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| Vision & Mission

At Melbourne River Cruises, we are committed to ensuring every guest can enjoy our experiences on the
water, regardless of their individual access needs. Providing excellent accessibility is not just about
compliance. It is about creating a safe, comfortable and inclusive environment where all visitors feel
welcome and valued. This means understanding the unique requirements of our guests, anticipating
potential challenges, and offering thoughtful assistance with empathy and respect.

By being informed, attentive and proactive, our team can help ensure that every journey on the Yarra is as
smooth and enjoyable as possible for everyone.
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| Key Principles

- &

Respect and dignity: We treat all guests with courtesy and consideration, without making assumptions
about their abilities or limitations.

Clear communication: Our team uses polite, direct and respectful language, and confirms understanding
where needed.

Awareness of facilities: Our staff know the accessibility features and limitations of our vessels, boarding
areas and services.

Safety first: We prioritise guest comfort and safety while respecting your independence.

Continuous improvement: We welcome feedback and are always listening to suggestions for improving
accessibility.
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| Sightseeing Cruise Guidelines

Accessibility information for our daily sightseeing cruises on the Yarra

Booking & Pre-Arrival Support

Guests can purchase tickets on our website or directly at the ticket kiosk. If you need booking assistance
or would like to discuss access needs, please contact our sales team:

Phone 03 8610 2600
Email info@melbcruises.com.au

Web www.melbcruises.com.au/accessibility

Visitors with Reduced Mobility
- Step-free access: our sightseeing cruises are not step-free due to vessel design.

e Boarding steps: each vessel has approximately four steps down, with a grab rail on the right-hand
side.

e Seating: chairs can be repositioned to create space for mobility aids.

« Our team can assist with boarding and disembarking safely, following our safety protocols.

Sensory Considerations

e Cruises include commentary over the speaker system.

e The atmosphere varies and may be quiet or busy and noisy depending on the time and day.

« We recommend quieter times (weekdays and early mornings) for guests sensitive to sound or crowds.

e Guests are welcome to bring personal comfort aids such as noise-cancelling headphones, sunglasses
or fidget tools.

« Sensory kits with communication cards are available at our ticket kiosk on request (subject to
availability).

Seating Arrangements
« Guests may choose their own seating location.
< Standing outside on the back deck is permitted when it is safe to do so.

e Shaded indoor seating is available.
Carers and Companions

« Guests with a valid Companion Card, Carer Card or WeCare Card are entitled to one free ticket for
their support person.
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« Please show your card at the ticket kiosk and we will provide your complimentary ticket.

a Social Story

e Our “What to Expect” social story PDF is available on our website:
www.melbcruises.com.au/accessibility

Assistance Dogs

e Guide Dogs and Assistance Animals are welcome under the Disability Discrimination Act 1992 (Cth).

a Toilet Access
« All vessels have toilets on board.
» Please note: bathrooms are not fitted with handrails.

e Guests may use the toilet at any time during the cruise.

a Food & Drinks
« Complimentary tea and coffee are offered.
< Additional snacks and drinks can be purchased at the onboard bar.

« No outside food or drinks are allowed, except for baby food, medical or emergency dietary items, and
water bottles.

Emergency Procedures

e The captain will give a safety briefing at the start of the cruise.
« Guests may request a written copy of the safety instructions.
In an emergency:

- Stay calm and follow the captain's instructions. Our crew will assist guests as directed.
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On board our sightseeing vessels

Stairs to the sightseeing cruise
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Theatre-style chairs on our sightseeing boats
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| Spirit of Melbourne Guidelines

Accessibility information for the Spirit of Melbourne (SOM) Cruising Restaurant

Booking & Pre-Arrival Support

 Tickets must be purchased in advance on our website.

If you need booking assistance or would like to discuss access needs, please contact our sales team:

Phone 03 8610 2600
Email info@melbcruises.com.au
Web www.melbcruises.com.au/accessibility

¢ We encourage guests to mention access needs in their booking notes so arrangements can be made
in advance.

Visitors with Reduced Mobility
« Wheelchair accessibility: the downstairs dining area is step-free and fully accessible.
e Upstairs dining: access is via nine steps with handrails on both sides.

« Please let our team know in advance, when you make your booking, if you need to be seated
downstairs.

e Chairs can be repositioned to accommodate mobility aids.

Sensory Considerations

¢ Background music is played during the cruise, and noise levels may increase during busy nights or
celebrations.

For guests sensitive to sound or crowds:
«  We recommend booking on weekdays for a quieter atmosphere.
e We can check expected guest numbers for your preferred date.

» Guests are welcome to bring personal comfort aids such as noise-cancelling headphones or
sunglasses.

< Once the cruise departs, it does not stop until the end. If you are anxious about long durations, we
suggest a sightseeing cruise as a first experience.

Seating Arrangements
« Each guest (and their party) will be assigned a private table.
« You will be told your table number and location at the start of the cruise.

e Chairs can be repositioned to accommodate mobility aids.
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« Dining table height: 69 cm.

 If you would like a quieter area, please note it in your booking and we will arrange your seating
accordingly.

Social Story: What to Expect

e A social story PDF is available to help guests understand the cruise experience step by step:
www.melbcruises.com.au/accessibility

a Assistance Dogs

e Guide Dogs and Assistance Animals are permitted as per Section 9 of the Disability Discrimination Act
1992 (Cth).

e Please let our team know when you book if an assistance dog will be joining you, so we can make
accommodations at your table.

Toilet Access
¢ An onboard bathroom is available at all times during the cruise.
« The bathroom is not fitted with handrails or other accessible toilet features.

« Toilet cubicle door width: 60 cm.

a Food & Drinks
- Entrée and main choices are selected before cruise day.
 If you have dietary needs or allergies, we encourage you to review the menu early.

« Our sales team will note any requirements and communicate them to the kitchen team.

a Emergency Procedures

e The captain provides a safety briefing at the start of the cruise.
« Guests may request a written copy of the safety instructions.
In an emergency:

e Stay calm and follow the captain's directions.
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On board the Spirit of Melbourne

Bathrooms on the Spirit of Melbourne Downstairs dining interior
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