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Uber welcomes the opportunity to provide a submission to the Parliament
of Victoria’s Inquiry into the Multi Purpose Taxi Program (MPTP).
Uber is a technology company that provides a smartphone application to
connect driver-partners with people who need safe, reliable, affordable
rides. Founded in 2009, Uber now serves over 700 cities around the
world, and facilitates more than 16 million rides every day.
Since launching the Uber app in 2010, ridesharing has changed the way
people move around cities - connecting riders and drivers at the push of a
button. Uber’s technology has the power to transform the way we think
about transport and improve urban mobility and the quality of life for
people around the world.
Uber is now available in 43 cities across Australia, with over 3.8 million
active riders, supported by over 70,000 active driver-partners. In Victoria,
customers and businesses have come to embrace on-demand transport
across the state — from the Surf Coast to Melbourne, Bendigo to
Ballarat.
2019 research by Roy Morgan shows how Uber has ‘grown the pie’ in the
commercial passenger vehicle sector. Uber’s products have meant
people have many more transport options to choose from during both the
day and night. However, people with disabilities across Australia have not
enjoyed the same ease of access and benefits of the expanded
commercial passenger vehicle offering. And this is in large part because
state-based taxi subsidy schemes, for legacy reasons, do not include
ridesharing.
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Disability advocacy groups such as Vision Australia, as well as
independent government advisor Infrastructure Australia have for many
years recommended a provider-neutral approach to state-based taxi
subsidy schemes. In 2020, the Victorian Government and Commercial
Passengers Vehicles Victoria (CPVV) led the nation as the first state to
incorporate ridesharing into the MPTP.
This submission will outline the benefits of this nation-leading reform, how
Uber incorporates and promotes safety in its products as well as how
technology can continue to improve access for people with disabilities.
We welcome this inquiry and want to ensure that Victorians living with a
disability continue to benefit from ridesharing and have the same choice
as other Australians when deciding how they want to get from A to B.
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Leveraging technology to improve
access
Uber wants to create a transport platform that lowers barriers and helps to improve the accessibility of
transport across our cities and towns. We are working to ensure that our products, services and
platform is accessible to current and potential users, regardless of their abilities. In considering the
needs of a wide range of people, the quality and accessibility of transport will be improved for all.
Uber has already played a part in transforming mobility for many people who have historically had
substandard access to transport, or work, or both. We want everyone to have access to mobility and
economic opportunity, even those that might struggle because of limitations outside of their control
such as physical or cognitive disabilities.
In 2018 there were 4.4 million Australians with disability (17.7% of the population), and of this group
one in three have severe or profound activity limitation.1 The prevalence of disability increases with age one in nine (11.6%) people aged 0-64 years and one in two (49.6%) people aged 65 years and over
have disability2. As our population continues to grow and age, we need to ensure our transport services
are accessible to all.

Disability awareness and support by all driver-partners
We have developed robust disability awareness and support materials that must be reviewed and
completed by all driver-partners on our platform. From July 2019, each new driver-partner has been
required to undertake a mandatory disability awareness and support module as part of a wider
rideshare safety course prior to activation as part of the sign-up process. We worked with a global third
party provider, EduMe, which specialises in delivering learning in the online environment, in order to
develop our driver-partner materials. We have also had the course reviewed and approved by the
Australian Network on Disability (AND). To ensure that driver-partners fully engage with the content the
materials have been made interactive through the use of quizzes, with a 100% pass rate required for
successful completion.
Through this disability support module, driver-partners are provided with information about what
disability means and the different types of disability. They are also given information to help them
understand how they can offer appropriate and respectful assistance to riders with disabilities and are
made aware of their legal obligations.

1

Australian Bureau of Statistics 2019, 4430.0 - Disability, Ageing and Carers, Australia: Summary of Findings 2018, viewed
30 January 2019, https://www.abs.gov.au/ausstats/abs@.nsf/0/C258C88A7AA5A87ECA2568A9001393E8?Opendocument
2
Australian Bureau of Statistics 2019, 4430.0 - Disability, Ageing and Carers, Australia: Summary of Findings 2018, viewed
30 January 2019, https://www.abs.gov.au/ausstats/abs@.nsf/0/C258C88A7AA5A87ECA2568A9001393E8?Opendocument
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To ensure that all driver-partners have appropriate materials to support riders with disabilities, we also
required driver-partners who had signed up prior to July 2019 to complete the learning module. As of
January 2020, all driver-partners in Victoria must have reviewed and completed the tasks set out in the
materials to continue to have access to the Uber app.
These materials are complemented by Uber’s technology, which increases mobility, efficiency and
freedom for riders with accessibility needs through the following features:
●

●
●

●
●

Efficiency and reliability: On-demand rides are available around the clock, every day of the
year according to supply, offering people increased freedom to come and go as needed,
whenever and wherever they are, including in neighbourhoods that are traditionally
underserved by taxi and public transit.
Ease of communication with drivers: Riders can always contact their driver-partners directly
via text or call with any requests, questions or special instructions.
Cashless transaction: On the Uber platform, there is no exchange of cash between the rider
and driver. The Uber experience is seamless and also enhances rider and driver-partner
safety.
Accountability: Our Community Guidelines includes information about our zero tolerance for
discrimination on the Uber platform.
Real-time feedback: Uber incorporates real-time feedback via the app, email and our
website. Our customer service teams are available 24/7.

The app has also been adapted with improvements for blind and vision impaired riders. With VoiceOver
iOS compatibility, riders can enable VoiceOver from their iPhone’s Accessibility settings. VoiceOver can
also be used in connection with a wireless braille display.
Ultimately, we believe that utilising technology in addition to making information available to our users
improves both rider and driver-partner experiences including in the context of delivering disability
support services.

Uber Assist
In addition to the base features of the Uber app, ridesharing has enabled the development of products
specifically designed for people with a disability or different accessibility needs. In May 2015, Uber
Assist was launched, which allows a rider to request a vehicle on demand that can accommodate
folding wheelchairs, walkers and collapsible scooters. Since launching, the product has expanded to 17
cities across Australia, including Melbourne, Geelong, Bendigo and Ballarat.
All driver-partners who access Uber Assist are required to review further materials on the needs and
requirements of people with disability and mobility issues. Uber utilises online materials created and
owned by the Australian Network on Disability (AND) for driver-partners to help ensure that their riders
have access to a point to point transport option that meets their specific needs.
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All driver-partners who choose to access Uber Assist and their vehicles go through the same rigorous
safety procedures as driver-partners who access the UberX product, including a criminal history check
through the Australian Federal Police CrimTrac National Database, under the category of working with
health care and vulnerable people. Driver-partners who access Uber Assist must also have completed
over 100 trips, have an average rating of equal to or higher than 4.72 and have a suitable vehicle in
order to ensure high service levels. Ultimately the high level of customer service, coupled with the
standard of vehicles, accessibility and reliability makes Uber Assist a popular option for people with
various accessibility needs.
Uber Assist rides are the same price as standard uberX rides and can be requested on demand
through the Uber Assist option button in the Uber app. With VoiceOver iOS compatibility, the Uber app
accommodates passengers who are blind or have difficulty viewing a smartphone. Passengers can
enable VoiceOver, which can be used in connection with a wireless braille display, and is available in all
Uber cities.
Thousands of Australians use the Assist product monthly, with demand for products specifically
designed for people with a disability or other accessibility needs continuing to grow. Uber is committed
to providing accessible transport options to as many people as possible, including persons with a
disability. By ensuring that transport for persons with a disability remains a priority, Uber can continue to
provide (and expand) point to point accessible transport options, and play a key role in making
Australia's transport network accessible and inclusive to all.

Incorporating new service offerings into state-based subsidy schemes
Every state and territory in Australia runs government subsidised disability transport schemes to support
residents who are unable to use public transport because of a severe or permanent disability. Point to
point transport has many desirable benefits for people living with a disability. It is easy to access
throughout the day and night and its on-demand nature removes the need for a timetable. In addition,
unlike public transport, it does not require walking the first and last mile to access the network which
can be potentially prohibitive for people with a disability. Improving access to jobs and services, as well
as reducing social isolation, are key reasons why governments established and continue to run disability
subsidy schemes such as the MPTP.
Infrastructure Australia’s 2019 Australian Infrastructure Audit found that emerging point to point
operators are not able to access the same subsidy schemes and accessibility legislation as taxis, and
without action, people with disability will not share in the benefits of emerging transport modes3.
Disability groups, such as Vision Australia, have also called on governments to implement a
provider-neutral approach to the operation of these schemes.
Uber commends the Victorian Government and CPVV for their nation-leading reforms to give MPTP
members the option of using Uber for their journeys. Uber has many benefits including integrated
3

Infrastructure Australia 2019, Australian Infrastructure Audit, Australian Government, Sydney, pg 321, available via:
https://www.infrastructureaustralia.gov.au/publications/australian-infrastructure-audit-2019
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payment, ability to book through the app and journey tracking which we understand the disability
community value. However we recognise that some people in the disability community will continue to
prefer using taxis as they may prefer to book their trips over the phone and choose their driver. It is
important that people with a disability are given the ability to choose a service offering which best suits
their needs. The provider-neutral approach the MPTP program has adopted supports this. The unique
service offerings of rideshare and taxi are important to a safe, innovative and healthy commercial
passenger vehicles industry in Victoria.

8/14

8 of 14

LC EIC Inquiry into the Multi Purpose Taxi Program
Submission 16
Received 1/10/2021

Uber’s overall approach to safety
Safety is at the heart of everything we do at Uber and our experience in hundreds of cities around the
world is that safety outcomes can be best achieved when operators have regulatory flexibility to
continue using technology to achieve better safety outcomes.
Safety is important on every trip but Uber recognises that Australians living with a disability may include
more vulnerable members of the community. We have considered accessibility requirements in safety
products and believe technology can make travel safer than ever before. Some of Uber’s recent safety
outcomes include;
●

Safety Toolkit: Centralises key safety information and features for riders and driver-partners
all in one place in the app. Riders can find safety tips, learn about driver screenings,
insurance and our Community Guidelines.

●

000 Emergency Button: In May 2018, we launched an emergency button in the app which
connects riders and drivers directly to emergency services through the app in the event of
an emergency. The emergency feature displays a rider’s real-time location (both on the
map and as an address) as well as the car make/model and license plate number so riders
and driver-partners can easily share that information with the 000 operator.

●

RideCheck: In September 2019, Uber rolled out RideCheck which is a technology that can
detect a potential crash or an unexpected long stop and then sends a proactive checks-in
to both the rider and driver to offer assistance. Options are surfaced in the app that provide
quick access to key safety tools so riders and drivers can take action and get the help that
they may need.

●

Verify Your Ride: To make sure riders get in the right car, they can choose to receive a
unique four-digit PIN to verbally provide to their driver. The drive-partner will only be able to
start the trip in the app once the correct PIN has been entered. Moving forward, Uber is
also developing new technology that uses ultrasound waves to automatically verify the
correct rider is in the right car, no PIN needed.

●

On-Trip Reporting: Riders no longer have to wait until after they get out of the car to report
a problem to Uber. Soon, riders will see a “Report Safety Incident” option in their safety
toolkit (the blue shield icon) that will let them report a safety issue during their trip. Uber’s
safety team will follow up after the trip.This is part of our efforts to encourage reporting by
multiple, convenient channels for people to report issues.

●

Improved Real-Time ID Check: In 2016, Uber announced Real-Time ID Check, which helps
ensure that the driver behind the wheel matches the account in our system. We started
with basic selfies, and our most recent enhancement prompts a driver to perform a
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random series of basic movements—blinking, smiling and/or turning their head—to add
another layer of security.
●

Push Notifications/Banners: We send reminders to riders as part of our “Check Your Ride”
campaign. These reminders include the colour, make and model of the car as well as the
driver's name in order to ensure riders get into the correct vehicle.

These new features build on the safety benefits that were already part of Uber, including:
●

Driver/Car Information: Riders are given the driver’s name, photo, make and model of the
car and license plate number when they request a trip.

●

GPS Tracking: Each trip is GPS tracked so there is a record of the trip and pertinent
information is included on the receipt and trip history.

●

Share Trip Feature: Riders and drivers can share their trip so friends and family are able to
follow them on a map in real time, and know when they’ve arrived. Riders can also
pre-program contacts who they will be regularly prompted to share their trip with.

●

Anonymised Contacts: Uber uses technology to anonymise phone numbers when riders
and drivers contact each other through the app, and we’ve taken steps to anonymise
exact pick-up and drop-off addresses in the driver’s trip history.

●

Two-Way Feedback: We have a two-way feedback system where riders and drivers can
rate each other and provide comments. This information is reviewed by our 24-7 support
team.

●

Driver Hour Limits/Speed Alerts: We limit the number of hours a driver can take trips on the
app without a continuous break and drivers can set up in-app alerts that flag if they may be
speeding.
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Victorian Multi Purpose Taxi Program
2020 Geelong trial
The Victorian Multi Purpose Taxi Program (MPTP) assists with the travel needs of people with severe
and permanent disabilities by offering subsidised taxi fares to members. The MPTP subsidy pays for
50% of the fare up to a maximum of $60 per trip. For eligible trips, a ‘half lifting fee’ is also paid in the
event a driver is required to help assist an MPTP passenger travelling in a collapsible wheelchair into a
vehicle.
In March 2020, Commercial Passenger Vehicles Victoria (CPVV) announced a trial with Uber, inviting
existing MPTP scheme members in the Greater Geelong area to participate. Despite COVID-19 related
shutdowns occurring during the entirety of the trial, CPVV and Uber were able to facilitate over 170
rides and achieve a perfect 5.0 satisfaction rating by riders. Trial participants told CPVV that they valued
the on-demand nature of Uber, fast response times, ease of use, enhanced safety features and
seamless payment system. Passengers also appreciated having more choice and value, being able to
use the subsidy across Uber’s range of options including UberX, Uber Comfort and Uber XL.
This trial was critical to not only ensure the expansion of the program provided value to MPTP
customers, but also to ensure the technology solution, co-developed by Uber and CPVV was operating
effectively. The technology is able to validate member eligibility, including subsidy balances, prior to
riders taking their trip. Subsidies are automatically applied to the upfront price, removing the use of
physical cards and point of sale terminals on each eligible trip.
In January 2021, the Victorian Government announced the state-wide expansion of the MPTP scheme
to Uber following the successful trial in Geelong. This made Victoria the first Australian jurisdiction to
incorporate rideshare into its disability subsidy program giving people with disabilities and accessibility
needs access to greater choice.
...the actual trial was really easy to navigate because the discount was automatically applied.’
Geelong trial participant, 2020
‘...I like the choice, I can decide on the uber I wish to choose.’
Geelong trial participant, 2020
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New Users
To join the program, MPTP members need to complete an online form ensuring they use the same
email address and the mobile number provided to CPVV (and therefore associated with their MPTP
account). MPTP members who have never used Uber are required to download the Uber app for iOS
or Android. MPTP members will be prompted to consent to the data sharing provisions that are agreed
between CPVV and Uber.
From then onwards, for the period for which they remain eligible, the MPTP member will have access
to the 50% subsidy in-app every time they ride with Uber up to their annual limit. This differs from the
approach where MPTP members are required to present an MPTP taxi card to the driver in order to
receive the 50% discount.

Booking a ride
When MPTP members are ready to book their Uber trip, they simply need to open the app and enter the
destination in the “where to” bar. With Uber’s upfront fare system, the total fare and the MPTP discount
applied will be automatically presented to the MPTP member for the trip. Rider enquiries and issues will be
serviced by our Community Operations team.

12/14

12 of 14

LC EIC Inquiry into the Multi Purpose Taxi Program
Submission 16
Received 1/10/2021

With the Uber app, MPTP members will know exactly how much the trip will cost, and are able to quickly
establish that the MPTP discount is being applied to the trip. This will be applied up to the value of a $60
trip, in line with the MPTP guidelines, and only offer the discount to the maximum annual subsidy amount.
‘...I think the service is fantastic, it’s completely changed my life and for the first time in 31 years giving
me independence to do things on my own.’
MPTP member, 2021
‘...Really like that you don’t have to wait for the MPTP card to be processed and you know how
much it is going to cost at the start.’
MPTP member, 2021
Uber products that are eligible for the subsidy are detailed in the table below.
Uber
Product

Description

Cities available

Eligible for
MPTP
subsidy?

UberX

UberX offers a commercial passenger trip for
up to four people.

Melbourne, Mornington
Peninsula, Geelong &
Surf Coast, Ballarat,
Bendigo, Horsham,
Warrnambool,
Shepparton

Yes

Assist

Assist offers a commercial passenger vehicle
trip with additional assistance to people with
different accessibility needs, such as seniors
or people living with disability.

Melbourne, Geelong,
Ballarat, Bendigo

Yes

UberXL

UberXL offers a commercial passenger trip, in
a larger vehicle, for up to six people.

Melbourne, Mornington
Peninsula, Geelong,
Ballarat, Bendigo.

Yes

Comfort

Comfort offers a commercial passenger
vehicle trip, in a premium vehicle, for up to four
people.

Melbourne

Yes

Premier

Premier offers a commercial passenger vehicle
trip, in high-end luxury cars with professional
Driver-Partners, for up to four people.

Melbourne

Yes

Pool

Pool offers a commercial passenger trip for up
to two people, that is shared with riders who
are heading in a similar direction.

Melbourne

No
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Continuously improving the MPTP
CPVV has led the nation in expanding its disability subsidy program to include a ridesharing operator in
addition to its taxi operators. Uber wants to work with CPVV and MPTP members to continue to
improve the program and ensure it is providing safe, reliable transportation to all MPTP members.
Uber believes the program would benefit from making sure all its members are aware of the different
operators available. Marketing and co-branding opportunities are important to give MPTP members
confidence that operators have been approved to provide services under the scheme. Uber is not
seeking special treatment but would recommend that co-branding opportunities are available to all
operators. We want to work with CPVV to ensure the program, and its benefits, are fully utilised as by
MPTP members.
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