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1.1 Context
Drivers of Wheelchair accessible commercial passenger vehicles (WAVs) require specialised knowledge to ensure the safety of 
passengers in a wheelchair during their journeys. In Victoria, drivers are assessed to make sure they can:

— safely operate equipment

— communicate with passengers

— assist passengers in and out of the vehicle

— drive a vehicle used by passengers with disability

Assessments are conducted by independent assessors across the state, which include a mix of individuals and organisations 
contracted by Commercial Passenger Vehicles Victoria (CPVV). If a driver successfully completes the assessment, CPVV grants 
them a ‘W endorsement’ allowing them to provide WAV services across Victoria.  Approximately 4400 drivers hold 
a W Endorsement and there are 960 registered WAVs in Victoria.

Currently, there is no compulsory training for drivers to complete before they can be assessed. Most drivers complete industry-
delivered training which covers technical requirements (e.g. lifting and securing a wheelchair into a vehicle) and behavioural and 
customer-based knowledge. Many drivers do not complete refresher training after they have been assessed.

CPVV’s recent State of the Industry Report 2019: Accessibility (State of the Industry Report) found that training offered to drivers 
varies substantially across the industry.  The report found that in relation to WAV driver training1 :

— 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

— 88% of drivers agree that WAV training is worthwhile

— 49% of drivers completed WAV training more than five 
 years ago

1 CONTEXT

1  Statistics and information reported are based on data sets held by CPVV and the consultation process described within the State of the Industry report available at https://cpv.vic.gov.au/about-
us/reporting/state-of-the-industry-report-accessibility

The report also found that in relation to disability awareness training 
more broadly:

— 33% of drivers have undertaken training in the last five   
 years

— younger drivers are more likely to have completed training  
 than older drivers

— training offered by booking service providers varies   
 substantially throughout the industry

— Small booking service providers 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 booking service providers 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 2
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1.2 Purpose
The purpose of this Issues paper is to:

1. investigate the effectiveness of the current driver training process for accredited commercial passenger vehicle drivers 
 to obtain a W endorsement to drive a WAV, including whether:

• it assists industry to meet safety duties related to passengers that travel in a wheelchair or mobility scooter

• it is the most effective way CPVV as the industry regulator can contribute to managing safety risks to passengers 
that travel in a wheelchair or mobility scooter

• it contributes to a positive customer experience for commercial passenger vehicle passengers that travel in a 
wheelchair or mobility scooter

• there are possible changes we should consider to improve the process.

2. to identify whether there is opportunity to improve broader disability awareness training for all commercial passenger   
 vehicle drivers, regardless of whether they drive a WAV. 

1.3 Objectives
This paper seeks to:

— review the current regulatory, contractual and operational framework that supports driver education related to passengers  
 that travel in a wheelchair or mobility scooter

— reach a complete and common understanding of the current process to achieve a W endorsement

— explore further training needs related to disability awareness.

— identify the key issues to consider in proposing any changes to the current process.

1.4 Consultation
Section 20 of the Commercial Passenger Vehicle Industry Act 2017 (CPVIA) sets out the principle of ‘participation, consultation 
and involvement of all affected persons’.  It clarifies that parties with the shared responsibilities for safety should:and involvement 
of all affected persons’. It clarifies that parties with the shared responsibilities for safety should:

— participate in or be able to participate in;

— be consulted on; and

— be involved in

The formulation and implementation of measures to manage risks to commercial passenger vehicle safety.

CPVV is therefore seeking the views of:

— commercial passenger vehicle owners

— accredited commercial passenger vehicle drivers

— Booking Service Providers

— anyone who has control over the provision of commercial passenger vehicle services

— suppliers of services and equipment to the commercial passenger vehicle industry (including for example, 
 W endorsement assessors), and 

— members of the public (including for example, people that use wheelchairs to travel, their carers and organisations that   
 provide support to them) to guide the development changes to the current process.

3Commercial Passenger Vehicles Victoria

http://www.legislation.vic.gov.au/domino/Web_Notes/LDMS/LTObject_Store/ltobjst10.nsf/DDE300B846EED9C7CA257616000A3571/BD2A3DEA5CA7B4E3CA2582C0000504F5/$FILE/17-35aa010%20authorised.pdf


CPVV ISSUES PAPER

1.4.1     Consultation questions

We are asking stakeholders to consider the questions asked in this paper. They are listed at Section 8.

1.4.2     When to submit feedback

We are seeking submissions on this issues paper by Friday, 6 December 2019. We will consider feedback as we develop 
an improved process.

1.4.3     How to submit feedback

We are seeking submissions on this issues paper by Friday, 6 December 2019. We will consider feedback as we develop an 
improved process.

1.4.4     How to submit feedback

Any person or organisation can provide us with feedback.  To do so,, please email policy@cpv.vic.gov.au. Where possible, please 
provide supporting evidence, such as documents and data which support your feedback.

1.5     Process and proposed timeframe
This project will involve three steps:

2 The legislative framework for driver training
When considering an application for driver accreditation, we may require an applicant for driver accreditation to:

• undertake prescribed training

• obtain a specified prescribed qualification, or

• pass specified prescribed tests.

2  See CPVIA section 72 Tests, qualifications and other requirements.
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We can also impose conditions on a drivers’ accreditation requiring the driver to do these things.  In considering whether to do so, 
CPV must have regard to the Public Care Objective.  That is, that services provided by drivers of commercial passenger vehicles:

— be provided to persons using those services and to other persons, particularly children and other vulnerable persons:

• with safety; and

• with comfort, amenity and convenience, and

• be provided in a manner that is not fraudulent or dishonest.

A condition can be imposed by us either on issuing the accreditation3 or at any time during the period the driver is accredited4.
Currently, CPVV imposes a condition on all accredited drivers that they must not provide wheelchair accessible services unless the 
Condition Code ‘W’ is endorsed on their driver accreditation certificate.  This is known as a ‘W endorsement’.

If a driver has a W endorsement, it is recorded by us and appears on a driver’s accreditation certificate.  This can be viewed by 
industry members and the public via CPVV’s online public register, which can be found on our website at www.cpv.vic.gov.au

More broadly, according to the Transport Integration Act 2010, CPVV’s functions include:

• providing guidance and other information on matters relating to the safety of commercial passenger vehicle services 
 in Victoria;

• preparing and publishing codes of practice and guidelines on how to comply with, or in relation to the operation 
 or enforcement of, any relevant legislation. 

3  See CPVIA section 77
4  See CPVIA section 81.

Accessibility Incentives 

W Endorsement 

For drivers who successfully complete WAV training assessments 

WAV Training
Assessments

Driver Training 
Framework

WAV Subsidy 
Scheme

For vehicle owners to 
invest in wheelchair 
accessible vehicles

Lifting Fees
For vehicle owners and 

drivers to prioritise bookings 
for passengers travelling in a 

wheelchair or scooter

Performance
Based Subsidy 

Scheme
To improve wait times 

for bookings for 
passengers travelling 

in a wheelchair 
or scooter

Multi Purpose 
Taxi Program

Accessibility program for 
passengers with severe and 

permanent disability
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Therefore, CPVV has a role in defining training and education requirements for the commercial passenger industry, which includes 
broadly defining standards, content and the form of the assessment modules for the wheelchair Accessible Vehicles (WAV) driver 
training. This will in turn guide the industry when developing its own training tools and programs, to promote consistency in what 
drivers are learning.

Booking Service Providers (BSPs) have an obligation under Section 24(2)(c) to provide information, instruction, training or 
supervision to associated drivers to enable those drivers to provide commercial passenger vehicle services safely.

Under Section 27(1)(b)and (c) of the CPVIA, drivers must:

— take reasonable care for the health and safety of persons who may be affected by the driver’s acts or omissions; and

— co-operate with a booking service provider with respect to any action taken by the booking service provider to comply   
 with a requirement imposed by or under this Act or the regulations.

Regulations

W Endorsement

Commercial Passenger Vehicles Industry Act

Commercial Passenger Vehicles Industry

Driver Conditions

Commercial Passenger Vehicles Victoria 6
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3 The W endorsement
Drivers of Wheelchair Accessible Vehicles require specialised knowledge to ensure the safety of passengers in a wheelchair 
during their journeys. Drivers must undergo 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.  If a driver successfully 
completes the assessment, CPVV grants them a W endorsement.  This allows the driver to provide wheelchair accessible services 
in Victoria.

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 the activities that are important to them.  

CPVV’s State of the Industry Report 2019: Accessibility (State of the Industry Report) was the beginning of a journey to monitor 
and improve accessibility within the commercial passenger vehicle industry.

The report sought to provide a platform for greater dialogue, by documenting the current status of accessibility within the industry. 
This included highlighting examples of good practice and areas where improvement is needed.  The W endorsement has been 
identified by CPVV as an area where improvement is needed to ensure we are assisting industry to:

• meet safety duties related to passengers that travel in a wheelchair or mobility scooter

• contribute to a positive customer experience.

3.1 Obtaining a W endorsement in Victoria – the driver experience

3.1.1 Training

While training is not compulsory, training which supports drivers to complete the W endorsement assessment is delivered by the 
industry and generally conducted in-house by a booking service provider.

The training provided covers technical requirements (e.g. lifting and securing a wheelchair into a vehicle) and behavioural and 
customer-based knowledge.

The State of the Industry Report identified that 49 per cent of drivers with the W endorsement completed their training more than 
five years ago.

Case Study: 13 Cabs

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.

S: Commercial Passenger Vehicles Victoria - State of the Industry Report 2019 – Accessibility

7Commercial Passenger Vehicles Victoria 7
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3.1.2 Assessment

To achieve a W endorsement, drivers must complete an assessment. There is currently no theoretical knowledge assessment 
module. The specifications for the WAV practical assessment module are at Attachment A, they include:

— pre-operational checks of vehicles

— communicating effectively with passengers

— assisting passengers in and out of the vehicle

— driving a vehicle used by passengers with disability

Drivers must successfully demonstrate they understand all the requirements of driving a WAV in Victoria. The assessment 
is broadly based on the Provide wheelchair accessible vehicle services to passengers with disabilities—TLIC2040  A unit of 
competency from the Certificate II in Driving Operations. It evaluates a driver’s competency in:

• meeting the needs of a passenger with disability

6  Commercial Passenger Vehicles Victoria: State of the Industry Report 2019 – Accessibility p.14

• operating any vehicle specific systems such as  
 wheelchair tie down, restraint systems, ramps 
 and hoist operation. 

The current fee for an assessment in both metropolitan 
and regional areas is $190. Historically, WAV drivers in the 
metropolitan area have paid for their own assessments. 
CPVV is aware that Booking Service Providers (BSPs) 
sometimes pay on behalf of their drivers or pay upfront and 
recoup the amount from the driver’s pay.
CPVV provides the booking service for the W endorsement 
assessment and collects the $190 fee from drivers. CPVV 
then passes this $190 fee to the relevant assessor.

There are currently over 4400 CPV drivers endorsed to 
provide wheelchair accessible services6. Only WAV drivers 
seeking accreditation after September 2016 have been 
required to complete the current W endorsement process. 
Over the period September 2016 to August 2019 a total of 
712 accredited CPV drivers have successfully completed 
a W endorsement assessment.

Of those drivers that were consulted during the development 
of CPVV’s State of the Industry report, 88 per cent agree 
that WAV training is worthwhile.

Commercial Passenger Vehicles Victoria 

Commercial Passenger Vehicles Victoria
1 Spring Street, Melbourne VIC 3000   
GPO Box 1716, Melbourne VIC 3001  Phone: 1800 638 802 (toll-free)   cpv.vic.gov.au

July 2018  

ABN No.90176780477
DRIVER ACCREDITATION CERTIFICATE
Commercial Passenger Vehicle Industry Act 2017

WARNING: If your driver licence is suspended or cancelled, your Driver Accreditation will be suspended.

Condition codes Payment period
From To

DC Number Driver licence number

The person to whom this Driver Accreditation Certificate is 
issued is accredited to drive a commercial passenger vehicle 
and a bus, and is subject to the Conditions imposed by 
Commercial Passenger Vehicles Victoria. 

In accordance with the Commercial Passenger Vehicle Industry Act 2017, a holder of a Driver Accreditation 
must advise Commercial Passenger Vehicles Victoria within 20 business days of:

- being charged with or found guilty of a criminal offence; or

- being made subject to reporting obligations under Part 3 of the Sex Offenders Registration Act 2004; or

- being made subject to an extended supervision order under the Serious Sex Offenders Monitoring Act 2005; or

- being made subject to a supervision order or interim supervision order under the Serious Sex Offenders

(Detention and Supervision) Act 2009.

Signature of holder

YOUR DRIVER ACCREDITATION CERTIFICATE IS ABOVE, KEEP IT WITH YOU AT ALL TIMES
PLEASE TURN THIS PAGE FOR CONDITIONS IMPOSED ON YOUR DRIVER ACCREDITATION

Commercial Passenger Vehicles Victoria

Your application for Driver Accreditation has been approved. 

PLEASE NOTE: If you intend on providing unbooked commercial passenger vehicle services, you must display your photo ID card.  You will require your photo 
ID card and MPTP card in addition to your Driver Accreditation Certificate in order to provide unbooked services. These cards will be mailed to you separately.

For further information please visit www.cpv.vic.gov.au or call 1800 638 802.

F007_07/18

Commercial Passenger Vehicles Victoria

Your application for Driver Accreditation has been approved 
PLEASE NOTE: If you intend on providing unbooked commercial passenger vehicle services, you must display your photo ID card.  You will require your photo

ID card and MPTP card in addition to your Driver Accreditation Certificate in order to provide unbooked services. These cards will be mailed to you separately

For further information please visit www.cpv.vic.gov.au or call 1800 638 802 

Commercial Passenger Vehicles Victoria 8
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Number of W endorsements issued September 2016 - July 2019

If the applicant passes the assessment, assessors are required to provide written confirmation to the applicant and CPVV that the 
applicant is competent that day. This triggers us to include a W endorsement on the driver’s record. This is then displayed on the 
public register and the driver is issued with an updated driver accreditation certificate.

3.1.3 Mutual recognition of the W endorsement

The Mutual Recognition (Equivalence of Driving and Property Occupations) Declaration 2015 lists the classes of drivers that CPVV 
can recognise from other states and territories.

A driver qualified to drive a WAV is not included on the list. Therefore, Victoria does not mutually recognise a W endorsement 
gained interstate or overseas. All accredited drivers that wish to drive a WAV in Victoria must undertake training, obtain a 
qualification or pass prescribed tests determined by Victoria.

However, if Victoria were to specify a national qualification, this may mean CPVV would provide a W endorsement to drivers 
accredited in Victoria that have completed the specified qualification in another state or territory.

JAN
0

5

10

20

20

25

30

35

40

45

MAR MAY JUL SEP NOV

2016
JAN MAR MAY JUL SEP NOV

2017
JAN MAR MAY JUL SEP NOV

2018
JAN MAR MAY JUL

2019

9Commercial Passenger Vehicles Victoria



CPVV ISSUES PAPER

4 Assessing competency - the assessor experience
4.1 Assessors

Assessments are conducted by independent assessors across the state, which include a mix of individuals and organisations 
contracted by CPVV.

In the metropolitan zone, the assessment is completed by an assessor engaged by 13 CABS to undertake the WAV practical 
assessment module. 

In non-metropolitan zones, the W endorsement assessment is conducted by an independent CPVV approved assessor who is 
contracted to conduct local assessments. There are three assessors servicing regional areas. We fund the assessors travel costs 
per kilometre. 

4.2 Accrediting assessors

We currently assess potential W endorsement assessors on a case by case basis, by requesting and assessing:

• a copy of the potential assessor’s Certificate IV in Training and Assessment

• an overview of previous training they have provided 

• the content of the proposed course/assessment

• the materials the potential assessor proposes to use

• the equipment the potential assessor proposes to use

• availability to deliver the WAV training on behalf of CPVV, and

• company and contact information.

If we are satisfied that the potential assessor has provided enough information 
to demonstrate they can assess drivers for their W endorsement, a Deed of 
Agreement is established between the assessor and CPVV.

We currently assess potential W endorsement assessors 
on a case by case basis, by requesting and assessing:

Certificate IV in Training 
and Assessment 

Overview of previous 
training 

Proof of availability to 
deliver the WAV training

Company and contact
information

Content of the proposed 
course/assessment 

Proposed materials

Proposed equipment

Commercial Passenger Vehicles Victoria 10



CPVV ISSUES PAPER

The Deed of Agreement sets out that the assessor must complete practical assessments that last at least 60 minutes and:

• are to the standard of the unit of competency TLIA2040: ‘Provide wheelchair accessible taxi services to passengers with 
 disabilities’ which falls under TLI21210 – Certificate III in Driving Operations

• are completed in accordance with the WAV practical assessment specification (see Attachment A); and include:

 o carrying out pre-operational checks of the vehicle and ancillary equipment;

 o communicating effectively with passengers

 o securing passengers and ancillary mobility equipment

 o providing appropriate support to passengers during their journey and manoeuvring the vehicle with due 
  consideration of passengers with disability

 o operating any vehicle specific systems such as wheelchair tie-down, occupant restraint systems and ramp 
  and hoist operation, and

 o a practical/mock hiring scenario.

5 Travelling with disability - the passenger experience
The impact of driver behaviour has a direct impact on the passenger experience.  We know that passengers often link the reliability 
of service with trust and confidence in an individual driver Almost a quarter of passengers consulted for our State of Industry 
Report on accessibility reported that they have felt unsafe in a commercial passenger vehicle, and almost half of those reported 
that was due to driver behaviour.

The following reports investigated passenger experience for people with disability and mobility needs in commercial passenger 
vehicles, including WAVs.

5.1 Commercial Passenger Vehicles Victoria: 
 State of the Industry Report 2019 - Accessibility
The purpose of the State of the Industry Report 2019 - Accessibility 
(the Accessibility Report) was to provide a snapshot representing a 
point in time look at some key issues affecting accessibility within the 
industry and to provide a tool for increased engagement between the 
industry and the disability sector. 

The Accessibility Report sought 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 was 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. 

In developing the Accessibility Report, we consulted with people with 
disability or mobility impairment; 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. 

This Issues paper draws on a number of the Accessibility Report 
findings – particularly statistics.

The Accessibility Report identified a number of areas for improvement, 
particularly in relation to customer experiences in WAVs.

STATE OF THE  
INDUSTRY  

REPORT 
2019

ACCESSIBILITY

S053 - Accessibility_Report_Thanks_DL_pink_Proof(v2).indd   1 26/9/19   9:51 am

11Commercial Passenger Vehicles Victoria
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“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.” 

- Workshop participant 

Commercial Passenger Vehicles Victoria 12
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5.2 Victorian Equal Opportunity and Human Rights Commission: Who’s on Board?   
 Public Transport for People with Disabilities in Victoria (2013) 

Released in 2013, the Victorian Equal Opportunity and Human Rights Commission (VEOHRC) stated that their review provides 
a good opportunity for transport providers to reflect on whether access to public transport has improved for people with 
disabilities, to assist with policy development , particularly with regard to identifying emerging issues, and overall, to remove 
discrimination from public transport services. 

VEOHRC received 160 responses to its survey. Twenty-seven per cent of survey respondents lived in Melbourne public transport 
zone 1, 42 per cent lived in Melbourne public transport zone 2, and 31 per cent lived outside of Melbourne.

In relation to WAVs, this paper outlined that while some respondents provided positive feedback on taxi drivers, particularly those 
that they had developed a good connection with, thirty-one others reported drivers’ attitudes or lack of knowledge as the biggest 
issue for people with disabilities using taxis in Victoria. Of particular concern were reports outlined in the paper that drivers 
refused to provide safety devices when they were requested or did not know how to install them properly. There were also issues 
with drivers refusing to take assistance animals. While this is an older paper (2013) the findings are consistent with more recent 
feedback and analysis, all highlighting the importance of driver education and training in relation to these issues. 

13Commercial Passenger Vehicles Victoria
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5.3 Australian Human Rights Commission
 Wheelchair Accessible Taxi Inquiry report (2012) 

Released in 2012, this report provides a comprehensive account of the range of issues prevalent within the Wheelchair Accessible 
Taxi industry. Key points relevant to the current W Endorsement work include: 

• Number of WAVs available – the Australian Human Rights Commission highlighted in 2012 that this as an issue report   
 highlighted this was an issue in 2012.  In conducting the research for this paper, CPVV identified number of WAVS as still  
 being an issue with a number of states and territories putting into place initiatives to increase the overall number of WAVs  
 in the fleet. 

• The prevalence of private arrangements – that is, that many users do receive an effective service from the taxi industry,
 however, this is heavily reliant on private arrangements outside booking systems. This is still an issue, despite the   
 efficiency of booking systems. 

5.4 Conclusions
These reports support the need for driver training specific to WAVs, but also for broader disability awareness training for all 
commercial passenger vehicle drivers.

Several sources have highlighted that WAV users feel that in order to receive optimum service levels from the WAV drivers, they 
prefer to establish direct booking arrangements with a driver, rather than book through a booking service provider. 

Despite these experiences it must be acknowledged that many users do receive an effective service through Booking Service 
Providers.

Commercial Passenger Vehicles Victoria 14
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animals; I have witnessed a taxi slowing up and 
then driving on when they have observed the dog.”

S: Who’s on board? Public transport for people with disabilities in Victoria (Victorian Equal 
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This section will outline the approaches the other Australian 
states and territories take in relation to driver training and 
assessment related to disability awareness and WAVs. 

Of particular interest to this Issues paper is the approach to 
training. We explored whether training content is mandated 
or whether drivers are expected to meet a certain set of 
standards. We also explored if and how, regulators monitor 
whether a certain standard is being maintained across WAV 
drivers. It is useful to investigate whether there are any lessons 
that can be applied to Victoria in the context of this review. 

Although a variety of terminology is used by the different states 
and territories to refer to Wheelchair Accessible Vehicles this 
paper will simply refer to them as ‘WAVs’. 

6.1 Australian Capital Territory
Access Canberra states that bookings for wheelchair 
accessible taxis, or enquiries about existing bookings, can 
be made by using the wheelchair accessible taxi centralised 
booking service. 

Taxi drivers are required to undergo additional training in the 
ACT before they can drive a WAV. The additional requirements 
are regulated under section 98, 160, 161 and 162 of the Road 
Transport (Public Passenger Services) Regulation 2002.8

Drivers must provide evidence that they have completed the 
required training prior to be given a personal identification 
number to drive a WAV.  

In some instances, the RTA can accept an interstate taxi 
driver who applies to drive a WAV under mutual recognition, 
if the driver can demonstrate that they have either undergone 
the TL1C2040 competency in another jurisdiction, or they 
have wheelchair accessible taxi driving status on their driver’s 
licence or driver authority. In saying this, we also require that 
they have performed WAV driving within the last 12 months 
so that they are still well versed in the requirements. If they 
cannot provide any of the above, then they are required to 
complete approved course. 

Where it is found that a WAV driver receives complaints from 
WAV passengers about their ability to transport them, or 
the WCBS provides evidence that a particular driver does 
not comply with the prescribed requirements, the ACT 
Government can require the driver to undergo further training.

6 Approaches of other jurisdictions

6.2 New South Wales
In New South Wales (NSW), a driver of a wheelchair 
accessible taxi or wheelchair accessible hire vehicle that is 
being used to provide a passenger service must be able 
to demonstrate a level of competence in the safe loading, 
restraint and unloading of a person in a wheelchair to a 
standard equivalent to that required to complete:

- Element 3 (Assist passengers into and out of a taxi  
 in a manner suited to their disability) and

- Element 4 (Drive a taxi used by passengers 
 with disabilities) 

of the competency unit TLIC2040 Provide wheelchair 
accessible taxi services to passengers with disabilities 
(Release 1) issued by the Commonwealth.

Zero2000 scheme

Zero200 is the name given to the service providing centralised 
bookings for wheelchair accessible taxis in Sydney. All  taxi 
drivers involved in this scheme must complete a course 
teaching them how to provide a quality service to all people 
with disabilities.

Drivers that access bookings from the Zero200 Scheme 
must be trained at the equivalent level to Element 3 (Assist 
passengers into and out of a taxi in a manner suited to their 
disability) and Element 4 (Drive a taxi used by passengers 
with disabilities) of the competency unit TLIC2040 Provide 
wheelchair accessible taxi services to passengers with 
disabilities (Release 1) issued by the Commonwealth.

6.3 Northern Territory
In the Northern Territory (NT), all operators of a commercial 
passenger vehicle, including a Multipurpose taxi, are 
accredited by the Department of Infrastructure, Planning and 
Logistics (DIPT).  The DIPL has also established an Accessible 
Point to Point Working Group to examine and look at options 
to improve point to point transport services delivered to 
persons travelling in wheelchairs. The working group is 
established under section 5(2) of the Commercial Passenger 
(Road) Transport Act 1991.

NT has a Code of Conduct (the Code) that provides minimum 
service delivery standards for taxi, minibus, private hire car and 
rideshare drivers in the point-to-point transport industry. The 
Code advises what is expected of drivers to ensure services 
are delivered to a high standard. All drivers in the point-to-point 
transport industry must adhere to this Code.

8  https://www.legislation.act.gov.au/View/sl/2002-3/current/PDF/2002-3.PDF
Also see link for the instrument approving the training course https://www.legislation.act.gov.au/View/ni/2016-418/current/PDF/2016-418.PDF

Commercial Passenger Vehicles Victoria 16

https://www.legislation.act.gov.au/sl/2002-3/default.asp
https://www.legislation.act.gov.au/sl/2002-3/default.asp
https://training.gov.au/Training/Details/TLIC2040
https://training.gov.au/Training/Details/TLIC2040
https://www.zero200.com.au/
https://legislation.nt.gov.au/en/Legislation/COMMERCIAL-PASSENGER-ROAD-TRANSPORT-ACT-1991
https://legislation.nt.gov.au/en/Legislation/COMMERCIAL-PASSENGER-ROAD-TRANSPORT-ACT-1991
https://www.legislation.act.gov.au/View/sl/2002-3/current/PDF/2002-3.PDF 
https://www.legislation.act.gov.au/View/ni/2016-418/current/PDF/2016-418.PDF 


CPVV ISSUES PAPER

6.4 Queensland
All Queensland drivers of taxis, limousines and booked 
hire vehicles used to provide booked hire services and/
or taxi services are required to complete training in 
disability awareness and anti-discrimination, including 
sexual harassment before they provide a service. Drivers of 
wheelchair accessible taxis are also required to complete 
training in providing wheelchair accessible services before 
they provide a service. 

It is an offence for drivers to provide a service without having 
completed the required training. The maximum penalty for 
drivers is 20 penalty units ($2,669).  It is also an offence for 
authorised booking entities (called BEAs in Queensland) 
and operators to engage drivers who have not completed 
the required training. The maximum penalty for BEAs 
and operators is 40 penalty units ($5,338). Driver training 
requirements are set out in the Personalised Transport 
Required Driver Training Notice (training notice) published by 
the Queensland Department of Transport and Main Roads 
under section 97 of the Transport Operations (Passenger 
Transport) Regulation 20187

The training notice sets out that drivers must demonstrate 
that they meet the required competencies (see section 4 of 
the training notice - Attachment B) in providing wheelchair 
accessible services through a written or practical assessment.  
BEAs and operators (in Victoria known as Booking Service 
Providers) make arrangements for training to ensure 
compliance with the driver training requirements.  BEAs and 
operators can either deliver the training themselves or engage 
a training service provider.  Training can be instructor led, or 
computer based.  The provider does not need to be (but can 
be) a Registered Training Organisation (RTO).  Section 10 of 
the training notice provides useful information and resources 
including links to organisations and government departments 
that can assist BEAs and operators about the matters that 
must be addressed in the driver training. 

Any driver that has already completed the National Taxi 
Driver Competency Unit — Provide wheelchair accessible 
taxi service to passengers with disabilities is taken to have 
met the WAV training requirements. But BEAs and operators 
can require drivers to undergo training even if they have been 
trained previously.

All drivers who have either completed the National Taxi Driver 
Competency Unit, or the required training, are required to 
complete a training update either:

• following a significant change to anti-   
 discrimination or disability laws that affects their 
 responsibilities. The training update must   
 address the new responsibilities; or

• where there is a significant change to regulatory  
 requirements or manufacturer’s specifications   
 relating to the vehicles or associated equipment or  
 new equipment is introduced.

BEAs and operators are required to keep records of:

• the driver authorisation number for each driver who  
 has been trained;

• the required training provided to each driver and the  
 date it was provided;

• the matters addressed in the training and sample  
 copies of the training materials and assessment  
 used, and

• each driver’s competency assessment.

TMR check the training records held by BEAs during audits 
conducted under the Transport Operations (Passenger 
Transport) Act 1994.

6.5 South Australia
In South Australia, there are 102 taxis with special taxi 
licenses that have additional conditions. These conditions 
include that the taxi must be equipped to transport wheelchair 
or scooter bound passengers, they must be connected to the 
government contracted Centralised Booking Service (CBS) 
and must be available for bookings of wheelchair or scooter 
bound passengers through the CBS, during the set dedicated 
hours (7:30am-6:30pm daily).

The CBS is appointed through a tender process, currently 
Suburban Taxi Services hold the contract which includes 
several KPIs such as times to answer bookings and waiting 
times of passengers. 

Purpose-built vehicles/converted vehicles are fitted with 
hydraulic lifts or ramps that enable passengers in wheelchairs 
and scooters to be positioned safely and securely into the taxi.

The drivers of these taxis undergo additional training to 
increase their understanding, knowledge and skills required 
to effectively cater for passengers with disabilities. The driver 
training for Access Taxis includes additional theoretical 
components regarding disability awareness, appropriate 
manual handling and in-vehicle training for assisting 
passengers into and out of the vehicle and safely securing 
passengers. Driving training is conducted through an 
Accredited Taxi Booking Service or the Taxi Council of SA. 
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6.6 Tasmania
A person wanting to operate as a Wheelchair Accessible Taxi 
(WAV) operator in Tasmania is required to:

• be accredited as a passenger transport 
 service operator 

• hold a WAV licence

• be the registered operator of a vehicle that is   
 suitable to be used as a WAV, has been approved  
 by the Transport Commission as a WAV and is   
 specified in the WAV licence.

A WAV licence authorises the vehicle specified in the licence 
to be hired within, to or from the taxi area to which the licence 
relates. A person does not have to be wheelchair-reliant to use 
a WAV. As at September 2019, WAV licences are issued for 
the Hobart, Launceston, Devonport and Ulverstone taxi areas.

Drivers wishing to drive a Wheelchair Accessible Taxi (WAV) 
need to have completed the wheelchair accessible taxi specific 
module in the mandatory training course. 

In Tasmania, taxi licences are associated with the vehicle and 
the operator is the licence holder, who may also be a driver 
if the taxi licence holder is an owner operator. Taxi licences, 
including wheelchair accessible taxi (WAVs in Tasmania) 
licences, are issued for specific regions of the state (known as  
a taxi network). A taxi licence can only be used within, to or 
from the taxi area to which the licence relates.  Accordingly, 
a WAV operator cannot provide a Tasmania-wide service. 
Auditing relates to taxi operators (who may or may not also   
be drivers).

6.7 Western Australia
Under Western Australia’s Regulation 10R of the Transport 
(Road Passenger Services) Regulations 2019 (the Regulations), 
drivers of passenger transport vehicles must demonstrate a 
level of competence in the safe loading, restraint and unloading 
of a person in a wheelchair.

The standard of competence that is used in Western Australia 
(WA) is equivalent to that required to complete the following 
elements of unit of competency TLIC2040.

• Element 3 (Assist passengers into and out of a taxi 
 in a manner suited to their disability; and

• Element 4 (Drive a taxi used by passengers with  
 disabilities).

While the WA Department of Transport does not mandate 
taxi driver training requirements, on-demand transport service 
providers may require their drivers to undertake appropriate 
training to operate as part of their network.

6.8 Other public transport system providers
In 2017, the Commonwealth Department of Infrastructure, 
Transport, Cities and Regional Development released the report 
The Whole Journey: A guide for thinking beyond compliance 
to create accessible public transport journeys.8 It stated that a 
driver’s behaviour and actions can make a positive and lasting 
effect on the relationship with a customer with disability, and 
their confidence to use public transport again.

The report suggested that driver training should include:

— identifying signals to stop and pick a person up

— assisting with boarding and ticketing

— waiting until the person is settled before moving off

— driving in a manner that considers passenger safety  
 and comfort

— helping to identify a desired stop, and helping   
 travellers alight from the vehicle

— communicating with people non-verbally, such as  
 writing in notebooks, using communication cards,  
 or using selected Auslan phrases.

Victoria’s V-Line is the world’s first public transport operator 
to be given the Communication Access Symbol. 

This means that:

— staff are welcoming and treat everyone with dignity  
 and respect

— staff can communicate successfully with people with  
 communication difficulties

— communication tools are available to help people get  
 their message across and understand what people are  
 telling them

 They have developed an alphabet board, reminder  
 cards, journey cards for certain lines and picture and  
 sentence boards .

9  See here https://www.infrastructure.gov.au/transport/disabilities/whole-journey/guide/

6.9 Conclusions
There is a range of different approaches to the frameworks 
around the training, assessing and auditing of WAV driver 
training. For example, in Western Australia, New South 
Wales and Queensland the standard of competency is 
based on relevant modules of the TLIC2040, but taxi driver 
training requirements are not prescriptively mandated. 
In Tasmania, Northern Territory and South Australia, BSPs 
deliver training specific to their organisation, overseen by 
the state government.
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“I still hear stories every week that people who are vision 
impaired or hearing impaired and have assistance dogs 
are regularly denied service by untrained (taxi) drivers.”

S: Who’s on board? Public transport for people with disabilities in Victoria (Victorian Equal Opportunity and 
Human Rights Commission, October 2013) 
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7.1 Identified needs in WAV driver training
There were several needs identified in the specific area of WAV driver training by the State of the Industry Report.  They included:

- first aid training

- further training assisting people with disability

- refresher training, including WAV refresher training

- managing passenger conditions

- dealing with customer/driver behavior

We’re seeking feedback through this process to determine what other needs there may be and how we might improve WAV driver 
training.

7.2 Identified needs in WAV driver training
Commercial passenger vehicle with disability have varied and diverse needs.  While the current W endorsement assessment caters 
specifically to WAV drivers that provide services to passengers travelling in a wheelchair, all commercial passenger vehicle drivers 
should be encouraged to improve their disability awareness. 

Disability awareness training would contribute significantly to fulfilling the Public Care Objective and support fundamental changes 
in the industry that improve reliability, timeliness, quality and safety of services delivered to all passengers with disability. 

The State of the Industry report also found that improved driver knowledge regarding safety obligations and appropriate conduct 
may improve the passenger experience for people with disability.  CPVV undertook to prepare guidance material that booking 
service providers can use when educating drivers regarding safety obligations and appropriate conduct. This included guidance 
related to: 

- legal obligations not to discriminate in the provision of commercial passenger vehicle services

- the responsibilities of drivers and carers, such as responsibilities regarding securing seatbelts

- how Booking Service Providers, vehicle owners and drivers can meet their safety obligations.

There are existing resources that can assist. For example, the online disability awareness course established under a 
Commonwealth Government initiative is available at: http://disabilityawareness.com.au/  You can also find this in CPVV’s Safety 
Toolbox10.

The CPVV Wheelchair Accessible Vehicle Driver Handbook11 is an existing resource which is useful in determining the training 
needs of WAV drivers.

7.3 Identifying what drivers shouldn’t be required to do

It will be important when developing a more effective process, to identify tasks that drivers aren’t responsible for when delivering 
a wheelchair accessible service.  Training needs in this space might include how to respond when faced with situations that are 
outside of the scope of a driver’s role, for example being expected to play a carer role, or knowing what appropriate personal 
contact is when restraining a passenger.

7 Developing a more effective process

10 See: https://cpv.vic.gov.au/about-us/cpvv-online-tools/industry-safety-toolbox  
11 See: https://cpv.vic.gov.au/__data/assets/pdf_file/0008/371582/WAV-Driver-Handbook_v5_WEB.pdf  
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7.4 Determining the appropriate legislative framework

As we have stated, a condition can be imposed by CPVV either on issuing the accreditation12, or at any time during the period 
the driver is accredited13. In either case, CPVV must provide the driver written notice of the proposed condition which includes the 
reasons for imposing the condition and details about how to seek a review of CPVV’s decision. It is an offence to fail to comply 
with a driver accreditation condition. This currently comes with a penalty of 30 penalty units, or $4956.60.14

As stated in Section 2.1 of this paper, currently, CPVV imposes a condition on all accredited drivers that they must not provide 
wheelchair accessible CPV services unless the Condition Code ‘W’ is endorsed on their driver accreditation certificate. This is 
known as a ‘W endorsement’. However, the conditions do not currently prescribe any training, qualification or test that must be 
undertaken to attain the W endorsement.15

One option to consider, is how the Driver Accreditation Conditions could be enhanced to better achieve the Public Care Objective 
in Victoria.

7.5 A staged approach

The purpose of this paper is to:

1. investigate the effectiveness of the current driver training process for accredited commercial passenger vehicle drivers to obtain  
 a W endorsement to drive a WAV, including whether:

 — it assists industry to meet safety duties related to passengers that travel in a wheelchair or mobility scooter

 — it is the most effective way CPVV as the industry regulator can contribute to managing safety risks to passengers that  
  travel in a wheelchair or mobility scooter

 — it contributes to a positive customer experience for commercial passenger vehicle passengers that travel in a   
  wheelchair or mobility scooter

 — there are possible changes we should consider to improve the process.

2. to identify whether there is opportunity to improve broader disability awareness training for all commercial passenger vehicle   
 drivers, regardless of whether they drive a WAV. 

If Victoria were to adopt a model similar to that implemented in Queensland (see Section 6.4), Victoria could impose a driver condition 
that a driver must not offer WAV services, unless the driver has completed the required training and any refreshers prescribed by CPVV 
to provide a service of that kind.

A second condition could also be added that all commercial passenger vehicle drivers must complete any disability awareness training 
and any refreshers prescribed by CPVV.

This would provide CPVV an opportunity to develop the prescribed training requirements for WAV drivers as a priority, and in the longer 
term, develop any prescribed training requirements related to broader disability and awareness training for all commercial passenger 
vehicle drivers.

12 See CPVIA section 77
13 See CPVIA section 81
14 See CPVIA section 82.
15 See CPVIA section 72 Tests, qualifications and other requirements.
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1. What experience have you had as a passenger 
 or carer that you would like to share to help us  
 understand driver training needs?  How could this  
 experience have been improved?

2. Do you believe the current W endorsement model is  
 effective in assisting industry to meet safety duties  
 related to passengers that travel in a wheelchair 
 or mobility scooter? Why, or why not?

3. Who do you believe is best placed to deliver service  
 specific training and assess competencies 
 for WAV drivers?

4. Does TLIC2040 - Provide wheelchair accessible 
 taxi services to passengers with disabilities remain 
 an appropriate assessment framework for Victorian  
 WAV drivers? If not, is there a more appropriate  
 framework available?

5. How can CPVV and industry ensure that the 
 skills associated with providing WAV services   
 remain current without imposing undue regulatory  
 burden on industry?

6. What should CPVV do to give BSPs more flexibility 
 to determine how drivers demonstrate competency 
 in providing WAV services, while also ensuring  
 drivers:

 — are adequately equipped to manage their  
  safety duties;

 — contribute to a positive customer   
  experience for passengers with disability 
  or mobility needs; and

 — are not unduly burdened?

7. How can CPVV ensure that WAV drivers who   
 associate with multiple BSPs and BSPs that
 are exempt from registration requirements can  
 access accessibility/WAV training and assessment?

8. Do you agree that broader disability awareness  
 training should be introduced for all commercial  
 passenger vehicle drivers? Why, or why not?

9. How can CPVV and industry work together to   
 improve driver’s awareness of the varied and diverse  
 needs of commercial passenger vehicle passengers  
 with disability or mobility needs?

10. What can we do to better accommodate emerging  
 technologies and encourage more innovative   
 services and products related to accessibility training  
 and assessment?

8 Questions to consider
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Attachment A   WAV practical assessment specification

Carry out pre-operational 
checks on vehicles

a.    The pre-operational checks for the vehicle and its associated ancillary 
       equipment are carried out in accordance with manufacturer’s requirements, 
       government regulations and workplace policies

b.    All faults and defects identified during checks are repaired or reported in 
       accordance with workplace procedures

Communicate effectively 
with passengers

a.    Appropriate communication methods are selected and used to meet the 
       requirements of passengers with disabilities.

b.    Appropriate and effective verbal and non-verbal communication skills are 
       used including appropriate body language and language style.

c.    Effective listening skills are demonstrated.

d.    Questions are used to gain appropriate information.

Assist passengers 
into and out of vehicle

a.    Passenger characteristics are identified and taken into account when 
       determining appropriate assistance into and out of vehicle

b.    Compatibility of passenger’s mobility device and vehicle’s loading, 
       anchoring and carrying equipment is assessed in accordance with  
       regulations

c.    Passengers are assisted in a courteous manner, sensitive to the disability 

d.    Passengers are assisted into and out of vehicle demonstrating compliance 
       with loading regulations and workplace safety requirements

e.    Passengers and their mobility device/wheelchair are secured safely in 
       accordance with vehicle and equipment specifications and regulations

f.     Vehicle equipment is operated and stowed in accordance with company 
       procedures and manufacturer’s instructions

g.    Ancillary equipment is stowed safely in vehicle following relevant regulations

h.    Passengers are picked up and set down in a safe and efficient manner
       taking into account suitable locations and safe use of equipment

Drive a vehicle used by   
passengers with disabilities

a.    Ongoing support is provided to passengers to maximise their travelling 
       comfort

b.    The vehicle is manoeuvred safely in accordance with the regulations for the 
       class of vehicle involved

c.    The vehicle is manoeuvred with due consideration to any required 
       precautions related to the disability of the passengers and relevant 
       government regulations

d.    Signs or indicators are fixed to the vehicle if required 

e.    MPTP documentation/transactions is completed

1

2

3

4
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Attachment B   The required competencies in providing WAV services in Queensland  

Drivers must demonstrate they can:

- 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

- 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.

- 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

- 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.

- 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.

- 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.

- 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.

- maintain passenger comfort and dignity: For example, do not insist on pushing a passenger’s wheelchair onto a lift.

To view the full Training Notice, visit: see: 

https://www.tmr.qld.gov.au/-/media/busind/
Taxiandlimousine/Personalised-Transport-Training-Notice/
personalised-transport-required-driver-training-notice-
version-1-january-2019.pdf?la=en
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