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Empowering people with travel 
related challenges to connect, 
engage and participate.



This has been another tremendous year for Travellers Aid and we 
are proud of the real difference we have made to individual lives. 
This year we focused on enhancing and expanding our current 
services as well as completing the development of our 10-year 
strategic plan. This plan, which reflects input from both internal 
and external stakeholders, will enable us to meet the expected 
increasing demand for our services and to be the recognised expert 
in the delivery of services to people facing travel related challenges. 
To do this, our strategic priorities are:  

• Sector Leadership: Becoming a sector leader, based on being 
an evidence-based organisation with a stronger market visibility. 

• Scalability & Growth: Ensuring Travellers Aid is able to meet the 
expected growth in demand for services without compromising 
service quality. 

• Financial Sustainability: Reducing dependence on public sector 
funding and develop a sound financial position for the future. 

The full strategy can be found on our website. We encourage you to 
review our strategic plan and to let us know how we are doing

Service Delivery 
In the following pages you will read individual reports of our core 
services. New projects and notable changes include: 

• MCG Pilot: In April, and in conjunction with the Melbourne 
Cricket Club (MCC), we commenced an 8-week trial of a 
buggy transfer service between Richmond Station and the 
MCG. The trial was also supported by Metro Trains, the City of 
Melbourne and the AFL Fans Association. The pilot has been 
an overwhelming success, assisting on average 250 people 
per game, considerably more than the initial expectation of 
100, resulting in the MCC extending the pilot to the end of the 
football season.

• Regional Victoria: We conducted a feasibility study into 
potential services at four regional stations. Although this has 
not progressed, our research and learnings will inform how to 
best support these regions in the future.

• Education: We continue to look for ways to leverage our 
expertise for the benefit of others. For example, we provide 
industry focused Buggy Driver Training and Disability 
Awareness Training, the latter offered in conjunction with the 
William Angliss Institute. We continue to provide Community 
Travel Training.

Capacity and efficiency
• We completed a refresh of our head-office and, with a growing 

lack of space at both our Flinders Street and Southern Cross 
Station sites, are well advanced in planning for a small refresh 
there as well.

• We have added an additional buggy at Southern Cross 
Station during the year and are further upgrading our mobility 
equipment.

• Information Technology is an important means to drive 
efficiency in our operations. This year we:  

• further leveraged our investment in our Salesforce CRM,

• developed a new website which has seen a significant 
increase in usage,

• implemented a new Social Media strategy,

• introduced a new VoiP telephone system and

• commenced a trial of using handheld devices to receive 
real-time feedback from service users.

Our People
Our accomplishments can only be achieved with the collective 
efforts of all of our committed volunteers, staff, management team 
and Board.

• We have further invested in leadership development of our 
senior staff. 

• Volunteers have never been more important in our success. 
We are implementing a Volunteer Management Framework 
to streamline and improve our management of these 
wonderful people. 

• The Board provides TAA with strong governance.  At the last 
AGM both Trevor Huggard and Lisa Bowman retired and David 
Hanrahan joined the board.  Lisa had been on the board for 
7 years and was President for 6 years. Trevor had been on 
the board for 26 years! We thank them both for their inspiring 
leadership over these years.

Awards and recognition
TAA was delighted to be recognised through the Victorian Senior 
of the Year – Age Friendly Victorian Award. 

Thanks to our community 

We are very proud of our achievements in 2017-18 and thank the 
Board, the senior managers, staff and volunteers and our business 
partners for their valuable contributions. We acknowledge our 
funders, stakeholders and donors for their ongoing commitment, 
support and respect for the work we do. It is a privilege to lead 
such a wonderful organisation and we are excited about what we 
can achieve as we implement our new Strategic Plan.

Chair and CEO Report

Travellers Aid, with its experience and track record, is in 
a unique position to understand and provide the support 
to people who face mobility challenges. There is a 
sense of responsibility that goes with this position and 
we, at Travellers Aid, are acutely aware of and accept 
this responsibility.

Bev Excell 
Chair of Board 

Elias Lebbos 
Chief Executive Officer

Key Enablers 
To meet this growing demand, and to provide the 
foundation for our strategy, we look for continuous 
improvement opportunities.



Companion Service 
As the reputation of the Companion Service spreads, through word 
of mouth and via TAA marketing to community health providers, 
particularly in the Seymour area, and through information in our 
Community Education program, we see yet another increase in 
service usage for the seventh year of the program.

The service assists people unfamiliar with, or lacking confidence 
in, using our public transport system so that they can access not 
only essential services, but also social events.

TAA received an increase in referrals from community health 
facilities, particularly for persons with limited English and an 
increase in users with low vision, or who are blind or deaf blind.

MCG Buggy Transfer Service 
The MCG Buggy Transfer Service grew from an initial eight-week 
pilot into a valued service for footy enthusiasts with mobility 
challenges. Connecting people to people and people to place 
goes beyond the confines of train stations and transport hubs. 
Connecting them to the end point of their journey remains our 
ultimate objective and the MCG Buggy Transfer Service is a real 
example where a little support can enable people to participate 
and engage. 

We conducted feedback surveys of users, which demonstrated 
how much the users appreciate the service and what difference 
it makes to them. Most people indicated that they would not be 
able to come to the game or the experience would be much more 
difficult if the service was not available. 

The service is supported by a committed and enthusiastic team of 
around 27 volunteers who contributed 1,500 hours to the trial from 
April to June 2018. Their commitment ensures that AFL supporters 
can continue to come to the games, even if their mobility is 
restricted due to injury, illness, disability or age. 

“I love the footy and the atmosphere in and around the MCG on 
game days. Being part of the team of volunteers and helping other 
footy fans to get to the game is such a rewarding experience even 
if my team loses.” - MCG volunteer

Buggy Service
TAA has seen yet another increase in service usage of the 
Buggy Service at both Southern Cross and Seymour Stations.  
This continual increase in demand is expected to continue 
with a growing and aging population. There is also an 
increased awareness of the service, given that it is available 
at multiple locations.  

While our physical space at Southern Cross Station is 
at capacity, we will rearrange and refurbish the office to 
increase its functionality.

The Southern Cross Station lounge has seen an increase 
in people using the facility as a place for family members to 
meet. In some way this is similar to the function TAA played in 
its earlier years at the old Spencer Street Station. 

Emergency Relief & Pathways to Education
We continue to provide assistance with fares and transport tickets 
for crisis situations. As part of the Emergency Relief program we 
also provide access to shower and public internet facilities for 
people experiencing homelessness.  

“One of the best services for the homeless in Melbourne. A 
shower in the morning makes me feel human again.”  
- Regular shower user at Southern Cross Station

For Pathways to Education we continue to work with specific 
schools such as Caulfield Park Community School and other 
community schools and tertiary institutions. Providing support 
with myki fares means that students can stay engaged with their 
education – an investment that makes a big difference to their 
future career and employment prospects.

Our Services and Performance 

2015 2016 2017 2018

Active volunteers 20 20 28 44

Volunteer hours 1333 1140 1672 2241

42% North, North East and North West Victoria

17.5% from Melbourne Suburbs

23% East Victoria

58% of travel 
assistance provided 
is to regional Victoria 
and bordering 
interstate locations.

2017-2018

2016-2017 4,669

4,350
7% decrease 
in services

Instances of service

+$12
month

53 students assisted with

42x
yearly
passes

1x
half- yearly
passes

10x
myki
top-ups

6
month

Number of bookings

2932013-2014 

3332014-2015

2015-2016 424

540

643

2016-2017

2017-2018

Total Buggy Jobs Average per month Average per week

2017 – 2018 25,367 2,114 488

2016 – 2017 23,124 1,927 447

2015 – 2016 20,384 1,699 424

2014 – 2015 19,995 1,666 416

Southern Cross Station

Total Buggy Jobs Average per month Average per week

2017 – 2018 7,712 643 148

2016 – 2017 5,242 437 101

2015 – 2016 3,262 272 63

Seymour Station

4,973 Transfers 
(April-June 2018)



Mobility Equipment 
The hire of mobility equipment from our Southern Cross and 
Flinders Street Station sites increased by 37% this year, bringing the 
total number of hires to 721. 

Mobility Equipment is a fee-for-service, income generating program 
for TAA, with revenue going back into the provision of other 
services. The increase experienced this year can be attributed to 
the marketing activities undertaken by TAA including promoting to 
hotels and accommodation providers in Melbourne CBD and fringe, 
advertising in the Country Women’s Association (CWA) magazine 
and the development of a Mobility Equipment brochure. 

We are also happy to report that with the support of CDC Victoria 
TAA were able to purchase two new bariatric wheelchairs. TAA 
was also the fortunate recipient of a RACV Community Foundation  
Grant received in June 2018. This grant will fund new mobility 
equipment to be delivered later in 2018.

Community Education 
This year 100 Community Education sessions, including 10 expos, 
were conducted across Victoria by our six trained volunteers. 
Locations included Bendigo, Geelong, Seymour, Shepparton and 
Traralgon as well as suburbs across Melbourne and at the TAA 
sites at Flinders Street and Southern Cross Stations.

Community Education presentations are tailored to each audience. 
Sessions can take the format of sitting down and chatting to a 
small group, walking with a carers group and talking about how 
the service can assist them to large formal presentations with 
laptop, screens and microphones or hands on practical exercises.

Presentations aimed at young people with an intellectual disability 
include information to assist them to travel safely on public 
transport. Presentations to Metro staff and the tourism industry 
provide advice on communicating effectively with people living 
with a disability.

Disability Awareness Training (DAT) www.dat.org.au
In 2016, TAA and William Angliss developed an interactive online 
training program to promote the confidence of frontline staff 
when communicating with people with disabilities. In 2017, TAA 
developed a hands-on workshop to support the online training 
program. Over the past year the Disability Awareness Training 
program has been undertaken by 217 participants. 

TAA sees this inclusive training program as being increasingly 
relevant to every business and organisation striving to deliver 
more accessible and equitable services for all Australians. 

Access Service & Flinders Street Lounge
Significant reforms to the aged care and disability sectors and 
the roll-out of the NDIS means that people with disabilities 
are empowered to have control and choice in achieving their 
own goals toward economic and social participation. This also 
changes how some service users use our service. 

While we have seen a decline in hours of service provided, 
mainly due to the sad loss of life of a number of regular, long-
term service users, we are also aware that the NDIS will increase 
opportunities for many people with disabilities to engage and 
participate in community. It is important that we understand their 
specific needs to ensure our services meet their needs. We aim 
to conduct a comprehensive review, including consultation with 
current and potential service users and other stakeholders, to 
ensure the services remain relevant and meet the needs of our 
service users.

101st

ANNUAL REPORT
2016 - 2017

721
Total rentals 

Over the last three years, we have run nearly  
300 Community Travel Training sessions with 
around 10,000 attendees. 

Over the past year the Disability
Awareness Training has been 
undertaken by 217 participants. 

A Client Experience 
Sam travels to the city five days a week to go to university 
and participate in disability advocacy activities. She has 
been accessing our service at Flinders Street Station for 
over three years. The support she receives at TAA has 
created new found independence for her. She can go in 
and out of our centres whenever she needs assistance. 
Little things such as refilling her water bottle or charging 
her iPad are vital necessities for Sam that people without 
disabilities take for granted on a daily basis. Without the 
support of TAA such tasks make Sam’s day that much more 
difficult and stressful. With our staff there to assist, Sam can 
continue her university studies and live her life to the fullest.

100 Years of assistance
I was giving a Community Education presentation to a group of over 
100 people and providing the history of Travellers Aid. I mentioned 
the support and the hostel accommodation that the organisation 
provided to recipients of the Colombo Plan in the 1950’s. A member 
of the audience stated that she was a Colombo Plan recipient and 
that she had stayed in the TAA hostel and how grateful she was for 
the experience and support provided.  
- Lee Davy, TAA Volunteer Coordinator 



For the Financial Year ended 30 June 2018, TAA received revenue of 
$2,194,309 from ongoing operations and incurred costs of $2,053,195 
which resulted in a surplus of $141,114. This was 30% more than the 
2017 surplus, mainly due to continued growth in fee-for-service 
activities, a significant increase in fundraising and donations after a 
steady decline over the previous three years and an endowment 
that will enable us to earn ongoing revenue in future years. We 
received fantastic support from a number of philanthropic trusts and 
foundations which is greatly appreciated. I would also like to thank the 
many other individuals and organisations for their generous support. 

TAA acknowledges and appreciates the essential and continued 
support of State and Local Governments, who provided 55% of our 
operational funding last year.

Our equity has strengthened to $1,036,047 which provides a solid 
platform for our new strategic plan and enables us to grow to meet 
the increasing demands for our services.

The staff and volunteers of TAA have continued to provide excellent 
service and support to the travelling public in their time of need, and 
I thank them on behalf of the Finance, Audit and Risk Management 
Committee. I would particularly like to thank our Finance & Business 
Development Manager Elaine Shallue and her team for their 
exceptional work in supporting the work of TAA and the committee. 

Finally, I welcome Arunesh Choubey and Bruce Heron who joined 
the Finance, Audit and Risk Management Committee during the 
year and thank all the members of the committee for their valuable 
contributions. 

 
 
 
 
 
Sandra Bell  
Honorary Treasurer

In the 2017/2018 financial year our 125 volunteers delivered over 
12,500 hours of service and administration support for TAA.  We truly 
could not meet the demand for our services without these incredible 
people. Thank you to all our volunteers. 

In 2018 TAA acknowledged the commitment of long serving 
volunteers awarding certificates of appreciation.

Our most sincere thanks to the following recipients:     

25 years: Margaret Carter 

7 years: Helen Gourlay, Vy Le, Karlene Young,  Poppy Carvouni, 
Denis Campbell, Luke Stone  

6 years: Andrew Mc Kenzie, Emily Sansom 

5 years: Stephen Hyams, Robyn McHugh 

Income 
2017 - 2018 2016 - 2017

$ % $ %

Government Grants 571,278 26.1 534,964 26.3

Other Transport Grants 
and Sponsorships 

970,501 44.2 967,365 47.6

Other Project Grants 176,228 8.0 193,275 9.5

Fundraising & Donations 203,631 9.3 138,400 6.8

Trading Activities 215,711 9.8 166,865 8.2

Other Income 56,960 2.6 31,631 1.6

Total Income 2,194,309 100 2,032,500 100

Treasurer’s Report

Our Volunteers

Expenses
2017 - 2018 2016 - 2017

$ % $ %

Employee benefits 
expense 

1,593,235 77.6 1,448,206 75.3

Depreciation & 
amortisation

25,750 1.3 13,894 0.7

Emergency relief 17,078 0.8 12,096 0.6

Occupancy 32,415 1.6 28,484 1.5

Administration 159,738 7.8 143,801 7.5

Consulting fees 59,841 2.9 137,810 7.2

Information Technology  50,360 2.4 55,000 2.8

Marketing 40,499 2.0 46,009 2.4

Repairs & maintenance 47,409 2.3 24,916 1.3

Other expenses 26,870 1.3 13,348 0.7

Total Expenses 2,053,195 100 1,923,564 100 2017-2018 Revenue

Our volunteers

Government Grants

Transport Grants and Sponsorships 

Trading Activities

Fundraising & Donations

Other Project Grants

Other Income

44%

10%

9%

8%

3%

26%

Total Volunteers = 125

65 Flinders St 
Station, Southern 
Cross Station and 
Companion Service

27 MCG Buggy 
Transfer Service

17 Administration 
(inc TAA Board) 

16 Seymour 
Station



Government Supporters
• City of Melbourne
• Department of Health and Human Services Victoria
• Department of Justice – Magistrates’ Court of Victoria
• Public Transport Victoria

Bev Excell Appointed October 2014, Qualifications B.
SC(Hons), FAICD, Special responsibilities Chair; 
Member of the Finance, Audit & Risk Management 
Committee and Business Development Committee

Sandra Bell Appointed May 2017, Qualifications B Sc, 
Grad Dip Ed, B Bus, M Mgt, CPA, GAICD, Special 
responsibilities Honorary Treasurer; Chair of the 
Finance, Audit & Risk Management Committee 

Peter Gluskie Appointed October 2014, Qualifications 
BEng, MBA, CPPD, GAICD, Special responsibilities Chair 
of the Business Development Committee and member 
of the Finance, Audit & Risk Management Committee

Paddy Oliver Appointed October 2014, Qualifications LL.B., 
M.Litt., MBA, GAICD, Special responsibilities Member of the 
Finance, Audit & Risk Management Committee 

Philip Cornish Appointed October 2014, Qualifications 
FCHSM, GAICD, Special responsibilities Chair of the 
People and Services Committee

James Carroll Appointed October 2016, Qualifications 
BCL, GAICD, Special responsibilities Member of the 
People and Services Committee, Member of the 
Business Development Committee

David Hanrahan Appointed October 2017, 
Qualifications B Bus, MBA, Special responsibilities 
Member of the Business Development Committee

TAA would like to give special thanks to our supporters without 
whom we could not make a positive impact on the lives of so many. 
To all the individuals and organisations who kindly provide their 
time, energy, expertise and financial support, we thank you.

Patron in Chief
• Mr Anthony Howard QC

Bequest
• Aitken Partners (Mackie Trust)
• The William Angliss (Victoria) Charitable Foundation

Trust and Foundations
• Australian Community Foundation and sub-funds 

• Maude Hargrave Fund
• Story Street Fund
• Judy Glick
• Rod and Pamela Wells Community Fund

• Bennelong Foundation
• Besen Family Foundation
• JBW Charitable Endowment Fund-Simpson Hope Endowment A/C
• RACV Community Foundation 
• StreetSmart Australia

To the hundreds of individuals who donate to our mail appeals and 
at our service sites, we thank you.

CONTACT DETAILS 
City Village, Level 3, 225 Bourke Street 
Melbourne VIC 3000  
Phone (03) 9654 2600 
Fax (03) 9654 1926  
Email: info@travellersaid.org.au

www.travellersaid.org.au

ACCESSIBILITY 
If you would like to request an accessible 
version of this Annual Report,  
call (03) 9654 2600 
or email info@travellersaid.org.au

SUPPORT US 
Donate now  
www.travellersaid.org.au/donate 
Donations are tax deductible 
ABN 79 004 080 862 

From a valued client 
To whom it may concern, Last Tuesday night (ANZAC eve) I took my 
parents (both in their 80s) and my intellectually disabled daughter 
to the football at the MCG. This has been a long-standing family 
outing that gets more difficult each year. My father has an arthritic 
knee and is in pain as he walks. My mother is frail and would easily 
be knocked over in the large crowds rushing past. My daughter 
forgets to concentrate and could easily get lost in the crowd. 

Getting the three of them from Richmond Station and into the 
ground is extremely difficult.  We go early. After the game we stay 
in our seats for 30 mins to avoid the crowd. Last Tuesday night, as 
we left the ground, someone from Travellers Aid offered us a lift in 
the buggies. I can’t express how relieved I was with this support to 
keep my family safe. A very big thank you for your time and efforts. 

Supporters
• AFL Fans Association
• AssetCo Management PTY Ltd
• BusVic
• CDC Victoria
• Country Women’s Association 

of Victoria
• Destination Melbourne
• Dr. Hannah Macdougall
• Lions Clubs of Dookie and 

Seymour Lions Club

• Melbourne Cricket Club
• Melbourne Cricket Ground
• Metro Trains Melbourne
• People’s Choice Community 

Lottery
• Rotary Clubs of Victoria
• Uniting Church of Mitchell River 

Parish 
• V/Line
• William Angliss Institute

  @TravellersAidtravellersaidaustralia

Our Board

Total Volunteers = 125

Acknowledgements and Supporters 

The directors of Travellers Aid Australia have been in office 
the entire 2017/18 financial year unless otherwise stated.


