52 

2012-13 2013-14 2014-15 2015-16

Flexible Transport Trips 
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realistic by approaching vehicles as a mobility planning solution 
for service users, ultimately leads to achieving a successful 
outcome. 
 
Our fleet currently comprises of five TOYOTA Coaster buses, 
two Mercedes Sprinter vans, each fitted with added hand rails 
and an automatic slide out under body step. Two of the 
TOYOTA Coasters and one Mercedes Sprinter have been 
modified for wheelchair accessibility and fitted with a hydraulic 
hoist. Drivers are often combining the use of the hydraulic hoist 
to assist people who are less mobile into the vehicle.  
Four Honda Odyssey people movers make up the remainder of 
the fleet with two of these vehicles replaced in March 2016. 
 

 
Summary of combined fleet vehicle kilometres 

 
Drivers 
To the fleet manager, drivers are the eyes and ears on the road. 
The drivers are just as essential as other stakeholders such as 
HR, finance and senior management. Their first-hand 
experience of the vehicle and processes provide important 
feedback impacting decisions in the day to day operation 
throughout a vehicles life, including when it requires unexpected 
maintenance and addressing the mobility need of service users. 
This involvement has helped produce a relationship with driver’s 
that enables that once-off type feedback instead of having to 
wait for a meeting. 
 
Maintenance 
Our vehicles are a driver’s office as they are in them every day. 
Drivers have to perform a daily vehicle check and in terms of the 
way the vehicle performs for example if a tail light is out or a 
dashboard warning light is active, is a cause for distraction 
which we try to address on site before the vehicle is used. 
Regular feedback from drivers is an important part of vehicle 
maintenance that has helped improve interaction with suppliers 
such as mechanics and repairers. Ensuring a quality service, 
maintenance and repair directly improves operational efficiency. 
  
Tony Layton 
Fleet Manager 
Flexible Transport Coordinator 
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Transport Scheduler’s 
Report 

 
 
Individual Transport 
LMCTG’s Individual Transport (IT) is a weekday door-to-door 
service which delivers Clients to their appointments within a set 
area, bounded by the perimeters of the Leichhardt and 
Marrickville LGAs. IT can also extend to areas bounded by a 
perimeter of five kilometres out from the LGA border. 
IT combines the expertise of professional Drivers with a modern 
well maintained fleet of vehicles. IT is essential for elderly 
Clients and Clients with a disability living independently in the 
community. Each vehicle is equipped with a foldable manual 
wheelchair to ensure Clients who have limited mobility are 
assisted to their appointments in a safe, dignified and efficient 
manner. 
 
With IT, essential services including GPs, medical centres, 
hospitals, allied health services, post offices, banks, Centrelink, 
Medicare centres and hairdressers are all accessible via a 
simple phone call to the office. IT promotes healthy ageing and 
an active lifestyle amongst Clients by transporting them to 
classes and programs in the local area such as water aerobics 
classes, falls prevention programs, rehabilitation centres and 
day activity centres. IT also promotes social engagement 
between Clients and their family, friends and community which 
in turn prevents premature admission into aged care institutions. 
The importance of IT cannot be overstated; in 2015 to 2016, 
82% of IT trips were for health related purposes. In 2014-15 it 
was 77% and in 2013-2014 it was 89%. 
 
This financial year we recorded 10772 verified one-way trips, 
compared to 9900 in 2014-15 and 7258 in 2013-14. This is 9% 
increase highlights greater awareness and reliance on the 
service. 
 
The total number of unmet IT bookings can also be used to 
emphasise the growing need for IT with 555 unmet bookings in 
2015-16 compared to 447 in 2014-2015, and 350 in 2013-2014. 
Throughout the year IT experienced some disruptions and 
delays due to some foreseen and unforeseen circumstances 
including mandatory staff training days, vehicle breakdowns, 
Staff illness and limited Driver availability. Wherever possible the 
impact of these events was minimised through: 

 Mail outs – keeping Clients informed of upcoming 
disruptions to the service 

 Combining individual Clients who are going to similar 
destinations. 

 Reassigning vehicles whenever there was a breakdown 
vehicle or vehicle in service 

 Allocating extra pickups to Drivers with long down time 
during their day. 

 Qualified Office Staff assisting with driving IT. 

 Calling in back up Casual Drivers and Bus Assistants 
and efforts to recruit new Driving Staff 

 Where it was not possible to avoid cancellations, Clients 
were prioritised based on their purpose of travel so that 
those who had booked for medical appointments were 
given priority on the day, whilst others with non-urgent 
non-medical appointments were asked to reschedule 
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their appointments to another time or day. 

 Transferring Clients over to other undisrupted services 
for e.g. shuttle services 

 Utilising taxi vouchers – Clients who have been promised 
two-way transport are transported one-way by the Driver 
and then issued a voucher to cover the cost of taking a 
taxi home. 

These various methods ensured that Clients were not 
disadvantaged by the various disruptions throughout the year.  
 
Expanding Service and Care 
LMCTG has identified a gradual increase in demand for physical 
one-on-one assistance from Clients whose health and mobility 
have deteriorated. These Clients often live alone and don’t have 
anyone who can accompany them as a Carer on the day of their 
appointments. This is a unique challenge for the organisation as 
these Clients are a part of a growing demographic in the 
community that require more attention, time and resources. The 
organisation must however juggle this with its responsibility to 
ensure the future viability of LMCTG by operating as efficiently 
as possible within the funding guidelines, as well as ensure the 
Workplace Health and Safety of Drivers and Bus Assistants. 
Until LMCTG has the capacity and resources to further assist 
these Clients, it may be the case that these Clients are eligible 
for services suited to their higher needs through another 
organisation. In this case reassessment through MyAgedCare 
would be required.  
 
In future there may be scope to develop a new position - an IT 
Assistant position. This person could provide one-on-one 
assistance to Clients to and from the IT vehicle, during the 
commute and at their appointment. This would greatly benefit 
both Drivers & Clients; Drivers would be under less time 
pressure. Clients would be safer at their appointments and there 
would be reduce incidents of falls or injury, as well as confusion 
and disorientation for Clients with diagnosed memory problems. 
It would also promote greater independence and confidence 
amongst Clients as they won’t need to rely of family, friends or 
neighbours to accompany them. There would also be an 
element of social engagement when Clients are with the IT 
Assistant which would benefit Clients who are socially isolated 
inside their homes. 
 
Group Medical Transport 
Looking ahead there is room for improving the IT service, it may 
not be by increasing human resources through volunteer 
recruitment as suggested in the previous year’s report, as this 
has proven to be unsuccessful, however there is continuing 
demand for greater capacity. 
 
Group Medical Transport (GMT) could potentially meet these 
demands, a service that operates from 7:30am until 4pm rather 
than 8:30am until 3pm so that Clients do not need to rely on 
expensive taxis for those early or late finishing appointments. 
With greater capacity there would also be reduced waiting times 
for Clients returning from their appointments. This service would 
be conducted in a larger vehicle and have the capacity to collect 
up to five individual Clients and take them to their appointment. 
In exchange Clients would need to be flexible and willing to be 
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collected up to two hours before their appointment. 
To end, we would like to say a big thank you to all Staff at 
LMCTG, without which we would not have a Community 
Transport service. Drivers Glenn Rapaport, Andrew Tate, Rob 
Finlay, Ray Srour, Michael Frey, Simon Bennetts, Gordon 
Watson, Bernard Wheatley & Adam Baker. Thank you to Bus 
Assistants Monica Bringolf, Jeremy Burrows, Scott Kilpatrick, 
Eliot Brigham & Fatima Fakih. Thank you to all of you in the 
office Michael Doyle, Julie Saunders, Anthony Layton, Kevin 
Barwick & Sara Di Terlizzi. We look forward to working with you 
all for many years to come. 
 
Bich Letran & Matthew Reilly 
Transport Schedulers 
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