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Travellers Aid is an organisation that provides support to people who are
travelling through Southern Cross Station, Flinders Street Station and Seymour
Railway Station. 

To find out about the services offered at Flinders Street & Seymour Stations,
please see our other visual stories: 

Travellers Aid (Southern Cross) is open between 6.30am-8pm 7 days a week  
The office can be contacted on:  
Phone: (03) 9670 2072 
Email: scs@travellersaid.org.au 

About Travellers Aid
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To prepare myself, plan my journey and to know where I am going, I can
access the virtual reality tour here: Virtual Reality Travellers Aid Southern
Cross.

Travellers Aid is a public space and the train station can be noisy, busy, or
overcrowded. I can bring noise cancelling headphones to help with the noise. I
should bring my own headphones if I want to play videos or music from my
phone or the computer. 
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https://protect-au.mimecast.com/s/VXn0CYW8NlILO46I0mdLq?domain=my.matterport.com


If I cannot wear a mask for medical, physical, or sensory reason then I must
keep at least 1.5 metres distance from others. I may be asked by the police at
the station to confirm why I am not wearing a mask. 

To keep myself and others safe from COVID-19, I need to wear a face mask on
public transport, in taxis and rideshares. 
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Travelling through the station, either on a buggy or someone can walk with
me. This is called Connection Assistance. Connection Assistance is
available at Southern Cross Station and Seymour Railway Station. I need to
book this at least 24 hours before I travel. I can do this on the website
https://www.travellersaid.org.au/book-a-service/buggy-service-booking/ 
 or by calling 03 9670 2072. 

Travelling from the station to an appointment or event, and back. This is
called the Companion Service. I need to book this at least three days (72
hours) before I travel. I can do this on the website
https://www.travellersaid.org.au/our-services/companion-service/  or by
calling 03 9068 8187. 

At Travellers Aid Southern Cross, I can get help with:

2. Accessing free 
     services

https://www.travellersaid.org.au/book-a-service/buggy-service-booking/
https://www.travellersaid.org.au/our-services/companion-service/
https://www.travellersaid.org.au/our-services/companion-service/


Going to the toilet, and other personal care tasks
Eating my meals

Personal care includes:

2. Accessing free 
     services

Communication and filling out travel forms.



Getting directions, and knowing my options for travel and accommodation. 

Subsidised travel tickets, depending on my situation. This is called Crisis
Travel. I can do this by calling 03 9670 2072 or speaking to Travellers Aid
staff.

2. Accessing free 
     services



Finding a safe place to wait with seating, television, and toilet facilities. 

2. Accessing free 
     services



Travellers Aid charges a fee to keep the following services available. If I have a

concession card, I can show it to staff to reduce my fees. 

3. Accessing paid
     services

Use the computer or internet. I can find out how much this costs by looking
on the website  https://www.travellersaid.org.au/our-services/backpacker-
services/ or speaking to Travellers Aid staff.

At Travellers Aid Southern Cross, I can pay a fee to:

https://www.travellersaid.org.au/our-services/backpacker-services/


Use the printer to print up to 10 pages. I can find out how much it costs by
speaking to Travellers Aid staff.

Take a shower. Towel and toiletries can be provided by Travellers Aid.  I
can find out how much this costs by looking on the website 
 https://www.travellersaid.org.au/our-services/backpacker-services/ or
speaking to Travellers Aid staff.

3. Accessing paid
     services

https://www.travellersaid.org.au/our-services/backpacker-services/


electric scooters,
manual and power wheelchairs,
prams and strollers, 
walking canes, walking frames, and walking sticks.

I can visit the website for more information
https://www.travellersaid.org.au/our-services/mobility-equipment-hire/

Hire Mobility equipment like:

3. Accessing paid
     services

https://www.travellersaid.org.au/our-services/mobility-equipment-hire/


The Connection Assistance service helps me to navigate between transport
services within Southern Cross Station. Travellers Aid will pick me up in a
buggy and drive me where I need to go. If I am worried about navigating
through the station on my own, I can book this service in advance online
https://www.travellersaid.org.au/book-a-service/buggy-service-booking/ or
by phone (03 9670 2072). I can also ask for guidance walking through the
station if I prefer. 

If I have booked a Connection Assistance service, and I am arriving by Metro
train, taxi, car, or coach I will call the Travellers Aid office on 9670 2072 to tell
them where I have arrived (For example, I have arrived at the Spencer Street
taxi rank, or I have arrived on Platform 9). I will then wait for staff to meet me.

4. Using the Connection
     Assistance Buggy

https://www.travellersaid.org.au/book-a-service/buggy-service-booking/


If I am arriving by V/Line train I will wait on the platform at Southern Cross
Station and look out for the blue Travellers Aid buggy. This buggy will
transport me and my luggage to my next destination.

I will sit in the back seat of the buggy and put on my seat belt. This will keep me
safe.

4. Using the Connection
     Assistance Buggy



Travellers Aid staff can help me with loading my luggage on the back of the
buggy. My belongings will travel with me in the back of the buggy to my next
destination. I will collect them once I get off the buggy. 

Using the Connection
Assistance Buggy

Using the Connection
Assistance Buggy

The buggy has a constantly flashing orange light and beeping alarm. Travellers
Aid staff may use the buggy’s horn. These help to let everyone know where the
buggy is. If I don’t like the noises, I can put on my headphones.

4. Using the Connection
     Assistance Buggy



If I am travelling with a Myki card, I will tell Travellers Aid staff. They can help
me with “touching on or off”.  

I will hear the sound of trains travelling overhead. I might also hear beeping
noises from the Travellers Aid buggy and other station vehicles using the
tunnel.

The buggy will travel through Southern Cross Station either across the
platforms or through basement tunnels. Travelling through the tunnels is
quicker because there are less people in the way. The buggy will travel up and
down ramps to access the tunnels. The tunnels are underneath the train
station and contain fluorescent lighting. 

4. Using the Connection
     Assistance Buggy



Travellers Aid (Southern Cross) is located on the ground level of the station. I
can enter the glass doors next to Hungry Jacks on Spencer Street. Then I
turn left after the Skybus office. I can find Travellers Aid on my right-hand
side, across from Luggage Hall. There is signage around the station that will
direct me to the office if I enter from another location. 

Travellers Aid is not run by Metro Trains or V/Line, but I can ask the train
station staff for help, or to direct me to Travellers Aid.

5. Arriving at the Travellers Aid               
     Southern Cross Office



When I arrive at Travellers Aid, the sliding door will open automatically. 

5. Arriving at the Travellers Aid               
     Southern Cross Office

The Travellers Aid office is a safe place where I can wait if there is time
between my connecting services. I can use the virtual tour to see what the
Travellers Aid office looks like before I visit: Virtual Reality Travellers Aid
Southern Cross

https://protect-au.mimecast.com/s/VXn0CYW8NlILO46I0mdLq?domain=my.matterport.com


If there are no staff in the office, I will see a sign that tells me.

When I arrive I will need to sanitise my hands. A sanitising station is on the
right-hand side. This makes my hands clean, and keeps me and others healthy.
If I have my own hand sanitiser I can use that instead. I can also request to
wash my hands with soap in the sink located inside the toilet.

5. Arriving at the Travellers Aid               
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When my hands are clean I will sign in. I can use the Travellers Aid iPad, or I
can use my own device to scan the QR code at the reception desk. If I need
help, I can ask the Travellers Aid staff. I will need to tell them my first name and
my phone number. This information will remain private and is to make sure that
I can be contacted if COVID-19 contact tracing is required. 

When I have signed in, I will go to the reception desk so the Travellers Aid staff
can help me. 

5. Arriving at the Travellers Aid               
     Southern Cross Office



When I am at Travellers Aid I will make sure that I stay 1.5m away from others. I
will need to sanitise my hands before and after I touch shared equipment like
the computers.

All equipment is cleaned by the Travellers Aid Staff after each use. 

I can read more about what I am expected to do on the signs and banners on
the walls.

5. Arriving at the Travellers Aid               
     Southern Cross Office



6. Meeting the     
     Travellers Aid Staff

I will meet the Travellers Aid Staff. They are called Client Support Officers (or
CSO for short). They wear a uniform with the Travellers Aid logo so I can
recognise them.

The CSO’s will be standing behind a safety screen. They can see and hear me,
but if I would like, they can come out of the office to talk to me in the lounge
instead. CSO’s must stay 1.5m away from me and wear a face mask when
supporting me. If I need to lip-read, I can ask the CSO to remove their mask to
communicate with me.  Sometimes they will also wear goggles and gloves for
personal care. This is to keep everyone safe and healthy.



I will need to be patient and wait my turn, because sometimes the CSO’s will be
helping someone else. 

The CSO’s are here to help me and will do their best to make me feel
comfortable and answer my questions. I should feel safe to talk to them. I can
tell them how I like to be communicated with (simple language, Auslan, writing
things down, visuals, lip-reading etc.). 

6. Meeting the     
     Travellers Aid Staff



I will make sure that I tell the CSO where I am travelling and when, so they can
help me to get to the correct location on time.

If ever I feel overwhelmed, I can tell the CSO. They can help me find a quieter
area or give me something to do that will help me to relax.

6. Meeting the     
     Travellers Aid Staff



7. Waiting in the office

When I am waiting in the office, I can sit down on an empty chair and wait
quietly.  I can watch the television in the office while I wait. If it is too loud, I can
ask staff to turn the volume down. I can also wear noise-cancelling
headphones, or use my own phone or other device. 

I can use the computers while I wait in the office. I can ask the CSO how much
it costs to use the computer. I must remember to sanitise my hands before I
use the computer.  I can book the computer for half an hour or 1 hour. When my
time is up, I will log out so the computer can be cleaned for other people to
use.



I must look after my own personal items, and keep them with me at all times so
they don’t get lost.

If the lights are too bright in the office, it is OK for me to wear a hat or
sunglasses inside. 

Travellers Aid is kept clean and tidy by cleaners who visit at various times
throughout the day. I can help by putting my rubbish in the bin and tidying up
after myself.

7. Waiting in the office



Sometimes I will see Police or Protective Service Officers at Travellers Aid.
They keep everyone safe. If I feel scared or upset I can talk to the CSO.

If I feel nervous or unsafe, I can talk to the CSO. If there is an emergency, I
must follow the CSO’s instructions so everyone stays safe.

7. Waiting in the office
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8. Accessing the toilet

If I need support going to the toilet, I can ask the CSO’s to assist me. 

I can use the accessible toilet at Travellers Aid. To access the toilet, I will ask
the CSO’s for the bathroom key. 



Accessing
the toilet

Once inside the bathroom, I will lock the door so other people can't come in.

If I need help when I am in the bathroom, I can press the red button to alert the
CSO that I need help. The CSO has a key that can open the door from the
outside, so that they can come in and help me.

8. Accessing the toilet



If I am in the bathroom for more than 20 minutes, the CSO will knock on the
door to ask if I am OK, or if I need any help.

When I am finished, I will remember to wash my hands.

I can choose to use the hand dryer, or paper towel to dry my hands.

8. Accessing the toilet



When it is time to leave, I can ask the CSO for directions of where I want to go,
or where my train departs from. If I need assistance getting to my next location
within Southern Cross Station, I can ask the CSO to help me. 

9. Exiting Travellers Aid

If I need ramp assistance to get onto or off the train, the CSO can write a
travelling note that I can give to the Metro train driver or V/Line conductor.

If I get lost or am unsure of where I’m going, I can also ask Metro, V/Line or
security staff to give me directions and help me find where I am going.



If I get lost or am unsure of where I’m going, I can also ask Metro, V/Line or
security staff to give me directions and help me find where I am going.

9. Exiting Travellers Aid 


