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Organisational context
Purpose and Vision
Department of Transport’s (DoT) purpose is to deliver simple, connected journeys1. As DoT
plans, delivers, and operates the transport system, it ensures that it safely and sustainably
meets the needs of the people and freight that travel on it, both now and in the future.
DoT ensures that transport agencies and operators work towards a common goal of an
integrated transport system that contributes to an inclusive, prosperous, and
environmentally responsible state.
Commercial Passenger Vehicles Victoria (CPVV) is part of Victoria’s integrated transport
portfolio and is an independent statutory authority, that also forms part of the transport
portfolio and is a key contributor to and supporter of DoT initiatives.
CPVV is the safety regulator of the Commercial Passenger Vehicle (CPV) industry, committed
to ensuring a safe, accessible, customer focused and competitive CPV industry. CPVV
recognises that the CPV industry is a significant contributor towards liveability in Victoria, as
it enables point-to-point access to employment and education, and participation in cultural,
entertainment and recreation opportunities. It also plays a critical role in providing
accessible transport for Victorians with special travel needs, such as people with disability or
mobility impairment, who cannot safely and independently use public transport.
Respective roles in delivering the Multi Purpose Taxi Program (MPTP)
CPVV’s role is to administer the MPTP on behalf of the Government. This includes
administering membership and subsidy payments in accordance with criteria established by
Government. The main tasks involved in administering the program are:
•

registering the vehicles and accrediting the drivers that provide MPTP services

•

processing MPTP memberships

•

collecting and monitoring data about MPTP trips

•

processing subsidy and lifting fee payments based on the above data

•

educating industry about the MPTP

DoT’s role includes providing advice to government on strategic policy settings governing
the industry, considering the objectives of the transport system, as defined in the TIA.
Continually working towards an improvement of service to people with a disability – on par
with the service available for all members of the public after the CPVI Act was established –
supports Victoria meeting the obligations under the Equal Opportunity Act 2010 (Vic) (EOA)
and the Disability Discrimination Act 1992 (Cth) (DDA).

1

https://transport.vic.gov.au/about/governance/reporting#stratplan
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Strategic Context
Accessible Public Transport in Victoria Action Plan
The Victorian Government’s Accessible Public Transport in Victoria Action Plan 2020 - 20242
(the Action Plan) takes a whole-of-journey approach to accessibility. This includes access to
buses, trains, trams, CPVs and emerging, flexible transport options. The Action Plan is
guided by State, Commonwealth and International laws and policies.
In Victoria, people with disability are protected against discrimination in the use of public
transport services under State and Commonwealth laws. Under the EOA and DDA it is
unlawful to discriminate on the basis of disability in the provision of goods and services
(including transport services), and in relation to the access or the use of public premises.
The Action Plan assists our transport agencies to fulfil their duty under the EOA to take
reasonable and proportionate measures to eliminate discrimination as far as possible. The
implementation of this Action Plan will also support the social and economic inclusion
objectives of the Transport Integration Act 2010 (Vic) (TIA).
This objective will be supported by minimising barriers to accessing the transport system
and by providing tailored infrastructure, services, and support for persons with disabilities.
The implementation of the Action Plan will also support the transport portfolio in meeting
its obligations under the Charter of Human Rights and Responsibilities Act 2006 (Vic) and the
United Nations Convention on the Rights of Persons with Disabilities. This will be achieved by
providing equitable and dignified access to services, facilities, planning, communications,
and employment processes.
The Action Plan identifies opportunities to improve the whole of journey experience. This
includes providing people with disability the ability to plan their journey and access
information when travelling, in addition to getting physical access to transport services that
are better connected.
Flexible transport solutions - including the use of commercial passenger vehicles - can help
provide first and last mile transport to reduce barriers to access. More broadly, accessible
commercial passenger vehicles support people with disability when faced with barriers to
the transport system.

Role of the MPTP in meeting accessibility outcomes
In recognition that some individuals with mobility limitations cannot safely and
independently use the public transport network, the MPTP3 supports affordable transport
options for members, enabling trips for social, economic, and medical reasons that may
otherwise not have been possible.
The MPTP supports people with accessibility and mobility needs, by paying half the cost of
each commercial passenger vehicle trip taken by an MPTP member, up to a total of $60.
2

https://transport.vic.gov.au/about/planning/accessible-public-transport-action-plan-2020-24
https://cpv.vic.gov.au/passengers/mptp
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There is an annual cap of $2,180 on subsidy use unless an exemption is granted on medical
grounds such as a member being permanently confined to a wheelchair.
Following an inquiry into the Commercial Passenger Vehicle Industry Bill 2017, the Economy
and Infrastructure Committee of the Legislative Council recommended in its report tabled in
June 2017 “That the Victorian Government ensure that existing Multi-Purpose Taxi Program
concessions for passengers are extended to all commercial passenger vehicle trips.”
[Recommendation 5.1]. The Government response to this recommendation, also tabled in
June 2017 stated “The Government’s reforms involve moving to one type of CPV licence.
Subject to meeting the current conditions of the Multi-Purpose Taxi Program (MPTP),
service providers registered under the new legislation would be eligible for MPTP
payments.” 4
In 2017, the Government commenced work to extend the MPTP to all commercial
passenger vehicles to expand service provider choice for people with a disability5. Members
can continue to use traditional taxis if they wish to do so.
All members of the community, including members of the MPTP, should enjoy the ability to
choose the transport options that best suit their needs. Broadening the MPTP provides
members that choice, in the same way these choices were expanded for all CPV users when
the 2017 and 2018 reforms were first introduced.
Extending service provider availability for people with a disability is consistent with
expectations by disability groups and peak bodies that subsidies should be applied to a
wider variety of services, and is also consistent with the direction and intent of the National
Disability Insurance Scheme that seeks to give individuals power, choice and control over
the services which best suit their needs. Broadening MPTP services to a broader range of
providers also provides an equity of access to services in line with the State’s obligations
under the EOA and DDA.
Further information about the program is outlined in later sections.

The Commercial Vehicle Industry Act 2017 and the MPTP
The Commercial Passenger Vehicle Industry Act 20176 (CPVI Act) provides the foundation for
safety and consumer protections for all CPV users, by establishing a duty for each industry
participant to ensure the safety of their CPV service.
Under the previous legislative structure, there was a longstanding need to improve the
quality and timeliness of point to point services provided to people with a disability. This

4

https://parliament.vic.gov.au/images/stories/committees/SCEI/CPV/Government_Response_to_CPV_Bill_Inq
uiry.pdf
5
https://hansard.parliament.vic.gov.au/?IW_INDEX=Hansard-20172&IW_FIELD_TEXT=SpeechIdKey%20CONTAINS%20(2-112017_assembly_68)%20AND%20OrderId%20CONTAINS%20(2)&LDMS=Y
6
https://www.legislation.vic.gov.au/in-force/acts/commercial-passenger-vehicle-industry-act-2017/017
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was recognised publicly and noted in the 2011-12 Taxi Industry Inquiry7. Outcomes for
people with a disability had been undesirable for several years with passengers who
requested Wheelchair Accessible Vehicles or Taxis (WAVs or WATs) typically experiencing
longer wait times, on average double that of conventional taxi users in the Metropolitan
region. More broadly, passengers with a disability typically reported poor customer service
in the taxi industry.
Some of these outcomes could be attributed to the past legislative framework, such as
vehicle licensing, which restricted the number of available vehicles, including WAVs. Fare
regulation also constrained providers and reduced flexibility in how they can charge for
services.
The CPVI Act removed the distinction between ‘taxis’ and ‘hire cars’ and placed them under
the broader definition of a CPV, distinguishing only between the services a CPV can provide,
such as booked only or unbooked and booked work. In doing this, annual taxi licence fees
of around $23,000 for a metropolitan conventional taxi licence and around $19,000 for a
wheelchair accessible taxi licence were reduced to an administrative fee of $52 per annum,
and perpetual taxi or hire car licences were abolished, significantly reducing the upfront cost
of entering the CPV industry. From 1 July 2018, the cost of TAC premiums for taxis was
reduced by up to $2,000 per year.
Industry participants facing the changes to the industry were supported by a financial
assistance package, first announced in August 2016. The reform support package included
$332 million of transition assistance payments, plus a means tested Fairness Fund with a
total of $57 million paid to eligible applicants.
The legislative framework provided the legal access to the industry, with safety duties
paramount and embedded through supporting regulations. In developing and consulting on
the supporting CPV industry regulations8, the then Transport for Victoria (TfV) prepared a
regulatory impact statement (RIS9) which assessed the impact of industry regulations in
addressing key objectives, such that the regulations would:
•

contribute to the achievement of high levels of passenger and driver safety in the
CPV industry.

•

ensure that transactions undertaken in the market for CPV services are transparent

•

reduce information barriers between CPV service providers and consumers of those
services

•

ensure that regulatory costs are minimised, consistent with the need to ensure that
the above objectives are met.

7

https://apo.org.au/sites/default/files/resource-files/2012-09/apo-nid32345_0.pdf
https://www.legislation.vic.gov.au/in-force/statutory-rules/commercial-passenger-vehicle-industryregulations-2018/006
9
https://www.vic.gov.au/sites/default/files/2019-10/Commercial_Passenger_Vehicle_Industry_Regulations__RIS.pdf
8
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In developing the regulations and consulting industry and CPV users, TfV considered
whether the requirements imposed in the previous set of regulations should be retained,
modified or removed, in addition to where increased regulation may be justified for
particular types of services due to their nature (e.g. unbooked services). In addition, TfV
considered whether new requirements should be imposed on the industry, reflecting the
new focus of the legislation being the safety of commercial passenger vehicle services
through the safety duties scheme.
The Act and industry regulations better enable the delivery of safe and accessible CPV
services and is complemented by the MPTP subsidies and incentives structure. Outcomes
for all CPV users have improved in recent years with the broader CPV industry experiencing
a much more rapid growth in vehicles and drivers operating. Conventional CPV services now
include a wider range of services and a reduction in waiting times to under five minutes on
average. In addition, waiting times for WAVs have reduced from an average of 26.9 minutes
in 2017-18 to 10.1 minutes in 2019-20, with the number of WAVs in the industry increasing
from 636 prior to the reforms to 975 as of 30 June 2021.

The Multi Purpose Taxi Program
The MPTP, administered by CPVV, assists with the travel needs of people with accessibility
and mobility needs by offering subsidised CPV fares to members of the program. CPVV
administers applications for MPTP membership in accordance with residential, medical, and
financial criteria established by Government.
Once a member is accepted onto the program, the MPTP pays half the cost of their CPV trip,
up to a total of $60. There is an annual cap of $2,180 on subsidy use unless an exemption is
granted on medical grounds, such as a member being permanently confined to a
wheelchair.
When a MPTP member travels in a wheelchair or scooter, the MPTP also supports a lifting
fee payment to CPV service providers. The lifting fee for a trip provided in a wheelchair
accessible vehicle (WAV) is $21.20, which recognises the higher business cost of supplying
WAV services and additional time required to safely load and secure a wheelchair or
scooter, and incentivises WAV drivers to prioritise passengers in a wheelchair or scooter.
The lifting fee for a trip provided in a non-WAV is $10.60, which recognises the extra time it
takes drivers to load and unload a foldable wheelchair into the boot of the vehicle.
The MPTP subsidy and lifting fees are funded through Victorian government appropriations.
The expense varies each year due to the demand driven nature of the program. In 2020-21
the MPTP supported around 3.8 million trips at a cost of $52 million, which represents a
significant decrease from previous years due to the COVID-19 pandemic. It also funded a
total of $21 million in lifting fees in 2020-21.
In 2020 the Victorian Government delivered a $22 million COVID-19 support package for the
commercial passenger vehicle industry. The package included:
•
•

an uplift in the MPTP subsidy from 50 to 70 per cent and a doubling of the
wheelchair lifting fee;
support for regional booking service providers;
6
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•
•
•

financial assistance for cleaning and sanitation of CPVs;
relief from the CPV levy; and
depot fee relief for eligible booking service providers who provide WAV services.

The increase in the MPTP subsidy and doubling of the wheelchair lifting fee applied from
4 August to 16 December 2020, to make rides more affordable for people who need them
for essential journeys, and give providers incentive to keep wheelchair vehicles operating.
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Providing MPTP services
CPVV sets standard CPV registration conditions which require that vehicles registered to
provide unbooked services (taxis) must be able to provide MPTP services. Vehicle owners
are responsible for making sure their vehicle has an MPTP electronic transaction terminal or
user interface that has been approved by CPVV.
Registered CPVs that only provide booked services (hire car and rideshare) can also provide
MPTP services if they use an MPTP electronic transaction terminal or user interface that has
been approved by CPVV.
The electronic transaction terminal or user interface is provided by a data collection
provider, whose role is to provide data from the terminal or interface to CPVV on behalf of
the driver or booking service provider claiming the MPTP subsidy, and used by the driver invehicle to electronically process MPTP transactions. Upon receiving transaction data from
the relevant data collection provider, CPVV pays the MPTP subsidy to the booking service
provider or vehicle owner and where relevant, this is passed to the relevant driver/s.
MPTP members can pay their portion of a trip fare in accordance with any of the payment
options available with the selected service provider. There are three general models for
how a data collection provider supplies its services to MPTP service providers, and these are
set out in the table below.
Model

How does it work?

The equipment or
service supplier
model

This model is agnostic to booking service providers. It can be used by
any driver or vehicle owner either:
- via their in-vehicle equipment, for example fare calculation device;
or
- via another device, for example mobile phone.

The partnership
model

This model is a business partnership between a data collection provider
and booking service provider. The solution they partner to offer can be
used by all drivers associated with that booking service provider.

The BSP model

This model is offered by a booking service provider who also becomes a
data collection provider in their own right. Their solution can be used
by all drivers associated with that booking service provider.

Prior to the expansion of data collection providers, Cabcharge was the only data collection
provider in operation. CabCharge provides its data collection services to:
•

vehicles in the associated vehicle fleet of booking service provider 13CABs, which is
owned by the same parent company as CabCharge (A2B Australia) (i.e. a partnership
model); and

•

vehicles that associate with several other booking service providers whose
associated vehicle fleets offer both booked and unbooked services (i.e. an
equipment and service supplier model).
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More information about how the MPTP is provided and the technical requirements that
data collection providers must meet can be found on the CPVV website10.
Extending the MPTP to a wider range of data collection providers
CPVV is administering the extension of the MPTP to a wider range of Data Collection
Providers (DCPs) with a simplified procurement process.
CPVV administers applications by potential new data collection providers on behalf of
Government with support from DoT. Upon the commencement of the expansion project,
both financial and governance support (in the form of an interagency steering committee)
were provided by DoT.
In implementing the Government’s policy to expand the number of data collection providers
that service the MPTP, CPVV is playing a key role in enabling increased equity of access
(providing those with disability greater choice as to which CPV to use11) and will ensure
continuity of service to members in the event one provider fails or withdraws its services.
Data collection provider applications
The opportunity to become a data collection provider is available to any party. Parties
interested in becoming data collection providers can apply through CPVV’s ‘invitation to
supply’ process12 (outlined further at ToR6). Organisations offering potential data collection
systems must demonstrate an ability to meet strict functional and technical specifications
required by the MPTP, as well as CPVV systems and technology architecture.
CPVV is focused on ensuring that any alternative systems are secure and that all data
collection processes support CPVV’s efforts to ensure business capability, data integrity,
efficiency, and overall security of the MPTP. The assessment criteria also allow CPVV to
consider fixed and/or variable pricing models where there is a community benefit e.g. small
niche providers servicing small regional areas.
New data collection providers
NetCabs (trading as Oiii) was the first organisation to successfully trial a new data collection
provider system in early 2018. Following a successful trial, CPVV entered a contract for the
provision of data collection provider services with NetCabs in November 2018. NetCab’s
data collection provider solution currently services CPVs in its associated vehicle fleet, which
provide booked and unbooked services (i.e. a booking service provider model).
Uber was the second booking service provider to successfully trial a new data collection
provider system. Uber commenced a proof of concept with CPVV in August 2019, passing all
areas assessed. After a successful trial in a live environment during March 2020, CPVV
entered a contract for the provision of data collection provider services with Uber in
December 2020 and Uber commenced providing the services in early 2021. Uber’s data
10

https://cpv.vic.gov.au/booking-service-providers/interested-in-providing-multi-purpose-taxi-programservices
11
https://transport.vic.gov.au/getting-around/taxis-hire-car-and-ridesharing/industry-reforms
12
https://cpv.vic.gov.au/booking-service-providers/interested-in-providing-multi-purpose-taxi-programservices
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collection provider solution currently services CPVs in its associated vehicle fleet, which
provide booked services (i.e. a booking service provider model).
The MPTP and the National Disability Insurance Scheme
The National Disability Insurance Scheme (NDIS) supports people under the age of 65 with a
permanent and significant disability that affects their ability to take part in everyday
activities and is being progressively rolled out across Victoria. It will ultimately change the
way some program users' CPV trips are funded.
The NDIS has a person-centred approach, where participants are encouraged to source their
own information around a matter for decision that affects them13. NDIS participants can
choose to use their transport funding however best suits their mobility and accessibility
needs. This could be to access public transport, or a taxi, hire car or ridesharing
service. NDIS transport funding is provided as a grant allocated depending on the
participant’s day to day activities.
Victorian agencies are working with the National Disability Insurance Agency to confirm how
eligible users will receive transport support through the NDIS. During this time, there will be
no change to the way users access their subsidy. In addition, wheelchair accessible taxi
operators and drivers will continue to be paid the lifting fee. CPVV will contact affected
users once arrangements have been finalised and before any changes take place.

13

https://www.ndis.gov.au/about-us/operational-guidelines/overview-ndis-operational-guideline/overviewndis-operational-guideline-communicating-people-disability
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Comments on the Inquiry’s Terms of Reference (TOR)
TOR1: A review of the minimum safety requirements for vehicles operating within the MPTP.
Safety requirements for all CPVs, including those vehicles that operate within the MPTP, are
set out in the Commercial Passenger Vehicle Industry Act 201714 (CPVI Act) and the
Commercial Passenger Vehicle Industry Regulations 201815 (CPVI Regulations).
DoT is responsible for advising Ministers on the CPVI Act and the CPVI Regulations. CPVV is
responsible for educating industry about its obligations and monitoring, compliance, and
enforcement of those obligations.
On 12 March 2020, the previous Minister for Public Transport, the Hon Melissa Horne MP
issued a Direction to CPVV reaffirming the regulatory focus on the safety of CPV services –
being the key area of focus of the new legislation – to ensure the industry conforms with the
new laws and meets Government and community needs and expectations. Further, the
direction stated that CPVV must ensure that its compliance efforts are appropriately
targeted so that service providers are held to account for their safety duties, and that
enforcement effort is commensurate with the risks and potential consequences.
The safety requirements stipulated in the legislation and supporting regulations
are focused broadly on CPV service provision. This includes requirements regarding vehicle
registration, driver accreditation, unbooked service delivery, WAV specifications, fare
calculation devices, security cameras, and notifiable incident reporting, amongst
others. Safety requirements are deliberately stronger in circumstances where the driver and
passenger are at greater risk. On this basis, there is a clear distinction between vehicles that
provide unbooked services (rank and hail) and booked services (planned), with increased
safety requirements for CPVs doing unbooked work. The distinction exists due to unbooked
work being anonymous and random, which presents a safety risk for the driver and
passenger. The distinction is not based on the personal characteristics of the customer
requesting a trip and their mobility needs, such as whether the customer is an MPTP
member or a client of the NDIS. An overview of the vehicle safety requirements for
registered CPVs are set out in Annexure A.
New services models and new technology have also provided consumers with greater choice
regarding safety, including female only services; services for children; the option to share
your journey live with a trusted contact; and a capacity to contact emergency services
directly through a mobile app. This means consumers can make the safety choice that is
right for them. The expansion of data collection providers that service the MPTP seeks to
enhance the availability of those service options to MPTP members16.

14

http://classic.austlii.edu.au/au/legis/vic/consol_act/cpvia2017377/
http://classic.austlii.edu.au/au/legis/vic/num_reg/cpvir2018n84o2018567/
16
See page 3724: https://www.parliament.vic.gov.au/images/stories/dailyhansard/Assembly_2017/Assembly_Daily_Extract_Thursday_2_November_2017_from_Book_14.pdf
15
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TOR2: The consideration of a mandatory maximum fare rate across all MPTP work.
Section 110F of the CPVI Act requires the ESC to determine the maximum charges for
applicable unbooked services every two years. Section 110E of the CPVI Act sets out the
manner in which the ESC may regulate prescribed prices for applicable unbooked CPV
services. An applicable unbooked service is defined at Section 110A of the CPVI Act and
includes an unbooked CPV service in respect of carriage on a journey that begins in:
•

the Melbourne Metropolitan Zone; or

•

the Urban and Large Regional Zone.

These zones are described in detail on CPVV’s website at https://cpv.vic.gov.au/aboutus/taxi-zones-map-descriptions.
The CPVI Act does not place any restrictions on fares for other CPV services – that includes
all booked services across Victoria (including booked services provided by CPVs that also
provide price-regulated unbooked services) and unbooked services in regional and country
zones. Fares for CPV services in the regional and country zones were deregulated in 2014,
prior to the CPV industry reforms.
Part 5, Division one of the CPVI Act sets out consumer protections related to fares and
charges.
•

•
•

Section 16 - fare information must be provided to a passenger by a booking service
provider if the hirer requests information from the booking service provider. The
booking service provider can either provide the information to the hirer or advise
them where they can obtain it.
Section 17 - a CPV used to provide unbooked CPV services display fare information
on the inside and outside of the vehicle.
Section 18 - a vehicle used to provide unbooked services also has an operating fare
calculation device that complies with any specifications determined by CPVV. It must
accurately record and display the fare and must be visible from each forward-facing
seat in the vehicle.

Regulation 21 of the CPVI Regulations requires that:
•
•

If a passenger asks the driver for an estimate of the cost of their unbooked trip, the
driver must give them that estimate or provide them with a fixed fare.
If a passenger asks a booking service provider for an estimate of the cost of their
booked trip, the booking service provider must give them that estimate or provide
them with a fixed fare.

Regulation 22 of the CPVI Regulations requires passengers to be provided with a receipt,
upon request, which includes:
•
•
•
•

signature of the driver, if not an electronic receipt
name of the booking service provider, where applicable
registration number of the CPV
driver accreditation number
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•
•
•

all items which make up the total fare and any additional rates and charges –
including tolls
total amount paid
payment date.

For booked services, there is a greater opportunity for customers to make choices between
service providers, and therefore fare regulation is not justified where there is sufficient
choice. For the majority of MPTP trips – which are booked – either the member, or their
carer, can make a choice between service providers and therefore maximum fare regulation
is not justified in this situation.
Furthermore, it is common for providers of booked services (particularly those using
smartphone booking applications) to offer customers a fixed price fare before the booking is
confirmed. Under such arrangements, the individual booking the trip has full transparency
over the total cost, and can choose whether to accept or find a different service based on
the price offered and other considerations such as their expectation of the quality of service
provided. This market offering benefits MPTP members by facilitating the same choice and
control over service provider choice offered to all CPV users.
As noted earlier, the CPVI Act does not place any restrictions on fares for all other CPV
services. However, the Act provides for consumer protection measures in relation to how
fares are set and charged, such that fare information must be provided to a passenger by a
BSP if the hirer requests this information, and that if a passenger asks for an estimate of the
cost of their booked trip, the BSP must give them that estimate or provide them with a fixed
fare (for both booked and unbooked trips). These added protections, consistent with
consumer protections applied in other industries, provide a further level of assurance for
customers of booked services where fares are not regulated.

TOR3: An examination of how of rorting and exploitation of vulnerable users will be
prevented.
The CPVI Act provides the foundation for safety and consumer protections for all CPV users,
by establishing a duty of care for each industry participant to ensure the safety of their CPV
service. Safety duties apply to all CPV services and do not distinguish between the
characteristics of the passenger. Protocols and systems embedded in the MPTP –
specifically in DCP agreements – facilitate and increased level of monitoring for MPTP
transactions that is not present in the broader CPV industry and allow CPVV to investigate
instances of fraud within the MPTP.
The CPVI Act establishes safety duties for each industry participant to ensure the safety of
their CPV service. The CPVI Act and CPVI Regulations also contain a range of consumer
protections (refer to response to ToR 2 further information). These apply to all CPV services
and do not distinguish between the personal characteristics of the passenger.
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Data collection provider agreements also contain fraud reporting obligations and increased
level of monitoring of MPTP transactions than is present in the broader CPV market. This
allows CPVV to investigate instances of fraud within the MPTP.
The primary victim of MPTP fraud is the state, not MPTP members. The most common
fraud practices seen by CPVV include the use of a fare calculation device in conjunction with
a member’s card. This may, for example, include a driver running the fare calculation
device:
•

•

On the way to pick up a member and on arrival processing the card and then
restarting the fare calculation device for the genuine trip. If the member uses a
wheelchair, this also triggers multiple wheelchair lifting fees to be paid by CPVV.
Without the member when a member’s card has been retained by a driver, rather
than being returned to the member at the conclusion of a previous trip.

CPVV undertakes analysis of MPTP trip data to identify potentially fraudulent behaviour.
For example, by comparing the start and end point of a journey and the total kilometres
travelled. Where suspected fraudulent transactions are identified, an investigation is
undertaken. If an investigation provides evidence that MPTP subsidy payments have been
claimed fraudulently, CPVV may pursue multiple enforcement outcomes, including
prosecution proceedings in a court of law (including any debt recovery) and/or disciplinary
action (including suspension or cancellation of driver accreditation). CPVV also works closely
with Victoria Police and other government agencies as part of its audit and investigation
activities.
During 2020-21, CPVV:
•
•
•

closed 100 investigations into MPTP fraud
took disciplinary action against 36 drivers for MPTP fraud, which ranged from a
warning, to suspension or cancellation
prosecuted 5 cases of MPTP fraud, recovering over $38,000.

2020-21 MPTP fraud prosecution figures were significantly impacted by the COVID-19
pandemic. This is because court closures from March 2020 prevented CPVV from
proceeding with prosecutions. It is expected that several cases identified in 2020-21 will be
prosecuted within the courts during 2021-22.
TOR4: An assessment of the financial impacts to services within the broader disability sector
and how this will be managed AND TOR5: An examination of pathways for the industry to
absorb major change post-COVID-19.
One key focus of the Government’s $22 million COVID-19 Industry Support Package17 was
ensuring the long-term sustainability of the accessible CPV sector – with measures and grant
programs generally targeted towards BSPs and operators that were providing both WAV
and CPV services. For example, the $6.3 million allocated towards providing depot fee
subsidies was restricted to BSPs that operated at least one WAV prior to the pandemic, and
17

https://cpv.vic.gov.au/about-us/news/taxis/funding-support-for-commercial-passenger-vehicles
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the $1 million allocated towards the regional fund was restricted to BSPs that provide MPTP
services in small regional and country areas. In addition, the MPTP user subsidy and lifting
fees were both increased for over four months. Combined, these measures were designed
to ensure the ongoing viability and sustainability of unbooked, WAV and MPTP service
providers that were already operating in the industry prior to the pandemic, setting the
industry up for its recovery post-pandemic.
The Government is now reconvening the CPV Advisory Panel – consisting of Rod Barton MP
and Steve Dimopolous MP – to advise on how best to support the industry on its road to
recovery from the pandemic. The Panel will also provide advice to the Minister for Public
Transport on challenges facing the industry and opportunities to improve regulation in a
way that supports improved user outcomes and ensures the long-term economic viability of
the industry. The Panel will also have a role regarding the recently announced $5 million
commercial sector innovation fund for zero emission vehicles.
Where requested by the Minister for Public Transport or DoT, CPVV provides technical,
operational, and administrative support for the analysis of options and the implementation
of measures introduced by the Government, including to support the CPV industry.
In 2020 CPVV implemented aspects of the COVID-19 Industry Support Package in response
to the COVID-19 pandemic. In particular, CPVV implemented the Government decision to:
•
•

double the wheelchair lifting fee for over four months to give providers further
incentive to keep WAVs operating; and
increase the MPTP subsidy from 50 to 70 per cent per fare for over four months to
make rides more affordable for the people who needed them the most.

TOR6: Ensuring proper probity and good governance are applied following careful
consideration and reporting of all possible ramifications of consultations with both industry
and disability stakeholders.
As noted earlier in the submission, Victorians with disability are protected against
discrimination in the use of public transport services under State and Commonwealth laws.
Under the Equal Opportunity Act 2010 (Vic) (EOA) and the Disability Discrimination Act 1992
(DDA) it is unlawful to discriminate on the basis of disability in the provision of goods and
services (including transport services), and in relation to the access or the use of public
premises.
The Accessible Action Plan assists our transport agencies to fulfil the duty under the EOA to
take reasonable and proportionate measures to eliminate discrimination as far as possible.
The implementation of this Action Plan will also support the social and economic inclusion
objectives of the Transport Integration Act 2010 (Vic) (TIA).
Continually working towards an improvement of service to people with a disability – the
same improvement of services that occurred for all members of the public after the CPVI Act
was established – is consistent with Victoria meeting the obligations and commitments
under the EOA and DDA.
15
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Regarding governance, the Accessible Transport Advisory Committee (ATAC) also plays a key
role regarding consultation on a range of accessibility policies and practices, with a view to
understanding the lived experience of people with a disability. ATAC is a key source for
consultation regarding the accessibility of Victoria’s transport system, services and service
delivery models, to ensure an integrated focus on whole-of-journey accessibility, and a focus
on universal access and inclusion across all key policies in the transport portfolio. ATAC is
accountable to the Minister for Public Transport and provides advice to the transport
portfolio Ministers, DoT, the Major Transport Infrastructure Authority and its agencies, to
CPVV and other State transport entities, as relevant and appropriate.
CPVV has improved the application process to become a data collection provider by
providing full details of the commercial, financial and technology requirements in a single
location and as part of the same procurement process. This allows booking service
providers, current data collection providers, or other service providers wishing to enter the
CPV industry, to make a more informed decision from a commercial as well as a technical
perspective about becoming a data collection provider to provide MPTP services.
This ‘Invitation to supply’ process is available to any CPV industry participant or technology
provider seeking inclusion in the program18.
Once approved as a data collection provider, the provider can offer its services to any
service provider and enable them to offer MPTP services.
All applicants applying to offer MPTP services are assessed against the same criteria as part
of the procurement process. Evaluation of applications takes into consideration:
•
•
•
•
•
•
•
•
•
•
•

financial capability
insurance cover
any potential conflicts of interest
business capability – for example resources, risk management, customer service
the user experience for MPTP members and industry (drivers, booking service
providers, vehicle owners)
innovation and value-adding
social benefit
past performance and current work
systems to measure and monitor performance
pricing
value for money

Organisations offering potential data collection systems must demonstrate an ability to
meet strict functional and technical specifications required by the MPTP, as well as CPVV
back-of-house systems and technology architecture. The expansion of data collection
providers is focused on ensuring that any alternative systems are secure and that all data

18

https://cpv.vic.gov.au/booking-service-providers/interested-in-providing-multi-purpose-taxi-programservices
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collection processes support CPVV’s efforts to ensure business capability, data integrity,
efficiency, and overall security of the MPTP.

TOR7: An assessment of the impact of the expansion on MPTP clients, taking into account
feedback on the expansion from Victorians living with disability and the disability sector.
Under the previous legislative structure, there was a longstanding need to improve the
quality and timeliness of point to point services provided to people with a disability. This
was recognised publicly and noted in the 2011-12 Taxi Industry Inquiry19. Outcomes for
people with a disability had been undesirable for several years with passengers who
requested Wheelchair Accessible Vehicles or Taxis (WAV/WATs) typically experiencing
longer wait times, on average double that of conventional taxi users in the Metropolitan
region. More broadly, passengers with a disability typically reported poor customer service
in the taxi industry.
Conventional CPV services now include a wider range of services and a reduction in waiting
times to under five minutes on average. In addition, waiting times for WAVs have reduced
from an average of 26.9 minutes in 2017-18 to 10.1 minutes in 2019-20, with the number of
WAVs in the industry increasing from 636 prior to the reforms to almost 1,000. This has
significantly increased the number and responsiveness of affordable transport options for
members, enabling trips for social, economic, and medical reasons that may otherwise not
have been possible.
Feedback on the MPTP expansion from the disability sector, advocates and people living
with disabilities has generally been positive, with both Vision Australia and National
Disability Services (NDS) providing public support for the expansion into ride-share services:
"We support greater — rather than less choice — for people with disability, which in
this case means having the option to choose whether or not to use a rideshare
service, just like the rest of the population,"
– David Moody, National Disability Services Chief Executive, 3 February
202120
“For many, the MPTP is what makes point to point transport affordable. Vision
Australia has consistently said the MPTP should be expanded to include rideshare
services and we’re pleased from today that our community now have increased
options for accessing a vital mode of transport...... Ideally all states and territories
should allow their schemes to cover Uber and other established rideshare services
and truly give people who are blind or have low vision full access to all point to point
transport options."

19

https://apo.org.au/sites/default/files/resource-files/2012-09/apo-nid32345_0.pdf
https://www.abc.net.au/news/2021-02-03/uber-now-able-to-drive-people-disability-using-taxisubsidy/13113136
20
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– Chris Edwards, Vision Australia Manager of Government Relations and
Advocacy, 21 January 202121 22
Prior to the CPV reforms, the Victorian Equal Opportunity and Human Rights Commission
foreshadowed in its 2016 submission to the Parliamentary Inquiry into Ride-sourcing an
expansion of MPTP to ride-sharing services as an option to provide further incentives for
WAV operators, and that the Government should consult further on the matter23.
CPVV provides data and technical support to DoT as requested to support DoT’s role
analysing and advising on government policy. CPVV notes that travel was significantly
impacted during 2020-21 because of restrictions in place to protect the safety of all
Victorians due to the COVID-19 pandemic. Therefore, the data CPVV holds about MPTP trips
for 2020-21 does not allow for a detailed quantitative assessment of the impact of the
expansion of data collection providers on MPTP members at this stage. As the state recovers
and more people begin moving around Victoria, CPVV will be in a better position to provide
data regarding any changes to membership demographics, member movement patterns and
trip volumes.
The Accessible Transport Advisory Committee24, which provides advice to the Government
and is a key source of consultation on the accessibility of Victoria’s transport system, has
also been supportive of the expansion.

21

https://www.visionaustralia.org/community/news/2021-01-27/blind-and-low-vision-victorians-receivesubsidised-uber-access
22

https://parliament.vic.gov.au/images/stories/committees/SCEI/Ride_Sourcing/Vision_Australia_QON.pdf
https://parliament.vic.gov.au/images/stories/committees/SCEI/Ride_Sourcing/Submissions/Submission_209
_-_Victorian_Equal_Opportunity_and_Human_Rights_Commission.pdf
24
https://www.ptv.vic.gov.au/footer/legal-and-policies/accessible-transport-advisory-committee/
23
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Glossary
Words that are defined in the CPVIA or the CPVI Regulations have the same meaning in this report as
in the Act or Regulations unless the context provides otherwise.
Active MPTP members mean members of the Multi Purpose Taxi Program that have taken at least
one commercial passenger vehicle trip and claimed the subsidy from the program in the last 12
months.
Booked service means a commercial passenger vehicle service provided via a booking service.
Booking service means a service that receives requests for people to be provided with commercial
passenger vehicle services and arranges or facilitates those requests by or on behalf of drivers of
commercial passenger vehicles.
Booking service provider means a person who provides a booking service.
Commercial passenger vehicle means a motor vehicle that is registered as a commercial passenger
vehicle under Part 3 of the Act.
Commercial passenger vehicle service means driving to collect, or carrying, one or more passengers
in a motor vehicle for a fare or other consideration on a journey that begins in Victoria.
Commercial Passenger Vehicles Victoria (CPVV) is the name given to the Commercial Passenger
Vehicle Commission, which is the regulator for the purposes of the Act.
Controls are actions taken to eliminate or minimise risks so far as is reasonably practicable.
Driver means the person in control of a commercial passenger vehicle.
Driver accreditation means the approval by CPVV for a person to drive a commercial passenger
vehicle to provide a commercial passenger vehicle service.
Multi Purpose Taxi Program or MPTP means the program administered by CPVV that provides
subsidised commercial passenger vehicle fares to Victorians with a severe and permanent disability
that experience financial hardship or require the use of a wheelchair.
Notifiable Incident means an incident that results in the death or serious injury of any person, or an
incident that results in the attendance of a police officer or health professional in relation to
providing a commercial passenger vehicle service.
Risk is the possibility that harm (for example, death, injury, or illness) might occur when exposed to
a hazard.
Safety duties are positive duties imposed on safety duty holders to ensure the safety of their
commercial passenger vehicle service and/or equipment and services by eliminating risks or by
reducing those risks.
Safety duty holder is a person who has the capacity to influence and control the commercial
passenger vehicle service or equipment being used to provide a commercial passenger vehicle
service and is responsible for the safety of that service.
Unbooked services mean a commercial passenger vehicle service that is not provided via a booking
service, such as a service hailed from the street or obtained from a rank.
WAV/WAT or Wheelchair Accessible Vehicle/Taxi means a commercial passenger vehicle that has
been modified to facilitate the transportation of one or more passengers in a wheelchair.
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Annexure A – An overview of the vehicle safety requirements for registered CPVs
Safety Duties in the CPVIA
The CPVI Act sets out a safety duty framework, where all parties involved in providing CPV
services have a shared responsibility to ensure those services are safe. This includes safety
duties for CPV owners. Section 23 of the CPVI Act requires that vehicle owners must ensure
that so far as is reasonably practicable, CPV services provided by their vehicle are provided
safely. Section 23(2) of the CPVI Act further clarifies CPV owners are responsible for:
•
•
•

maintaining the vehicle in a fit, serviceable, and safe condition (these applies equally
to WAVs and non-WAVs)
providing or maintaining any equipment or systems used in the vehicle in
accordance with the regulations
providing sufficient information or instruction to the driver of the vehicle who is
using it to provide CPV services to enable that driver to provide those services safely.

The principle of accountability for managing safety is detailed in section 17 of the CPVI Act
and sits with the safety duty holder that is best able to control, eliminate or mitigate that
risk or any other risk to CPV safety. It also states that the level and nature of responsibility
that a person has for CPV safety is dependent on:
•
•

the nature of the risk to CPV safety that the person creates from the carrying out of
an activity or the making of a decision; and
the capacity that that person has to control, eliminate, or mitigate that risk or any
other risk to CPV safety.

Code of Practice
Under section 28 of the CPVI Act, the Minister has the power to approve Codes of Practice
for the purpose of providing practical guidance to persons who may be placed under a
safety duty.
Adopting a code of practice is one way for vehicle owners to ensure the safety of CPV
services provided using their vehicle. While applying the code is not mandatory, a vehicle
owner who complies with this code is taken by CPVV to have complied with their safety
duties as set out in the CPVI Act.
The Victorian Commercial Passenger Vehicle Industry Code of Practice25 (the Code) provides
practical guidance to vehicle owners about:
•
•
•
•
•
•

25

COVID-19
Vehicle maintenance
Risk management
Emergency management
Occupational health and safety
Safety equipment

https://cpv.vic.gov.au/drivers/accredited-driver-responsibilities/industry-code-of-practice
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Notifiable incidents
Under section 272 of the CPVI Act, all safety duty holders (including vehicle owners) must
notify the regulator of a prescribed incident. Regulation 7 of the CPVI Regulations
prescribes the follow as notifiable incidents:
•
•

an incident resulting in the death of or serious injury to any person
an incident resulting in attendance by a police officer or health professional.

The regulator must be notified of these incidents within 10 business days of the incident
occurring. CPVV provides a simple way to report Notifiable Incidents via an online form on
its website26.
Vehicle registration requirements
Under Part 4, Division 2 of the CPVIA, it is an offence to provide CPV services, or booking
services using a vehicle that has not been registered with CPVV. Part 3, Division 3 of the
CPVIA sets out the requirements related to vehicle registration applications. Vehicle owners
can register to provide:
•

Booked services only. This includes:
o services that have been booked over the phone or through a web application
o services that are provided through a booking service provider; or

•

Booked and unbooked services. Unbooked services include trips hailed from the
street or hired from a recognised taxi rank.

Requirements relating to vehicles that provide unbooked services
Part 4 of the CPVI Regulations (Sections 12-14) of the CPVIA sets out that a vehicle owner
must not allow their vehicle to be used to provide unbooked services unless it meets the
specifications determined by CPVV. These additional requirements for unbooked CPVs
reflect the operating nature of vehicles providing unbooked services being authorised to
cater to the rank and hail and ‘walk up’ markets. Safety, identification, and consumer
protections are key priorities.
Part 4 of the CPVI Regulations (Section 11) authorises CPVV to determine vehicle
specifications related to:
• fare calculation devices installed in a CPV
• accessibility and safety of WAVs
• security cameras installed in a CPV.
CPVV has determined specifications for each that are outlined in the section that follows.

26

https://cpv.vic.gov.au/drivers/accredited-driver-responsibilities/notifiable-incidents
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Specifications
CPVV publishes specifications in the Government Gazette for WAVs, security cameras and
fare calculation devices.
Wheelchair accessible vehicle specifications27
CPVV publishes specifications in the Government Gazette for WAVs. The Standards are
aligned to the Commonwealth requirements related to WAVs set out in the Disability
Standards for Accessible Public Transport 200228 (DSAPT).
These specifications ensure that products supplied to the market are ‘fit for purpose’ and
will enhance service delivery and safety. The specification for WAVs applies to both booked
and unbooked CPVs. This is to ensure consistency of standards across the CPV industry.
WAVs must meet a range of specific requirements to ensure the safety of passengers. It’s
the responsibility of the vehicle owner and the driver to ensure:
•
•
•

each vehicle is equipped with the necessary restraint systems to safely secure each
wheelchair and its occupant
the vehicle has a functioning air-conditioner/heater and
all the equipment is maintained in good working order.

Fare calculation device specifications29
The fare calculation device specification relates to fare calculation devices being installed in
CPVs. A fare calculation device is a device, such as a taximeter, smartphone, or tablet, that
calculates, records, or displays information about fares and charges for the provision of
unbooked CPV services. A fare calculation device is only required to be used for an
unbooked trip, where no fixed fare has been agreed between the driver their passenger/s.
The specification sets minimum standards to allow for a wide range of technologies and
equipment to be used.
Security camera specifications30
The security camera specification sets out minimum standards for the operation, data
security and image quality of security cameras installed in CPVs.
The specifications are designed so that:
• footage from security cameras can only be downloaded by authorised CPVV officers
and is accessed and used to investigate crimes reported to Victoria Police and is used
where CPVV has legislated powers
•

privacy of passengers and drivers is paramount. The purpose of the camera system is
to record incidents in CPVs for investigative purposes only. Images of passenger trips

27

https://cpv.vic.gov.au/__data/assets/pdf_file/0011/424568/Vic-Government-Gazette-Notices-General-EdNo-7-Code-of-Practice-and-WAV-Determination.pdf
28
https://www.legislation.gov.au/Details/F2011C00213
29
https://cpv.vic.gov.au/__data/assets/pdf_file/0009/378846/Victorian-Government-Gazette-S314-29-June2018.pdf
30
https://cpv.vic.gov.au/__data/assets/pdf_file/0009/378846/Victorian-Government-Gazette-S314-29-June2018.pdf
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where no incidents are reported are not viewed or retained by any person.
The CPVIA also prohibits a person from making an audio recording of any passenger of a
CPV. This covers recordings made on all devices, including mobile phones, security cameras
and Dictaphones.
Conditions of CPV registration
Under sections 43 and 46 of the CPVIA, CPVV may impose conditions when registering a CPV
or at any time during the registration. CPVV has imposed conditions which apply to all CPV
registrations. Individual conditions may also be imposed on some vehicle registrations.
Vehicle owners are provided with written notice of any conditions that apply to their
registration. These conditions form part of the responsibilities of CPV vehicle owners. The
vehicle registration conditions require that a vehicle owner:
•

notify CPVV within 14 days:
o of changes to their contact details, the CPV registration, or if the vehicle will
no longer be used to provide unbooked services
o if they no longer own, or have permission to use the vehicle as a CPV

•

not provide unbooked services unless the vehicle:
o is fitted with an electronic transaction terminal31 to process MPTP
transactions, and
o has tactile registration number signs fitted to the exterior of passenger doors
forward of, and level with, the door handles (in line with requirements in the
DSAPT) and
o is fitted with number plates that have been issued with the written authority
of CPVV, that identify the vehicle as a vehicle that may lawfully provide
unbooked commercial passenger vehicle services.

Under the current vehicle registration conditions32, all CPV owners are also required as a
condition of their registration, to ensure their vehicle undergoes an annual safety
inspection.
There are two ways this requirement can be met by vehicle owners. That is, by having an
annual roadworthy vehicle inspection known as a VSI26 inspection, or by having a CPVVapproved commercial passenger vehicle inspection. In both cases, the inspection must be
completed by an individual Licensed Vehicle Tester. The CPVV’s CPV inspection policy sets
out the safety standards expected of CPVV approved CPV inspectors.
This policy is designed to ensure that vehicle safety outcomes are consistent whether
vehicle owners choose:

31

This can be any electronic terminal or user interface that has been approved by CPVV to electronically
process Multi-Purpose Taxi Program transactions.
32
https://cpv.vic.gov.au/vehicle-owners/registration-conditions/commercial-passenger-vehicle-registrationconditions
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•

an annual roadworthy vehicle inspection based on requirements set out in the
VicRoads document titled, Vehicle Standards Information bulletin 26 (VSI 26), or

•

a CPV inspection process approved by CPVV.

An inspection provider approved by CPVV may inspect any CPV except for WAVs, buses and
stretch limousines. These modified vehicles must meet specific vehicle requirements
relating to their size and function. For example, WAVs must have wheelchair
accommodation, hoists and ramps, and restraint systems. Therefore, they must be
inspected by a Licensed Vehicle Tester authorised by VicRoads to inspect that category of
vehicle.
CPVV may revoke approval under its policy at any time, for any reason or if it reasonably
believes the approved CPV inspection provider no longer complies with approval
requirements or has breached a condition of its approval.
CPVV continues to undertake compliance inspections of WAVs to ensure they comply with
the WAV Specifications. This includes making sure each WAV has the correct type and
number of restraints to match the number of wheelchair positions.
Disability Standards for Accessible Public Transport 2002 (Commonwealth)
Wheelchair accessible vehicles operating within the MPTP scheme are required to comply
with Commonwealth’s DSAPT. These standards are formulated by the Commonwealth
Attorney General under the Disability Discrimination Act 1992 (Cth). The Transport
Standards seek to remove discrimination for people with disability in relation to public
transport services to provide equality and independence. They establish the minimum
accessibility requirements to be met by providers and operators of public transport and
contain standards for WAVs related to:
• ramps
•

door entry

•

boarding

•

allocated space

•

grabrails

•

signs

•

alarms.

In August 2019, all Australian Transport Ministers agreed to reform the Transport Standards
with the Department of Infrastructure, Transport, Regional Development and
Communications and Queensland Department of Transport and Main Roads leading the
work. Reform of the Transport Standards will ensure they remain efficient and effective, are
fit for purpose, and meet the current needs and expectations of Australian society.
Transport Ministers will consider recommended changes to the Transport Standards in late
2021.
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