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The purpose of this paper is to present four draft 
recommendations to improve training for drivers 
of wheelchair accessible vehicles (WAVs). 

This work recognises the importance for all members of 
society to have access to safe and convenient transport 
options and the integral role that WAVs play in assisting 
people with accessibility and mobility needs to fully 
participate in society. It also recognises that one of the 
ways to provide a better service for people using WAVs 
is to ensure drivers are trained in a way that supports them 
to meet the diverse needs of their passengers.

This paper contains four recommendations, on which we 
are seeking feedback. Feedback will be used to develop 
a fair, workable, and sustainable training framework for all 
parties. We’re particularly interested in feedback from you 
if you:

1. INTRODUCTION
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This paper is the second step in developing a new 
W Endorsement framework. Due to the COVID-19 
pandemic, consultation on the proposed framework 
was delayed. However, we remain committed to finalising 
an improved framework.

We welcome your important feedback on this paper. 
We recognise that there are many competing priorities 
for business and individuals now. Therefore, we’re doubling 
the time we would normally accept feedback and request 
your input by Friday 16 October 2020. You are welcome to 
email a written response to policy@cpv.vic.gov.au or if you’d 
rather arrange a discussion with us, please email the same 
inbox to arrange this.

are a passenger that uses WAV services;

care for someone that uses WAV services;

are an industry member that provides WAV 
services; or

work in a disability organisation that supports 
people with accessibility or mobility needs.
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Development of an improved W Endorsement framework 
is being completed in three steps:

Step 1: Issues paper
Status: Complete
Consultation was sought on the issues paper and closed 
on 6 December 2019. 
This paper identified several opportunities for improvement 
related specifically to WAV driver training. It also identified 
a growing community awareness around the importance of:

          inclusion of people with disability; and

          greater awareness around the different kinds 
          of disability (physical, sensory, psychological, cognitive).

There is overwhelming support for a broad disability and 
awareness training module to be provided to all CPV drivers. 
CPVV believes that this will lead to more customer-focused 
services for passengers with special needs. 

Step 2: Proposed W Endorsement framework paper 
Status: Underway
The release of this paper commences step 2. This paper 
seeks feedback on an improved framework for the training 
and assessment of WAV drivers, as well as training for all 
commercial drivers related to disability awareness. 

Step 3: Final W Endorsement framework paper
Status: Not yet commenced.
Feedback from step 2 will be incorporated into a Final 
W Endorsement framework paper.
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BACKGROUND
In 2019 CPVV committed to conduct a review into the 
training and assessment process for drivers of wheelchair 
accessible vehicles (WAVs). 

In October 2019, CPVV produced an issues paper 
‘Assessing the framework for training drivers of Wheelchair 
Accessible Vehicles’, on which we sought public feedback 
(the issues paper). During the period that the paper was out 
for consultation, CPVV also held a stakeholder workshop 
with industry members and disability organisations, as well 
as interviews with the current W Endorsement assessors. 
The issues paper, along with CPVV’s State of the Industry 
(Accessibility) report highlighted that training offered 
to WAV drivers varies substantially across industry. 

Other crucial findings to date include: 

This process has highlighted the opportunities for 
improvement to the way that CPVV supports safe, 
accessible, customer-focused services for people with 
disability. There is also an important opportunity for CPVV 
to more effectively establish, monitor and enforce quality 
training and assessment processes.

CPVV has now completed its review of the current framework 
that supports driver education in relation to passengers with 
disability and this paper presents our proposed options 
for improving the current framework. 

THE REVIEW PROCESS

passengers have concerns with seatbelts 
and equipment operation

passengers didn’t feel they could speak up if 
equipment was not being operated properly

half of the drivers surveyed completed their 
training more than five years ago

many drivers do not complete refresher 
training after their initial assessment

drivers agree that WAV training is 
worthwhile

training offerings from booking service 
providers (booking service providers) 
vary substantially

there is overwhelming support for disability 
awareness training for all CPV drivers.
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These have included: 

A face to face workshop with industry and disability 
organisations, which was held on 15 October. 

A formal consultation process via the CPVV website 
in which interested parties were invited to complete 
a survey and/or provide CPVV with a formal 
submission.

Phone interviews with current WAV assessors.

2. CONSULTATION PROCESS

In developing this draft framework, 
CPVV has undertaken significant 
consultation via various channels.

A summary of the feedback received through these 
consultation activities is included below: 

Workshop - 15 October 2019

This workshop included providers of WAV services as well 
as disability organisations.

The workshop looked at the industry from the perspective 
of both passengers and booking service providers and 
included group and table discussion and number 
of exercises. 

Workshop participants agreed about the need to provide 
a safe, efficient and reliable service to people with 
disability. All parties agreed to eight minimum 
competencies relevant to drivers providing WAV
 services, including the ability to:

1 Carry out pre-operational checks of the vehicle 
 and associated equipment in accordance 
 with the manufacturer’s specifications and 
 regulatory requirements. For example, ensuring 
 that all occupant restraints are accounted for 
 and are fully functional.

2 Address all faults identified as part 
 of pre-operational checks in accordance 
 with the required business procedures. 
 For example, replacing missing, broken 
 or damaged equipment.

3 Identify individual passenger needs and provide 
 passengers with appropriate assistance into and 
 out of the vehicle. For example, speaking to 
 a passenger to ensure they are safe and ready 
 before lifting them on a vehicle lift.

4 Safely load and unload wheelchairs and other 
 mobility aids into the vehicle. For example, 
 checking that a wheelchair or other mobility 
 device is safely positioned before raising it 
 on a lift.

5 Safely secure passengers and mobility aids 
 for journeys in accordance with regulatory 
 requirements and vehicle and equipment 
 specifications. For example, appropriately 
 securing a wheelchair in the vehicle using 
 anchorage points.

6 Safely operate vehicle specific systems,
 such as lifts, ramps and wheelchair tie 
 downs, in accordance with the manufacturer’s 
 specifications and regulatory requirements. 
 For example, if a lift is fitted with an optional 
 handrail, the handrail must be used when 
 transferring the passenger to and from 
 the vehicle.

7 Safely operate and park the vehicle with 
 due consideration to any requirements related 
 to a passenger’s needs. For example, legally 
 parking in a safe place with sufficient room and 
 a level gradient that allows passengers to be 
 loaded and unloaded safely.

8. Maintain passenger comfort and dignity. 
 For example, do not insist on pushing
 a passenger’s wheelchair onto a lift.

Additionally, there was consensus among all workshop 
participants that a general awareness training for drivers, 
covering issues of disability and inclusion is necessary 
and in fact, well overdue.

Some of the specific issues raised include the need 
for further:

awareness of disability and how to 
communicate and relate to people with disability.

awareness about passengers’ personal space 
and appropriate personal contact.

awareness about assistance dogs.

Participants suggested there was opportunity for CPVV
to better support Booking service providers and drivers to 
provide safe, accessible and customer-focused services.

Commercial Passenger Vehicles Victoria
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ISSUES PAPER   
CONSULTATION FEEDBACK

CPVV received a total of four written submissions 
and 22 survey responses. Written submissions were 
received from booking service providers and users of WAVS.

One booking service provider outlined their commitment 
to providing a high level of service, noting they have an 
established track record of WAV service delivery and have 
specific programs to support clients from the point of 
booking through to the completion of a job and payment. 
This booking service provider noted that they support the review 
of W Endorsement and acknowledge the importance of driver 
training. They acknowledged that customer service applies 
from the point of physical loading, strapping and unloading 
through to the final drop-off and payment. This booking 
service provider provided several accounts of driver 
experiences, outlining the difficulty and lack of clarity drivers 
face due a lack of knowledge about disability. They also 
reported that some drivers feel they are expected to provide 
a carer role which in some instances made drivers feel both 
uncomfortable and unqualified to fulfil their role. 
This highlights the need for training which guides drivers 
through the various scenarios they may face while delivering 
services to people with disability, for example what to do 
when a passenger with high care needs is travelling without 
a carer.

This submission raised several other issues that are out 
of scope for this review, but will be considered separately 
by CPVV, for example a perceived lack of fairness around 
lifting fees.

Another booking service provider submitted that they are 
committed to ensuring that everyone has the opportunity 
to move, and that they recognise that passengers using 
wheelchairs or other mobility devices have a different set 
of needs to accommodate.  

One booking service provider noted they are looking 
to expand their current market offering into wheelchair 
bookings and into providing services to people with 
different accessibility needs, including those living with 
disability, seniors, pregnant women, and people who are 
injured or ill. This booking service provider noted that they 
already require their drivers to undertake education 
developed by the Australian Network on Disability.

Submission from disability advocacy organisations provided 
some valuable insights into the experiences of those for 
whom they advocate. Some issues identified from the user 
perspective include:

Reports of passengers feeling that a driver took 
advantage of them - for example retaining a Multi 
Purpose Taxi Program member’s card.

A driver driving around the block several times 
to increase the passenger’s fare.

Passengers reporting feeling unsafe because their 
wheelchair was not secured properly.

Specific comments from passenger that need to travel 
in a WAV included:

“I prefer to use taxis where I know the driver.”

“I text a known driver, or my driver will ring 
around to find me a driver. It works.” 

“Sometimes when I don’t know the driver they 
don’t focus on their driving (phone use while 
driving). I feel anxious.”

“They talk down to passengers with disabilities.”

“[Drivers] don’t ask me how I communicate 
or have tools or strategies to support our 
conversation.”
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Both submissions from advocacy groups reiterated that 
commercial passenger vehicles are important for people 
with disability and their carers. Carers and the people 
they care for have specific needs in relation to using 
commercial passenger vehicles and regularly highlight 
lack of access to safe and reliable transport as a 
roadblock to an individual with a mobility or other 
impairment being able to fully participate in society. 

Conversations with the W Endorsement assessors 

In November 2019, CPVV conducted phone interviews 
with assessors who currently conduct driver 
assessments for the W Endorsement. 

CPVV provided the assessors a copy of the eight 
minimum competencies agreed to at the stakeholder 
workshop and all agreed that these competencies are 
required as a minimum for all WAV drivers.

Other insights included:

All CPV drivers in Vancouver and New York 
are required to undergo general disability
awareness training;

CPV drivers in Vancouver are required 
to undertake refresher training every five years;

CPV drivers are required to undertake refresher 
training every three years in New York City;

Training in New York City and London is delivered
by government/city approved training centres.

INTERNATIONAL FINDINGS

Commercial Passenger Vehicles Victoria
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3. FINDINGS AND RECOMMENDATIONS       
LOOKING TOWARD A PROPOSED 
DRAFT FRAMEWORK

CPVV ISSUES PAPER

1 All commercial passenger vehicle 
drivers should, via their booking 
service provider, complete regular 
disability and inclusion awareness training.

2 W Endorsed drivers should be required 
to refresh both the practical and theoretical 
elements of their WAV training regularly.

KEY RECOMMENDATIONS

3 CPVV should appoint provider/s 
to develop a training and assessment package 
for obtaining and retaining a W Endorsement.

4 CPVV should conduct a market scan, 
with a view to appointing suitably skilled 
training and assessment provider/s to 
deliver practical and theoretical WAV training.

Through this process, CPVV has identified several areas 
for improvement, with findings and corresponding 
recommendations addressing the issues raised 
outlined below:

Finding 1:   There is a need for all CPV
drivers to undertake disability 
and inclusion awareness training

The current lack of a general disability awareness training 
was identified across all aspects of the process as being 
a major omission from current CPV driver competencies.

Support for training of this kind was unanimous from all 
stakeholders. 

CPVV proposes that all CPV drivers, via their booking service 
provider, undertake a training module that will provide them 
with guidance about how to ensure the services they 
provide to people with a disability are safe, accessible 
and customer-focused. 

Recommendation 1:   All commercial passenger vehicle 
drivers should, via their booking 
service provider, complete regular 
disability and inclusion
awareness training.

This recommendation would result in broader changes 
to training and assessment as it will be applied to all CPV 
drivers, not just those that drive a WAV. 

To support social inclusion for people with disability, 
drivers need to know about different kinds of disability 
and special needs that they may encounter among the 
Victorian community.

In line with community expectations, CPVV proposes that 
all drivers of commercial passenger vehicles must complete 
such training regularly. Our expectation would be that booking 
service providers provide such training to associated drivers 
to enable those drivers to provide safe, accessible and 
inclusive services to members of the community with 
additional mobility needs. 
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We recognise that a booking service provider’s capacity 
to meet this condition will vary across the industry. To 
address this, CPVV could engage, via a tender process, 
a suitably experienced and qualified organisation to 
develop and regularly update a training module. 

Booking service providers could choose to use this 
training module or develop their own training specific to 
their organisation to meet this condition. Some booking 
service providers may have existing training programs 
that would meet this condition. 

If a booking service provider chooses to develop their 
own training program, they would need to be able to 
demonstrate that the program covers the essential 
topics. This proposed approach gives booking service 
providers the flexibility to either develop their own training, 
tailored to its organisational and passenger needs, or to 
utilise the alternative training resources, potentially on a 
fee for service basis.

Along with taking on board the expert advice from the 
appointed organisation/s, it is expected that this module 
will broadly cover a wide range of essential topics 
designed to build skills, understanding, and confidence, 
including in the areas of:

disability and diversity

the rights of people with disability

different causes and types of disability including 
physical, non-physical disability, facial difference; 
sensory disability, psychological disabilities

communication tips and techniques

stereotypes and misconceptions

strategies to help industry to work inclusively with 
people with disability

application of practical knowledge (scenario-based 
examples). 

One option would be to prescribe training requirements
in the regulations, including the essential requirements 
or standards that a training course should meet. 

If training requirements were prescribed in the 
regulations, sufficient time would need to be given to 
develop suitable training modules and for consultation 
to take place on any proposed regulatory change before 
the requirements came into effect.

Alternatively, CPVV could provide more detailed guidance 
via a Code of Practice on the expected standards for 
driver accessibility training, to support booking service 
providers to ensure that associated drivers provide safe 
services and drivers in meeting their existing safety 
obligations to take reasonable care for the health and 
safety of themselves and their passengers.

Finding 2:  Drivers should complete refresher 
training in order to be able to retain 
their W Endorsement

Once a driver receives their W Endorsement, there is 
currently no requirement for this endorsement, or the 
driver’s skills to be reviewed for currency. Some 49 
per cent of drivers completed WAV training more than 
five years ago1. This current lack of a process to keep 
training current is seen as a contributing factor to driver 
complacency and the lack of knowledge about current 
practices and equipment.

Recommendation 2:   W Endorsed drivers should 
be required to refresh their 
training regularly.

CPVV proposes that drivers who hold a W Endorsement 
are required to complete practical training and assessment 
every three years, and an annual online theoretical 
training module specific to WAVs (in addition to regular 
disability awareness training).

Finding 3:   There is a lack of guidance about the 
training and assessment requirements for 
obtaining and retaining a W Endorsement

This process has highlighted that although there are is 
currently some strong work occurring in the delivery of 
WAV training, it is possible to improve the way training 
is delivered and competency assessed in Victoria. 
A standard approach would be beneficial. 

It became evident via the consultation process that 
aspiring WAV drivers and booking service providers 
would benefit from access to information about the 
competencies that will be covered in W Endorsement 
training and assessment. 

Currently CPVV does not set agreed training standards 
and therefore has no ability to monitor and enforce
a consistent quality of training. 

1  State of the Industry report: Accessibility 2019, available at: https://cpv.vic.gov.au/about-us/reporting/state-of-the-industry-report-accessibility

Commercial Passenger Vehicles Victoria
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Recommendation 3:   CPVV should appoint provider/s 
to develop a training and assessment 
package for obtaining and retaining 
a W Endorsement.

CPVV proposes that a training and assessment program be 
developed for those drivers wishing to obtain and retain their 
W Endorsement. We propose this will include: 

theoretical and practical training and assessment 
to obtain W Endorsement for the first time;

online theoretical training and assessment to retain 
a W Endorsement to be completed annually; and

practical training and assessment to retain 
W Endorsement to be completed every three years.

One or more suitably experienced and qualified organisations 
would be appointed to develop and regularly update the 
training and assessment package on CPVV’s behalf.

The minimum competencies agreed to by stakeholders 
will be considered in developing this package, including:

1 Carry out pre-operational checks of the vehicle
and associated equipment in accordance with 
the manufacturer’s specifications and regulatory 
requirements. For example, ensuring that all 
occupant restraints are accounted for and 
are fully functional

2. Address all faults identified as part 
of pre-operational checks in accordance with 
the required business procedures. For example, 
replacing missing, broken or damaged equipment.

3. Identify individual passenger needs and provide 
 passengers with appropriate assistance into and 

out of the vehicle. For example, speaking to 
a passenger to ensure they are safe and ready 
before lifting them on a vehicle lift.

4. Safely load and unload wheelchairs and other 
mobility aids into the vehicle. For example, checking 
that a wheelchair or other mobility device is safely 
positioned before raising it on a lift.

5. Safely secure passengers and mobility aids 
for journeys in accordance with regulatory 
requirements and vehicle and equipment 
specifications. For example, appropriately 
securing a wheelchair in the vehicle using 
anchorage points.

6. Safely operate vehicle specific systems, such 
as lifts, ramps and wheelchair tie downs, in 
accordance with the manufacturer’s specifications 
and regulatory requirements. For example, if a lift 
is fitted with an optional handrail, the handrail 
must be used when transferring the passenger 
to and from the vehicle.

7. Safely operate and park the vehicle with due 
consideration to any requirements related to 
a passenger’s needs. For example, legally parking 
in a safe place with sufficient room and a level 
gradient that allows passengers to be loaded 
and unloaded safely.

8. Maintain passenger comfort and dignity. 
For example, do not insist on pushing 
a passenger’s wheelchair onto a lift.

Finding 4:   There is an opportunity for CPVV to better 
monitor and enforce quality and consistency    
of WAV training and assessment.

CPVV currently has limited control over the requirements for 
training that is undertaken before a driver can be assessed 
to obtain a W Endorsement. Nor does CPVV have a large 
amount of control over the assessment process. In an ideal 
setting, CPVV would have oversight over:

Training content 

Quality assurance

Assessment methodology 
and standards

Regular auditing 
of a provider
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There is currently little opportunity for CPVV to monitor 
and enforce the expected standard of training delivered 
to Victoria’s WAV drivers, and a lack of consistency
in the way in which training is delivered, assessed
and W Endorsement awarded.

There are opportunities for CPVV to better utilise its role 
as a regulator, particularly in relation to quality control, 
governance and auditing frameworks of training 
delivered to CPVV drivers. This includes potentially 
developing guidance via a Code of Practice to provide 
more information on our expectations regarding 
training standards. 

Currently, CPVV is not resourced to monitor the 
quality of the training provided, especially by multiple 
organisations. However, CPVV is skilled in auditing 
against agreed governance frameworks and is 
well-resourced to undertake this task for a small 
number of training and assessment providers.

We believe this also provides opportunity to ensure 
consistent quality services are available through
a small number of providers across many 
metropolitan and regional areas of Victoria.

Recommendation 4:   CPVV should conduct a market 
scan, with a view to appointing 
suitably skilled training and 
assessment provider/s of 
Victorian accessibility training.

CPVV proposes to complete this in three stages:

1. develop detailed requirements for the delivery
of training and assessment, including:

a)   what a practical and theoretical
assessment should include

b)   delivery methodology

c)   quality control frameworks, including 
the ability for CPVV to oversee:

i Training content

ii Quality assurance

iii Assessment methodology 
 and standards

iv Auditing of a provider

2. complete a market scan to assess which 
providers are suitably skilled and equipped
to provide this service to the Victorian
CPV industry.

3. appoint suitably skilled and equipped 
 organisation/s to develop and deliver:

 a)   annual online disability awareness training 
for all CPV drivers

b)   theoretical and practical training and 
assessment to obtain W Endorsement 
for the first time

c)   online theoretical training and 
assessment to retain a W Endorsement 
to be completed annually

d)   practical training and assessment to retain 
W Endorsement to be completed every 
three years.

Commercial Passenger Vehicles Victoria
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This paper presents a number of recommendations for 
consideration by any impacted parties, that is, the WAV 
industry, WAV users, and the commercial passenger 
vehicle industry more broadly. 

We are inviting comments, data and evidence in response 
to the options that have been outlined in this paper, 
and any other relevant issues. We will use stakeholder 
feedback collected through this process to develop a final 
position paper.

All feedback is encouraged. Importantly, the more 
engagement we receive, the more effectively CPVV 
can structure reforms and changes to meet the needs 
of the industry and those who use and rely on WAVs.

4. CONSULTATION AND NEXT STEPS

We invite your feedback on the recommendations provided 
in this draft framework paper. Please provide written 
feedback to policy@cpv.vic.gov.au by 16 October 2020, 
or if you prefer to arrange a face-to-face meeting you can 
do so via the same email address.

QUESTIONS FOR DISCUSSION
Key questions that we ask you to consider in reading this 
paper, and in shaping your submission, are: 

Q Do you agree with the recommendations 
in this paper. Why/why not?

Q Is there anything else you would like to see 
CPVV consider to improve driver training 
related to accessible services?

Interested stakeholders are invited to provide 
their feedback in response to the findings and 
recommendations that have been outlined in this paper. 

We will use stakeholder feedback collected 
through this process to develop a final position paper.
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This review is an important opportunity for CPVV to better 
support industry to provide safe, accessible and customer-
focused services to Victorians with disability. The above 
recommendations were constructed with a view toward 
improving CPVV’s ability to effectively perform its role 
as a safety regulator, particularly in relation to passengers 
with disability and those who use a wheelchair and therefore 
need specific transport options.

The process to date has highlighted that there are several 
opportunities to enhance the role of CPVV as an efficient, 
effective safety regulator. A significant part of this will 
be strengthening the ability of CPVV to effectively 
monitor and enforce a consistent, quality training 
and assessment package.

5. CONCLUSION

This review provides an opportunity for 
CPVV to enhance its role as a safety 
regulator for the commercial passenger 
vehicle industry particularly in relation 
to passengers with disability and those 
who use a wheelchair and therefore need 
specific transport options via a WAV.
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