
Case Study 
This case study provides examples of an Improvement Notice, its purpose, 
and how recipients can benefit from its use.

Improvement Notice
An Improvement Notice is a written direction issued 
by Commercial Passenger Vehicles Victoria (CPVV) 
requiring a person to address something which has 
been determined as being in contravention of 
a provision of the Commercial Passenger Vehicle 
Industry Act (CPVI Act) 2017 or the Commercial 
Passenger Vehicle Industry Regulations 2018, or 
if it is deemed that the CPV service threatens safety.

THE CASE
In 2020 new regulations were brought into effect within the 
Commercial Passenger Vehicle Act 2017 and Regulations as 
part of the response to the COVID-19 outbreak. These 
regulations were focused on minimising exposure to, and 
transmission of, the virus by ensuring that areas of a vehicle 
that were likely to be touched by a passenger or a driver 
were cleaned regularly and that there was hand sanitiser 
available to the vehicle’s driver/s and passenger/s. 

There were also responsibilities on the BSP to ensure that 
these regulations were being followed. These responsibilities 
were in the form of keeping records of the drivers’ cleaning 
activities, and evidence that they were taking reasonable 
steps to ensure that drivers were aware of and following 
these regulations.

As part of a safety systems inspection with a booking service 
provider (BSP), CPVV made enquiries into the systems and 
processes in place to ensure compliance with the regulations, 
which are aimed at providing a safe environment for drivers 
and passengers.

Contraventions of the CPVI Act 2017 were identified of the 
BSP failing to ensure that, as far as is reasonably practicable, 
the commercial passenger vehicle services by an associated 
driver were provided safely [s.24(1) and s.24[(2)].

These were a result of non-compliance with the CPVI 
Regulations 2018, where it is required for a driver to clean 
surfaces before providing a commercial passenger vehicle 
service [reg. 7C(1) and reg. 7C(2)] and for a driver to clean 
surfaces touched by a passenger after every commercial 
passenger vehicle service [reg. 7E(1)].

The BSP was unable to provide evidence to demonstrate 
sufficient practices were in place to:

• inform their drivers of requirements under legislation          
in relation to the new cleaning regulations;

• assist their drivers to meet requirements under legislation; 
and

• be able to monitor their drivers’ adherence to legislation.

It was identified that the BSP had in place a system where the 
driver was required to acknowledge the cleaning of high touch 
points at the end of a trip. 

However, CPVV could not determine systems or processes 
to supervise or verify that there was sufficient time available for 
cleaning passenger high touch points before accepting another 
passenger trip.

As a result of the identified breaches of the Act and Regulations, 
two Improvement Notices were issued to the BSP for the 
improvement of their processes. 
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Discussions were held with the BSP in relation to what 
compliance may look like and how it may be achieved. 
One of the options was to ensure that the driver 
acknowledgement activation could only occur after a set 
time. This would allow for the cleaning of relevant areas 
to occur and prevent any booked trips being accepted 
until acknowledgement has been made. The BSP gave 
feedback that the options given could be put in place, 
and they gave a timeframe in which they believed they 
could enact these recommendations. As a result of these 
discussions the BSP was given a date that was deemed 
to allow a reasonably practicable amount of time 
to rectify the matters identified on each notice. 

CPVV then visited the BSP on this date to conduct 
a follow-up review of the matters identified and listed 
in the notices. 

The BSP had successfully rectified the identified 
contraventions and had also introduced an audit process 
to verify trip data with cleaning acknowledgements, ensuring 
cleaning times aligned with trip times. 

The BSP also advised that when anomalies were identified, 
direct contact with drivers would be made to ensure 
cleaning requirements were reinforced.

Once CPVV were satisfied that the contraventions had 
been rectified, Clearance Notices were issued to the 
BSP to finalise the requirements detailed in the 
Improvement Notices. 

KEY LEARNINGS / 
INDUSTRY TAKE-AWAYS
An Improvement Notice is a formal way to educate 
industry about the right ways to manage their obligations.

An Improvement Notice gives a Duty Holder 
a direction to comply with their legislated provisions, 
when a contravention has been identified. It can include 
guidance or recommendations on measures that can 
be taken to comply. A person on whom an Improvement 
Notice is served must comply with the notice within 
the period specified in the notice, unless they have 
a reasonable excuse.

An Improvement Notice provides examples of compliance 
in the form of recommended steps. Duty Holders are able 
to choose whether to follow the recommendations or 
implement other forms of control as long as compliance 
is met, using the highest form/order of control that is 
reasonably practicable.

OTHER USEFUL LINKS
BSP responsibilities

BSP safety duties

https://cpv.vic.gov.au/booking-service-providers/provider-responsibilities 
https://cpv.vic.gov.au/booking-service-providers/our-safety-approach/safety-duties

