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STATE OF THE INDUSTRY REPORT

FOREWORD
There are more than a million Victorians with disability, many of whom face barriers to
participation in numerous areas of economic and community life. Accessible transport
is central to providing people with the mobility required to access goods and services
and participate in activities that are important to their lives.

And yet, almost 17% of people with disability are not able to
use some or any form of public transport. The greater flexibility
and adaptability provided by commercial passenger vehicle
services, compared with other forms of public transport1,
therefore makes those services vital to the social and
economic inclusion of many people with a disability or mobility
impairment – and yet many Victorians continue to experience
challenges in receiving those services.
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Commercial Passenger Vehicles Victoria (CPVV) recognises
the need for enhanced dialogue between the commercial
passenger vehicle industry and the disability sector to improve
accessibility in commercial passenger vehicle services.

While we have seen some modest improvement in the supply
of wheelchair accessible vehicles, we know that overall the
experience for people with accessibility needs is not consistent
with the experience of people that do not have accessibility
needs. We recognise that there is a lot more that CPVV and
the industry can do to improve accessible transport services
and choices and will continue working to facilitate a
commercial passenger vehicle industry for everyone.
I look forward to reporting to you on our progress.

This report represents the beginning of a journey to monitor
and improve accessibility within the commercial passenger
vehicle industry. It seeks to provide a platform for greater
dialogue, documenting the current status of accessibility
within the industry, including highlighting examples of good
practice and areas where improvement is needed. In doing
so, it establishes a benchmark that we can measure ourselves
and industry against moving forward.
It is not intended to be a comprehensive review of accessibility
within the commercial passenger vehicle industry. Rather,
it represents a point in time look at some key issues affecting
accessibility within the industry and provides a tool for
increased engagement between the industry and the
disability sector.
The report will also be used to guide and shape the work of
CPVV as we seek to ensure the commercial passenger vehicle
industry is committed to diversity and accessible services.
The initial actions we have included in this report are the
first part of a longer process to achieve that objective.

Disability Commissioner Colleen Furlanetto

Acknowledgements
CPVV thanks the people with disability or mobility impairment, drivers and
booking service providers for their participation and contributions to this
project and report. Disability groups and organisations played an important
role in promoting and facilitating the multiple consultation strategies, and
in particular CPVV thanks the Commissioner for Senior Victorians, Scope
and the Victorian Advocacy League for Individuals with Disability (VALID).
We acknowledge the traditional owners of country and
pay our respects to Elders past, present and emerging.

1 Absolutely Everyone State Disability Plan Annual Report 2017
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1. INTRODUCTION
About the Project
CPVV is committed to delivering a commercial passenger
vehicle industry that is safe, accessible, customer-focused
and competitive. That commitment is reflected in the strategic
objectives of CPVV, which are:
SAFE
Ensure the commercial passenger vehicle
industry is committed to safety and fosters
community confidence in its services.
ACCESSIBLE
Ensure the commercial passenger vehicle
industry is committed to diversity and
accessible services.
CUSTOMER-FOCUSED
Create a regulatory environment that
encourages customer-focused CPV services.
COMPETITIVE
Create a regulatory environment that facilitates
competition, innovation and encourages
diverse services.
EFFECTIVE REGULATOR
Be efficient, adaptive and aligned with
Victoria’s transport system objectives.
As part of its efforts to achieve those objectives, CPVV will
be reviewing the state of the industry in respect of each of the
first four objectives and publishing its findings. The aim of the
reports is to describe the lived experience of the industry from
the perspective of users, drivers and booking service providers.

In so doing, it is intended that the report will:
Provide a vehicle for consumers to make
informed choices regarding CPV travel;
Identify opportunities for improvement, highlight
industry best practice, and encourage industry
to make positive change; and
Identify areas where regulatory intervention may
be required, informing the work and focus of CPVV.

This report seeks to explore the experiences of people with
disability or mobility impairment in using commercial passenger
vehicles in Victoria, and the experiences of drivers and other
industry participants in delivering those services. The report
is not intended to be a comprehensive review of the state of
accessibility within the commercial passenger vehicle industry and
the experiences of participants but to start an ongoing discussion.
While CPVV acknowledges that rural, regional and other
segments of the Victorian community experience challenges
in accessing public transport, including commercial passenger
vehicles, this report seeks only to focus on accessibility issues
faced by people with disability or mobility impairment.
The experience of rural and regional passengers and other
segments of the Victorian community in using commercial
passenger vehicles will be explored in CPVV’s report assessing
the delivery of customer-focused services by the industry.

“

I’m very reliant on [commercial
passenger vehicles], especially
when no family are around.
- Workshop participant

”

In acknowledging the crucial role that access to commercial
passenger vehicles plays in the social and economic inclusion
of people with disability or mobility impairment, CPVV has chosen
to first focus its attention on its objective to ensure
that the commercial passenger vehicle industry is committed
to accessible services.
The Victorian Government’s State Disability Plan 2017-2020,
Absolutely Everyone, describes accessible public transport,
including commercial passenger vehicles as a “critical” means
to access education, employment and social activities for people
with disabilities. Commercial passenger vehicles are a small
but important part of transport services in Victoria, representing
approximately nine per cent of total public transport patronage
in metropolitan Melbourne1 and providing an estimated 58 million
journeys across Victoria in 20182.
Commercial passenger vehicles provide flexible, point-to-point
transport that gives people a level of mobility not offered by
other services such as trains, trams and buses. For some people
with disability or mobility impairment, commercial passenger
vehicles can be a necessary requirement to support their
social and economic inclusion.

1 Public Transport Victoria Annual Report 2017-18
2 CPV trips based on a sample of trip data collected from the largest booking service providers operating
in the Melbourne metropolitan area which have been extrapolated to estimate full year 2018 figures.

Commercial Passenger Vehicles Victoria
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1. INTRODUCTION

Executive Summary
In developing this report, CPVV consulted with more than 350 people with disability or mobility
impairment; over 350 drivers of commercial passenger vehicles; and a diverse range of booking
service providers. Their direct lived experience, together with data from the subsidy program
administered by CPVV (the Multi Purpose Taxi Program), formed the primary database for the project.

Several themes developed throughout the consultation process:
• The essential role of reliable and accessible commercial
passenger vehicle services in facilitating the social and
economic inclusion of people with disability or mobility
impairment was highlighted by both passengers and drivers.
• The impact of driver behaviour on passenger experience,
with passengers often linking the reliability of service with
trust and confidence in an individual driver.
• Safety was also a consistent theme, with almost a quarter
of passengers surveyed reporting they have felt unsafe in
a commercial passenger vehicle, and almost half of those
reporting they felt unsafe due to driver behaviour.

CPVV consulted with

350+ passengers,
350+ drivers and a diverse

range of booking service providers

• Passengers and drivers reported administrative challenges
when participating in the Multi Purpose Taxi Program.
The findings of this report indicate there is still considerable
room for improvement in delivering an accessible commercial
passenger vehicle industry - many passengers continue to
experience discrimination based on their disability or mobility
impairment; training offered to drivers varies substantially across
the industry; technological developments within the industry
that have improved services for many passengers are often not
accessible to, or suitable for, people with disability or mobility
impairment; and those using wheelchair accessible vehicles
experience lower levels of reliability than those using conventional
vehicles; and significant concerns were identified regarding the
use of seatbelts in wheelchair accessible vehicles.
CPVV is committed to working with the industry and the disability
sector to improve accessibility within commercial passenger
vehicle services and has committed to several actions arising
from the findings of this report. It is hoped this report will
contribute to a shared understanding of the current state of
accessibility within the commercial passenger vehicle industry
and facilitate a dialogue between CPVV, the industry and the
disability sector.

Commercial Passenger Vehicles Victoria

Findings
CPVV data is an essential source for understanding
accessibility within the commercial passenger vehicle
industry but there are opportunities to expand its utility
through improved data collection and transparency.
Direct discussions with disability service organisations
and people with disability or mobility impairment are
essential in understanding the state of accessibility within
the commercial passenger vehicle industry.
Improved driver knowledge regarding safety
obligations and appropriate conduct may improve
passenger experience.
Administrative processes associated with MPTP
can cause challenges for passengers.
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- Workshop participant

“I had a time where I haven’t been
tied down correctly. I said we have
to stop. The driver stopped and
made sure I was buckled. They think
with my large wheelchair I will stay.”

STATE OF THE INDUSTRY REPORT
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2. ACCESSIBILITY IN CONTEXT
There are more than one million people with disability living in Victoria. People with disability
face barriers to participation in many areas of economic and community life and are more
likely to experience1:

Lower levels of participation in education, training and employment
In
Australia

>27%

ONLY

of people with disability achieve
a bachelor’s degree or higher,
compared to 40% of people
without disability

50%

university graduates with disability
gained employment after their training,
compared with <75% of graduates
without disability

Victorians with disability
report having their social contact and
community participation needs met

of people

with disability are not able to use
some or any form of public transport

Social exclusion

>1 in 10

16.8%

LESS
THAN

33%

of people with disability
are actively involved
in community groups

8.8%

of people

with disability have trouble getting a
job due to transport problems or are not
looking for work due to lack of transport

People with disability are less
likely to report satisfaction with
feeling part of their community 82 people with disability for
every 100 people without disability

Ongoing discrimination

13.5% of people with disability

reported disability-related discrimination in the last 12 months

Relatively poor health

The health status of people with disability

is worse than for the general population in ways that are not always
directly related to an individual’s disabilities

1 The statistics included in this section of the report have been sourced from the Victorian Government State Disability Plan 2017-2020,
Absolutely Everyone, and the Absolutely Everyone Annual Report 2017.

Commercial Passenger Vehicles Victoria
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3. C
 URRENT CPVV PROGRAMS
AND ACTIVITIES
Multi Purpose Taxi Program
The Multi Purpose Taxi Program (MPTP) provides subsidised
commercial passenger vehicle fares for Victorians with a severe
and permanent disability that require the use of a wheelchair
or experience financial hardship.
The MPTP seeks to make commercial passenger vehicle travel
more affordable for people with disability or mobility impairment
by subsidising 50 per cent of the base fare (up to $60) for
its members.

MPTP members receive a level of support based on their mobility
needs. Very high need users have no annual spending limit while
other users have an annual spending limit of $2,180 but can seek
additional support by request.
For more information about the program, or to make an
application, please visit the CPVV website.

Wheelchair lifting fee
CPVV supports the availability of wheelchair accessible travel
by paying commercial passenger vehicle drivers and owners
a lifting fee, currently set at $20.80, when transporting an eligible
passenger. At least two thirds of the payment must go to the driver,
while the remaining third may be retained by the vehicle owner.
The fee provides an incentive to encourage the operation
of wheelchair accessible vehicles by:
• targeting drivers’ on-the-road decision making to accept
and prioritise wheelchair bookings;
• compensating drivers for the additional time and effort required
to load and unload the wheelchair and secure it in the vehicle;
and
• increasing the revenue earning potential and commercial
viability of running a ‘fit for purpose’ vehicle and recognising
the additional cost in purchasing and maintaining those vehicles.
In non-metropolitan Victoria, a lifting fee of $10.40 is also paid
to drivers for loading a wheelchair into a conventional vehicle.
In 2018/19 more than $22 million in lifting fees were paid
to drivers and vehicle owners.

Wheelchair Accessible Vehicle
Subsidy Scheme
Costs associated with the purchase and maintenance of
wheelchair accessible vehicles are significantly higher than
conventional vehicles. In recognition of the additional costs, the
Wheelchair Accessible Vehicle Subsidy Scheme subsides the
purchase or upgrade of wheelchair accessible vehicles in urban,
regional and country areas up to a maximum amount of $44,000.
The subsidy reflects the Victorian Government’s commitment
to expand and maintain the provision of wheelchair accessible
services in non-metropolitan areas where the cost of vehicles
may otherwise be prohibitive.
Recipients of the subsidy must enter into an agreement with
CPVV that requires the owner to operate the vehicle in the
geographic area nominated in the application and provide
priority to wheelchair passengers.
Since 2014, CPVV has paid over $3 million to support
the introduction of 84 new or upgraded WAVs.

Performance Based Booking System
The Performance Based Booking System (PBBS) seeks to reduce
wait times for passengers requiring a wheelchair accessible
vehicle. It monitors wait times for pre-booked and ‘ready-to-ride’
wheelchair accessible services for MPTP members and rewards
booking service providers when jobs are undertaken within
5 minutes for advance booking services and 12 minutes
for ready-to-ride services. The system aims to encourage
booking service providers to take greater accountability for
the management of the wheelchair accessible vehicle fleet to
ensure passengers receive comparable and quality services.
Changes in participants and reporting requirements over the
period of the scheme to strengthen accountability mean that
it is difficult to draw any conclusions regarding the long-term
impact of the scheme on wait times for wheelchair accessible
vehicles. However, recent data suggests that the scheme has
generally had no positive impact on reducing wait times.
CPVV is currently undertaking a review of the PBBS to determine
whether it is effective in improving accessibility and reliability of
wheelchair accessible services and considering whether alternate
models could provide greater benefit. CPVV will be meeting with
industry participants to seek their ideas and input regarding the
effectiveness of the program and possible alternate models.
Since 2014, over $5 million has been paid to BSPs to reduce
wait times for WAV services.

Commercial Passenger Vehicles Victoria

50%

MPTP subsidises 50 per cent
of the base fare (up to $60)
for its members

$20.80

Lifting fee payable to CPV drivers
and owners supports the availability
of wheelchair accessible travel

$22M+

In lifting fees paid to drivers
and vehicle owners in 2018/19

$3M+

for 84 new or upgraded
WAVs introduced since 2014
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3. CURRENT CPVV PROGRAMS AND ACTIVITIES

$5M+

paid to BSPs to
reduce wait times for
WAV services since 2014

4400+
Drivers endorsed

to provide wheelchair
accessible services.

Wheelchair accessible vehicle
driver training assessments

Multi Purpose Taxi Program
Expansion

Drivers of wheelchair accessible vehicles require specialised
knowledge to ensure the safety of passengers in a wheelchair
during their journeys, and drivers must undertake an assessment
before they are endorsed to provide those services. The
assessment evaluates a driver’s competency in the safe
operation of equipment and meeting the needs of passengers.

MPTP members receive a subsidy applied to the fare at
the point of payment. Existing technology limited the application
of the subsidy to hardware within traditional taxis. The expansion
project provides an opportunity for industry participants to
demonstrate new technical solutions that allow the subsidy
to be applied. It is hoped this will expand the MPTP beyond
taxis allowing members to receive discounted journeys
in all commercial passenger vehicles, increasing choice
and competition.

There are currently over 4400 commercial passenger vehicle
drivers endorsed to provide wheelchair accessible services.

Disability Commissioner
Colleen Furlanetto was appointed Disability Commissioner at
CPVV by the Minister for Public Transport on 1 January 2018.
Commissioner Furlanetto is a respected disability advocate
and an experienced leader and board member.
Commissioner Furlanetto advises and supports CPVV in applying
a disability lens to the commercial passenger vehicle industry
to monitor and address accessibility issues, and to advocate
and support the industry to achieve the goal of an accessible
commercial passenger vehicle industry.
Commissioner Furlanetto regularly meets with key stakeholders
to discuss issues affecting people with disability or mobility
impairment, including their ability to safely use commercial
passenger vehicles and the choice of services available to them.
In June 2019, Commissioner Furlanetto chaired the inaugural
meeting of the CPVV Disability and Accessibility Forum. The
primary focus of the forum is to provide an environment that
allows collective ‘two way’ engagement between CPVV and
significant disability stakeholders from across government, industry
and community organisations representing people with disability or
mobility impairment within the Victorian community. CPVV will utilise
the forum to consult on CPVV priority areas of focus and policy
development regarding the accessibility of CPV services.

Commercial Passenger Vehicles Victoria

To date, Net-Cabs Pty Ltd (commonly known as Oiii),
a booking service provider with a network of 218 vehicles
operating in the Melbourne metropolitan area, has successfully
completed a trial, and Oiii vehicles are now providing services
to MPTP members. CPVV is also progressing discussions
with a number of other industry participants regarding
alternate technologies.

Stakeholder engagement
CPVV engages with the commercial passenger vehicle industry
and community on accessibility matters through a range of
channels including meetings, forums/presentations, events,
regular communications (such as bulletins and e-newsletters)
as well as via our website and social media platforms. CPVV
also meets regularly with booking service providers from across
the industry to discuss operational and regulatory matters via
its Industry Implementation Group.
CPVV partners with government agencies and community
advocacy groups to promote accessible options within
the commercial passenger vehicle industry, particularly the
Multi Purpose Taxi Program, and engages with community
transport providers.

15

- Survey respondent

“Very few taxi drivers in the general population
know how to secure wheelchairs in taxis.
I’ve found a driver and a company that provide
good service and I phone them directly.”

STATE OF THE INDUSTRY REPORT
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4. ACCESSIBILITY IN CPV SERVICES
MPTP membership

220,000+
MPTP members

MPTP membership

75%

People aged

OF ACTIVE
MEMBERS

are over the age of 75

18 – 34
are the highest
CPV users

MPTP trips

16%

in 5 years

in 2018/19

People who require WAVs ascribe

the highest levels of
importance to the service

Wheelchair accessible vehicles (WAVs) in Victoria

800 Active WAVs
30 June 2019

OF MEMBERS

have taken a subsidised trip
in the last 12 months

32%

OVER

$56M

paid in MPTP fare
subsidies in 2018/19

in WAV trips in 5 years

Reliance on and satisfaction with CPVs

Reliance on and satisfaction with CPVs
OF SURVEY RESPONDENTS
reported CPV services are very important
to their lifestyle and transportation needs

50% of members
use a mobility aid
MPTP trips

Over 5M trips

78%

44%

MORE THAN

86% reported they are very

Complaints to CPVV decreased by

satisfied or satisfied with CPV services

over 25%
from 2014 to 2018

Wheelchair accessible vehicles (WAVs) in Victoria

Over 4,400

WAV endorsed drivers

MPTP MEMBERS REQUIRING A WAV

use CPVs more often
than other members

Please note: Statistics and information reported are based on data sets held by CPVV and the consultation described in section 8.

Commercial Passenger Vehicles Victoria
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4. ACCESSIBILITY IN CPV SERVICES

Scope Experience
Scope is a disability support service assisting people
with physical, intellectual and multiple disabilities and
developmental delays to achieve their goals. Five
years ago, Scope made the decision to stop facilitating
the transfer of its customers to its sites by vehicles
owned and operated by the service and to transition
to commercial passenger vehicle travel. Initially, families
of Scope customers were uncomfortable with the
change, as many customers had reported poor
experiences with commercial passenger vehicle
services or knew someone who had.
At first, Scope staff recall attending CPVV (then the
Taxi Services Commission) weekly to discuss issues
and complaints from their customers regarding poor
experiences they had in commercial passenger vehicles.
A particularly concerning incident occurred when
a pre-booked vehicle failed to attend to collect a
Scope customer after an evening at the National Gallery
of Victoria.

“

It is important passengers
see the same face every day.
New or relief drivers sometimes
cause apprehension with passengers.
Passengers feel more confident to
go out when they know their driver.
- Kaiser, driver

”

Now, five years later, Scope staff and customers have
a very different experience to share. To address the
issues being experienced by their customers, Scope
actively worked with commercial passenger vehicle
drivers to build a reliable service. Scope spent time
meeting with drivers of wheelchair accessible vehicles
who were sitting at the airport waiting for large fares
and discussed with them mutually beneficial business
models that would deliver the reliable service Scope
customers needed and provide steady incomes to
the drivers.
The model has evolved to a service that is effective
in delivering outcomes for both the customers and
the drivers. Scope contracts with a ‘head driver’ to
deliver the services it requires at one of its facilities.
The head driver has a network of drivers that then
assist in delivering those services. If there is an issue
with the services, Scope work with the head driver
to address those issues in a timely manner.
Scope customers reported the confidence they get
from knowing and trusting their driver; customers
reported they know all the driver’s names and consider
them ‘like family’, and because they trust that their
driver will be there to collect them when an event
ends, they have the confidence to go to a busy
sporting event, or on a date, or to take a holiday
knowing they will arrive at the airport on time.

Commercial Passenger Vehicles Victoria
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5. ISSUES AFFECTING
ACCESSIBLE SERVICES

Vehicle safety
As part of its compliance activities CPVV regularly conducts targeted inspections of commercial passenger vehicles
to identify safety risks. CPVV has also recently begun conducting surveys with drivers to identify their knowledge
regarding managing safety risks.
CPVV WAV INSPECTIONS 2019

Safety
Booking service providers, vehicle owners, drivers and service and equipment providers
are required to eliminate or reduce risks to safety.

Passenger experience

23% have felt unsafe in a CPV

DRIVER SURVEY

249 WAVs inspected

73% of drivers

have not undertaken
any vehicle safety training in the last 5 years

43 defect notices issued

Younger drivers

are more likely
to have undertaken training than older drivers

26 vehicles had faulty seat belts

1 in 10 drivers did not think a vehicle

or seat belts that did not meet required standards

owner would quickly take action to address vehicle
safety issues

CPVV TYRE SURVEY 2019

537 drivers

BOOKING SERVICE PROVIDERS

interviewed regarding tyre safety

Processes for ensuring vehicle safety differed
among booking service providers:

48% of drivers conduct a safety

• some providers conduct regular audits
or servicing of vehicles directly at varying
intervals, ranging from monthly to tri-annually;

check of the vehicle before beginning their shift

72%

57%

19%

17%

6%

• some providers undertake regular visual
inspections of the vehicles to ensure lights
are working, tyres are in a suitable condition, etc.
but rely on independent annual inspections regarding
the roadworthiness of the vehicle to identify any
mechanical issues; and

46% of drivers

do not check their tyres appropriately

Unsafe driving
by the driver

Driver behaviour
(unrelated to
actual driving)

Issue with the
condition of vehicle
or safety equipment

Failure to
secure seatbelt (or
wheelchair properly)

Problems with
route/directions
/drop-offs

Wheelchair accessible services

Almost
1 in 10 WAV

passengers report their
seatbelt is properly secured
sometimes, rarely or never

81% of
passengers
report satisfaction with
equipment operation

13% of
passengers
would not speak up if
equipment wasn’t being
operated properly

49% of
drivers

completed WAV training
> 5 years ago

28% of drivers

• some providers rely solely on independent

yearly inspections.

do not conduct tyre checks

Elena’s Journey
Elena* was returning to her residence in a commercial
passenger vehicle when she was injured. Elena uses
a wheelchair and while her driver was reversing her chair
onto the hoist, her chair tipped sideways and Elena
and her chair fell to the ground. Elena attended hospital
because of the incident.

Elena reported how scared she had been during the
incident and her discomfort that she didn’t know exactly
how the accident had occurred. The driver reported the
incident to the booking service provider who then notified
CPVV. CPVV investigated the incident and the driver was
fined and reprimanded.
*

Name has been changed to protect the privacy of the passenger

Please note: Statistics and information reported are based on data sets held by CPVV and the consultation described in section 8.

Commercial Passenger Vehicles Victoria
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5. ISSUES AFFECTING ACCESSIBLE SERVICES

Reliability of CPV service

Accessibility and reliability of services

ADVANCE BOOKINGS

Booking a trip
The World Wide Web Consortium (W3C) sets the main international standards for the internet and
its accessibility. W3C created the Web Content Accessibility Guidelines (WCAG), which explain
how to make web content and mobile applications more accessible to people with disability. Only
a small number of BSPs interviewed have WCAG certified accessible mobile apps.

63% of passengers
are very satisfied

Reliability is experienced

more favourably by those using conventional vehicles

63% of
passengers

Most electronic
booking services

book predominantly by
phone through a BSP

don’t allow passengers to
include information regarding
their specific service needs

23% of
passengers

book directly with a driver

No BSPs

Mobile app

interviewed currently
make information materials
for passengers available
in accessible formats

Government incentives

do not think the lifting fees
cover the work involved

Commercial Passenger Vehicles Victoria

passengers are more satisfied than those in
urban and regional areas

READY TO RIDE

60% of passengers

using conventional vehicles are very satisfied

36% of passengers
using a WAV are very satisfied

is the most common
form of booking used
by passengers

under 34

55% of drivers

Metropolitan Melbourne

Industry participants
think financial incentives when a
wheelchair passenger is not eligible
for the lifting fee are insufficient

Passengers

experience difficulty in obtaining
medical reports to meet MPTP
eligibility requirements

“

[Wheelchair accessible vehicles]
are very important to me as I can’t get
into another type of car… If I try and
get a [wheelchair accessible vehicle]
at 2.30pm, I can’t get one until 4pm
[as they are all occupied with set runs].
- Workshop participant

”
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5. ISSUES AFFECTING ACCESSIBLE SERVICES

Driver conduct

WAV Training

Passengers report that their experience of commercial passenger vehicle services is dependent on the driver; drivers have the
capacity to make an experience good or bad. There were reports of drivers treating passengers disrespectfully and expressing
frustration and aggression toward passengers. Passengers also shared positive experiences of drivers who provide reliable
and thoughtful services, particularly where passengers have a ‘regular’ driver who has developed an understanding of the
requirements of the passenger. Passengers reported having a driver they trust facilitates increased social participation,
particularly through confidence in the reliability of the service.

GAPS IN WAV TRAINING

88% of drivers agree that WAV training is worthwhile
IDENTIFIED NEEDS IN TRAINING

Providing an equitable service

95% of drivers are confident in their

understanding of legal requirements relating to accessibility
and discrimination concerning people with disability

Providing

services for everyone

is a key motivator for WAV drivers
More than

one in ten passengers

Further training
assisting people
with disability

11%
WAV
refresher
training

Learning from each other

35% of passengers that have

During workshops with people with disability, many
participants indicated they would be happy to participate
in driver training, providing both passengers and drivers
an opportunity to learn from each other outside the
service environment. Some booking service providers
have already adopted that approach. 13Cabs is a booking
service provider operating in metropolitan Melbourne and
urban Victoria. Training for drivers with 13Cabs includes
a presentation from a vision impaired person about their
experience of the industry; from a person in a wheelchair
resulting from a traffic accident to discuss driver fatigue;
and a lawyer regarding the legal obligations of drivers
to persons with disability. Drivers who may be afraid of
dogs, or have had little exposure to them, are also given
exposure to assistance dogs, and educated about the
difference between those animals and pets.

Disability Awareness Training

have undertaken training
in the last 5 years

First aid
training

14%

have been refused service due to disability

a mobility aid other than a wheelchair feel they receive
lower levels of service from drivers due to their mobility aid

33% of drivers

23%

Younger drivers

are more likely to have
completed training than older drivers

12%

Managing
passenger
conditions

9%

Training to deal 
with customer/
driver behaviour

5%

Refresher
courses/training
for changes

“

I have had good drivers and
I’ve had bad drivers. [A good
driver] is polite not rude to me…
not arrogant and uncalled for.
We don’t treat them badly.
Some will swear and yell at me.
I don’t know what I do wrong.
- Workshop participant

”

Responsibility for passenger wellbeing
CPVV does not mandate training for drivers and training offered by BSPs varies substantially throughout the industry
• Small BSPs are less likely to have a structured training program and rely on ad-hoc ‘on the job’ training provided
by riding with an experienced driver, or to offer no training at all
• Some BSPs operate systems whereby drivers have to ‘qualify’ for bookings made by passengers with disclosed
disabilities or mobility impairments, either in terms of a period of experience as a driver, a minimum driver rating,
additional training, or a combination of those
• Larger BSPs were more likely to require drivers to complete classroom or online training

Commercial Passenger Vehicles Victoria

Passengers reported that whether a carer travels in a
commercial passenger vehicle with a passenger is dependent
on whether the carer is required at the journey destination;
the carer is not considered necessary for the journey itself.
This can result in significant responsibility being placed
on a driver.
WAV drivers reported the most significant challenge
they face in the delivery of services is being responsible
for a higher level of care.

27

STATE OF THE INDUSTRY REPORT

Gold Care Standard

- Peter Valentine, GTN CEO

“

The ride in and out is one of the
most important parts of their day.
It’s so important to do it well.
- Ken, driver

Commercial Passenger Vehicles Victoria

”

- Survey respondent

About a decade ago, GTN developed a program to
improve the level of service it was providing to people
with disability or mobility impairment. Drivers with GTN
who have undertaken at least 50 shifts or have otherwise
passed a test may apply for training to be a Gold Care
driver. Gold Care status affords drivers with priority to
requests for services from people with disability
or mobility impairment. Drivers complete training in
disability awareness and customer service and must
complete a comprehension test. Drivers with Gold Care
status sign a contract agreeing to abide by the Gold
Care rules, which include not being entitled to reject
any job dispatched to them. Penalties apply to drivers
who break the rules and may result in a requirement for
further training or a suspension or cancellation of status.
In 2018 GTN won the ‘Accessible Business’ category
at the Geelong business excellence awards. “It’s been
a privilege for [GTN] to contribute to the mobility of
our disabled community in Geelong and district on
a daily basis.”

“I am blind and trialing a guide dog.
On my first pick up to a medical centre
and back, there was an issue with the
driver not wanting a dog in the vehicle.”

Geelong Taxi Network (GTN) is a booking service
provider providing services in the Geelong region,
including operating a fleet of around 30 wheelchair
accessible vehicles.
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6. FINDINGS, ACTIONS
AND LEARNINGS
Findings and Actions

Learnings

FINDING

FINDING

PARTNERSHIPS

CPVV data is an essential source for understanding accessibility
within the commercial passenger vehicle industry but there are
opportunities to expand its utility through improved data collection
and transparency.

Improved driver knowledge regarding safety obligations and
appropriate conduct may improve passenger experience.

Partnerships with disability service organisations Scope
and VALID were essential to ensuring this report was
informed by people with a broad range of physical and/
or cognitive impairments and represented both low and
high needs users of commercial passenger vehicle services.
It will be necessary for CPVV to continue and expand these
relationships to inform future reports.

Actions
• Review and improve data collection to better inform the
work of CPVV to improve accessibility within the commercial
passenger vehicle industry.
• Publish data collected by CPVV regarding MPTP membership
and usage and other accessibility indicators so it can inform
decision making by passengers and the work of industry
and disability service organisations.
FINDING
Direct discussions with disability service organisations and
people with disability or mobility impairment are essential in
understanding the state of accessibility within the commercial
passenger vehicle industry.
Action
• Continue to engage with disability service organisations
and people with disability and consider opportunities
for formalising relationships.

Actions
• Prepare guidance material that booking service providers
can utilise when educating drivers regarding safety obligations
and appropriate conduct, such as:
• guidance regarding legal obligations not to discriminate
in the provision of commercial passenger vehicle services
• guidance regarding the responsibilities of drivers and
carers, such as responsibilities regarding securing seatbelts
• guidance for booking service providers, vehicle owners
and drivers in meeting their safety obligations
• Further explore the disability training provided by BSPs
in the next State of the Industry Accessibility Report.

SURVEYS
Passengers under the age of 18 were unable to participate
in the survey. In the future, CPVV will ensure that a
mechanism for the consent of a parent or guardian for
a passenger under the age of 18 who would like to
participate in a survey can be obtained to facilitate the
participation of young people.

FINDING

Additionally, while the survey was written in plain English,
CPVV will ensure that future surveys utilise Easy English,
to ensure greater accessibility.

Administrative processes associated with MPTP can cause
challenges for passengers and drivers.

PROJECT SCOPE

Actions
• Explore opportunities to simplify the administrative
processes associated with applying for MPTP membership,
including simplifying medical assessments.
• Prepare guidance to medical practitioners regarding
MPTP requirements.

The project scope was revised during the project to ensure
adequate time to focus on key issues identified during the
initial phases of the project. Future reports will explore some
of the issues removed from the scope of this report, such
as a review of interstate and international jurisdictions to
identify best practice and opportunities for learning.

“

CPVV will ensure that
future surveys utilise Easy English,
to ensure greater accessibility

Commercial Passenger Vehicles Victoria

”
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7. T
 HE RIGHT TO
ACCESSIBLE TRANSPORT
The right of people with disability or mobility impairment to
accessible transport is recognised in the laws and policies
of Australia and Victoria.
In 2008 Australia became a signatory to the United Nations
Convention on the Rights of Persons with Disabilities (Convention).
In doing so, Australia committed to take appropriate measures
to ensure equal access to transport to support people with
disabilities to “live independently and participate fully in all
aspects of life”.
The Disability Standards for Accessible Public Transport 2002
and the National Disability Strategy 2010-2020 (NDS) support
Australia’s commitments under the Convention. The Standards
were introduced in 2002 and set out minimum accessibility
requirements for public transport providers and operators to
remove discrimination against people with disability from public
transport services. The NDS seeks to achieve inclusive and
accessible communities, applying the principle of universal design
as an effective way to remove barriers that exclude people with
disability and use transport and like services without the need
for specialised or adapted features.
The NDS seeks to achieve:
A public, private and community transport system
that is accessible for the whole community.
The NDS identifies accessible public transport as a key factor
in the capacity of people with disability to participate in, and
contribute to, society and the economy. This policy direction
recognises that the ability to move around the community
underpins all aspects of life for people with disability. It’s therefore
essential to achieving the policy outcomes outlined in the NDS—
from access to learning and skills, to employment and to the
enjoyment of rights.
The national policy framework is underpinned by the Disability
Discrimination Act 1992 (Cth) which aims to protect all Australians
against discrimination based on disability. The Act prohibits
discrimination on the grounds of a person’s disability in the
provision of public transport services, including the terms and
conditions on which service is provided, the manner of service
provision and any refusal to provide services.

Commercial Passenger Vehicles Victoria

In Victoria, Absolutely Everyone, the State Disability Plan 20172020, seeks to promote and achieve inclusive communities,
including by improving access to public transport and commercial
passenger vehicle services. One of the key outcomes identified
in Absolutely Everyone is mobility so that:
People with disability are able to move around and get
to the places they want to go.
The plan is supported by the Transport Integration Act 2010,
which sets out the objective of the transport system in facilitating
social and economic inclusion:
The transport system should provide a means by which
persons can access social and economic opportunities to
support individual and community wellbeing including by:
(a) minimising barriers to access so that so far as is possible
the transport system is available to as many persons as
wish to use it;
(b) providing tailored infrastructure, services and support for
persons who find it difficult to use the transport system.
The Victorian policy framework is underpinned by a legislative
framework that seeks to remove discrimination against people
with disability and actively promote inclusion, including:
• The Equal Opportunity Act 2010, which prevents
discrimination based on disability in areas of public life, such
as the provision of goods and services and the use of public
premises. It also imposes a positive duty on organisations
to take reasonable and proportionate measures to eliminate
discrimination as far as possible.
• The Victorian Disability Act 2006, which provides
a framework for the provision of, and access to, high
quality services and supports to people with a disability.
• The Charter of Human Rights and Responsibility Act
2006, which requires public authorities to act in ways that
are compatible with human rights and to consider human
rights when making decisions, developing policies and
delivering services.
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8. H
 OW WE DEVELOPED
THIS REPORT
Interviews

Surveys

Workshops

Limitations on consultation

We conducted individual interviews with a sample of booking
service providers from country, regional, urban and metropolitan
areas, and from providers of both unbooked and booked only
commercial passenger vehicle services.

The key consultation products for passengers and drivers
were surveys.

We also conducted individual interviews with a small number
of drivers, passengers and carers. Some of those interviews were
conducted while commercial passenger vehicle services were
being provided, which allowed CPVV to gain first hand insight
into the experiences of some drivers and passengers.

A sample of drivers registered with CPVV to drive commercial
passenger vehicles were sent an email inviting them to participate
in the survey. The survey was also promoted through social media
and other online mediums by CPVV and partner organisations.

We conducted workshops with passengers, providing an interactive
way to engage with and listen to passengers about improving
commercial passenger vehicle services for people with disability or
mobility impairment. Passengers that participated in workshops and
surveys had a broad range of physical and/or cognitive impairments
and represented both low and high needs users of commercial
passenger vehicle services.

The interviews, surveys and workshops played an important
part in allowing CPVV to better understand people’s experiences
with the commercial passenger vehicle industry. The surveys also
allowed for some empirical evidence to be gathered about the
experiences of drivers and passengers.

DRIVERS

However, CPVV acknowledges the relatively small number of
people engaged via these mechanisms and the need for caution
in drawing conclusions regarding the industry based on the
views of those consulted and this report should be read with
that limitation in mind.

PASSENGERS
A sample of people with disability or mobility impairment who
are members of the Multi Purpose Taxi Program (discussed further
in section 3) were sent an email or contacted by phone inviting
them to participate in the survey. Carers were also invited
to complete surveys on behalf of passengers. The survey was
also promoted through social media and other online mediums
by CPVV and partner organisations.

Driver survey respondents

Passenger survey respondents

Services Provided

n=

%

Owner of CPV

Yes

No

Conventional unbooked

288

WAV

80

79%

Conventional unbooked

65%

35%

22%

WAV

46%

54%

Booked only

47

13%

Booked only

84%

16%

Total of 366 respondents

Total yes 66%

Age group

Total of 331 passengers

Total no 34%

Total

Hours
per week

Conventional
unbooked

WAV

Booked only

10 or less

10%

9%

8%

18%

11-20

12%

11%

9%

18%

21-30

12%

13%

14%

18%

31-40

15%

14%

14%

13%

41-50

19%

19%

24%

16%

English

47%

51 or more

32%

34%

31%

18%

Other

53%

Commercial Passenger Vehicles Victoria

Language
spoken at home

10%

35-54

18%

55-64

19%

65+

52%

Gender

Note: WAV drivers deliberately oversampled
Service categories are not mutually exclusive

WAV requirement

n=

%

Always

98

30%

Preferable

33

10%

Subtotal

131

40%

WAV not required

200

60%

Total

331

Always - I need to travel in a wheelchair/ with a mobililty scooter
Preferable - Travel is easier for me in these vehicles

%

18-34

% Male

% Female

18-34

58%

42%

35-54

56%

44%

55-64

40%

60%

65+

41%

59%

Total

45%

55%

Location

%

Metro

71%

Non Metro

29%
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9. GLOSSARY
Active MPTP members means members of the Multi Purpose
Taxi Program that have taken at least one commercial passenger
vehicle trip and claimed the subsidy from the program in the last
12 months.
Advance booking service means a commercial passenger
vehicle service booked in advance for travel from a specified
destination at a specified time.
Booked only vehicle means a commercial passenger vehicle
that is only authorised to provide services arranged by a booking
service provider.
Booked service means a commercial passenger vehicle
service provided via a booking service.

Ready-to-ride service means a commercial passenger
vehicle service where the passenger is ready for travel at
the time of booking.
Unbooked services means a commercial passenger vehicle
service that is not provided via a booking service, such as
a service hailed from the street or obtained from a rank.
Unbooked vehicle means a commercial passenger vehicle that
may be used to provide both booked and unbooked services.
WAV or Wheelchair Accessible Vehicle means a commercial
passenger vehicle that has been modified to facilitate the
transportation of one or more passengers in a wheelchair.

Booking Service Provider means an entity that receives
requests from passengers for a commercial passenger vehicle
service and facilitates or arranges the acceptance of those
requests by drivers. These providers may be more commonly
known as taxi or rideshare companies.
Commercial Passenger Vehicle means a vehicle registered
with CPVV to provide commercial passenger vehicle services.
These vehicles may be more commonly known as taxi or
rideshare vehicles.
Commercial Passenger Vehicle Service means the transport
of a passenger(s) in a commercial passenger vehicle in Victoria
in exchange payment. These services may be more commonly
known as taxi or rideshare services.
Commercial Passenger Vehicles Victoria or CPVV
is the Victorian government body that regulates the
commercial passenger vehicle industry.
Conventional unbooked means a conventional vehicle
that may be used to provide unbooked services.
Conventional vehicle means any commercial passenger
vehicle that has not been modified to facilitate the transportation
of passengers in a wheelchair.
Driver means a driver accredited by CPVV to provide
commercial passenger vehicle services.
Multi Purpose Taxi Program or MPTP means the program
administered by CPVV that provides subsidised commercial
passenger vehicle fares to Victorians with a severe and
permanent disability that experience financial hardship
or require the use of a wheelchair.

Commercial Passenger Vehicles Victoria
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