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A Personalised Transport Reform 
Unit will be established within the 
Department of Transport and Main 
Roads to oversee the transition to  
the new framework for the 
personalised transport industry.   
The new framework will be  
introduced in three stages: 

1.  Stage 1 will legalise ride-booking 
and provide industry with more 
flexibility to respond to this increase 
in competition. These changes will 
be introduced on 5 September 2016, 
however participants will have until  
1 November 2016 to comply with  
some requirements. 

Safe and efficient passenger transport is vital to productivity and social connectedness in 
Queensland. It is essential for delivering people to work, school, recreation, services, health care, 
and shopping in an affordable, equitable, and efficient way.

Queensland’s Personalised 
Transport Horizon 

Queensland Government

2.  Stage 2 will involve comprehensive 
changes to primary legislation to 
introduce a new licensing regime and 
chain of responsibility for taxi and booked 
hire services. The changes are expected to 
be introduced into Parliament in early 2017 
and implemented by August 2017. 

3.  Stage 3 will involve ongoing monitoring, 
review and evaluation of the new framework.

In response to emerging technologies 
and changing customer expectations, 
the Queensland Government has 
announced a new, innovative framework 
for the personalised transport industry.  
The new framework will: Ensure 

accountability and 
clearly define 
obligations across 
the industry

Encourage 
competition and 
provide customers 
with greater 
choice and 
flexibility

Drive innovation 
and improved 
customer service 
standards through 
reduced red tape

Strengthen safety 
standards for the 
whole 
personalised 
transport industry

Strengthen  
safety

Encourage 
competition

Drive 
innovation

Ensure 
accountability

A summary of the Five Year Strategic Plan 



 
Snapshot of the  
new framework 

Framework Aims Stage 1 – Changes for implementation from 5 September  
(industry participants will have until 1 November 2016 to comply with some aspects)

Stage 2 – Changes for introduction in 2017 Stage 3 – Ongoing monitoring, review 
and evaluation 

Strengthen  
safety standards 
for the whole 
personalised 
transport  
industry 

• A new standardised Driver Authorisation category for drivers of taxi, 
limousine and ride-booking services will be created 

• Zero alcohol and drug limit for all drivers
• All drivers must wear a seatbelt at all times
• Ride-booking vehicles must display a sign on the rear of the vehicle
• Taxis and limousines must be inspected annually (certificate of 

inspection)
• Ride-booking vehicles must be inspected annually (safety certificate)
• The fine for soliciting and touting will increase from $243 to $487
• Access to the Driver Authorisation database for the whole industry
• Taxis retain exclusive access to rank and hail services 

• All personalised transport vehicles must be 
inspected annually (certificate of inspection)

• New security camera requirements investigated
• Fatigue management considered in new chain of 

responsibility
• The Compulsory Third Party insurance classes for 

booked hire services and taxis will be reviewed 

Stage 3 will involve the ongoing review and 
evaluation of the new framework through:
• ongoing engagement with the personalised 

transport industry through the establishment 
of the Personalised Transport Industry 
Reference Group

• seeking advice from relevant government 
agencies such as the Queensland Productivity 
Commission and the Queensland Competition 
Authority 

• providing timely advice to the Minister for 
Transport and the Commonwealth Games to 
assist in efficient decision-making

This will ensure:
• the personalised transport industry is 

competitive under the changes
• there are no unintended consequences 
• as the industry moves forward, the best 

approach to any further changes (if required) 
are adopted efficiently and effectively. 

The Personalised Transport Industry Reference 
Group will include key industry stakeholders. This 
Group will ensure ongoing industry engagement 
and input into delivery of the reform program.

Encourage 
competition and 
provide customers 
with greater choice 
and flexibility

• Ride-booking services able to operate legally across Queensland
• Maximum fares for booked hire services removed, except for wheelchair 

accessible and Taxi Subsidy Scheme services 
• Fare estimates for booked hire services must be provided to customer 

prior to the journey or the fare agreed to up front
• Itemised receipt must be provided if requested by the customer
• A new incentive payment for wheelchair accessible services 

• Annual licence for all booked hire services  
introduced, limousine licences removed 

• No new taxi licences issued until at least 2018
• Opportunities for others to provide Taxi Subsidy 

Scheme services will be investigated 

Drive innovation  
and improved 
customer service 
standards through 
reduced red tape 

• Maximum age limits for taxis removed
• Limousines which reach their age limit can still be used to provide 

limousine services
• Regulatory requirements relating to customer service removed to allow 

competition and customer demand to drive service standards

• Any remaining customer service requirements 
reviewed to see if they can be removed 

Ensure  
accountability 
and clearly define 
obligations across 
the industry

• Most ride-booking drivers will not be required to hold an Operator 
Accreditation. Exempt operators will still be required to meet vehicle 
maintenance and safety standards

• New chain of responsibility for personalised 
transport industry developed

• Mandatory booking entity affiliation retained for  
Taxi Subsidy Scheme and wheelchair accessible 
services only

• Driver arrangements reviewed
• Electronic payment surcharges capped at  

five per cent 
• Taxi booking companies no longer need  

service contracts 

2 Queensland’s Personalised Transport Horizon

Ensure 
accountability and 
clearly define 
obligations across 
the industry

Encourage 
competition and 
provide customers 
with greater 
choice and 
flexibility

Drive innovation 
and improved 
customer service 
standards through 
reduced red tape

Enhance 
accessibility 
through the 
legalisation and 
regulation of 
ride-booking

Strengthen safety 
standards for the 
whole 
personalised 
transport industry

Ensure 
accountability and 
clearly define 
obligations across 
the industry

Encourage 
competition and 
provide customers 
with greater 
choice and 
flexibility

Drive innovation 
and improved 
customer service 
standards through 
reduced red tape

Enhance 
accessibility 
through the 
legalisation and 
regulation of 
ride-booking

Strengthen safety 
standards for the 
whole 
personalised 
transport industry

Ensure 
accountability and 
clearly define 
obligations across 
the industry

Encourage 
competition and 
provide customers 
with greater 
choice and 
flexibility

Drive innovation 
and improved 
customer service 
standards through 
reduced red tape

Strengthen safety 
standards for the 
whole 
personalised 
transport industry

Ensure 
accountability and 
clearly define 
obligations across 
the industry

Encourage 
competition and 
provide customers 
with greater 
choice and 
flexibility

Drive innovation 
and improved 
customer service 
standards through 
reduced red tape

Enhance 
accessibility 
through the 
legalisation and 
regulation of 
ride-booking

Strengthen safety 
standards for the 
whole 
personalised 
transport industry



Framework Aims Stage 1 – Changes for implementation from 5 September  
(industry participants will have until 1 November 2016 to comply with some aspects)

Stage 2 – Changes for introduction in 2017 Stage 3 – Ongoing monitoring, review 
and evaluation 

Strengthen  
safety standards 
for the whole 
personalised 
transport  
industry 

• A new standardised Driver Authorisation category for drivers of taxi, 
limousine and ride-booking services will be created 

• Zero alcohol and drug limit for all drivers
• All drivers must wear a seatbelt at all times
• Ride-booking vehicles must display a sign on the rear of the vehicle
• Taxis and limousines must be inspected annually (certificate of 

inspection)
• Ride-booking vehicles must be inspected annually (safety certificate)
• The fine for soliciting and touting will increase from $243 to $487
• Access to the Driver Authorisation database for the whole industry
• Taxis retain exclusive access to rank and hail services 

• All personalised transport vehicles must be 
inspected annually (certificate of inspection)

• New security camera requirements investigated
• Fatigue management considered in new chain of 

responsibility
• The Compulsory Third Party insurance classes for 

booked hire services and taxis will be reviewed 

Stage 3 will involve the ongoing review and 
evaluation of the new framework through:
• ongoing engagement with the personalised 

transport industry through the establishment 
of the Personalised Transport Industry 
Reference Group

• seeking advice from relevant government 
agencies such as the Queensland Productivity 
Commission and the Queensland Competition 
Authority 

• providing timely advice to the Minister for 
Transport and the Commonwealth Games to 
assist in efficient decision-making

This will ensure:
• the personalised transport industry is 

competitive under the changes
• there are no unintended consequences 
• as the industry moves forward, the best 

approach to any further changes (if required) 
are adopted efficiently and effectively. 

The Personalised Transport Industry Reference 
Group will include key industry stakeholders. This 
Group will ensure ongoing industry engagement 
and input into delivery of the reform program.

Encourage 
competition and 
provide customers 
with greater choice 
and flexibility

• Ride-booking services able to operate legally across Queensland
• Maximum fares for booked hire services removed, except for wheelchair 

accessible and Taxi Subsidy Scheme services 
• Fare estimates for booked hire services must be provided to customer 

prior to the journey or the fare agreed to up front
• Itemised receipt must be provided if requested by the customer
• A new incentive payment for wheelchair accessible services 

• Annual licence for all booked hire services  
introduced, limousine licences removed 

• No new taxi licences issued until at least 2018
• Opportunities for others to provide Taxi Subsidy 

Scheme services will be investigated 

Drive innovation  
and improved 
customer service 
standards through 
reduced red tape 

• Maximum age limits for taxis removed
• Limousines which reach their age limit can still be used to provide 

limousine services
• Regulatory requirements relating to customer service removed to allow 

competition and customer demand to drive service standards

• Any remaining customer service requirements 
reviewed to see if they can be removed 
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• Most ride-booking drivers will not be required to hold an Operator 
Accreditation. Exempt operators will still be required to meet vehicle 
maintenance and safety standards

• New chain of responsibility for personalised 
transport industry developed

• Mandatory booking entity affiliation retained for  
Taxi Subsidy Scheme and wheelchair accessible 
services only

• Driver arrangements reviewed
• Electronic payment surcharges capped at  

five per cent 
• Taxi booking companies no longer need  

service contracts 
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Transitioning to the new 
framework
The new framework is intended to 
provide customers with greater choice 
in the transport services they use 
to access services, employment, 
education and recreational 
opportunities. The new framework 
will also simplify the industry by 
reducing red tape, which will allow 
the industry to innovate. 

There will be a period of adjustment 
for the whole industry as these 
changes are introduced. The changes 
will be implemented progressively 
over the next five years to allow 
industry and customers to adjust. 
Throughout implementation the 
impact of these changes will be 
monitored.

The Personalised Transport 
Reform Unit within the Department 
of Transport and Main Roads 
will oversee all aspects of 
implementation, including monitoring 
the progress and impact of reform 
across Queensland. It will also 
provide timely advice to the Minister 
for Transport and the Commonwealth 
Games. It will draw on relevant 
government agencies such as the 
Queensland Productivity Commission 
and the Queensland Competition 
Authority for advice on specific 
matters such as fare setting, licence 
numbers and productivity reviews.

A Personalised Transport Industry 
Reference Group involving key 
industry stakeholders will also 
be established to ensure ongoing 
industry engagement and input into 
delivery of the reform program.

The Queensland Government 
recognises the new framework 
presents both an opportunity and 
a challenge to existing taxi and 
limousine service licence holders and 
will provide transitional assistance 
for the industry.

Therefore, a $100 million industry 
adjustment assistance package will 
be established to provide support to 
existing industry participants as the 
new framework is implemented. The 
package includes a range of financial, 
advisory and incentive measures.

Beyond Queensland’s 
Personalised Transport 
Horizon 
The Queensland Government is 
committed to fostering a personalised 
transport industry that is customer 
focused and responsive to 
emerging technology. Queensland’s 
Personalised Transport Horizon is the 
first step towards realising this new 
future in personalised transport. 

Emerging technologies make new 
passenger transport models such as 
demand responsive transport more 
feasible. Demand response transport 

can be useful for addressing the, 
so called 'first and last kilometre' 
problem. This is the gap at the start 
and end of every journey which is 
difficult for traditional public transit 
operators to serve in a cost-effective 
way. The Queensland Government will 
continue to consider the role ‘demand 
responsive transport’ style services 
could play in meeting customer 
transport needs and how it would 
work with existing transportation 
networks.

Creating an environment 
where the industry is driven by 
innovation to meet customers’ 
changing expectations will require 
collaboration between government 
and industry.

The Queensland Government will play 
a key role in driving change through 
rigorous planning, identification of 
essential investments, developing 
commercial partnerships, and 
designing appropriate regulatory 
frameworks to ensure emerging 
transport solutions are strategically 
implemented in Queensland. 

Find out more
A number of fact sheets can be found at 
www.personalisedtransport.tmr.qld.gov.au 
to provide taxi drivers, taxi operators, 
ride-booking drivers, limousine service 
providers and customers with specific 
information about what the new  
framework will mean for them. 


