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ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE

QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Thursday, 7 November 20.3

Department of Transport

Question N0 7. ' Hon Keri Travers asked-

Was a Business Case developed priorto a decision being made to close the Midland
Motor Vehicle Examination Centre? Ifyes, please table a copy?

Ifno, whynot?

Answer:

No - The Midland Vehicle Examination Centre (VEC) will be closing end of business
Friday 29 November 2013. The closure is due to the site being within an a in
building that will not meet future service requirements. The building is in a o0r
condition and will require significant cost to bring to standard.

o
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Thursday, 7 November 2013

Department of Transport

Question N0 2: Hon Keri Travers asked-

ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE

QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Will the Minister table allmodel/ing undertaken by the Department on the cost of
providing services through Government run inspection centres compared to the cost
of providrng these services at privately owned 11acifities?

Answer:

C\
Service provided by DOT is provided on the user pays principle and is calculated using
a costing modelthat determines the individual fees and charges which are then
prescribed by regulation.

The fees payable to the Director General in respect of an inspection whether at a
DVS facility or at AIS are exactly the same (as prescribed by Charges Regulations),
and DOT cannot ascertain the costs for a private provider.

.
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ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE

Thursday, 7 November 2013

Department of Transport

QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Question N0 3. ' Hon Ken Travers asked-

How much does the Department have allocated in the 2013/74 Budgetibr
advertising, and what advertising campaigns will this money be spent on? For
each adventsing campaign:

a) Whatis the purpose of the adverts?

by Howmuch is budgeted forthe adverts?

c) Whattype of media will the adverts be run in?

Answer:

a) Advertising is used to publicise transport information to the community.

by Budgeted advertising expenditure for 2013-14 is $614 000.

c) The type of media used varies, but includes brochures, signage,
newspapers, the Government Gazette and online services providers.

(1)
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ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE

Thursday, 7 November 20.3

Department of Transport

QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Question N0 4. ' Hon Ken Travers asked-

7) What was the total cost of overtime paid to employees in the Licensing section in
2072/73, andhowmuch is budgeted for overtime in the Licensing section in
20/3/14?

2) Whatstatistics are recorded regarding workloadin the departments
licensing centres for work at counters?

a) Can you please table a copy of all statistics that are maintained regarding work
loadin Licensing Centres?

by Has the wayin which statistics are collected orrecordedchanged overthe last
financial year?

c) Ifyes, what were the changes?

.^-..

Answer:

I) 2012-, 3 = $968 000

2013-14 = $78 000

<,

2) The number of financial and non-financial transactions conducted overthe counter.

a) Total number of Financial transactions = I 002 217
Total number of Non Financial transactions = 2 604 809

Note: The number of FY 20,243 transactions for Metropolitan Licensing
Business Centres Only

by No

c) Not applicable

PAGE REFERENCE IN ANNUAL REPORT: Notapplicable



ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE

QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Thursday, 7 November 20.3

Department of Transport

Question N0 5. ' Hon Keri Travers asked-

Does the Department have enough Driving Assessors for Motorvehic/es
licenses?

<-\

a) What was the number of practical driving assessmentsperformedin each of
the following financial years?

2070/7i,
2017/72, ' and
20/2/13?

by What was the number of practical driving test assessors in each of the
following financial years?

2070/7i,
2077/12, ' and
2072/73?

Answer

<

Yes

a) 2010-,, = 129 994
2011-12 = 135 883
2012-13 = 140 108

by 2010-,, = 96 FTE
2011-12 = 91 FTE
2012-13 = 93.59 FTE

Note: The above numbers exclude reliefassessors.

PAGE REFERENCE IN ANNUAL REPORT: Notapplicable



ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE

QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Thursday, 7 November 20.3

Department of Transport

Question N0 6. ' Hon Ken Travers asked-

a) Howmany vehicles were examined in the 2072/73 financial yearby
examiners directly employed by the Department?

by Howmany vehib/es were examined in the 20/2/13 fihancia/yearby
examiners who are notdirectlyemp/oyed by the Department?

Answer

a) 75 157. by 91 579

I\
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ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE

Thursday, 7 November 2013

Department of Transport

QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Question N0 7: Hon Keri Travers asked-

What studies, strategies orplans is the department currently working on?

a) When is it expected that the study, strategyorp/an will be completed?

by Whatis the current estimated date when the plan will be publiba/Iy
released?

I~\

( I

c) Whatis the estimated total cost of the study, strategyorp/an andhow
much will be spentin 2073/74 financial year?

co Does the study, strategyorp/an involve anyone who is nota direct
employee of the Department andifso, who?

Answer:

Im Iementation of the CBD Trans on Plan

a) Currently in implementation phase.
by Released.
c) Total funding is $40m, with $116m budgeted in 2013-14.
d) No.

\

Metro o1itan Frei ht and Intermodal Network Plan

a) Early 2014, for consideration by the Government.
by Mid 2014, subject to Government consideration.
c) $40,000 is budgeted in 2013-14 to complete the project.
d) Yes, a number of consulting firms have been engaged for specific parts of
the project.

Metro o1itan Movin Peo Ie Network Plan

a) Draftfor consultation completed.
by Early 2014, subject to Government consideration.
c) $40,000 is budgeted in 2013-, 4 to complete the project.
d) Yes, a number of consulting firms have been engaged for specific parts of
the project.

Portlink Iannin andfeasibilit studies

a) Involves five key projects which will be completed in 2014-, 5.
by Consultation is occurring throughoutthe project.
c) $7m with $3m budgeted in 2013-14.



d) Yes, a number of consulting firms have been engaged for specific parts of the
project.

Public Trans ort Network Plan

a) Scheduled for completion by the end of 2013.
by Early 2014, subject to Government consideration. c) No
costs incurred in 2013-14.

co No

WA Bic cle Network Plan a)
Completed.
by Late 2013, subject to Government consideration. c)
$12.66m is budgeted in 2013-14.
d) No.

\

I~~\
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ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE

Thursday, 7 November 20.3

Department of Transport

QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Question N0 8: Hon Keri Travers asked-

Ifeferto the sole practibaldriving assessment that occurred in Busse/ton on 72
October 2072 andask. '

I\,

a) What were the operational requirements that required a sole practical driving
assessment Ih Busse/ton on this date?

by Who asked the General Manager of Regional Services to make the
arrangements that resulted in this assessment occurring?

c) Did the General Manager knowwho the assessment wasforwhen he made
the special arrangements forth^^ assessment?

d) When did the Director General first become aware of this sole practical
driving assessment?

e) What knowledge did the Director-General have regarding this sole practical
driving assessment priorto it occurring?

17 Is the Director General satisfied that operational requirementsjustified a
special arrangement being putin place forthis assessment? Ifno, what actions
has he taken?

^

g) On howmanyotheroccasions in 2012/73 were special arrangementsputin
place for a practical driving assessment to occur? In each case, what was the
reason forthe special arrangement being putin place?

Answer:

a) The need to satisfy a customer who was aggrieved by the poor service they
had received.

by The Managing Director Transport Services.

c) Yes. It is necessary to know the name of the customer in order to check the
records, make a booking and send the booking confirmation.

d) The Director General became aware after the arrangements had
been made.

e) The Director General had no knowledge.



f) Yes.

g) It is not possible to ascertain the number of occasions special arrangements
were put in place, northe reason for each arrangement. This information is
not readily available from the licensing system.

The practice of accommodating customers by creating additional timeslots or
individual arrangements is not uncommon.

Approval forthese types of arrangements can be made at the local management
level or other management areas within the department. Each instance is
considered on a case by case basis and dependent on the circumstances.

Some of the reasons for special arrangements for PDA tests include;

. Seniors re-tests where the customer's licence expiry date is before the next
available assessment slot. Similarly providing specific assistance
to the elderly to help them comply with undertaking their practical driving
assessment other than attending a DOT office.

. Where DOT has requested a customer demonstrate theirfitness to hold a
licence.

. Where DOT has made an error such as a double booking or cancelled the
assessment in error.

. As a result of a complaintthat may have some validity in regard to the process
of assessments or the result.

. Aggrieved customers as a result of less than satisfactory service.

. Fly in fly out workers who require a licence to commence work urgently.

. Extraordinary licenceapplicants.

. Local Members of Parliament contact DOT via the Minister's office seeking
particular assistance fortheir constituents in any of these situations.

. To help meet demand or cover for unplanned absences of Practical Driver
Assessors, DOT uses other suitably trained staff including Customer Service
Officers and Regional Transport Officers to undertake assessments.

. Address needs that cannot be accommodated within the prevailing waittime
for assessments. These would cover instances such as compassionate,
employment, or educational requirements

. Local Members of Parliament contact DOT via the Minister's office seeking
particular assistance fortheir constituents experiencing any issues regarding
licencing.

I\

\

<1
..^ .
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ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE

Thursday, 7 November 2013

QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Department of Transport

QuestIbn N0 9: Hon Keri Travers asked-

BudgetPaper3 Page 279 andAnnua/ReportPage 748

a) I retorto the payments from the Perth Parking Licensing Accountih
2072/73 andask whywas the actual payment of $20,731 million less than the
estimated payments of $26m contained in BudgetPaper3?

by Wikihe Department provide a breakdown of the $19 774 000 spenton
Grants to State government agencies?

c) Please indicate which of the payments was for recurrent expenditure and
which was to purchase Capital assets?

d) Will the Department provide a breakdown of the $393 000 spenton
Supplies and Services?

e) Please indicate which of the payments was for recurrent expenditure and
which was to purchase Capital assets?

,,

Answer:

(_;

a) The lower than estimated expenditure is due to the timing of payments, a delay
in commencement of active traffic management and the lower costs for other
initiatives.

(b) The following table lists the grants to State Government agencies.

CAT Bus Services

CAT Buses

Active Transport Management Program
Parallel Pedestrian Walks Conversion Program
Principal Shared Paths

(c) All grant payments with the exception of $26m for CAT Buses were for
recurrent expenditure.

(d) The following table lists payments for supplies and services.

$M
14.5

2.6

I . I

0.6

0.9

19.7



Consultancy Studies
Implementation of BPay
Office of State Revenue Collection Costs

Compliance Services
Refund of Fees

(e) All supplies and services payments in (d) above are recurrent expenditure.

,-.\

\ ^

$'000
74

64

141

76

38

393
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ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE QUESTIONS ON

NOTICE SUPPLEMENTARY INFORMATION

Thursday, 7 November 20.3

Department of Transport

Question N0 70. ' Hon Ken Travers asked-

Ifeferto the estimated payments of $58 million from the Perth Parking Licensing
Accountin the 20/3/14 financial yearand ask will the Department provide a
breakdown of the programs, services orassets these payments will be spenton?

a) Please indicate which of the payments are for recurrent and which are for
Cap^^alassets?

by What!^ the currentba/ance in the Perth Parking LibensingAccount?

Answer:

a) The 2013-14 budget comprises:

I-\

-.

Recurrent Expenditure:
. CATBusServices

. Bus Lanes Program

. Active Transport Management Program

. ParallelPedestrianWalks Conversion Program

. PSPConstruction

. CBDTransportStudies

. Office of State Revenue Collection Costs

. Administration

Capital Expenditure:
. CATBuses

. Perth City Link -Wellington Street Bus Station

<;;

by The balance of the Perth Parking Licensing Account as of 30 September
2013 is $74,361m.

PAGE REFERENCE IN ANNUAL REPORT: Page, 48
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ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE

QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Thursday, 7 November 20.3

Department of Transport

Question N0 17. ' Hon Ken Travers asked-

77. Annual ReportPage 157-Ifeferto the TaxilndustiyDeve/opment
Account andaskin 2072/73. '

a) In 2072/73, '
I. what was the $7 958 000 in Consultants fees spent on? and
11. what was the $6 779 000 in Other Payments spent on?

by In 20/3/14, '
I. Howmuch does the Government expect to expend on Consultants fees?
11. Howmuch does the Government expect to expendon Other Payments?

c) What does the Government expect will be the balance in this Account on
30 June 2014?

Answer:

a)

I\\, \

I. $1 958 000 was spent on:
. Mobile security services for Metro taxiindustry
. Metro taxirank security services
. Taxidriverprofessionaldevelopment
. IT support and developmentservices
. IT development fortaxi action plan
. Analysis of taxiindustry performance
. Taxilndustry Board services
. Other minorservices

ii. $6 179 000 was spent on other payments as follows:
. Employeeexpenses:
. Accommodation lease and outgoings
. Leaseplatesrefund
. Grants for MPT vehicle modification

. TUSS MPT lifting fee

. Grantfor MPT standby vehicle

. Grantfor Metro taxi camera replacement project

. Othersupplies and services



b)
The 2013-, 4 budget for professional services is $994 000
The 2013-, 4 budgetfor all other costs is $1,858m

c) $24,166m

11

I\

<._;
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ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE
QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Thursday, 7 November 20.3
Department of Transport

Question N0 72. ' Hon Keri Travers asked-

12. How many staffin the Department of Transport are currently on contract?

a) Has oris the Department consideringpnVatising, contracting out, orin any
waychanging the employment arrangements of those who undertake the
workofthe Department for anyofthe agencies'sections oranyoftheir
activities?

I. ifyes, which sections, ' and
11. whatis orhas been considered?

I~\

by In 2012/73, how manysta/I:
I. were offered a redundancy;
11. took a redundancy, ' and

c) in which sections of the Department were these people based?
d) Whatwas the highest redundancy payment made?
e) What was the average costofredundancies?

Answer:

12.

I

a) i) The Department of Transport (DOT) currently has partnership
arrangements with Australia Post, Authorised Inspection Service
providers, Registered Training Organisations (RTOs) for all Multi
Combination (MC) heavy vehicles and a trial in Bunbury/Busselton for a
partnership arrangement for Heary Rigid and Heavy Combination
heavy vehicle Practical Driver Assessments utilising the RTOs currently
performing MC class licence assessments.

These partnership arrangements have not changed the employment
arrangements of any Departmental Officers,

my DOT continues to develop the above partnering arrangements and
explore opportunities to support the community of Western Australia
with cost effective service and network choice and convenience.

As at 29 October 2013 there are 176 staff on contract.

by No staff were offered ortook redundancy during the 2012-, 3 financial
year.

c) Notapplicable
d) Not applicable
e) Not applicable

PAGE REFERENCE IN ANNUAL REPORT: Notapplicable



ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE

QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Thursday, 7 November 20.3

Department of Transport

Question N0 73: Hon Keri Travers asked-

Has the Taxi/ridustryBoardproduced an Annual Reportfor2012-13?

a) Ifyes, will the Minister table a copy?
by Ifno, whynot?

\

Answer

a) No
by The annual report is anticipated to be provided to the Minister for
Transport in November 2013

(~,^
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ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE

QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Thursday, 7 November 20.3

Department of Transport

Question N0 74. ' Hon Ken Travers asked-

Has the Department of Transportproduced Taxilndustiy Service Standards
quarterly reports for

a) April to June 2013, ' and
by July to September 2073?
c) Ifyes, will the Minister provide a copy?
d) Ifno, whynot?

,
.-,.

Answer

a) Yes
by No
c) April to June 2013 attached
d) The report relevant to the July to September 2013 quarter has not been

finalised

.,
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Introduction and current initiatives

Purpose of report

This repoit is prepared by the Departinent of Transpoit CDOT) Passenger Services Business Unit or'SBU)to present
curreiTt industry data to the Minister for Transport and external stakeliolders.

Data is prepared on the KeyPerfoiTnaiTce indicators (KPls);jobs not covered and taxiwaiting tintes, as weIas safety,
coinplaints, industry viabinty and telephone waittinTes.

Current Issues and Projects within the PSBU

Mobile security patrols - extended for 3 years

In APIi12013, following a successful 12 month inaland appointinenttlirouoh a tender' process, DOThired Wilson
Secutity to provide Inobjle security patrols across tlie nTetropolitan area for a further 3 years,

The secuiity patrol will Gol}tmue to operate with two security officers in earli vehicle at the followino times:

. hidnigllt on F1idays to 6am o11 Saturdays

I\ Midniglit on Saturdays to 6aiit o1T Sundays.

Expressions of Interest for Government Lease Plates

In Jtine 2013, tile DOT advertised all Expression of Interest(EOD formxi diivers to lease a coltventional, peak perlod
or area restricted Government taxiplate. This EOl diffa. ed 1101n previous EOls jiltliat plate allocatioiT was based o11
the pertbnnaiice oftlie drivers. Pertbiniance was measured between I June 2012 and 31 May 2013. Chieiia such
asjobs per'110ur completed, jobs pel' hour recalled and tlie length of shifts were used. This was done to rewa^d safe
behaviour and good custoina' service, and tinprove the standard ofdiivers 11Ttlie indtistry.

Decrease in taxi demand

Taxi demand 11as declined when cornpared witlTthe same quarter lastyear. This 1sthe second quaiter to see a
negative 9'0wiliiiidenTaiTd. Booked taxideinand fellby 6.94% when conipared witlTthe Jul\e quarter 2012.

Recalculation of complaints data

The senous coniplaints statistics (page 5) intrie pievious two quaiters nave been vastly diffa. Grit lionT those in

,. ,

~ .~

I, ,,: '..,*,

'.;,,,,
,, ~*,. ,~..,. ,

previous quarters. This increase was investigated and a processing error. was found to nave occurred in the MarclT,
<7e and September qLiarters of 2012. The figures forthese quarters nave beelT recalculated aiTd Table 4 jilthis
report has been updated accordingly.
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Jobs not covered

Definition: Jobs not covered'(it\IC)ITTeasui. es tlie amount of standard (non IvmT), Ferni nTetropolitan, taxijobs not
covered. This includes jobs where a passenger was never picked LIP or ajob where, after waitino for 15 nlmutes,
a passenger gave LIP waiting and leftthe pickup point. These are calculated as a percentaoe of total TaxiDispatch
Service (TDS)jobs delnanded intliat penod.

RaiTk and hal data at'e not included in this measure. in calculatinojobs not covered, hioh delnand PIiblc holida s and
special events data are excluded.

Background and performance: From the 2012-13 fiiTancialyear, the INC for peak and off peak periods are two
separate KPls. ForttTe purpose of ITlGasuring tlie JNC, peak peltods are Friday and Saturday niohts, fiom Spin to
6am. All other tmTes ale off-peak peltods.

Perlbmiance in this quaiter did ITot meet the target, as is illustrated in Table I. Graphs of histoiicalJNC perlbnnance
and INC demaiTd are mustrated below.

Trends: Taxideinand 1610ws a cyclicaltrend, and is generally lowest in the first quaiter of the year, madualy
increasing uiTtilit peaks in DecenTbei: Delnaiid tends to increase when coinpared with tlie same quarter' filthe

I~:vious year.\ ,
.--.

Off peak

Peak

Table I: JNCPerformance in Q4, 2072-13
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Graph I: JNCpeifonnance during peakandoff-peakperiods.
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Taxi on-time

Definition: The perceiTtage of tmTes in\vhiclT a requested taxi arrives 'on tnne, ' or within a taroet timeframe. Rank and
hail data, as wellas data o11 private bookings Inade directly witlT a taxi diiver, are not incltided in this InGasure.

Background and performance: Tliisineasru:e includes requests made by phone cal, smart phone 'apps' and
oninie via a website. The w'aiting tmTe for pre-booked jobs beurns at the time when tlie taxiis due. Allrequests made
less tliaii 30 minutes in advance are considered to be 'ASAP'jobs. The waiting time fortlTese jobs beoilis when
the order is placed. Tlie desired or 'target' waiting fune differs depending o11 the job type and time of week and is
outlined in Table 2.
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Pre-booked

Pre-booked

ASAP
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Overall
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lable 2: Conventional taxiwaittiine targets andperformance in Q4, 2072-13
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Graph 3: Histonba/taxion-time trends

<_, heelchair accessible taxi data: As of the 2012-13 financial year; perfoiTnance targets for MPTs have beeiT raised to
alignwiththose for standai'dtaxis. Nombly, a taxiperfoimingan ASAP, off peak job must come winiiii15 ITTiniites and not
20 to be considered 'ontime. ' This ITTeans that o1t average, about 15% fewer'AsAR off peak jobs are considered 'o1Ttiine'
as a result of this standard change.
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Table 3: Wheelchairaccessible taxiwaittime targets andpeiformance in Q4, 2072-73
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Driver and passengersafety

Driver safety

Measure: RepreseiTted through tile ITUinber of driver secuiity activations.

Background and performance: Taxi driver safety is important botli to tlie viabinty of the industry and as a social
and workplace issue. A1amTs which require police, ainbulaiTce or TDS intervention are repoited as 'fullalanns'. Ifa
taxi diiver feels there is potential for danger they can activate a safety alert. Ifthe safety alert escalates into police or
ambulance intervention, it is reported as a full alaiTn.

The 11/1mber of secuiity activations can be seen in Graph 4 (below). This year'11as seen a sharp increase intrie number
of safety alerts; this quaita' there we^e 6 full alarms and 195 safety alerts. The oeneralincrease itTaiarms has been
occultti}g primalIy o1T Friday and Saturday nights and was expected wlien the secuiity patrolwas introduced. It is
possible that with tlie increased likelihood of a rapid secutity response, drivers are more likely to use the alann. It is
therefore unclear\\, hether tlie increase malarins is due to an increase in violence or all increase in^GPorting, or both.
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Graph 4 Histonbalsecun'tyactiVatibns

Passenger safety

Measure: Represented ititougli the number of serious conTplaints Inade by passengers

Background and performance: DOTcollects data o11 allcoinplaints. However whitst many coinplaiiits are dealt with
I, \! TDSs, it is a legislative Tequilanenttiiat conTplaints of a CGItain nature are referred to DOTfor action. Two nTeasures are

\. ,, o1ted; the Innnba' of conTplaints by category (see Table4) and the internal complaints nandlingprocess (see Table 5).
Please note that a processing 61Tor o00uiTed in the March, Jtily and October quarters in 2012 and the previously reported
figures for these quaita's we^e incorrect file figures for tilese quarters nave been updated ill the table below to reflect
the recalculation.

^ Full Alarm

001 001 001 0014 Q21 001 001 onI co Q31Q* co co co 00 I
09/10 I tortL I It/12 12/13

Inappropriate
comments and/or

suggestions

Unwanted physical
contact

,

* " .

Behaving disorderly
or discourteously

Total

Table 4 Seriouscomp/ants madebypassengers

' the figures forthese quarters havebeen recalculated since the previous report

Conversations of an mappropiiate nature

Verbal abuse towards a passenger ora
prospective passenger

Serious criminal charges and convidions while
operating a taxi

Inappropriate toucliing of a passenger

Failing to behave in an orderly manner

Behaving discourteously towards passengers
and potential taxi passengers
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Complaints handling perception survey

Taxi Dispatch Service

Measure: The timeliness with whicliTDSs respond to contplaints.

Background and performance: It is a requirement that the industry provides a timely response to akine complaints
it receives.

The perlbmTance targets are as follows:

. respond to conTplaints within three days

. make substantial progress o1t earn complaint within 14 days

. for the industry to be responsive.

The standard is to meet these targets 95% oftlTe fune.

industry responsiveness is measured through a telephone survey of alcomplainants, who are asked to rate the
responsiveness ofttTe industiy on a scale of one to five.

(::e performance of DOTis reported together' with tliat oftlie TDSs and ISIllustrated in Table 5 (below).

Department of Transport

Measure: The timeliness with which DOTresponds to the serious complaints referred to them.

Background and performance: Whilstinany complaints are dealtwith by TDSs, it is a legislative requirement that
complaints of a certain nature are referred to DOTfor action. The types and number of complaints are shown in Table
4 (previous page). Tliis standard was changed froin 14 to 21 days to allow for coinplaints of a more selfous nature to
be actioned.

The target of DOT is to:

. respond to any complaintwithintiTi:ee days

. Inake "substantial progress" on each complaint\within 21 days

. fortlte industry to be responsive.

;, <1. ,:**'
-.. .-*. ,. -
' , .,.*,' . ..~

The standard is to ITTeet these targets 95% of the time.

-Qinplaints handling is reported a quarter behind to arrow coinplaints to be reported and acted upon.

The perfomTance of DOTisreported tooether with that of the TDSs, as there is not enouoli complaints data froiTT DOT
to repoit figtires separately.

Pertbmiance 11TtlTis quaiter did not meet tile target for any of tile measures. A table of perlbnnaiTce over the last year
is illustrated in Table 5 (below).

Responses by 3 days

Substantial Progress within 14 or 21 days

Industry, Responsiveness

Table 5: Serious complaints handfing
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857, (77194) 917^(95/100) 93%(98/105) 90% (74/82)

657, (61/94) 607, (60/100) 64% (67/105) 68% (56/83)

57% (54194) 487, (48/100) 457. (47/105) 42% (35/83)
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Telephone answered promptly

Definition: The length of tmie taken to answer Gustoiner calls to book a taxi.

Background and performance: Waiting times on telephone systems are a Ina!jor source of customer lintation and
within the scope of iitdustry to control.

The standai'ds fortelephone waitiiio times are:
. All calls amwered before 60 seconds (97%)

. Most calls answered in 15 seconds (75%)
. HiglT rate of successful coiTiTectioii(93%)

PerlbmTance in tins quaiter met the target for calls answered within 15 seconds. The target of answering 97% of calls
within 60 seconds was not met.
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*2012/06
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*2012/10

*2012/1,

*2012/12
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*2013/04
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63%
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15.89'n

14.3%

15.4%
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20.1%

17.7%

19.0%
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565,137

521,542

543,608
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589,256
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613,260
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640,315
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698,820

528,144

541,855

639,204

554,974

570,352

552,760

Table a Telephoneperformance
*Results provisional due to possible data changes
#Black & White changed to newdiSpatch andphone systems
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Industry viability
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Definition: The ITUinber of jobs undertaken per taxipei. 24 ITours is reported as a meastire of driver' viabillty.

Jobs are ITTeasured by exaiiTining the 11/1mber ofTDSjobs. The number of cars is calculated by examining the
nulllbe^ of active taxis; that is, tlie nuinber of taxis perlbinTing 5 jobs or more througli a TDS intlie ITTonth. By
extension, jobs pertbiTned by cars doing less than 5 TDSjobs a Inonth an. e not included. Rank and haildata is not
included in this measure.

Background: Industry viabinty is an importai}t long terniissue that ultimately impacts industry perlbrinaitce and
the level of service WITiclT GustonTers obtain. There are 110 standards for drive^ viability. The jilt!jor intervention by tile
govenTinentto inTprove driver viabitty has been througli tlTe introduction of lease plates, which have been provided at
significantly discounted rates.

Performance - Standard taxis: The industry viability of standai. d (lion KIPT)taxis can be seen in Graph 5 (below).
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Performance - Wheelchair accessible taxis: Peak times for conventionaljobs are typically low demand tnnes
for\vlteelchair accessible taxis, and only 6% of wheelchairjobs are perlbnned in this time. Wheelchair data is
not representative of wheelchairjobs as a whole. Analysis ofTUSS data iiT2011 indicated that less that 10% of
", heelchairjobs are booked through a TDS -most are privately arranoed with a preferred taxi driveI:

CraplT 6 indicates the totaljobs done by MPTs, WITiclT includes wheelchair and coiTventionaljobs.
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ESTIMATES AND FINANCIAL OPERATIONS COMMITTEE

QUESTIONS ON NOTICE SUPPLEMENTARY INFORMATION

Thursday, 7 November 20.3

Department of Transport

Question N0 15. ' Hon Keri Travers asked-

TaxiDrivers -

a) Howmanycomp/amts were received by the Department of Transport
regarding taxidrivers in 2072/73?

by What were the number of taxicomp/lance issues raised by Department of
Transport Inspectors regard^^g taxidnVers in 2072/73, '

c) What were the categories of those compliance issues raised, ' and

co Howmanycomp/lance issues were there in each category?

Answer:

a) 978.
by 1430.
c) The current system records some information relating to defect notices in

free text and therefore a specific breakdown cannot be provided. The
main categories of defects include:
. Cameras.

. Meters.

. Lights.

. Paneldamage.

. Detailing.
d) Approximate numbers forthe main categories are:

. Cameras(approx. 485).

. Meters(approx. 35).

. Lights(approx. 334).

. Paneldamage (approx. 73).

. Detailing(approx. 37).
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