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BLACK AND WHITE TAXIS — WHEELCHAIR SERVICE — COMPLAINT 

Grievance 
MR P.B. WATSON (Albany) [9.26 am]: My grievance is to Minister for Transport regarding a complaint about 
a taxi service. The complaint is from Lorraine Wolfe, a constituent of mine, who is confined to a wheelchair. I 
preface this grievance with a quote from the Liberal Party’s transport policy from the 2008 election, which, 
according to my notes, states — 

Western Australian taxi patrons are entitled to expect that a taxi will attend, or if a taxi is called for will 
attend within a reasonable time. To achieve that, Government must first create a viable operating 
environment for taxi owners and drivers. 

So far, so good. Let us see what my constituent’s experience was after more than two years of this government’s 
record.  

Lorraine Wolfe wrote to me last month regarding a complaint she had with a wheelchair taxi from Black and 
White Taxis. She was in Perth for the weekend of 19 to 21 March with her mother and aunt from Albany. She 
phoned for a taxi to pick them up at 10.20 on the Sunday morning to take them to an address in Bassendean. She 
says that she told the operator she needed to be picked up from this address at 2.00 pm and taken to the East 
Perth Transwa terminal. She stressed to the operator that she needed to be there by no later than 2.45 pm as she 
had to catch a bus back home to Albany that departed at 3.00 pm. She asked the operator to make a note on the 
booking stating this, but the operator said there was no need as when they saw that the passenger was going to 
the East Perth terminal, the drivers knew that the passenger had to catch a bus or train. 

As a taxi had not arrived by 2.15 pm, Lorraine rang Black and White Taxis again and was told by the operator 
that they were trying to get a taxi to pick her up, and then hung up. Lorraine’s cousin who was visiting in 
Bassendean then rang Black and White Taxis at 2.30 pm to ask where the taxi was that had been booked, and 
was told that it was not possible to make a booking; only a request could be made. 

She then asked to speak to the supervisor to ask why the job was not put in the system at 1.00 pm so that there 
was someone to do the job by 2.00 pm. The response from the operator was that they would not put her through 
to a supervisor, and reiterated that customers cannot make a booking, only a request, and that the taxi company 
was doing the best it could. 

Mr T.R. Buswell: Sorry for interrupting. Did you say at the start that this was a wheelchair taxi? 

Mr P.B. WATSON: Yes. She then asked the operator whether Black and White Taxis would pay for Lorraine’s 
accommodation for Sunday night, to which the answer was no. In the meantime, Lorraine had phoned the 
Transwa terminal and said that she was trying to get there but was waiting for a wheelchair taxi to pick her up. 
My constituent reports that the Transwa operator was very helpful and said that the bus would wait a while for 
her.  

Unfortunately, the taxi had still not arrived so the bus had to leave. An operator from Transwa phoned Lorraine 
and said the bus would wait a little longer at the Armadale stop if the taxi was not far away, so my constituent 
might be able to get on the bus there. Lorraine tells me that it was about 3.45 pm when a taxi finally arrived to 
pick her up at Bassendean. She suspects that the supervisor got someone who was not on duty to do the job. She 
then informed the taxidriver that they were too late to make the bus at East Perth terminal and so requested the 
driver to try to get to Armadale on time. The taxi was halfway along Tonkin Highway when the taxidriver got a 
call to say that it was too late and the bus could not wait any longer. It was very good of the Transwa bus driver 
to wait as long as he did, as drivers have other passengers and their schedule to think of. As she had missed her 
bus, the taxidriver then asked Lorraine what she wanted to do. She suggested that the driver take her to North 
Bannister so that she could perhaps get on the bus there, but he said he could not do that as it was not his taxi. 

Lorraine had no other alternative than to go back to the city and try to book into a hotel not far from East Perth 
terminal, which she knew was not too expensive and which had disabled facilities in some rooms. The hotel did 
not have available a room with disabled facilities, and so put her into another room where she got the wheelchair 
in but had considerable difficulty getting it into the shower and toilet. But she had no other choice. When the 
taxidriver dropped her off at the hotel, she asked him about getting to East Perth terminal in the morning. He 
assured her that he would be there at 7.45 am to pick her up and take her there. He gave his mobile phone 
number to call just in case. 

Guess what, Mr Speaker? At 7.45 the next morning there was no taxi there to pick up Lorraine as arranged. My 
constituent rang the mobile number the driver had given her and the call just went to message bank. Lorraine 
then rang Black and White Taxis again and told the operator what had happened the day before—or more to the 
point what had not happened—and that she thought the supervisor she had spoken to on Sunday had arranged it 



Extract from Hansard 
[ASSEMBLY — Thursday, 7 April 2011] 

 p2618b-2621a 
Mr Peter Watson; Mr Troy Buswell 

 [2] 

all for that morning but that no-one had arrived. The operator said that her request for a wheelchair taxi would 
have to go into the system and the first available taxi would be sent. She then explained to the operator once 
again that she thought it was arranged by the supervisor the day before, but the operator did not want to listen 
and once again hung up on Lorraine. By this time it was 8.40 am and Lorraine’s aunt, who was travelling with 
her, said that she could not stay another day as she had an appointment in Albany on Tuesday; so she went off in 
an ordinary taxi. 

Lorraine then rang Swan Taxis and told the operator of her problems. He asked her to hold on, and then came 
back and said that he would have a taxi there in 10 minutes. Lorraine told her mother, who was travelling with 
her, that even if a taxi from Black and White Taxis turned up, she would not go with them as their operator was 
so rude and that even if it meant she and her mother had to travel to Armadale to catch the bus, they were going 
with Swan. A Black and White taxi turned up about four minutes before the Swan taxi, but Lorraine told the 
Black and White driver that she was sorry but the operator was so rude that she had rung Swan Taxis and they 
were sending one, which arrived just as the Black and White taxi was pulling out. Lorraine finally got to East 
Perth terminal and once again the bus was waiting for her, which caused her to feel embarrassed as she did not 
like to inconvenience other passengers who had to wait while her wheelchair and luggage were loaded. She also 
likes to use the disabled access toilet prior to setting out on a six-hour bus journey, as the on-board toilet is too 
difficult for her to use; she therefore felt bad about keeping the other passengers waiting even longer. 

Lorraine cannot give the service of both Transwa and Swan Taxis enough praise for their help and consideration. 
She cannot say the same about Black and White Taxis, and feels that she should be compensated for the extra 
night’s accommodation for three people that she had to pay for. In addition, her aunt had only enough 
medication for the two nights she thought she would be away from Albany, and so she and her mother had to go 
to Royal Perth Hospital so that they could get some more medication. 

Lorraine rang the Minister for Transport’s office and received a return call from a senior officer at the 
Department of Transport, who said he would look into the matter and get back to her within 10 days. As of 
Tuesday, 5 April, a fortnight had passed since my constituent spoke to that officer, and thus far she has heard 
nothing. As Lorraine said to the officer in the minister’s office, there must be a better way of doing things and 
providing a better service. As Lorraine has heard nothing since then from either the minister’s office or the 
Department of Transport, she asked me to bring up this matter in Parliament, as she figures that if this was her 
experience, many other people must have had a similar experience. I am sure that the Minister for Transport will 
agree with me that taxi users in Western Australia deserve better than that. 

MR T.R. BUSWELL (Vasse — Minister for Transport) [9.33 am]: I thank the member for raising this 
important issue. The set of circumstances he has just described are terrible. I would go as far as to say that they 
are horrific circumstances for the individual concerned. I cannot imagine how that lady must have felt to have 
had that sort of treatment from the taxi service. The sad reality is that I suspect this happens to other people as 
well, in particular other disabled people. 

I will quickly touch on some of the issues around multipurpose taxis. We discussed this matter only yesterday 
during the dinner break and only this morning I had a chance to look at some of the data on the number of 
multipurpose taxis. The data struck me as interesting, because effectively the issue here is availability, as well as 
some fairly serious problems with the private taxi dispatch service at Black and White Taxis. In relation to 
availability, the general taxi fleet of 1 075 in 2004 grew to almost 1 900 today; that is, an increase of 76 per cent. 
The multipurpose taxi fleet, which provides in all cases a very important service to disabled people, grew in the 
same time period from 85 to 101; that is, an increase of only 18 per cent. 

Governments, including the former government, looked at a range of incentives to get more multipurpose taxis 
on the roads. Those incentives include the payment of a $15 000 capital contribution to the owner of a 
multipurpose taxi to put in a lift. There is also an additional $10 lifting fee paid to the driver of a multipurpose 
taxi for bookings made through the taxi dispatch service and a $7 fee if it is a private job. On top of that, I 
understand there is also an agreement in place with the taxi dispatch service to keep a multipurpose taxi on 
standby. I suspect that is why Swan Taxis were able to provide a vehicle to Lorraine on the Monday morning in 
a relatively short period of time. I do not have any advice as to whether a standby taxi is also required to be 
provided across the weekend. Clearly in the case of the service provided to her by Black and White Taxis on the 
Sunday, there was no standby taxi, because the length of time it took to arrive is almost beyond comprehension. 
It would appear to me that part of the issue here is around the availability of multipurpose taxis. I do not have a 
specific answer to that issue at the moment, although I am aware that the Taxi Industry Board is looking at the 
issue of multipurpose taxis. 

I am currently considering announcing a raft of changes that will impact on the taxi industry. My view is that we 
need to pursue effectively three areas in and around taxis. The first area is availability, which is an issue the 
member touched on; secondly, security, as a lot of security problems for passengers and drivers occur in cabs; 
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and the last one is the area of quality. Quality mainly refers to drivers providing a decent level of service and an 
understanding of where they are taking their clients. 

Mr P.B. Watson: I know it’s not your job but the issue is also sensitivity from people answering the phone to 
someone in a wheelchair and just dismissing them as though they’re nothing. 

Mr T.R. BUSWELL: I will take up the issue with Black and White Taxis that the member raised in his 
grievance. As the member said, although the taxi industry is heavily regulated, we cannot always control bad 
service, but the issue is concerning. 

Although I talked about the development of this taxi action plan, as I am calling it, I have not specifically looked 
at the issue of multipurpose taxis. Given the issues the member has raised, I will certainly make sure I do that as 
part of this plan. The outcome for that lady is just not acceptable. I do not believe that increasing the fleet of 
multipurpose taxis by such a small amount over a long period of time is acceptable, especially when we consider 
the size of the increase in the general taxi fleet. That is a challenge for government because clearly there is not 
enough incentive to effectively encourage private, small businesses to get involved in the provision of MPT 
services. 

I should say, though, that I have had some wonderful information provided to me by people about the positive 
impact that some very good drivers have on the lives of people who are serviced by MPTs. 

Mr P.B. Watson: I agree with you. 

Mr T.R. BUSWELL: I say that to the point that some drivers will nip around the back of a person’s house and 
hang the washing out, or they will go in and stack their groceries. They are good people. I think this is a case of 
not having enough MPTs. I suspect on a Sunday there are definitely not enough. Based on the advice provided 
by the member, this person was treated woefully by the taxi dispatch service—there is absolutely no denying 
that. However, the core of drivers, from the advice I have, is very good. 

One of the other issues is that MPT drivers are in some cases that good that they form very strong relationships 
with their client base, and many of these drivers are not available to the taxi dispatch service because they prefer 
and their clients prefer them to service the regular series of clientele that they have built up, in many cases over a 
large number of years. It is a challenge and I sincerely thank the member for drawing it to my attention. I will 
follow up the correspondence from my office. Can the member pass on to Lorraine from me that we will have a 
serious look at this issue to understand what we can do to prevent this happening in the future? For us I think that 
will be around trying to get more multipurpose taxis out into the suburbs of Perth. I will definitely take this issue 
up with Black and White Taxis because the way Lorraine was treated is appalling, but magnified by the life 
challenges that she clearly has. I thank the member for raising what I think is a very, very important issue 
relating to a challenging area of public policy. 
 


