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Keolis Downer Facts & Figures

#1 Australia’s 
largest private 
multimodal 
operator

30 sites

5 States
+4,000
employees

1100 
buses

500 
light rail
vehicles

250 
million
passenger journeys

Keolis Downer is the partner of choice for 
public transport authorities and communities.



Newcastle in 
Focus

4



Newcastle Transport is the first multimodal contract in 
Australia integrating:

Buses Ferries Light rail

Keolis Downer is responsible 
for designing and running an 
integrated transport network 
across all modes.

Newcastle TransportNewcastle Transport



Keolis Downer Hunter 

430 Employees

185 Buses 2 Ferries

9M Kilometers PA

6 Light Rail Vehicles

On Demand



12 Dec 2016
Keolis Downer 
awarded the operator 
contract for 
Newcastle Transport 

Jan – June 
2017
Transition 
Phase 

1 July 2017
Keolis Downer 
commenced operation 
and engagement program 
for network planning

Late 2017
Newcastle 
Interchange opened 

Jan 2018
Implemented the 
new network 

Feb 2019
Newcastle Light Rail 
operations 
commenced

From 2019
Fully integrated 
network, ongoing 
future transport 
planning 
and growth 

Build ConfidenceTransition In Transform Excellence

Newcastle Transport 
timeline

Newcastle transport timeline



Integrated Mobility



Newcastle 
Contract



Newcastle Integrated 
Services Contract

o Originally State Transport Authority 
operation.

o Contract Details:
o 10 years, commencing 1 July 2017
o All existing employees transferred
o All employment instruments transferred

o Existing network design transitioned (last 
changed 2008).

o Light Rail construction had commenced. 
KDH required to hold RIM and RSO rail 
accreditation for the operation of the 
system.



Stakeholder Expectations

Transport for NSW

• High quality public transport 
system

• Integrated transport solution
• Improved transport services 
• Patronage growth
• Support on-going revitalisation
• Innovative ideas from the best 

operators in the world
• Work openly with the people of 

Newcastle and TfNSW
• Innovation

Novocastrians

• Fast direct and frequent 
services

• Integrated transport solutions
• Improved access for everyone
• Improving transport 

infrastructure (Wayfinding) 
• Improved communication and 

information
• Community engagement
• Local employment 

opportunities
• Local focussed approach



Newcastle integrated Services Contract – key responsibilities

Transport for New South Wales:
o Sets minimum service standards. 

o Sets a KPI regime ( Customer, Patronage, 
Service Delivery, Asset Management).

o Base contract rate to plan and run services.

o Focused on bigger picture of Place creation 
and projects that transform. 

o Improved synergies between modes.

o Improved performance and better use of 
assets leading. 

o Owns infrastructure and sets fare policy.

Keolis Downer Hunter (KDH):
o Responsible for Government Assets ( Buses, 

Ferries, LRV’s) and public spaces.

o Autonomy to plan and run services in 
partnership with TfNSW.

o Implements innovative solutions (including On 
Demand Transport, On board telematics, etc).

o Manages Revenue Protection, Customer 
Service.

o Responsible for customer, community 
engagement, marketing, wayfinding, bus stop 
upgrades.

o Commitment to meet contract KPIs (high level 
of performance and incentive to grow patronage).



Key Factors of 
Success



Design to deliver an optimum 
offer
Plan for what has been articulated in 
your bid and the focus required to 
deliver

o Start up – Understand existing administration 
and systems.

o Key events – Inaugural V8 super car race in 
November 2017.

o Network design – network hierarchy, with key 
connections between modes and ongoing 
refinements.

o New technology – On-demand Jan 2018, 
further expanded June 2019.

o Integrating light rail launched Feb 2019.
o Long term planning – Smart City initiatives 

with Newcastle Council and TfNSW launched 
2019.



Partnering with the PTA

o A  no surprise approach to ensure a 
long-term relationship to accommodate 
continually change in operating 
environment.

o Identify vision and common goals for 
long-term.

o Understand the decision making 
process.

o Build relationships across functional 
and leadership levels between operator 
and PTA.

o Regular, open and transparent 
communication through weekly 
meetings and workshops as required.

o Focus on innovation.



Employee Engagement

o Change is daunting for long term 
government employees 
transitioning.

o Develop a culture of trust and 
engagement early on.

o Prior, in-depth understanding of 
existing employee instruments 
transitioned.

o A number of existing practices 
won’t be found in the EA that are 
expectations of employees.

o Attract and retain motivated and 
skilled personnel.



Understand the political 
context 

o High visibility, along with high 
expectations

o Understand local issues within the 
community and broader region

o Work with and across levels of 
governments

o Stakeholder engagement is key
o Key milestone calendar for elections, 

large project milestones and events



o The biggest change to Newcastle’s public 
transport network since 2008.

o Use of an evidence based approach 
across Newcastle:

o Patronage data
o Market research
o Voice of Newcastle program

o The new network was in line with 80% of 
community feedback

o Leaders and Citizen panels influenced 
33% of the new network (including new 
routes and service hours)

o Ongoing engagement throughout the 
contract

Built from local insightCommunity engagement



Key benefits for the community
o More options to travel: bus, ferry, light 

rail, on demand and AV.
o A transport system that is more inclusive 

and accessible.
o Expanded On Demand transport that is 

flexible and personal
o Park and Ride shuttle service from 

stadium to CBD in partnership with local 
council

o New autonomous vehicle trial as part of 
the Newcastle Smart City Program

Patronage continues to grow across all 
modes.

Thinking Like a Passenger

What does Australia’s first multimodal 
operation look like?



THANK YOU


