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DRIVERS’ LICENCES — LICENSING CENTRES 
Grievance 

MS A.R. MITCHELL (Kingsley — Parliamentary Secretary) [9.24 am]: My grievance is also to the Minister 
for Transport. It is about licensing centres, with a different focus, perhaps, on drivers’ licences today. Could I 
just say to the minister before I start that I was delighted to read in the newspaper this morning that some 
changes appear to be ready to start. I thank the minister, his staff and department for taking on board some of 
these concerns, because I am very sure that what I want to bring to his attention today is common not just to me, 
but right across the board. I have read some things in the paper, but I would hope the minister can confirm to me 
that some of the other areas that I will raise with him can also be addressed, even though a major part has 
certainly been addressed by what I read in the paper today.  

My electorate has a very large number of young people, as I am sure do many other electorates, and many of 
those young people are turning 17. Of course, people who turn 17 are very keen to get their drivers’ licences. 
That is not uncommon; we were all the same. The process that many of these 17-year-olds have to go through 
now is quite different from what we had to do. They are finding it quite difficult and are struggling with their 
concerns. My office receives a number of calls, most of them around things like the length of the process for 
booking an assessment. It seems to be taking forever. This is one of the things that, reading the article in this 
morning’s paper, may be addressed by what the minister is putting into place. Then, of course, there is getting a 
subsequent assessment. It is quite common for someone to fail one of the points in their initial assessment, and 
then getting the second assessment can be quite difficult. That then also brings in the costs of driving instructors 
and the need to use driving instructors for the assessment because that does seem to make a big difference to 
whether people are successful in that driving assessment.  

My constituents tend to use the Joondalup Licensing Centre. This is no direct criticism of the people who work 
there, but it is just a fact that it is the one that has been brought to my attention. I know it is a busy licensing 
centre and that it will be an even busier licensing centre given the growth in the northern suburbs. I have been 
informed that the current wait time to book an assessment at Joondalup is six weeks—that is, after getting 
through on the telephone. It can take many weeks to get through on the telephone to book an assessment and 
then there is another six-week wait to have the assessment. Therefore, that process can be up to eight to 10 
weeks in total. These are the things that tend to result in a phone call to our office, saying, “Goodness me, can’t 
you do something about this?”  

I will just give the minister a couple of examples, to which I hope he can respond. I respect what I have read in 
the paper, though I am not clear how it will happen, but previously new driver’s licence assessment times are 
released every Tuesday and Thursday, but the time of that release is not consistent. It is not like at nine o’clock 
on that Tuesday or Thursday, someone can ring and those times will be available. One person who contacted me 
had phoned every 15 minutes between 9.00 am and 10.00 am, and then, being a 17-year-old, had to go off to a 
lecture at 10 o’clock. This person got back at 10.45 am, phoned again, and all the bookings for scooters, not for 
drivers’ licences, had been taken. Once again, that process had to start again. That is the frustration that these 
young people are experiencing. They cannot sit on the phone all morning. They have things to do; often, they 
have part-time work and all those sorts of things. The only way to book this assessment is by phone. There is not 
another way, although I take it from the paper this morning that there soon will be. I think that will make a huge 
difference as long as it is consistent and is able to be used.  
One other concern that has been brought to my attention was that one girl had an assessment time booked; she 
had gone through the process and done everything correctly, but it was cancelled, not because she could not 
make it, but because the driving instructor could not make the assessment. The girl then had to go through the 
whole process again. Her father phoned me, telling me that he had assumed that because the driving assessor had 
cancelled, they would then make another booking for his daughter, but no. She then had to start the process 
again—get on the phone, wait to get through, then book another driving assessment. That probably comes down 
to customer service. If it is not the fault of the person who had booked the assessment and got everything into 
place, but then the driving assessor could not make the booking, why did the girl then have to go through the 
whole process again? I suggest that customer service could be improved here. If a person is unsuccessful at their 
first driving assessment—which is a different example from my last example—it may be eight to 10 weeks 
before that person can take that assessment again. That can cost young people quite a bit of money over a period 
of time, because they need to continue driving lessons and paying driving instructors. Many of them need to get 
their licences and they cannot wait until they have jobs, although the same would apply then.  

As the minister knows, I live in the northern suburbs, where many young people live. I raised this matter at the 
beginning, and I am sure other members use licensing centres. I have referred to the Joondalup centre not 
because I think they do a bad job but because it is stretched in doing what they are required to do. Given the 
huge population growth in my electorate and in the electorates of other members, the minister needs to reassure 
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members that licensing centres will continue to take on board the matters members have raised and also improve 
the services available to people who need to use a licensing centre.  

MR T.R. BUSWELL (Vasse — Minister for Transport) [9.31 am]: I thank the member for Kingsley for 
raising this important issue, an issue on which I suspect almost every member of Parliament is contacted from 
time to time. There are a couple of matters. Although the Department of Transport has increased the number of 
driving assessors—for example, from 60 in 2010 to 70 and a bit now—the number of people chasing practical 
driving assessments has increased dramatically. One of the biggest sources of complaints about practical driving 
assessments is not being able to get through on the phone. When people do get through on the phone, as the 
member pointed out, for some reason the manual booking system is only released twice a week and over only a 
seven-week period. That was a shemozzle and has caused a lot of problems. There were also inflexibilities in the 
system underneath that.  
Today the government has launched something it has been working on for some time, and it coincides nicely 
with the member’s grievance. I am not good on the old information technology, but I have this on my “iThing”, 
and people can now book their practical assessment online. People can now go to www.transport.wa.gov.au and 
follow the smiling person with the L-plate and make that booking online. It is good because it means people no 
longer need to make a phone call to get through to the licensing centre. It can be done in real time, at any time, 
on a range of modern devices that the young people the member referred to seem to have lots of.  

There is more to this than changing the front end from a phone call to a computer screen. A more dynamic 
system now lies behind the online system, which allocates the person to a slot in the driving assessment program. 
For example, the old practice of releasing available slots twice a week for a maximum period of seven weeks is 
gone. Those slots will now be updated on a daily basis and available in real time. The benefits of these changes 
will be twofold. The first benefit is that people will not have to wait on the phone. The second benefit is that 
better technology will be available to utilise these resources—that is, driving instructors—and that will achieve 
significant productivity improvements.  
This is part of a broader agenda from the licensing section of the Department of Transport to become more 
customer focused. The department will soon release a whole suite of customer-related website tools, such as 
“DOT Direct”. I take my hat off to the people involved in this reform. It is not easy, but the department is really 
trying to improve the customer interface in licensing, because, frankly, it has been abysmal. This new system 
will help people who want to book a practical driving assessment.  
The department is making other changes. For example, in the member for Bunbury’s electorate, the department 
has been trialling a new system. There are three types of licences for big vehicles. There is what is known as a 
heavy rigid licence, which is needed to drive a Toyota Coaster—which the member for Mirrabooka referred to 
earlier—or a small to medium-sized truck. If people drive bigger vehicles, they need a heavy combination 
licence or a multi-combination licence. In Bunbury in the past those people would go to the same licensing 
centre as those sitting a practical driving assessment test. Now three service providers—two in Bunbury and one 
in Busselton—are available for those people who need heavy vehicle drivers’ licences. They go out there and get 
their licence and they do not use resources in the driving centre. I am advised, although I do not have the figures 
here, that it has made a significant difference to the wait times at the Bunbury licensing centre, particularly for 
those people who need to do a PDA. That is what the government is focused on: making sure young people get a 
good test. If that continues to work well, it will be rolled out across the state for other classes of licences. The 
next cab off the rank will probably be motorbike licences. That category of licences will be taken out of 
licensing centres because there are plenty of other competent people who can do those tests.  

That is similar to the reforms the government announced for vehicle inspections. There are more authorised 
inspection centres now. The government used to receive a heck of a lot of complaints about people having to 
queue up for motor licence inspections. The old inspection centres are still there, but they are being replaced by 
authorised inspection centres. They have been operating in the country for a long time. Some local mechanics 
choose to be accredited by the department. Motorists can go in, have the inspection, and off they go. That system 
is heaps better because they have a commercial imperative to keep things ticking along.  

This change in the way drivers are assessed at the heavy end of the spectrum will slowly permeate through and is 
a reflection of what is happening with heavy vehicles. It is a fantastic reform because it means that driving 
assessors, for example in Bunbury, are not assessing those heavy vehicles in the middle of town, and those 
assessors and time slots are available for young kids, which is a great thing.  

Later on in the year the government will announce other changes for seniors. There have been some changes 
recently for seniors, but more will come into effect later this year. The detail of that will be provided then, but it 
will mean less imposition on older folks who have to go into a centre to do a practical driving test once they are 
over 80 years old. They complain about that, and, fair crack of the whip, they are probably right. So changes will 
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be made in that area also. That will take out of the system another group of people who currently use those 
resources. There is a lot of change happening.  

I am pleased with what the government has been doing but, of course, more needs to be done. I tried to get onto 
the website, but I do not have a learner’s permit so I was prevented from using it! However, young people in 
particular will find it a fantastic tool, and the other reforms the government is considering in this particular space 
will have a tremendous impact on an area of public sector service delivery which has for many years been a 
considerable concern for a range of people, and that is why they keep bringing it up. I thank the member for 
raising the issue, and I am confident that the sorts of complaints the member has referred to will diminish as the 
government keeps rolling out these things.  
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