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 Q&A 
  Regional seniors travel card – January 2020 

 
 

Overview 
 
1. What is the regional seniors travel card? 

The regional seniors travel card1 is a prepaid 
Visa card to assist eligible seniors in regional, 
rural and remote areas to access essential 
travel services. It is pre-loaded with $250 for 
you to pay for travel-related expenses. 
 

2. Where can I use my regional seniors travel 
card? 
You can use your card to pay for: 

 Pre-booked NSW TrainLink Regional train and coach services 

 fuel  

 taxi trips. 
 
3. What kind of card is it? 

The regional seniors travel card: 

 is a non-reloadable prepaid card 

 has a magnetic strip on the back 

 operates with a four digit PIN  

 can be used to pay for eligible transactions in stores via point-of-sale (POS) 
terminals that accept VISA, over the phone and online 

 cannot be used to withdraw cash and will not work at ATMs. 
 

4. Why was the regional seniors travel card developed? 
The regional seniors travel card is a 2019 election commitment by the NSW 
Government to assist seniors in regional, rural and remote NSW with travel costs.  
 
Longer distances and fewer transport options mean regional seniors often rely 
more on their cars and have higher fuel costs than people in the city. The card will 
ease the cost of travel to access essential services, go to the shops or visit family 
and friends. 

                                                

1 The regional seniors travel card is provided by Westpac Banking Corporation ABN 33 007 457 

141 AFSL 233714. Conditions apply. All seniors who receive the regional seniors travel card would 

have read and accepted the Product Disclosure Statement and the Terms and Conditions which will 

be available at service.nsw.gov.au/RSTCterms or at Service NSW Service Centres. The 

information in this Q&A does not take seniors’ personal objectives, circumstances or needs into 

account. Seniors should consider its appropriateness to these factors before ac ting on it. This 

information is current as at January 2020. 
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5. How is the program being managed? 
Transport for NSW is administering the program and Service NSW and our 
banking partner are providing customer services directly to eligible cardholders. 
 

6. How long is the program? 
The regional seniors travel card program will run over two years; 2020 and 
2021. Applications for eligible seniors will open on 29 January 2020 and run for 
12 months. The $250 regional seniors travel card will expire 14 months from 
the date it was issued. The expiry date is printed on the front of the card. 
Eligible seniors can apply for another card in the second year of the program 
(2021).  

 

Applications for the card 
 
7. Where can I apply? 

You can apply at Service NSW: 

 online at service.nsw.gov.au 

 call 13 77 88 

 visit a Service NSW Service Centre. You can find your nearest Service 
NSW Service Centre location at service.nsw.gov.au. 

 
8. What do I need to complete my application? 

You’ll need the below information to: 

 complete the online application form 

 Provide to the Service NSW representative if we are assisting you with 
your application; or 

 When applying you will need to acknowledge you have read and 
accepted the Product Disclosure Statement and Terms and Conditions. 

 

To complete an application for a regional seniors travel card you will need: 

Your name As per the records held by the Department of Human 
Services or Department of Veterans’ Affairs 

Date of Birth This will be used to activate your card. We will also use 
this to verify your identity if you need to contact us to 
enquire about your card 

Mother’s maiden name This will be used to verify your identity if you need to 
contact us to enquire about your card 

Phone number If you would like to receive SMS notifications related to 
your regional seniors travel card in the future you will 
need to provide your mobile number 

Email address We will send information about your application to your 
email address 

Residential address As per the records held by the Department of Human 
Services or Department of Veterans’ Affairs  
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Delivery address The card will be sent to your nominated delivery address. 
Your delivery address can be different to your residential 
address 

Name of concession 
card issuer 

This will be Department of Human Services (Centrelink) or 
Department of Veterans’ Affairs and will be used to verify 
your eligibility for a regional seniors travel card  

Card number Department of Human Services CRN number or 
Department of Veterans’ Affairs File Number 

 
9. When can I apply for and receive a regional seniors travel card? 

 

Regional seniors travel card – key dates 

29 January 2020 Applications open for eligible seniors for the 2020 card.  

30 November 2020 Applications close for the 2020 card 

December 2020 Applications open for eligible seniors for the 2021 card 

30 November 2021 Applications close for the 2021 card 

 
10. When will I receive my card? 

Applications will open from 29 January 2020 and cards will start being 
distributed from mid-February 2020. It will take up to 10 business days for your 
card to be delivered. Your PIN will typically be delivered separately a few days 
after your card. 

 
11. Why does it typically take 10 working days to receive a card and PIN? 

This allows time for the card order to be processed and for your details to be 
printed on the card. The card will then be mailed to the delivery address you 
provided us with in your application. Delivery can take a number of days 
depending on your location. Visit https://auspost.com.au for Australia Post 
delivery times.   
 

12. Will my card and PIN arrive in separate envelopes? 
Yes, for security purposes your card and PIN will be mailed separately on different 
days. Typically, the PIN will arrive in the mail a few days after your card.  
 

Please contact card services on 1800 569 070 if you do not receive your PIN. 
 

13. Can I renew my card? 
No. You will need to apply for each benefit year – 2020 and 2021. You can apply 
for the card at Service NSW: 
 

 Visit service.nsw.gov.au 

 call 13 77 88 

 visit a Service NSW Service Centre. You can find your nearest Service 
NSW Service Centre location at service.nsw.gov.au. 
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Applications for 2020 will open from 29 January 2020 and will close on 30 
November 2020. Applications for 2021 will open in December and will close on 30 
November 2021. 

 

Eligibility 

 
14. Am I eligible to receive a regional seniors travel card?  

You are eligible if you are: 
 

 an age pensioner with a valid Pensioner Concession Card issued by the 
Department of Human Services or Department of Veterans’ Affairs (you must 
have been receiving the age pension for at least one month); or 
 

 a Commonwealth Seniors Health Card holder – card issued by the 
Department of Human Services Affairs or Department of Veterans’ Affairs (you 
must have held your card for at least one month); and 

 

 living in regional NSW outside Wollongong and Newcastle City Council 
boundaries (see the complete list of included Local Government Areas to 
follow). 

 
Please note: People receiving payments from DVA other than those listed above 
such as the Service Pension and the War Widow(er) Pension are not eligible for 
the regional seniors travel card.  

 
15. Why was my application for a regional seniors travel card unsuccessful? 

Reasons you were unsuccessful could include: 
 
A. Your details don’t match those held for you by the Department of Human 

Services or Department of Veterans’ Affairs. 
 

B. We were unable to verify your eligibility electronically with the Department of 
Human Services or the Department of Veterans’ Affairs. It is your responsibility 
to ensure that the details you have provided for your application match those 
held for you by the Department of Human Services. 
 

C. Your Department of Human Services or Department of Veterans’ Affairs 
entitlement is no longer valid. 
 

D. You do not live in an eligible regional area. Sydney, Newcastle and Wollongong 
City Council areas are not eligible areas for this program. 

 
16. Why have Sydney, Newcastle and Wollongong been excluded?  

The regional seniors travel card is being provided to eligible seniors who live in 
areas where there are fewer public transport options. The definition of regional 
NSW is consistent with what is used for Restart NSW – local government areas 
outside of Sydney, Newcastle and Wollongong. 
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17. What happens if I’m no longer receiving the aged pension or my 
Commonwealth Seniors Health Card is cancelled?  
This means you no longer meet the eligibility criteria and you will not be able to get 
a regional seniors travel card.  
 

18. What happens if I change my address? 
If you change address you need to update it with the Department of Human 
Services or Department of Veterans’ Affairs before you apply for a regional 
seniors travel card. This is because we check your details with them to 
determine your eligibility at the time of application. 
 

Using the card 

 
19. Are there any restrictions on how the card can be used?  

All seniors who receive the regional seniors travel card must read and agree to 
the Product Disclosure Statement and Terms and Conditions prior to submitting an 
application for the card.  
 

 To read the Terms and Conditions, visit service.nsw.gov.au/RSTCterms 
or a Service NSW Service Centre.  

 

 To read the Product Disclosure Statement, visit 
service.nsw.gov.au/RSTCterms or a Service NSW Service Centre.  

 
The regional seniors travel card can only be used to pay for purchases from 
domestic businesses which provide-travel related services including fuel and 
transportation via taxi, trains and coaches. 
 
The eligibility of a business is based on their merchant category code which is 
assigned based on the nature of their business. 
 
The regional seniors travel card cannot be used to withdraw cash from ATMs, 
bank branches or businesses (e.g. a supermarket).  
 

20. How can I check my account balance? 
You can check your card balance by visiting nswregionalseniors.cards or calling 
1800 569 070 at any time. You will not be able to check your card balance at an 
ATM or at a bank branch. 
 

21. Can I pay for fuel to use in a friend or relative’s car?  
Yes. You can use your regional seniors travel card to pay for fuel for someone 
else’s vehicle to support your transport needs. 
 

22. Will cardholders be able to use the card while travelling in metropolitan 
areas such as Sydney, Newcastle and Wollongong?  
Yes. You can use your card for travel-related purchases Australia-wide. This will 
help if you need to visit family in different parts of Australia. If you’re travelling 
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interstate by car or on a NSW TrainLink Regional service you will be able to use 
your regional seniors travel card to pay for fuel or taxis at your destination. 
 

23. Can I split payments by using the regional seniors travel card and another 
card or cash?  
If the retailer or service provider allows it, you can split payments.  

 
24. What other things can’t I do with the regional seniors travel card?  

You can’t use the card to: 

 withdraw cash from ATMs, bank branches or point-of-sale (POS) terminals 

 check your balance at ATMs or bank branches 

 add money to the card 

 pay with contactless payments (tap and go, payWave) 

 set up recurring transactions such as Opal auto top up 

 pay for rideshare services  

 pay local bus fares (the majority accept cash only). 
 
Also the card can’t be transferred, sold or exchanged for other benefits. 

 
25. What happens if I forget my PIN?  

You can reset your PIN any time by visiting nswregionalseniors.cards or calling 
1800 569 070. 
 
If you enter your PIN incorrectly more than three times at an: 

 Point-of-sale (POS) terminal – your card will be suspended for 24 hours. 
You’ll have to wait 24 hours before you can use your card again 

 ATM - Please remember that you can’t use your regional seniors travel card 
at ATMs.  

 In the event you try to use your card at an ATM and it captures your card, 
you will need to contact card services to request a new card. The remaining 
balance on your card will be transferred to the new card.   

 You can report a lost or damaged card, and request a replacement card, 
by contacting card services at nswregionalseniors.cards or by calling 
1800 569 070.  

26. Why was my transaction declined?  
As the regional seniors travel card is a new product being trialled for two years 
by the NSW Government, it is recommended you always have an alternative 
method of payment in case the merchant does not accept your card and the 
transaction is declined. 

 
Reasons your transaction will be declined: 

 You tried to use your card for a travel related purchase at a retailer that was 
not using the appropriate merchant category code. For example, the retailer 
was selling fuel under the supermarket code. Please try an alternative 
service station.  

 You tried to use your card for non-travel related purchases.  
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 The item or service you’re trying to buy costs more than your card balance. 
Remember to check your card balance regularly by contacting by visiting 
nswregionalseniors.cards or calling 1800 569 070 at any time. You will 
not be able to check your card balance at an ATM or at a bank branch. 

 
27. Can I use the card in the Opal network?  

The regional seniors travel card can be used for certain Opal payments. Please 
see the table below:  
 

Regional seniors travel card – Opal payments 
 

Opal online top ups Yes 

Opal Travel app (one-off top up) Yes 

Selected Opal retailers (top ups 
and new cards) 

 Service stations that are operating as an 
Opal retailer 

 Sydney Airport train station ticket windows 

 Transport Customer Service Centres 
 

Selected Service NSW Service 
Centres (top ups and new 
cards) 

Batemans Bay, Bathurst, Cessnock, Erina, 
Gosford, Goulburn, Gunnedah, Kiama, Lithgow, 
Maitland, Mittagong, Mudgee, Muswellbrook, 
Nelson Bay, Nowra, Orange, Parkes, 
Queanbeyan, Raymond Terrace, Richmond, 
Singleton, Tamworth, Toronto, Tuggerah, 
Wallsend, Warners Bay and Young 

Opal auto top up No 

Contactless payments (tapping 
on and tapping off at Opal 
readers) 

No 

 
To find your nearest Opal retailer go to transportnsw.info/opal-retailers 
 
28. Can I use the card to pay for travel on NSW TrainLink Intercity services?  

Yes. You can use your regional seniors travel card to top up your Opal card 
which can be used to pay for your NSW TrainLink Intercity fare.  
 
Your card cannot be used to tap on and tap off Opal readers because it is not 
enabled for contactless payments. 

 

NSW TrainLink Regional bookings 
 
29. How do I book a ticket on a NSW TrainLink Regional train or coach with my 

regional seniors travel card?  
To book NSW TrainLink Regional travel you can: 

 Visit transportnsw.info/regional 

 Call 13 22 32 

 Visit selected NSW TrainLink stations. 
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Please note: 

 Bookings will not be accepted via sales agents including newsagents or 
clothing stores acting on behalf of NSW TrainLink. 

 Please check that you have sufficient balance on your regional seniors 
travel card before you book. 
 

30. What tickets can I pay for with my regional seniors travel card? 
You can use your card to pay for any NSW TrainLink Regional fares including 
Pensioner or Senior concession fares as well as Country Pensioner Excursion 
tickets. 

 

Card enquiries 

 
31. How do I manage my card? 

Card services is available 24/7: 

 visit nswregionalseniors.cards (available in February) 

 or call 1800 569 070  
 
32. How do I check my balance and manage my card? 

Register at nswregionalseniors.cards for access to the online self-service portal.  
You can use the card services portal at any time to:   

 activate your card 

 check your balance 

 view your transaction history 

 report a lost or stolen card 

 change your PIN 
 
You can also call card services on 1800 569 070 to: 

 use all of the services available in the card services website 

 dispute incorrect transactions recorded against your card. 
 

33. What happens if I don’t receive my card? 
You can call card services on 1800 569 070. 
 

34. What should I do if my card is lost or stolen? 
If your card is lost or stolen please call card services within 24 hours on 1800 569 
070 or visit nswregionalseniors.cards to cancel your card. You can request to 
have any remaining balance transferred to a new card. 
 
If your card is suspended because it is lost or stolen and the card’s balance is less 
than $5 we will not be able to transfer the remaining funds to another card. Your 
account will be closed. 
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35. How to I protect the security of my card and 
PIN? 
Please take the usual precautions for bank 
and gift cards including: 

 Don’t give your PIN to other people 

 Sign the back of your card as soon as 
you receive it 

 Don’t write your PIN number on your 
card 

 Try to memorise your PIN or keep it 
separate from your card  

 Destroy your PIN letter 

 Keep your card close. 
 

Card activation and expiry 
 
36. How do I activate my card? 

You must activate your card within 45 days of the date shown on your card 
letter. If your card is not activated within 45 days, your card may be cancelled. 

 
37. When do regional seniors travel cards expire? 

Cards are valid for 14 months from the date the card was issued. Please check the 
expiry date printed on the front of your card. 
 

38. What happens if I haven’t spent the full card value by the card expiry date? 
Any unused funds remaining on your card after the expiry date will be returned to 
the NSW Government and will not be recoverable by you. Please try to make sure 
you spend your $250 before your card expires. 
 

39. What happens if I have a low balance left on my card? 
If your balance falls below $5, you will have 30 days to use the remaining balance 
before your card is cancelled. Any remaining funds on the card after this time will 
be returned to the NSW Government. 
 

40. Can I renew my regional seniors travel card? 
No. Cards are valid for 14 months after the date of issue. You will need to apply for 
a new card in 2021 for the second year of the program. 
 

Privacy 

 
41. How will Transport for NSW maintain privacy for regional seniors travel card 

holders? 
Transport for NSW takes the security and privacy of customer information very 
seriously. We are committed to protecting the privacy of customers’ personal 
information in accordance with privacy laws.  
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We have arrangements in place with Service NSW and our banking partner to 
provide card services. Transport for NSW and its contractors will only collect 
the information we need to verify seniors’ eligibility and to administer and 
manage the regional seniors travel card program. To view the privacy 
statement go to service.nsw.gov.au/RSTCterms 
 

List of Local Government Areas 
 

42. Which local government areas are included in the regional seniors travel card 
program? 
To receive the card, eligible seniors must live in one of the local government areas 
on the following page. 
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Regional seniors travel card – included local government areas 
 
Albury City Council 
Armidale Regional Council 
Ballina Shire Council 
Balranald Shire Council 
Bathurst Regional Council 
Bega Valley Shire Council 
Bellingen Shire Council 
Berrigan Shire Council 
Bland Shire Council 
Blayney Shire Council 
Bogan Shire Council 
Bourke Shire Council 
Brewarrina Shire Council 
Broken Hill City Council 
Byron Shire Council 
Cabonne Council 
Carrathool Shire Council 
Central Coast Council 
Central Darling Shire Council 
Cessnock City Council 
Clarence Valley Council 
Cobar Shire Council 
Coffs Harbour City Council 
Coolamon Shire Council 
Coonamble Shire Council 
Cootamundra-Gundagai Regional Council 
Cowra Shire Council 
Dubbo Regional Council 
Dungog Shire Council 
Edward River Council 
Eurobodalla Shire Council 
Federation Council 
Forbes Shire Council 
Gilgandra Shire Council 
Glen Innes Severn Council 
Goulburn Mulwaree Council 
Greater Hume Shire Council 
Griffith City Council 
Gunnedah Shire Council 
Gwydir Shire Council 
Hay Shire Council 
Hilltops Council 
Inverell Shire Council 
Junee Shire Council 
Kempsey Shire Council 
Kiama Municipal Council 
Kyogle Council 
Lachlan Shire Council 

Lake Macquarie City Council 
Leeton Shire Council 
Lismore City Council 
Lithgow City Council 
Liverpool Plains Shire Council 
Lockhart Shire Council 
Lord Howe 
Maitland City Council 
Mid-Coast Council 
Mid-Western Regional Council 
Moree Plains Shire Council 
Murray River Council 
Murrumbidgee Council 
Muswellbrook Shire Council 
Nambucca Shire Council 
Narrabri Shire Council 
Narrandera Shire Council 
Narromine Shire Council 
Oberon Council 
Orange City Council 
Parkes Shire Council 
Port Macquarie-Hastings Council 
Port Stephens Council 
Queanbeyan-Palerang Regional Council 
Richmond Valley Council 
Shellharbour City Council 
Shoalhaven City Council 
Singleton Council 
Snowy Monaro Regional Council 
Snowy Valleys Council 
Tamworth Regional Council 
Temora Shire Council 
Tenterfield Shire Council 
Tweed Shire Council 
Unincorporated Far West 
Upper Hunter Shire Council 
Upper Lachlan Shire Council 
Uralla Shire Council 
Wagga Wagga City Council 
Walcha Council 
Walgett Shire Council 
Warren Shire Council 
Warrumbungle Shire Council 
Weddin Shire Council 
Wentworth Shire Council 
Wingecarribee Shire Council 
Yass Valley Council 
 

 


