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Dear Brendan,

Thank you for the opportunity to provide feedback on the draft Whole Journey Guide (the Guide). The
Australian Airports Association (AAA) welcomes the development of the Guide and supports its objective
of encouraging transport operators and providers to think beyond minimum compliance requirements
and consider accessibility across the entire passenger journey. The Guide provides a valuable framework
for improving accessibility outcomes and reflects many of the issues raised through previous
consultations on the Disability Standards for Accessible Public Transport 2002 (Transport Standards).

The AAA supports the Guide's strong focus on universal design, co-design with people with disability, and
whole-of-journey accessibility. Airports recognise that accessibility outcomes are shaped not only by
physical infrastructure but also by information, customer service, operational processes and
coordination between multiple service providers. Overall, the Guide is clearly written, well-structured
and contains many practical examples that will assist transport operators to improve accessibility
outcomes. While the Guide provides a strong foundation, the AAA considers several refinements would
strengthen its applicability and effectiveness for the aviation sector.

Clear distinction between compliance, better practice and universal design

The AAA considers greater clarity is needed regarding the distinction between legislated requirements,
recommended practices and aspirational outcomes. Throughout the Guide, terms such as "must",
"should" and references to minimum expectations are sometimes used interchangeably, making it
difficult for operators to distinguish between mandatory compliance obligations and examples of better
practice.

Given the highly regulated nature of aviation, operators require certainty regarding legal obligations and

accountability arrangements. The AAA recommends the Guide adopt a clear hierarchy throughout,
distinguishing between:



e Compliance requirements (legislated obligations)
e Better practice recommendations
e Universal design or aspirational outcomes

References to legislative requirements should also clearly identify the relevant legal basis where
appropriate. Similarly, language throughout the Guide should be reviewed to ensure readers can readily
identify whether content is mandatory, recommended or aspirational.

Recognition of aviation and airports

While aviation is referenced in parts of the Guide, airports are not consistently recognised throughout the
document despite aviation being explicitly covered by the Transport Standards. For many Australians
with disability, aviation plays a critical role in enabling access to employment, education, healthcare,
family and community connections. Airports are important transport gateways, particularly for regional
and remote communities and for long-distance travel across Australia's vast geography.

While recognising that aviation-specific accessibility standards are currently being developed, the AAA
recommends the Guide more consistently acknowledge aviation as a mode covered by the Transport
Standards. This would help ensure the Guide remains relevant to airport operators and complements
future aviation-specific guidance.

This is particularly important given the Department's advice that aviation-specific accessibility standards
will operate within the broader Disability Standards for Accessible Public Transport framework. Greater
recognition of aviation within the Guide would support alignment between these complementary
documents and assist industry in navigating accessibility obligations and guidance across the transport
system.

The AAA encourages the inclusion of additional aviation examples and case studies where relevant. Many
Australian airports have established Accessibility Advisory Groups or Access and Inclusion Advisory
Groups that incorporate lived experience into planning, infrastructure development and operational
decision-making. Airports are also increasingly adopting accessible wayfinding technologies and digital
navigation tools to support independent travel for people with disability. Including aviation examples
would improve the Guide's relevance and demonstrate practical approaches already being implemented
across the sector.

Multi-operator environments and shared accountability

A key challenge for airports is that they operate as complex multi-operator environments involving airport
operators, airlines, security screening providers, ground handlers, retailers, contractors and government
agencies. Many accessibility outcomes depend on collaboration between these parties. This complexity
can also create uncertainty for passengers regarding who is responsible for providing assistance at
different stages of the journey.

The AAA also notes that seamless handovers between service providers are critical to whole-of-journey
accessibility outcomes. For many passengers with disability, anxiety and uncertainty can arise when
assistance responsibilities transfer between organisations. Guidance on effective coordination and
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handover arrangements would strengthen the Guide's whole-of-journey approach. The current Guide
largely assumes a single-operator model and would benefit from additional guidance regarding:

e Shared accountability models

e Cross-organisational coordination mechanisms

o Responsibilities at different stages of the journey

e Governance arrangements for improving whole-of-journey outcomes

e Managing accessibility outcomes at transport interfaces between airports, airlines, rail services,

buses, taxis, rideshare providers and government agencies

Whole-of-journey accessibility can only be achieved where responsibilities are clearly understood and
coordinated across organisations.

Airport-specific operational guidance
The AAA considers the Guide would benefit from additional practical guidance and examples relevant to
airport environments, including:

e Security screening and accessibility

e Terminal interchanges between air, rail, bus, taxi, rideshare and private vehicle access

e Customer assistance arrangements across multiple service providers

e Disruption management and emergency response

e Provision of accessible amenities, quiet spaces or respite areas during periods of disruption,
delay or extended dwell time

Airports also note that periods of disruption, delay and extended dwell time can create additional
challenges for passengers with sensory sensitivities, fatigue-related conditions and non-visible
disabilities. Consideration could be given to examples involving accessible amenities, quiet spaces and
respite areas as part of disruption planning.

The inclusion of practical examples and operational guidance would assist operators in translating
whole-of-journey principles into day-to-day practice.

Training and workforce capability
The AAA supports the Guide's emphasis on disability awareness training and meaningful engagement
with people with disability in the development and delivery of training programs.

However, some sections appear overly prescriptive and may not adequately reflect the realities of large,
contracted and multi-employer environments such as airports. In airport environments, accessibility
outcomes are delivered by a broad workforce that extends well beyond airport operators and includes
airlines, security providers, contractors, retailers, government agencies and other service providers.
Training and capability frameworks should recognise these complex operating environments and
encourage consistency across organisations involved in the passenger journey. The Guide should
recognise that operators may use a variety of training models, including internally delivered programs,
digital learning modules and participation in established accessibility initiatives.

The AAArecommends the Guide clearly distinguish between legislative requirements and examples of
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better practice, including annual refresher training, lived-experience delivery and co-design approaches.

Training guidance should focus on outcomes and encourage:
e Role-specific approaches
e Scalable delivery models
e |ntegration with existing industry programs
e Flexible delivery methods, including digital training

The AAA also recommends the Guide include examples of initiatives that support people with non-visible
disabilities, recognising that awareness programs and staff training frameworks can improve passenger
confidence and customer experience when implemented consistently.

Digital accessibility and journey planning

The AAA supports the Guide's emphasis on digital accessibility and journey planning. Additional
guidance regarding accessible digital journey planning for large and complex transport hubs would be
valuable, particularly for airports where passengers may be navigating terminals, interchanges, security
processes and multiple transport modes.

The AAA recommends that the Web Content Accessibility Guidelines (WCAG) AA standard be identified
as the recognised accessibility baseline for websites and mobile applications, with WCAG AAA
positioned as an aspirational outcome where achievable. This would better reflect current industry
practice while encouraging continuous improvement in digital accessibility.

Case studies and illustrative examples

The AAA supports the inclusion of case studies throughout the Guide. However, accessibility needs are
highly individual, and no single solution will meet the needs of all users. Accessibility needs may also
vary significantly between people with the same disability, or where multiple disabilities and health
conditions are present.

The Guide appropriately notes that user experiences may vary, but this principle should be reinforced
throughout the document. Case studies and examples should be clearly identified as illustrative rather
than prescriptive. Ongoing engagement with diverse groups of people with disability remains essential
when assessing the suitability of any accessibility solution.

The AAA also recommends that images and case studies consistently demonstrate clear examples of
best-practice and compliant outcomes. Ambiguous examples may unintentionally create confusion or
normalise poor accessibility outcomes.

The AAA notes that where complaint pathways are referenced within the Guide, consideration could be
given to including relevant aviation complaint mechanisms, including the Interim Aviation
Ombudsperson and any future permanent arrangements established through the Aviation Industry
Ombuds Scheme. This would assist passengers in understanding available avenues for feedback and
dispute resolution across the transport network.
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Regional and remote considerations
The AAA encourages the Department to recognise that implementation challenges may differ across
transport operators depending on scale, geography and available resources.

Regional and remote airports often operate with smaller workforces, constrained funding and unique
operational environments. While the principles of the Guide remain equally important across all
locations, acknowledging these differences would support practical and proportionate implementation
pathways.

The AAA also notes that, given the development of aviation-specific accessibility standards, the
Department may wish to consider whether a dedicated aviation whole-of-journey guidance document
would be beneficial as a complementary resource. Such a document could provide more detailed
operational examples and guidance tailored to the unique characteristics of airport and aviation
environments while remaining aligned with the broader Whole Journey Guide.

Overall, the AAA supports the development of the Whole Journey Guide and welcomes the Department's
continued focus on improving accessibility outcomes for people with disability.

The Guide provides a strong foundation for promoting whole-of-journey thinking across the transport
sector and has the potential to be a valuable resource for transport operators seeking to improve
accessibility outcomes beyond minimum compliance requirements.

With greater clarity regarding compliance obligations and better practice guidance, stronger recognition
of aviation and airports, additional consideration of complex multi-operator environments, and the
inclusion of further aviation-focused examples and case studies, the Guide will be better positioned to
support practical and consistent accessibility improvements across Australia's transport network.

The AAA also sees the Guide as a valuable companion document to future aviation-specific accessibility
standards and encourages alignment between the two frameworks to promote consistency and clarity
for both industry and passengers. Given the aviation-specific standards are still under development, the
AAA would welcome ongoing engagement with the Department as this work progresses, including
opportunities to discuss the practical application of both frameworks within airport environments. Thank
you again for the opportunity to provide feedback on the draft Guide. For further information, please

contact Sybilla Grady, Senior Manager Policy and Research, at ||| G-

Kind regards

Simon Westaway
Chief Executive Officer
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