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Purpose of  
the road safety 
manual for the 
taxi industry
Following on from the initial 
Motor Accident Insurance 
Commission (MAIC) funded 
project, reducing the crash 
involvement of taxis in 
Queensland: Situational 
Analysis and Crash and 
Exposure Analyses, it was 
discussed and agreed between 
MAIC, CARRS-Q and Taxi 
Council of Queensland that 
opportunities exist to develop 
a standardised taxi industry 
safe driving guide.

The Road Safety Manual for 
the Taxi Industry (the Manual) 
has been developed with 
consultation with the 
taxi industry to provide a 
standardised guideline 
aimed at taxi drivers, 
owners and operators to 
improve road safety for taxi’s 
operating in Queensland.
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Important notice
The information presented in this Manual and 
information contained in the links to associated 
resources is intended for general information only. 
The Manual should not be viewed as a definitive or 
up-to-date guide to the law. Readers should refer to 
the Work Health and Safety Act 2011, Work Health 
and Safety Regulation 2011, Transport Operations 
(Road Use Management) Act 1995 and Transport 
Operations (Passenger Transport) Regulations 2005 
for information in relation to workplace health and 
safety obligations and road rules and seek their own 
legal advice regarding their legal obligations.

This Manual has been prepared to enhance your 
knowledge of taxi driving practices. It is not 
intended to be a substitute or a complete guide 
for safe driving practices. It is designed to provide 
examples that encourage stakeholders to work 
through and consider their own taxi operations 
and circumstances. This manual is not designed or 
intended to include all hazards and risks associated 
with the greater taxi industry particularly as various 
taxi operations and regions may have different risk 
situations and circumstances.

If you are unsure about your ability to drive safely, 
you should seek out professional help before taking 
on the responsibilities of a taxi driver, owners 
and operators.
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• Whilst there are examples within the 
Queensland taxi industry of initiatives to 
improve road safety, an overarching and 
coordinated strategic approach is lacking. Prior 
research indicated taxis are involved in a large 
number of crashes per year (Rowland, Davey, 
Freeman & Wishart, 2008) and identified some 
of the potential problems Wishart et al. (2016). 
Some of the key problems were:

• safety-related documentation and procedures 
differing substantially across the industry (in 
terms of content, level of detail, and relevance 
to safety),

• limited coordination in the development 
and application of taxi safety improvement 
strategies, and

• many areas and regions operating separately 
(Wishart et al., 2016).

• This Manual aims to provide the taxi industry 
with a standardised framework by highlighting 
some of the key hazards and risks and 
providing a number of risk management 
strategies and considerations to adopt to 
ensure a safer industry.
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The document is structured around six main 
sections and a seventh revision process, all 
designed to help the reader to work through the 
Manual (Figure 1). Each section and sub-section 
within the document is accompanied by an action 
or series of questions to be considered by the taxi 
owners, operators and drivers. These questions 
and actions will help formulate an understanding 
of the potential risks and help the formulation of a 
management plan relevant to your operation.

The first section illustrates that despite the 
Queensland taxi industry’s unique structure, there 
is a broad range of inter-related factors at play 
similar to those highlighted in the Occupation 
Light Vehicle Use Systems Model (Stucky, La 
Montagne, Glass, & Sim, 2010). Using this model 
as a framework, it provides a means to better 
understand the complexities associated with the 
various influences on work related driving safety. It 
also illustrates that the driver is not the only factor 
responsible for safe driving.

The second section provides an overview of the 
various legislative requirements and obligations 
relating to the operators and drivers to ensure safe 
taxi vehicle use.

Section three discusses the core safety elements 
to consider within the taxi industry. It then 
provides an example of a risk management 
approach which outlines: hazard identification, 
risk identification, risk assessment and evaluation, 
risk mitigation and treatment, risk monitoring, and 
roles and responsibilities. The risk management 
approach then expands upon these processes 
by incorporating considerations associated with 
vehicle safety, journey management and worker 
mobility and tasks.

Section four outlines a process for improvement of 
taxi driving safety. This section aims to assist the taxi 
stakeholder to work through a series of activities 
for consideration within their own taxi operation 
to identify deficiencies and develop strategies 
and suitable interventions for improvement of taxi 
driving safety.

Section five highlights the need to have in place 
a well-established post incident notification, 
management and investigation process. This 
section outlines a process to consider minimising 
risk at the scene of a crash. It also highlights the 
need to conduct a thorough review of each incident 
to fully utilise the opportunity for potential learnings 
and safety process improvements that can be 
derived from previous crashes and incidents.

Section six encourages the taxi industry to 
work towards processes ensuring continuous 
improvement of safety. This section suggests 
that taxi operations review their current safety 
performance and identify areas that could be 
improved. Continuous improvement may require 
the assistance of both internal and external 
resources and expertise. It also highlights that 
safety improvement is an ongoing process requiring 
improvement due to the changing nature of such a 
dynamic environment.

It should be noted that the development, 
implementation and evaluation of Taxi industry 
safety management within any operational context 
is a continuous process. Consequently, the final 
section of this document is about embarking 
upon continuous improvements to enable the 
Taxi industry safety processes to continuously 
evolve and improve safety. Constant feedback and 
positive changes observed could help re-evaluate 
and influence the manner in which each operation 
manages safety associated with Taxi operations.
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Systematic nature of 
work driving safety

Legislative obligations

Core safety elements

Steps towards improving 
driving safety of taxis

Post incident management 
and investigation

Continuous improvement

Reasses management of
taxi industry risks

Figure 1: The overall flow of this document
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The Queensland taxi industry is unique in structure 
and complexity, and distinctly different from other 
organisational and association structures (Figure 
2). The absence of an overarching and coordinated 
strategic approach to improving taxi safety can be 
attributed to the complexity and diversity of the 
taxi industry.

Figure 2: Structure of Queensland taxi industry

Owners

• More than 2,200 owners 
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Operators
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Government

Drivers

• More than 11,000 
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• Compulsory taxi 
authorisation required, 
e.g. mandatory training/
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• Driver operated as 
small business

• Responsible for safe 
driving of vehicle

Vehicles

• More than 3.261 taxi 
vehicles

• Operator accountable for 
vehicle

• Regular periodic 
maintenance required

VehiclesOperatorsOwners

Drivers

Booking companies
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The Occupation Light Vehicle Use Systems Model 
(Stucky, La Montagne, Glass, & Sim, 2010) provides 
a way to better understand the complexities 
associated with the various influences on work 
related driving safety (Figure 3). This model seems 
particularly useful in understanding the taxi 
industry, because of the broad range of inter-related 
factors at play.

The five levels of the model include factors of 
influence at the driver and passenger level, the 
immediate external environment level such 
as the vehicle, the external road environment, 
the organisational environment such as work 
arrangements, and the external influences level 
including effects associated with policy and 
legislative arrangements. It is important to note 
that in the context of this review, ‘driver safety’ 
refers to those concepts associated with safe road 
use (e.g., safe driving, vehicle safety, road user 
behaviours), as opposed to concepts relating to the 
physical safety/security of drivers (e.g., threats or 
physical abuse from passengers).

Policy environment
external influences

Local, national, public policy

Organisational
environment

Work arrangements

External work
environment

Road environment

Immediate
physical

Work environment
vehicle

Locus of
injuries and 

fatalities
Drivers and
passengers

Figure 3: Occupation light vehicle use 
systems model

LEVEL 1:  
Driver and passengers
The first level includes influences relating to the 
driver and passenger. Numerous factors have been 
found to be associated with a higher risk of crashing 
for drivers among the general driving population. 
These include:

• Age (Massie, Campbell, & Williams, 1995; Williams 
& Shabanova, 2003; Zhang, Frazer, Lindsay, Clarke, 
& Mao, 1998)

• Gender (Massie, et al., 1995; Williams & 
Shabanova, 2003)

• Driving experience (Mayhew, Simpson, & Pak, 
2003; McCartt, Shabanova, & Leaf, 2003)

• Driving exposure (including time of day, and time/
distance driven) (Chipman, MacGregor, Smiley, & 
Lee-Gosselin, 1993)

• Drug/alcohol consumption (Drummer et al., 2003; 
Jones, Kugelberg, Holmgren, & Ahlner, 2009; 
Petridou & Moustaki, 2000)

• Personality traits (Hilde, 2002; Petridou & 
Moustaki, 2000)

• Driving demands/ distraction (Horberry, Anderson, 
Regan, Triggs, & Brown, 2006; Lamble, Kauranen, 
Laakso, & Summala, 1999)

• Work fitness (Stuckey, et al., 2010)

• Sleep patterns/fatigue (Petridou & 
Moustaki, 2000).

In the taxi industry, previous research suggests that 
even after accounting for the number of kilometres 
travelled, taxi drivers involved in crashes were more 
likely to be male, aged 25-49, be fully licensed and 
not have a passenger (Wishart et al., 2016). Whilst it 
is difficult to design specific interventions for these 
factors, it is still worth being aware of the above 
influence at the personal level that may impact on 
crash risk.

LEVEL 2:  
Vehicle
The second level includes influences relating to 
the immediate physical work environment. In the 
context of the taxi industry, this can be viewed as 
the vehicle itself. Vehicle-related factors can have 
an influence on crash risk. Research has shown 
that crash risk is greater for older vehicles, and 
this is associated with minimum safety standard 
requirements (Roberston, 1996). Injury severity is 
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also greater for older vehicles (Blows et al., 2003).

The regulatory requirement of the maximum age 
limit of six years for conventional taxis and eight 
years for wheel chair accessible vehicles has been 
removed in Queensland. Despite this, it is worth 
noting the National Road Safety Strategy 2011-
2020 estimates a 26% reduction in Australia’s road 
trauma rate involving light passenger vehicles could 
be achieved if every Australian drove the safest 
car in its category. It further estimates a reduction 
of 40% should each vehicle incorporate the safest 
design elements for its class (Australian Transport 
Council, 2015). These design elements include 
autonomous emergency braking, lane departure 
warning and intelligent speed activity systems.

For the taxi industry, this may mean prioritising a 
car purchase decision based on their safety features 
by reviewing the crash risk assessment and safest 
design elements for its class before buying a vehicle 
(https://www.ancap.com.au/)

LEVEL 3:  
Road environment
The road environment is conceptualised as the 
third level of influence and includes various road 
environment factors that can influence crash risk. 
Crash rate has been found to increase during rain 
(Qiu & Nixon, 2008), night-time and in adverse 
weather conditions due to poor visibility of the road 
(Wang, et al., 2015) and increasing traffic volumes 
(Martin, 2002).

Prior research conducted confirmed crash rates 
for the taxi industry increase at night time and 
weekends (Wishart, et al. 2016).

LEVEL 4:  
Work arrangements
The organisational environment and work 
arrangements in the fourth level can influence 
work driving safety. The taxi industry has a diverse 
management structure and taxi drivers can own, 
lease or hire the vehicle they drive, or work for 
the owner of the vehicle. Organisational factors, 
such as time pressure, high mileage travel, and 
organisational culture have been shown to 
influence driver safety in fleet settings (Rowland, 
Davey, Wishart, et al., 2008). It has also been found 
that some organisations do not consider safety an 
operational priority (Rowland, Davey, Wishart, et 
al., 2008). Drivers facing time pressures have been 

found to be more likely to engage in risk behaviours 
(aggressive driving and speeding), and are also 
likely to have a less positive attitude towards safe 
driving (Rowland, Davey, Freeman, et al., 2008).

While some other fleets have a clear chain of 
responsibility and a hierarchical structure, the taxi 
industry does not (Stewart, et al., 2005). Therefore, 
systems and interventions that may work in other 
fleet settings may not be directly applicable to the 
taxi industry.

LEVEL 5:  
Policy
The fifth and final level conceptualises external 
influences on work related driving relating to 
policies and legislation, such as national and state 
legislation. Taxi drivers and their subsequent safety 
driving behaviour are influenced by the current 
road safety legislation, and workplace health and 
safety legislation. At a State level, the Queensland 
Government is undertaking a comprehensive 
review and implementing changes to the primary 
legislation, the Transport Operations (Passenger 
Transport) Act 1994 as part of a new framework for 
personalised transportation.

Key changes anticipated to have an impact on taxi 
drivers and their subsequent safe driving behaviour 
include: improved road safety, standardised 
vehicle safety requirements, Compulsory Third 
Party Insurance vehicle class reviews and reducing 
regulatory requirements. At a national level, the 
National Road Safety Strategy 2011-2020 through 
its National Road Safety Action Plan 2015-2017 
includes two key actions that will have an impact 
on taxi drivers and their safe driving behaviour. 
The first action involves encouraging private sector 
organisations to implement best practice fleet 
management processes and the second action 
is workplace safety policies and promoting the 
market uptake of new vehicle technologies with 
high safety potential.
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Taxis Common
risks

Traditional
fleetDiverse industry structure

Ensuring vehicles are well 
maintained in accordance with 

legislative requirements

Industry specific insurance

Potential for different 
employment conditions 

Potential for lack of direct 
employment relationships

24 hour 365 days a year service

Ownership of vehicle diversified

Driver operator 
permit & licence

Ensuring vehicles
are well maintained,

reliable etc.

Fitness to drive

Road 
environment

Regularly 
serviced

Non-industry specific insurance

Often less than five years old, 
although not always

Structured booking process
for accountability

Ownership less diversified

Drivers licence 

Figure 4: Key aspects in traditional fleets and the taxi industry, where do they cross over?
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Why should I care about the legislative obligations 
in the taxi industry?
Different legislation across multiple jurisdictions 
provides the legal obligations and responsibilities 
associated with safe use of a vehicle for 
work purposes.

WHS obligations are owned by a number of 
persons, including employers, workers and persons 
on control of workplaces (Work Health and Safety 
Act 2011; Work Health and Safety Regulation 2011). 
A workplace includes a vehicle used for work related 
purposes. A person who has a WHS obligation may 
have more than one WHS obligation. This manual 
concentrates on the WHS obligations of the taxi 
owners, operators and drivers.

A person conducting or undertaking has an 
obligation to ensure the WHS of their workers and 
any other persons is not affected by the conduct 
of the business or undertaking. The obligation is 
discharged if each of the employer’s workers and 
any other persons are not exposed to risks to their 
health and safety arising out of the conduct of the 
business or undertaking.

Discharging this obligation includes but is not 
limited to:

• Providing and maintaining a safe and healthy 
work environment

• Ensuring safe systems of work

• Providing information, instruction, training and 
supervision to ensure health and safety.

A person in control of a workplace (which includes 
a vehicle used for the performance of work) has 
obligations which include ensuring the risk of injury 
or illness is minimised for persons coming into the 
workplace to work.

Where there is no regulation or other formal 
notice prescribing the way to prevent or minimise 
exposure to a risk, an employer discharges their 
WHS obligation for exposure to the risk by both:

• Adopting and following any way to discharge their 
WHS obligation for exposure to the risk

• Taking reasonable precautions, and exercising 
proper diligence, to ensure the obligation 
is discharged.

Applied to the taxi industry, the obligations of the 
operator may include providing their drivers with 
information about:

• The safe use of a vehicle

• Safety features of vehicles and instruction how to 
use them

• The causes and effects of fatigue

• Safe maintenance of the vehicle.

The specific requirements of the road safety laws 
also have to be met.

ROAD SAFETY MANUAL FOR THE TAXI INDUSTRY 15
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Employees also have WHS obligations
Employees, which include drivers and any other 
persons at a workplace, have the following 
WHS obligations:

• To comply with the instructions given for WHS at 
the workplace by the employer

• To use personal protective equipment if the 
equipment is provided by the worker’s employer 
and the worker is properly instructed in its use

• Not to wilfully or recklessly interfere with 
or misuse anything provided for WHS at 
the workplace

• Not wilfully place at risk the WHS of any person at 
the workplace. For the taxi industry the workplace 
includes the road.

• Not to wilfully injure themselves.

Taxi operators and taxi drivers have obligations 
under the WHS Act as self-employed persons:

• A self-employed person has an obligation to 
ensure the self-employed person’s own workplace 
health and safety in the conduct of the self-
employed person’s business or undertaking

• A self-employed person has an obligation to 
ensure other persons are not exposed to risk 
to their health and safety arising out of the 
conduct of the self-employed person’s business or 
undertaking

• A person who conducts a business or undertaking 
has an obligation to ensure the health and safety 
of each person who performs a work activity for 
the purposes of the business or undertaking.

Applied to the taxi industry a driver’s duties 
would include:

• Holding a current, valid driver’s licence

• Abiding by all the road rules (e.g. speed limits, 
alcohol consumption)

• Refraining from driving impaired by tiredness or 
medication

• Reporting any incidents required by law or by the 
operator’s program

• Carrying out routine vehicle checks required by 
the driver.

Both taxi operators and drivers have duties to each 
other and to others (the passengers) who might be 
affected by the work they undertake. In the case 
of the taxi industry, this includes other road users, 
passengers and people at locations where the 
driver stops to carry out work.

ROAD SAFETY MANUAL FOR THE TAXI INDUSTRY16
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Ask yourself
• Am I aware that I have various legal 

responsibilities to manage risk and ensure 
the safety for my fleet? What is the relevant 
legislation that applies to me, the driver and my 
organisation?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• What other risks, hazards or considerations can 
you identify with your operations?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• What actions are you taking to mitigate 
those risks? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Okay we have identified the risk now what have 
you done about them? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Other risks may include:

 » Are there children in the vehicle?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

 » Are there clients in the vehicle?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

 »  Do you have special needs passengers?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

 » Other...

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

Take note of each of the questions and 
answers you have provided above and 
determine whether or not you think they are 
currently being managed effectively.

ACTION 
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Work-related driving is associated with a number 
of risk factors that alone or in combination increase 
both the likelihood and the severity of an incident.

Prior to identifying risks and developing strategies 
to manage those risks, hazards should be identified. 
In this section, the nature of some examples of the 
major risk factors in the taxi industry is examined 
further and the ways to reduce these risks 
are outlined.

Hazard 
identification

In the circumstances relating to your organisation’s  operations, what hazards 
are associated with your operation?

Risk  
identification

What are the potential risks in regards to each of the previous hazards 
identified? In other words what can happen and how could it happen? 

Risk 
assessment 
and evaluation

In regards to what could happen and how it could happen and what is the 
likelihood of such an event occurring? If such an even was to happen what 
are the potential consequences associated with the event? Analyse the risk to 
determine likelihood, consequences and an estimated level of risk.

Risk mitigation 
and treatment

What strategies and initiatives can and will be implemented to reduce risk? 

Risk 
monitoring

The work driving environment is extremely dynamic in nature, consequently 
upon implementing strategies and interventions to mitigate risks, 
organisations should actively and constantly re-evaluate and monitor risk, 
mitigation strategies and interventions. 

Roles and 
responsibilities

A final but crucial step in any risk management framework is identifying the 
key personnel involved and their responsibility. Organisational structures 
are extremely diverse, ask yourself “Who are the key personnel that have 
responsibility? What role can they play in the risk management process? 
What activities can they do to mitigate risk?” 

Figure 5: Six key steps to effective risk management of the taxi industry

Risk management approach
A risk management approach is imperative to 
managing road safety. Operations can utilise and 
adopt a typical risk management framework and 
approach that has been proven useful in other work 
activity sectors. Such an approach incorporates six 
key steps as outlined in Figure 5.

Before undertaking a Risk Management Approach, 
ensure that you have answered the following questions:

• What is the issue?

• Why should I care?

• Once these questions have been answered 
you can ask yourself, what can I do to manage 
this issue?

1
2
3

4
5

6
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  STEP 1:  
Hazard identification

An initial step in the risk management process is 
to identify what potential hazards are associated 
with the organisation’s operations. Through 
developing an awareness of potential hazards, 
appropriate considerations can be made to increase 
workplace safety.

Due to the diverse nature of work-related driving 
activities, the taxi industry could encounter various 
hazards including:

• Driver Factors (e.g. fitness to drive, distraction, 
fatigue, seat belt use or passengers)

• Vehicle Factors (e.g. vehicle itself or reversing)

• Road Factors (e.g. pedestrians or flooded roads)

• Organisation and Policy Factors (e.g. vehicle 
maintenance and post incident reporting)

The extent that hazards represent a risk will depend 
on the overall progress and use of an organisations 
risk management approach.

  STEP 2:  
Risk identification

Once relevant hazards have been identified, the 
organisation is able to establish potential risks 
which could present if that hazards where to 
occur. This step helps organisations clarify what 
types of risks might eventuate, who or what these 
risks might impact and how it could impact 
those involved.

  STEP 3:  
Risk assessment and evaluation

Once an understanding of the potential risks 
resulting from the hazards has been gained, 
assessments on the likelihood, consequences 
and level of risk associated with each hazard 
should be established. To gain this information an 
organisation should consider:

• What is the likelihood of such an event occurring?

• If this even did occur, what are the potential 
consequences?

• What is the estimated level of severity of those 
consequences for those involved?

Through analysing the risks to determine these 
three key factors, valuable insights are gained which 
are vital in informing appropriate risk mitigation 
strategies and initiatives.

  STEP 4:  
Risk mitigation and treatment

To successfully manage, minimise or eliminate 
the presenting hazards and associated risks, the 
organisation, needs to develop and implement 
suitable strategies and initiatives which effectively 
target these concerns.

Due to the diverse nature of work-related driving 
activities undertaken in the Taxi industry, the 
organisation may need to consider a range of 
strategies and initiatives. These should be directed 
not only at the driver and consequently driver 
behaviour, but also consider these strategies within 
the complexities of the driver’s relationship to the 
vehicle, the road environment including conditions 
and circumstances, the organisational processes, 
policies, procedures, influences and people, and the 
legislation clearly applicable within the road setting.

  STEP 5:  
Risk monitoring

Due to the dynamic nature of the work driving 
activities undertaken within the Taxi industry, the 
organisation should actively and constantly monitor 
and review the implemented risk mitigation 
strategies and initiatives. This process is of particular 
importance as it allows organisations to:

• Evaluate the effectiveness of the implemented 
strategies in addressing the identified risks

• Provide an opportunity to identify other potential 
risks, and pre-emptively develop strategies and 
initiative to address these, before the risks impact 
the organisation

To ensure the implemented strategies 
and initiatives are effective in addressing 
presenting risks, it is important to ensure that 
these interventions are communicated to all 
organisational personnel involved and impacted.
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Safety considerations 
applied to the 
taxi industry
The following section discusses some example 
hazards relevant to the taxi industry using the 
Occupation Light Vehicle Use Systems Model. The 
hazards discussed in this section should not be 
taken as a complete list of hazards applicable to the 
Taxi industry.

These example hazards have consistently been 
identified by prior research and will be used to 
demonstrate the risk management approach as 
applied using the Occupation Light Vehicle Use 
Systems Model. 

As you work through this section, think 
about and note down hazards in your 
operation not covered in this section. To 
assist you in addressing the hazards in your 
operation, once you have identified the 
hazards try to follow the risk management 
approach process as illustrated in the 
practical application of the Occupation Light 
Vehicle Use Systems Model. 

ACTION 

  STEP 6:  
Roles and responsibilities

Throughout the risk management process the 
organisation needs to consider the key personnel 
involved. In identifying all relevant personnel the 
organisation should consider:

• Who are the key individuals impacted?

• What is their level of responsibility in 
the situation?

• What role can they play in the risk management 
process?

• What activities and actions can they do/take to 
mitigate the risks?

For a risk management approach to be successful, 
it relies on the support of all organisational 
individuals to be involved from the beginning and 
all throughout the process.
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Level 1: Locus of injuries and fatalities  
(driver factors)

Hazard 1: Driver’s fitness to work

Risk identification

Driving is a demanding task that requires effective 
working of visuospatial perception, insight, 
judgement, attention and concentration, reaction, 
memory, muscle power, coordination and vision 
(Austroads, 2016). Given these requirements, 
individuals working in the Taxi industry that may 
have impairments in these areas greatly reduce 
their ability to safely and efficiently execute the 
skills needed to complete their job tasks, and are at 
a higher risk of car crash involvement.

Some examples of conditions, which may affect 
a drivers ability to deliver a safe and efficient 
service include;

• Blackouts

• Cardiovascular disease

• Diabetes

• Alcohol and/or substance misuse/dependency

• Medication and/or misuse/dependency

• Sleep disorders

• Vision problems

• Neurological conditions such as epilepsy, 
dementia etc.

• Long term stress

• Poor diet

• Fatigue, tiredness

These medical conditions may occur persistently 
or episodically for individuals. Irrespective of the 
frequency of presentation, given the likely increase 
in crash involvement, the presence of these 
conditions requires risk management processes 
(Austroads, 2016).

Risk assessment and evaluation

LIKELIHOOD: 
Research has indicated an increased chance of 
crash involvement for those who drive with a 
medical condition (Dabrh et al., 2014).

CONSEQUENCES: 
The severity of consequences from a crash ranges 
from injury, permanent disability and potentially 
death. These outcomes are associated with high 
financial, operational but also social costs. In 
addition, drivers may be held liable by common 
law if they are aware of a health condition and it is 
not disclosed.

RISK LEVEL: 
Universally, the likelihood of crash and 
consequences of driving with a medical condition is 
a risk to the driver, the operator and public safety in 
general. However, the risk level will be different for 
each operation and should be determined by the 
operation based on how the operation takes this 
hazard into consideration, for example whether a 
policy exists and how the hazard is managed.

Risk mitigation and treatment

There are a number of strategies and interventions 
that should be considered and may assist in 
managing the risks associated with this hazard.

These include but are not limited to:

• Reporting to the driver licensing authority any 
long-term or permanent injury or illness that may 
affect your ability to drive safely

• Adhere to prescribed medical treatment

• Comply with the requirements of a conditional 
licence as appropriate including periodic 
medical reviews

• Disclose to the organisation any conditions which 
require consideration or management (I think this 
is a bit repetitive as it is covered in the roles and 
responsibilities table below)

• Develop and implement a fit to drive “fit-to-work” 
checklist relevant to your operation to ensure a 
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standardised and acceptable measure of driver 
functioning (Refer to Appendix 1)

• Ensure fitness requirements are clearly and 
consistently communicated to promote safe work 
standards within your operation

• Not rely on a single screening test to evaluate the 
driver’s fitness to work, i.e. the driver authorisation 
which requires a medical certificate

• Provide drivers with information and medical 
support resources to assist those individuals who 
are managing a condition (Refer to Appendix 2)

Risk monitoring

To continuously monitor the risks associated with 
driving, operators should undertake ongoing 
monitoring processes. To do this, operators should 
refer to the “Ask Yourself” section located at the end 
of this section.

These questions can be used by operators to reflect 
on their present safety processes and practices 
and identify areas for improvement and address 
potential concerns before they become a hazard for 
the drivers.

Roles and responsibilities:

To increase the effectiveness of risk management 
strategies, there are actions the operation can 
undertake to assist and support individual drivers. 
Similarly, the individual driver(s) are a major 
stakeholder group involved and are required to 
take actions to manage the risks associated with 
this hazard.

Responsible person Role and Responsibilities

Booking entity/
Operator

• Developing and implementing a “fit-to-work” checklist to ensure a 
standardised and acceptable measure of driver functioning is maintained 
across the operation

• Ensure fitness requirements are clearly and consistently communicated to 
all drivers to promote the required safe working standards

• Provide drivers with information and support resources to assist those 
individuals who are managing a medical condition

Driver(s) •  Disclose any health issues that may affect their driving ability to the 
licencing authority when applying or renewing your driver’s license 

• Report to the driver licensing authority any long-term or permanent injury 
or illness that may affect your ability to drive safely or report it as soon as you 
become aware of a health condition

• Comply with the requirements of a conditional licence as appropriate 
including periodic medical reviews

• Adhere to prescribed medical treatment plans

• Disclose to the operator any conditions which require organisational 
consideration or management
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Ask yourself
• How does fitness to drive impact on 

your operation?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• What is the likelihood of a crash occurring 
in your operation due to driver(s) having a 
condition that may be affecting their ability to 
deliver a safe service currently? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• If a crash occurred as a result of you (or your 
drivers) having a medical condition (disclosed 
and undisclosed) that may be affecting their 
ability to drive safely, what are the potential 
consequences for you as the driver, for your 
operation and the Taxi Industry as a whole? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• What is the estimated level of severity of those 
consequences for those involved?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Reflecting on the factors above, what is your 
operation’s current risk level?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Knowing the information above, do you have 
an appropriate ‘fit to drive’ policy in place for 
your operation? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

•  How successfully is it currently managed in 
your operation?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Have you included and engaged with your 
drivers to develop your own ‘fit to drive’ policy?

_________________________________________________

_________________________________________________

_________________________________________________

• How does fitness to drive fit in your 
recruitment  strategy? 

_________________________________________________

_________________________________________________

_________________________________________________

Take note of each of the questions and 
answers you have provided above and 
determine whether or not you think they are 
currently being managed effectively.

ACTION 
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Hazard 2: Seat belt non-use

Risk identification

Prior to the changes in the regulation, taxi drivers 
did not have to wear a seatbelt when there was a 
passenger in the taxi. It is now a legal requirement 
for a driver to wear a seatbelt at all times when 
operating the vehicle.

While wearing a seat belt does not prevent crashes, 
it does reduce injury. Wearing a properly adjusted 
seat belt has been demonstrated to reduce 
the risk of fatal or serious injury by up to 50%. 
Unbelted drivers/passengers can potentially kill 
other vehicle occupants on impact. Studies have 
shown that drivers and front-seat passengers are 5 
times greater risk of dying in a car crash if the rear 
passengers are not wearing seat belts, especially 
in the instance of head-on collisions (CARRS-Q, 
2016). Therefore, ensuring seat belt use requires risk 
management processes.

Over-loading is an additional risk. A standard taxi 
is licensed to carry 4 passengers and will only have 
enough seat belts fitted including you.

Risk assessment and evaluation

LIKELIHOOD: 
It is well established that unrestrained drivers and 
passengers are up to 8 times more likely to be killed 
in a road crash.

CONSEQUENCES:  
The severity of consequences from a crash while 
unrestrained ranges from injury, permanent 
disability and potentially death. These outcomes 
are associated with high financial, operational and 
social costs. Additionally, should an accident occur 
while you are overloaded, the insurance would be 
null and void placing you not only in a challenging 
legal position but also a challenging financial one.

RISK LEVEL: 
Universally, driving without a properly adjusted 
seatbelt is a risk to the driver, passenger(s) and 
public safety in general.

Risk mitigation and treatment

There are a number of strategies and interventions 
that should be considered and may assist in 
managing the risks associated with this hazard 
and include:

• Consider an education strategy to explain the 
importance of wearing a seatbelt at all times

• Get into the habit of wearing a properly adjusted 
seatbelt at all times

• Ensure occupants are appropriately restrained 
before moving

• Seatbelts will only work if they are fitted correctly; 
it should not be too tight or loose and positioned 
over the hips and shoulder; it should not touch 
the head or neck and should be adjusted so the 
buckle is at or below the hip

• Regularly inspect all the seatbelts in the car to 
ensure they are safe and serviceable, webbing 
should not be frayed, damaged or sun-bleached; 
belt should lie flat its entire length; the retracting 
mechanism should be tested

• Never be pressured to take more passengers than 
you are licensed for

• Purchase vehicles with an ANCAP safety rating of 
4 or 5 stars and an advanced seatbelt reminder 
system.

Risk monitoring

Given this is a new legislative requirement the 
risk mitigation strategies will be different for 
each operation and should be determined by the 
operation based on how the operation takes this 
hazard into consideration.

ROAD SAFETY MANUAL FOR THE TAXI INDUSTRY 25



MENU

Roles and responsibilities

Responsible person Role and responsibilities

Booking entity/
Operator

• Ensure the wearing of seatbelt at all times requirement is clearly and 
consistently communicated to all drivers to promote the required safe 
working standards

• Provide drivers with information and support resources to assist those 
individuals who are not compliant

Driver(s) •  Get into the habit of wearing a properly adjusted seatbelt at all times

• You have a duty of care to ensure passengers are appropriately restrained 
before moving

• Prompt passengers to fasten their seatbelts and similarly encourage adult 
passengers to put a seatbelt on children

• Do not allow any passengers to put a seatbelt over both themselves and a 
child. Drivers need to explain to the passenger that if the taxi stops suddenly 
the child could be crushed between the passenger and the seatbelt

• Never be pressured to take more passengers than you are licensed for

Passenger •  Wear a seatbelt and ensure children are appropriately restrained
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Ask yourself
• Have your drivers been complying with the new 

requirement of wearing a seatbelt at all times?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Knowing the information above, have you 
considered how you explained the reasons 
why wearing a seatbelt is important in 
your operation?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• What is the likelihood of a you (or your drivers), 
passenger or other road users being injured, 
permanently disabled or killed as a result of 
driver(s) not wearing a seatbelt at all times?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________  

• If a crash occurred as a result of you (or your 
drivers) not wearing a seatbelt at all times what 
are the potential consequences for you as the 
driver, for your operation and the Taxi Industry 
as a whole? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• What is the estimated level of severity of those 
consequences for those involved?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Reflecting on the factors above, what is your 
operation’s current risk level? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Knowing the information above, do you have an 
appropriate policy in place for your operation?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• How successfully is it currently managed in 
your operation?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Have you included and engaged with your 
drivers to develop your own policy?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

Take note of each of these questions and 
answers you have provided above and 
determine whether or not you think they are 
currently being managed effectively. 

ACTION 
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Hazard 3: Driver distraction

Risk identification

A distraction occurs when the driver’s attention is 
temporarily focussed on another task, object, event 
or person not related to driving. Not only does this 
divert the driver’s attention from the driving task, 
it also impacts on safety critical measures such as 
stopping distances. There is evidence that in-vehicle 
distractions contribute to a quarter of vehicle 
crashes in Australia.

Some sources of driver distraction include:

• Navigation systems

• Email/internet/technology

• Entertainment system

• Loose or unrestrained object(s)

• Passengers

• Pedestrians

• Roadworks/construction activity

• Billboard/advertising material

• Other vehicles

One of the biggest sources of distraction is the use 
of mobile phones whilst driving. It increases the 
risk of a crash four-fold, regardless of whether a 
hands-free kit such as Bluetooth is used (CARRS-Q, 
2017). This is because it results in the following 
distractions:

• Physical distraction – moving hands off the 
steering wheel to answer and end phone calls

• Visual distraction – eyes are diverted off the road 
to view buttons, read messages etc.

• Cognitive distraction – talking while on the 
phone causes the driver to divide their attention 
between driving tasks and conversation. It is well 
established that it is not possible to do both.

Another source of driver distraction is the driver’s 
focus on passenger scanning and searching which 
may affect the driver’s ability to concentrate on the 
road ahead.

All these risks associated with driver 
distraction above, highlights the need for a risk 
management processes.

Risk assessment and evaluation

LIKELIHOOD: 
Driver distraction or inattention in the broader 
sense had been found to be a contributing factor 
is 78% of crashes and 65% of near crashes. Talking, 
listening and/or dialling a hand-held device 
accounted for 7% of crashes (CARRS-Q, 2017).

CONSEQUENCES: 
Driver distraction has the potential to result 
in consequences for not only the driver of the 
vehicle but also to passengers and other road 
users, many of whom may be more vulnerable to 
extensive injury due to the nature of their form of 
transportation such as cyclists, pedestrians and 
motorcyclists. These consequences in regards to 
harm can range from minor injury to permanent 
disability or even fatalities. In addition, if an incident 
occurs as a result of distraction then there is the 
potential for financial, legal and social  costs.

RISK LEVEL: 
The risk level will be different for each operation 
and should be determined by the operation 
based on how the operation takes this hazard into 
consideration, whether a policy exists and how the 
hazard is managed for example.
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Risk mitigation and treatment

Some strategies and interventions that may assist 
in managing the risks associated with this hazard 
and include:

To minimise distractions while scanning and 
searching for passengers, the driver should 
ensure that:

• They cruise whenever possible in the traffic lane 
closest to the kerb

• When hailed, maintain concentration on the 
road and on pulling into the kerb safely, and give 
enough warning of intention to stop to the other 
road users by indicating

• Avoid temptation to look at the hailing passenger 
rather than the road ahead.

To minimise distractions before commencing to 
drive, the driver should ensure that:

• Their seating position, seatbelt, head rest, internal 
and external mirrors, radio and air-conditioning 
controls and other vehicle controls are correctly 
adjusted

• Passengers, cargo and other objects are properly 
retrained

• The windscreen and other window glass are clean

• The satellite navigation device (GPS) is set up and 
operational

• The dispatch equipment is set up and operational

• Correct eyewear (e.g. sunglasses, prescription 
glasses or contact lenses) is worn

• Determine the passenger’s destination and turn 
the meter on before pulling out

 » Check your rear and side mirror to ensure 
that it is safe to pull out

 » Indicate a right signal

 » Check the blind spot by checking over your 
shoulder

 » Accelerate smoothly to leave the curb

The driver will minimise distractions while driving 
by refraining from:

• Having a private phone conversation while fare 
paying passengers are on board

• Turning around or looking to the side to talk to 
passengers

• Turning their eyes from the road to look at 
roadside distractions

• Performing paperwork

• Operating/programming a GPS system and/or 
dispatch equipment

• Eating or drinking while driving

• Having loose objects on or under seats.

Risk monitoring

To continuously monitor the risks associated with 
driving, operators should undertake ongoing 
monitoring processes. To do this, operators should 
refer to the “Ask Yourself” section located at the end 
of this section.

These questions can be used by operators to reflect 
on their present safety processes and practices 
and identify areas for improvement and address 
potential concerns before they become a hazard for 
the drivers.
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Roles and responsibilities

Responsible person Role and responsibilities

Booking entity/
Operator

• Adopting a policy ban on all use of mobile phones (including the use of a 
Bluetooth or any other hands-free device) while driving

• Provide drivers with information and support resources to assist those 
individuals who are not compliant

Driver(s) • Complying with the law relating to the use of mobile phones

• Allow calls to go to message bank

• Answer calls only after the vehicle is pulled over to the side of the road 
and parked

• Concentrate solely on pulling out safely after picking up your passenger

Ask yourself
• Knowing the information above, do you have an 

appropriate policy in place for your operation? 

_________________________________________________

_________________________________________________

_________________________________________________

• What is the likelihood of a you (or your drivers), 
passenger or other road users being injured, 
permanently disabled or killed as a result of 
driver(s) driving distracted? 

_________________________________________________

_________________________________________________

_________________________________________________

• If a crash occurred as a result of you (or 
your drivers) driving distracted what are the 
potential consequences for you as the driver, 
for your operation and the Taxi Industry as 
a whole? 

_________________________________________________

_________________________________________________

_________________________________________________

• What is the estimated level of severity of those 
consequences for those involved?

_________________________________________________

_________________________________________________

_________________________________________________

• Reflecting on the factors above, what is your 
operation’s current risk level?

_________________________________________________

_________________________________________________

_________________________________________________

• How successful is it currently managed in 
your operation?

_________________________________________________

_________________________________________________

_________________________________________________

• Have you included and engaged with your 
drivers to develop your own policy?

_________________________________________________

_________________________________________________

_________________________________________________

Take note of each of these questions and 
answers you have provided above and 
determine whether or not you think they are 
currently being managed effectively. 

ACTION 
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Hazard 4: Driver fatigue

Risk identification

When you have been awake for an extended period 
of time, a chemical called adenosine is produced 
telling your brain to go to sleep. You also have a 
90-minute body clock that affects you when you are 
awake. If you are engaged in a strenuous activity, 
such as driving, you will feel very tired if you do not 
take a break for at least 30 minutes at least every 2 
hours of driving (Yellow Cabs, 2014).

Driver fatigue is a term sometimes used to describe 
the experience of being sleepy or tired. Fatigue is 
not just a problem for drivers on long trips as any 
driver can suffer from fatigue even on short trips. 
The effect of fatigue is both a physical and mental 
experience and can severely impair judgment 
when driving. Driver fatigue can cause lapses in 
concentration that may prove fatal (TMR, 2017).

One of the main problems with fatigue is that it 
slowly develops and drivers do not realise they 
are too tired to drive safely (TMR, 2017). There are 
warning signs a driver may be fatigued and not 
capable of driving safely.

Another problem is that individuals are often not 
reliable judges of their level of fatigue. That is why 
it is also the responsibility of the booking entity 
and/or operator to identify the signs of fatigue and 
ensure a driver is prohibited from driving while their 
driving ability is impaired by fatigue.

In light of the risks associated with driver 
fatigue, it is clear there is a need for a risk 
management processes.

Activity 1

• Do you know the signs of driver fatigue?

• Try and list the warning signs of fatigue. 
Have a look at the end of this section to see 
how many you were able to identify.   

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

Risk assessment and evaluation

LIKELIHOOD: 
Fatigue is particularly dangerous because it can 
affect anyone, even very experienced drivers. 
Fatigue is involved in up to 30% of fatal crashes and 
severe injuries (CARRS-Q, 2015).

CONSEQUENCES: 
The severity of consequences from a crash ranges 
from injury, permanent disability and potentially 
death. These outcomes are associated with high 
financial, operational and social costs.

RISK LEVEL: 
Prior research has shown the taxi industry 
in Queensland does have general fatigue 
management procedures however; fatigue was 
considered a considerable and ongoing risk within 
the industry, with drivers that drive taxis as a second 
income considered a high risk (Wishart et al., 2016). 
Universally, driving fatigued is a risk to the driver, 
passenger(s) and public safety in general.

Risk mitigation and treatment

For booking entity/operators the risk can be 
reduced by:

• Making scheduling and rostering a priority 
for driver(s)

 » Provision for realistic rosters with 
adequate rest breaks and some flexibility 
with the management of fatigue  
(Refer to Appendix 3)

For driver(s) the risk can be reduced by:

• Not driving while tired and disclosing issues that 
may affect fatigue levels (Refer to Appendix 4)

• Stop on a regular basis, at the very least once 
every two hours or when you feel you need one to 
take a short break. The break can include walking 
around, doing some light exercise or some 
breathing exercises.

• Do not rely on quick fix ‘stay awakes’ such as 
double dose coffee, energy drinks or tablets

• Getting plenty of sleep between shifts

• Use the car’s air conditioning to increase your 
comfort level

• Do not drive longer than 14 hours per shift

• Eat healthy food, avoid fatty or high calorie food 
and drinks

• Have regular health checks to ensure you do not 
have a sleeping disorder.
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Risk monitoring

To continuously monitor the risks associated with 
driving, operators should undertake ongoing 
monitoring processes. To do this, operators should 
refer to the “Ask Yourself” section located at the end 
of this section.

These questions can be used by operators to reflect 
on their present safety processes and practices 
and identify areas for improvement and address 
potential concerns before they become a hazard for 
the drivers.

Roles and responsibilities

The new framework for Personalised Transport now 
places the responsibility of fatigue management 
on the entire chain of responsibility, which 

includes the booking entity, operator and driver. 
It is acknowledged the Taxi industry has specific 
guidelines for managing the length of driving 
time/shifts of drivers and required rest breaks. 
Typically, the length of most taxi shifts is 12 hours, 
with a maximum of 16 hours in any 24-hour period. 
Generally, booking entities will lock out a taxi 
driver from obtaining further fares once they have 
completed 14 hours. However, previous research 
indicted some regional operators stated that the 
function that locks drivers out of the system after 
16 hours is not necessarily in operation within their 
region (Wishart et al., 2016).

In relation to rest breaks, drivers should have 
an 8-hour break each 24-hour period and 
approximately half-hour breaks every 2-4 hours.

Responsible person Role and responsibilities

Booking entity/
Operator

• Further investigation and assessment in this area to assess the likelihood 
and consequences of this identified risk, including possible controls within 
the new landscape of personalised transport.

• Fatigue management should be the topic of further communication and 
education to staff, including periodic refresher training of existing staff.

• Control and monitor shifts to minimise driver fatigue (working anything in 
excess of 12 hours creates a significant safety risk)

• Be aware of drivers with a second job, including driving for other 
personalised driving services

• Having appropriate scheduling and rostering of driver(s)

Driver(s) • Make yourself familiar with the warning signs of fatigue and take an 
appropriate break

• Make sure you have had an adequate amount or quality of sleep over an 
extended period

• Have not been engaging in sustained mental or physical effort

• Are aware of any disruptions of the normal cycles of daytime activity and 
night sleep

• Limit environmental stresses during sleep (such as light, heat and noise)

• Know the side effects of any medication you are taking (some medications 
cause drowsiness), if uncertain consult with your pharmacist or doctor

• Consider your dietary habits and improve general health and fitness. 
Exercise, avoid being overweight

• Be aware that night work causes sleep implications as daytime sleep is less 
restorative than nocturnal sleep

• Workload and lifestyle choices (illness, childcare, sport, socialising, studying) 
and additional shifts with other ridesharing companies
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Activity 1 – Answers to “Warning signs you might be suffering from fatigue”:

• Constant yawning

• Feeling tired or sleepy

• Poor concentration

• Having slower reaction time, for example doing 
80kph in a 60kph zone you would have the 
same reaction time of someone with a blood 
alcohol content of 0.15

• Heavy or sore eyes with dim or fuzzy vision

• Having trouble keeping your head up or 
eyes open, sometimes drifting into micro 
sleeps (brief episode of sleep that can last a 
few seconds)

• Humming sound in your ears

• Muscle stiffness or cramps

• Changes in your driving speed - either driving 
too fast or too slow

• Reduced steering control, the vehicle tends to 
wander in the lane

• Feeling bored, irritable, restless, frustrated and 
impatient

• Wandering or disconnected thoughts that may 
include daydreaming

• No recollection of the last few 
kilometres travelled.
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Hazard 5: Passengers

Risk identification

Interestingly, research conducted in New South 
Wales has shown that the risk of being involved in a 
crash increased when taxi drivers were not carrying 
a passenger (Lam, 2004). It has been suggested 
that taxi drivers tend to be more cautious in their 
driving when carrying passengers and further, that 
there might be financial ramifications for the driver 
if a passenger were injured during a taxi journey. 
In addition, it was suggested that drivers might 
respond to the call to collect a new passenger by 
rushing to get the fare and in doing so, may speed 
and/or drive in a risky manner, increasing crash risk.

Caution should also be considered for the potential 
risk associated with passengers alighting from taxis 
into oncoming traffic, particularly when passengers 
traveling in taxis may be in a hurry to arrive at their 
destination.

Another key risk for taxi drivers is the instance of 
fare evaders or ‘runners’. A review of the limited 
taxi company vehicle incident/crash data revealed 
a high proportion of claims for incidents relating 
to taxi drivers pursing fare evaders/runners that 
resulted in serious injury of the passenger.

Further, passengers who are in a hurry contribute to 
a driving hazard. If they indicate they are late for a 
flight or an appointment this may increase the risk 
of a crash. Remember not only will you the driver 
be required to pay the fine and lose points, you will 
also put yourself, the passenger and other road 
users at risk of a serious accident when you speed 
or take unnecessary risks.

Risk assessment and evaluation

LIKELIHOOD:   
The taxi industry is all about providing 
transportation and mobility for passengers 
therefore there could be a high likelihood of injury 
to passengers particularly if identified risks are not 
well managed and strategies implemented.

CONSEQUENCES: 
Drivers have been injured and assaulted chasing 
fare evaders. On the other hand, if a fare evader is 
injured in the process of you chasing them, your 
legal situation can become ambiguous.

RISK LEVEL: 
Similarly, to a high level of likelihood of injury, the 
risk level could be considered high due to the 
high level of exposure resulting from the number 
of passengers transported around Queensland in 
taxis annually.

Risk mitigation and treatment

Fare evader or runner risk can be reduced by:

• Having a clear policy and procedure in place in 
your operation to mitigate the incidence of fare 
evaders (Refer to Appendix 5)

• Driver(s) thinking very carefully before taking 
any action like pursuing a fare evader given the 
ambiguous legal implications they might find 
themselves in when they do

• Make use of a Fare Evader Report  
(Refer to Appendix 6)

Passengers in a hurry risks can be reduced by:

• Never speed or take risks to meet the 
customer’s needs.

Risk monitoring

To continuously monitor the risks associated with 
driving, operators should undertake ongoing 
monitoring processes. To do this, operators should 
refer to the “Ask Yourself” section located at the end 
of this section.

These questions can be used by operators to reflect 
on their present safety processes and practices 
and identify areas for improvement and address 
potential concerns before they become a hazard for 
the drivers.
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Roles and responsibilities

Responsible person Role and responsibilities

Booking entity/
Operator

• Having a clear policy and procedure in place in your operation to safely 
manage the incidence of fare evaders and communicating that to 
your driver(s)

• Having driver education tailored to driver(s) to manage potential or actual 
fare evasion situations

• Having driver education tailored to driver(s) to be aware that when 
responding to a call to collect a new passenger, they need to monitor 
their speed and/or driving to ensure they are not driving in a risky manner, 
increasing crash risks

• Consider introducing signage on doors to make passengers aware to exit the 
taxi safely and to consider not getting out of the taxi into oncoming traffic

Driver(s) • At all times your first priority must be to maintain concentration and drive in 
a safe manner

• You have a duty of care to check that the pick-up and drop off points are safe 
for the customer

• Remember you cannot legally prevent a passenger from exiting your taxi. 
Consider some of the alternative mitigating strategies discussed above

Ask yourself
•  Do you have an appropriate policy in place for 

your operation? 

_________________________________________________

_________________________________________________

_________________________________________________

• If your driver perused a fare evader/runner and 
the passenger was injured as a result, what 
are the potential consequences for the driver, 
for your operation and the Taxi Industry as a 
whole? 

_________________________________________________

_________________________________________________

_________________________________________________

• What is the estimated level of severity of those 
consequences for those involved?

_________________________________________________

_________________________________________________

_________________________________________________

• Reflecting on the factors above, what is your 
operation’s current risk level?

_________________________________________________

_________________________________________________

_________________________________________________

• How successful is it currently managed in your 
operation?

_________________________________________________

_________________________________________________

_________________________________________________

• Have you included and engaged with your 
drivers to develop your own policy?

_________________________________________________

_________________________________________________

_________________________________________________
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Level 2: Immediate physical environment 
(Vehicle factors)

Hazard 1: Vehicle itself

Risk identification

Vehicle safety and maintenance are all relevant 
issues under WH&S legislation. Employers are 
required to provide a safe place to work and 
vehicles are workplaces for Taxi drivers. While the 
majority of taxis are kept in good order and clean 
both inside and outside, prior research indicated 
that some taxi vehicles contained items that in 
the event of a vehicle crash may become a missile 
hazard, potentially causing more serious injuries 
(Wishart et al., 2016).

Vehicle maintenance and records of vehicle 
maintenance are also required under WH&S 
legislation. In the taxi industry many of the 
procedures vary between companies and/or 
operators for example, some companies require the 
completed checklists to be returned prior to a shift 
commencing, while for other operators/companies 
the checklist is a process included on the driver’s 
timesheet/daily shift checklist and is returned at the 
end of a shift.

Risk assessment and evaluation

LIKELIHOOD: 
It could be considered that there is a low likelihood 
of a vehicle related incident due to lack of 
maintenance particularly considering the legislative 
requirements associated with taxi mechanical 
maintenance. However, there is the potential for 
more likelihood of mechanical failure in older 
vehicles and of an incident occurring if loose items 
are incorrectly stored within a cabin or boot.

CONSEQUENCES: 
While the consequences of an incident due to 
mechanical failure can result in fatalities, due to 
sound maintenance procedures this is less likely. 
However, if loose items are stored incorrectly 
consequences for injury can also be severe.

RISK LEVEL: 
The risk of an incident associated with the vehicle 
itself could be considered low due to good 
maintenance procedures, high safety ratings in 
vehicles used as taxis and the turnover of vehicles 
associated with procurement processes.

 » Risk mitigation and treatment

Risks can be reduced by:

• Ensuring there are no loose items in the vehicle

• Documenting and recording all vehicle repairs, 
routine maintenance and inspections.

Risk monitoring

To continuously monitor the risks associated with 
driving, operators should undertake ongoing 
monitoring processes. To do this, operators should 
refer to the “Ask Yourself” section located at the end 
of this section.

These questions can be used by operators to reflect 
on their present safety processes and practices 
and identify areas for improvement and address 
potential concerns before they become a hazard for 
the drivers.
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Roles and responsibilities

Responsible person Role and responsibilities

Booking entity/
Operator

• Provide a safe place to work; in this instance vehicles are workplaces for 
Taxi drivers. Therefore, the vehicle safety and maintenance are all relevant 
responsibilities.

• The potential adverse safety outcome of loose items inside the taxi vehicle 
cab should be addressed through policy and procedure directive, within 
training programs and other communication processes, periodic inspections 
of taxi vehicles during shifts, and disciplinary actions for drivers who fail to 
comply.

• In relation to vehicle maintenance, procedures should be in place to conduct 
regular maintenance, which includes servicing vehicles to manufacturers’ 
requirements.

Driver(s) • Complete taxi pre-start checks prior to commencement of each shift  
(Refer to Appendix 7)

• Be prepared for periodic inspections of taxi vehicles during shifts, and be 
aware of the disciplinary actions for those who fail to comply.

• If a vehicle fault is discovered, then the driver is required to report the fault to 
the operator for repair.

• Once the checklist is completed, the procedure for providing these 
checklists to the operator and/or operator administration may vary between 
companies and operators. Make yourself aware what the procedure is in your 
operation.
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Hazard 2: Reversing

Risk identification

Reversing is a considerable risk to driving safety and 
a factor in a high proportion of taxi vehicle incidents 
(Wishart et al., 2016). This is mainly due to the area 
of operations or locations where taxi vehicles tend 
to be in close proximity to members of the public 
including children. A review of the limited taxi 
company vehicle incident/crash data revealed a 
high proportion of low speed manoeuvring and 
especially reversing type incidents. A reversing 
incident that results in more serious outcomes, 
such as reversing over a child or a member of the 
public will increase the propensity for adverse 
publicity and legal issues in the industry.

An over-reliance on reversing cameras as the 
major or only safety risk control to reduce 
reversing incidents is also a considerable risk. 
Although reversing cameras fitted to vehicles are 
of assistance for drivers in performing reversing in 
a safer manner, previous research has indicated 
that many staff failed to use them for a number 
of reasons. Firstly, some cameras have limitations 
associated with visibility in certain conditions. For 
example, some cameras demonstrated a lack of 
screen clarity. In other instances, cameras have 
limitations when reversing in the direction of 
the sun or at night around locations where there 
are bright lights. Secondly, many drivers noted 
inexperience as an issue when using cameras 
whilst reversing.

Risk assessment and evaluation

LIKELIHOOD: 
A high proportion of taxi vehicle incidents can be 
attributed to low speed manoeuvring and reversing 
(Wishart et al., 2016).

CONSEQUENCES: 
The severity of consequences depends on what is 
struck in a reversing incident.

RISK LEVEL: 
Most reversing incidents result in minor damage 
and is subsequently considered by many taxi staff 
and drivers as a relatively low safety risk. However, 
the degree of severity would be very different if a 
child or other member of the public was reversed 
over instead of reversing into a post.

Risk mitigation and treatment

In relation to low speed manoeuvring and reversing 
incidents, there are a number of alternative 
intervention strategies or initiatives that could 
be utilised, especially for sole operators such as 
taxi drivers.

For example, when reversing:

• Before reversing a vehicle, the driver should 
walk around the vehicle checking for children, 
obstructions and that the reversing path is safe, 
before entering the vehicle. It takes only 6-8 
seconds more to walk around the rear of a vehicle 
compared to entering the vehicle from the front; 
and

• When operating in areas where children may be 
present, including residential areas, schools and 
shopping centres, taxi drivers should take extra 
precautions. Where possible drivers should ensure 
any children present, are in full view and/or are 
controlled/restrained by parents before reversing 
or leaving.

Risk monitoring

To continuously monitor the risks associated with 
driving, operators should undertake ongoing 
monitoring processes. To do this, operators should 
refer to the “Ask Yourself” section located at the end 
of this section.

These questions can be used by operators to reflect 
on their present safety processes and practices 
and identify areas for improvement and address 
potential concerns before they become a hazard for 
the drivers.
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Roles and responsibilities

Responsible person Role and responsibilities

Booking entity/
Operator

• Any strategies or initiatives implemented to reduce low speed 
manoeuvring and reversing incidents should be formalised within the 
relevant policy/procedure documentation, communicated to staff and 
enforced to ensure compliance (Refer to Appendix 8).

• All low speed manoeuvring or reversing incident occurrence by taxi drivers 
should be investigated with drivers questioned how the incident had 
occurred, especially if the above controls are introduced.

• Due to the potential seriousness of some low speed manoeuvring or 
reversing incidents, all such incidents should be perceived and targeted 
with increased priority.

Driver(s) • Be aware of your surroundings. You need to pay particular attention when 
reversing your vehicle to ensure all areas surrounding the vehicle is clear 
before proceeding to reverse.

Ask yourself
•  Do you have an appropriate policy in place for 

your operation? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• If your driver hit a pedestrian and they were 
injured as a result, what are the potential 
consequences for the driver, for your operation 
and the Taxi Industry as a whole? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• What is the estimated level of severity of those 
consequences for those involved?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Reflecting on the factors above, what is your 
operation’s current risk level?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• How successful is it currently managed in your 
operation?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Have you included and engaged with your 
drivers to develop your own policy?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________
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Level 3: External work environment  
(Road factors)

Hazard 1: Pedestrians

Risk identification

Taxi crashes are more likely to involve hitting a 
pedestrian than non-taxi crashes, however, in these 
cases pedestrians were more likely to be at fault 
than the taxi driver (Wishart et al., 2016). Despite 
this finding, it is still important to recognize and 
avoid the potential hazard of hitting pedestrians by 
identifying the key risks.

Some of the key risks that have led to pedestrian 
strikes include speeding drivers, an obstructed 
view, for example a car hidden behind another car 
(following too closely) and changing lanes suddenly. 
The faster you drive, the less chance you have to 
stop in time and the harder you will hit a pedestrian. 
By doubling your speed, the total stopping distance 
can increase up to 4 times.

Another key risk is patrons of nightclubs, 
entertainment/safe night out precincts, hotels and 
major sporting events who may have alcohol or 
other substances affecting their judgment.

Risk assessment and evaluation

LIKELIHOOD:  
Pedestrian accidents accounts for a 6.5% increase 
in road deaths from 2016 to 2017 in Queensland 
(TMR, 2017)

CONSEQUENCES: 
Research suggests the chance of survival for a 
pedestrian is less than 1% at an impact speed of 
more than 60km/h, 27% chance of survival if the 
impact speed is between 45-50 km/h. There is an 
87% chance of survival at an impact speed of 30-45 
km/h with severe injuries. This clearly highlights 
the severity of consequences will depend on the 
driving speed.

RISK LEVEL: 
Not only is the risk level dependent on the speed 
travelled, the risk level also increases depending 
on the type of pedestrian. The most “at risk” 
groups of pedestrians are children, the elderly and 
intoxicated people.

Risk mitigation and treatment

Risks can be reduced by:

• Slow down when approaching 
pedestrian crossings

• Approach pedestrian crossings with care, always 
expect that someone will cross them

• Give adequate warning to other road users of your 
intention to slow down and check your rear vision 
mirror before braking

• Travel at a speed allowing you to stop safely at a 
pedestrian crossing if needed

• If you see another vehicle or bicycle stop, slow 
down near a pedestrian crossing

• Always maintaining a safe buffer zone between 
your taxi and the vehicle in front. Not only will 
this avoid rear-end crashes, it will also give you 
sufficient time to take any evasive action should a 
pedestrian suddenly cross into oncoming traffic

• Be extra vigilant and reduce your speed around 
entertainment/safe night out precincts.

Risk monitoring

To continuously monitor the risks associated with 
driving, operators should undertake ongoing 
monitoring processes. To do this, operators should 
refer to the “Ask Yourself” section located at the end 
of this section.

These questions can be used by operators to reflect 
on their present safety processes and practices 
and identify areas for improvement and address 
potential concerns before they become a hazard for 
the drivers.
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Roles and responsibilities

Responsible person Role and responsibilities

Booking entity/
Operator

• Any strategies or initiatives implemented to reduce pedestrian 
strike incidents should be formalised within the relevant policy/
procedure documentation, communicated to staff and enforced to 
ensure compliance.

• Driver training on driving in entertainment/safe night out precincts or 
other known areas that host major sporting events

• Driver training on using the reversing cameras

Driver(s) • You must give way to pedestrians:

 » using a pedestrian or marked foot crossing

 » crossing the road you are turning into

 » in a shared zone

Ask yourself
• Do you have an appropriate policy in place for 

your operation? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• If your driver hit a pedestrian and they were 
injured as a result, what are the potential 
consequences for the driver, for your operation 
and the Taxi Industry as a whole? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• What is the estimated level of severity of those 
consequences for those involved?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Reflecting on the factors above, what is your 
operation’s current risk level?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• How successful is it currently managed in your 
operation?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Have you included and engaged with your 
drivers to develop your own policy?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________
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Hazard 2: Flooded roads

Risk identification

While Queensland is known for sunny weather 
conditions, short or long rain periods can affect 
driving conditions and may result in road closures 
due to floodwater or swift flowing water. Flooding 
or swift flowing water can be caused by sudden 
torrential rain, a prolonged rain event, flood plain 
flow, high tides and storm surges and is highly 
unpredictable (TMR, 2016). Any damage to the road 
surface by the floodwaters will not be visible and 
can pose a real danger. Also, the water itself can 
be dangerous as it can contain large debris, sharp 
objects, poisons, sewerage or crocodiles and snakes.

It is important to note that any amount of water 
can float a vehicle away. If your car starts floating, 
and the rising water enters your car it will disable 
electronic windows and locks and stall your engine 
(TMR, 2016).

Risk assessment and evaluation

LIKELIHOOD:  
Despite 82% of Queensland drivers being able to 
recall the “if it is flooded, forget it” message, 29% 
of drivers have admitted risking driving through 
flooded waters (TMR, 2016)

CONSEQUENCES:  
The most common consequence is that a vehicle 
can stall and be swept off the road by the force of 
the water flow.

RISK LEVEL: 
Depth and speed of water flow are not known just 
by visual inspection making entering or driving 
through floodwater extremely dangerous. The risk 
level increases depending on the types of decisions 
a driver makes when approaching a road with?

Risk mitigation and treatment

Risks can be reduced by:

• Familiarise yourself with your localised flood/ flash 
flood mapping

• Checking weather reports and forecasts before 
your shift to determine if you need to make 
alternative travel routes

• Do not expect that every road subject to flooding 
will have a sign to warn you

• If a sign stipulates a road is closed, do not drive 
through

• Never drive through flood waters even if the car 
in front made it through or there is not a flooded 
road warning sign

Risk monitoring

To continuously monitor the risks associated with 
driving, operators should undertake ongoing 
monitoring processes. To do this, operators should 
refer to the “Ask Yourself” section located at the end 
of this section.

These questions can be used by operators to reflect 
on their present safety processes and practices 
and identify areas for improvement and address 
potential concerns before they become a hazard for 
the drivers.
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Roles and responsibilities

Responsible person Role and responsibilities

Booking entity/
Operator

• Generate a localised map of areas known to be prone to flash flooding and 
distribute to drivers to be kept in their cars (Refer to Appendix 9)

• Any strategies or initiatives implemented to reduce driving through 
flooded water incidents should be formalised within the relevant policy/
procedure documentation, communicated to staff and enforced to ensure 
compliance. Drivers need to be aware that they will be held 100% liable if 
they do decide to drive through flooded waters.

• Develop a procedure for when a driver does become stuck in flooded water 
and incorporate it in the relevant training and incident management plan 
(Refer to Appendix 10)

Driver(s) • Familiarise yourself with your localised flood/ flash flood mapping provided 
to you by your booking entity/operator

• Check the Queensland Government - Road Conditions & Update page for 
regular updates on road conditions in your area

• Understand your level of liability if you do decide to drive through 
flooded water.

Ask yourself
• Do you have an appropriate policy in place for 

your operation? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• If your driver decides to drive through flooded 
waters, what are the potential consequences 
for the driver, for your operation and the Taxi 
Industry as a whole?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• What is the estimated level of severity of those 
consequences for those involved?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Reflecting on the factors above, what is your 
operation’s current risk level?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• How successful is it currently managed in 
your operation?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________
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Level 4: Organisational environment  
(Work and job design factors)

Hazard 1: Organisational vehicle safety processes

Risk identification

Under WH&S legislation, employers are required 
to provide a safe place to work. Vehicles are 
workplaces for Taxi drivers.

When selecting vehicles, the safety features within 
the vehicles are required to be considered, for 
example, seatbelts, anti-lock brakes (ABS) and 
airbags, etc. The National Road Safety Strategy 2011-
2020 estimates a 26% reduction in Australia’s road 
trauma rate involving light passenger vehicles could 
be achieved, if every Australian drove the safest car in 
its category. It further estimates a reduction of 40% 
should each vehicle incorporate the safest design 
elements for its class (Australian Transport Council. 
2015). These design elements include autonomous 
emergency braking, lane departure warning and 
intelligent speed activity systems. Prior research 
indicated most taxi vehicles are regularly replaced 
(Wishart et al., 2016).

Risk assessment and evaluation

LIKELIHOOD:   
The taxi industry has a high volume of turnover 
of taxis due to the vast kilometres travelled and 
legislation relating to well maintained vehicles. 
Consequently, taxis are more likely to be fitted with 
the latest safety technology. However, taxis also 
operate for extended periods of time, which can 
increase the likelihood of a crash.

CONSEQUENCES:  
Research has well documented compelling 
evidence attesting to the reduction in 
consequences associated with injury in the event 
of a crash in vehicles fitted with the latest safety 
technology. Late model vehicles used as taxis can 
therefore reduce the consequences of injury in the 
event of a crash.

RISK LEVEL: 
The risk of serious injury and fatalities associated 
with the vehicle factors could be considered low 
due to latest in vehicle safety technology. However, 
the risk level could be considerably higher if 
through poor job design, other factors increase 
potential risk.

Risk mitigation and treatment

Risks can be reduced by:

• Considering the safety features and accessories 
that are a priority given the operational 
requirements of the vehicle

• Ensuring that the level of crash protection 
provided for the occupants is assessed over 
and above ANCAP crash test rating of 4 or 5 for 
passenger vehicles

• Confirming driver visibility to the sides and rear of 
the vehicle

Risk monitoring

To continuously monitor the risks associated with 
driving, operators should undertake ongoing 
monitoring processes. To do this, operators should 
refer to the “Ask Yourself” section located at the end 
of this section.

These questions can be used by operators to reflect 
on their present safety processes and practices 
and identify areas for improvement and address 
potential concerns before they become a hazard for 
the drivers.
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Roles and responsibilities

Responsible person Role and responsibilities

Booking entity/
Operator

• Under WH&S legislation, employers are required to provide a safe place 
to work. Vehicles are workplaces for Taxi drivers. Therefore, the vehicle 
selection is a relevant responsibility.

Driver(s) • Are aware of the safety features of their vehicle
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Level 5: Policy environment  
(local, national and policy factors)

Hazard 1: Post incident reporting

Risk identification

Crash/incident reporting has a dual role; it is not 
only a legislative requirement, but also a way to 
identify specific issues and contributing factors 
of crashes/incidents. Similarly to many other 
organisational settings, the majority of crash 
reporting and recording procedures within the 
taxi industry in Queensland could be substantially 
improved to enable the organisation to make better 
use of this valuable information to establish trends, 
especially in regard to potential contributing factors.

Knowledge of these potential additional 
contributing factors of incidents may further inform 
the development of targeted intervention strategies 
and training initiatives.

Activity 2

• Do you know what is considered an incident?

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

• Try and list what is considered an incident. 
Have a look at the end of this section to see 
how many you were able to identify.   

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

_______________________________________________

Risk assessment and evaluation

LIKELIHOOD:  
Previous research has shown that taxis have 
a higher likelihood of crashes, therefore all 
stakeholders should be familiar with a post incident 
reporting procedure and process. Although a more 
thorough reporting process may demonstrate 
higher crash occurrences due to a reduction in 
non-reporting of crashes, there are a range of 
benefits associated with the reduction of likelihood 
of crashes through learnings that can be obtained 
from information collected.

CONSEQUENCES:  
Crash investigations may provide valuable data for 
development of intervention strategies to improve 
safety and prevent similar incidents occurring 
in the future. All crashes/incidents should be 
investigated, at some level, to ensure all details 
relevant to contributing factors are ascertained. The 
degree or level of investigation may depend on the 
seriousness of the crash/incident.

RISK LEVEL: 
Unfortunately, the nature of vehicle-related 
incidents is that although some incidents result in 
minor damage, under difference circumstances 
the result could be catastrophic. Discussion with 
a manager/operator may be suitable for low-level 
crashes/incidents while full investigations should 
be undertaken for more serious incidents. The taxi 
company/operator ideally should have a process to 
identify the level of the seriousness of a crash and 
subsequent crash investigation.
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Risk mitigation and treatment

Risks can be reduced by:

• Consider an investigation of some degree for all 
vehicle-related incidents determining potential 
severity and contributing factors. Ideally, the 
investigation process should aim to identify 
contributing factors of incidents and potential risk 
controls.

• To have appropriately trained road safety 
practitioners be considered to join any taxi 
industry investigation team to provide expert 
input into all serious vehicle crash investigations 
undertaken.

• Equipping drivers to be able to manage an 
emergency situation (e.g. have emergency 
equipment such as spare tyres, first aid kits, 
emergency contact numbers and communication 
devices).

• Include all information outlining the process 
and incident reporting procedure contained 
within the glove box of each taxi vehicle. These 
documents should also be part of the daily pre-
shift (pre-start) checks to ensure the information 
is available across all taxi shifts.

Risk monitoring

To continuously monitor the risks associated with 
driving, operators should undertake ongoing 
monitoring processes. To do this, operators should 
refer to the “Ask Yourself” section located at the end 
of this section.

These questions can be used by operators to reflect 
on their present safety processes and practices 
and identify areas for improvement and address 
potential concerns before they become a hazard for 
the drivers.

Roles and responsibilities

Responsible person Role and responsibilities

Booking entity/
Operator

• Any strategies or initiatives implemented to report incidents should 
be formalised within the relevant policy/procedure documentation, 
communicated to staff and enforced to ensure compliance.

• The event of a crash can be a stressful time for a driver. Therefore, crash 
reporting should be made as easy and accessible as possible by having:

• A detailed incident report (Refer to Appendix 11) that will also capture 
valuable data for development of intervention strategies to improve safety 
and prevent similar incidents occurring in the future.

• Relevant emergency contact numbers that drivers can keep in the glove 
box of all taxi’s (Refer to Appendix 12).

Driver(s) • If a vehicle incident/crash occurs you required to telephone your booking 
company and/or immediate supervisor or manager providing descriptions 
of the details of the incident to be recorded.
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Ask yourself
• Do you have an appropriate policy in place for 

your operation? 

_________________________________________________

_________________________________________________

• Reflecting on the factors above, what is your 
operation’s current risk level?

_________________________________________________

_________________________________________________

• How successful is it currently managed in 
your operation?

_________________________________________________

_________________________________________________

• Have you included and engaged with your 
drivers to develop your own policy?

_________________________________________________

_________________________________________________

Scenario
You have just logged on at 7am and arrive at 
your rank. You arrive and find two passengers 
have been waiting a while for a taxi. One of the 
passengers tells you they would like you to drive 
them to the local pub to pick up their car. As you 

approach an intersection, you have a green light. 
A four-wheel drive on your left, runs the red light 
and smashes into the front guard of your taxi. 
Your taxi’s communications are working but the 
taxi is not driveable. 

Activity 3

Imagine you are the taxi driver in this scenario. 
Complete the following questions and review 
your answers with those given at the end of 
this section. 

1. What is the first thing you should do in 
this incident?

_________________________________________________

_________________________________________________

2. What is the next thing you should do in 
this incident?

_________________________________________________

_________________________________________________

3. What should you do next if your radio is 
not working?

_________________________________________________

_________________________________________________

4. If injuries have occurred, what should you 
do next?

_________________________________________________

_________________________________________________

5. When must police be called?

_________________________________________________

_________________________________________________

6. If police are not required at the scene, what 
should you do?

_________________________________________________

_________________________________________________

7. When should your Incident Management 
Report Form be completed? Be precise with 
the period of time.

_________________________________________________

_________________________________________________

8. Who should you give the incident report to 
when you have completed it?

_________________________________________________

_________________________________________________

9. What details do you think is required in the 
recording of any insurance claim? Please list 
them all.

_________________________________________________

_________________________________________________
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Activity 2 – Answers to “What is considered an incident?”

1. Road traffic crashes

2. Injury to any person involving you or the taxi 
you are driving

3. Damage to the vehicle or property

4. Theft or loss of property

5. Assault, physical or verbal

6. Any event you think may meet the criteria of 
this definition

Activity 3 – Answers to “What to do in the incident scenario?”

Question 1: What is the first thing you should do 
in this incident?

Answer: Remain calm and do not panic! 
People’s lives could depend on it.

Question 2: What is the next thing you should do 
in this incident?

Answer: Notify the Query Operator 
immediately. The details will be recorded in an 
incident book.

Question 3: What should you do next if your radio 
is not working?

Answer: Use your mobile to contact your base 
and ask for the shift supervisor. Inform them of 
the accident.

Question 4: If injuries have occurred, what should 
you do next?

Answer: Dial (000) immediately and request 
Ambulance and Police and give assistance to 
any injured persons.

Question 5: When must police be called?

Answer: When anyone is killed or injured. 
When there is damage to property other than 
vehicles involved and damage to the combined 
vehicles in excess for $2,500.00.

Question 6: If police are not required at the scene, 
what should you do?

Answer: You should report the incident 
immediately?

Question 7: When should your Incident 
Management Report Form be completed?

Answer: To be completed 24 hours after the 
incident.

Question 8: Who should you give the incident 
report to when you have completed it?

Answer: The owner of the taxi you are driving/
the manager of the booking entity/operator.

Question 9: What details do you think is required 
in the recording of any insurance claim? Please 
list them all.

Answer:

• Name and address of any witnesses (including 
passengers you may have in the taxi)

• Name and address of drivers, and names and 
addresses of the registered owners of the 
vehicles

• Damage to vehicles

• Names and Service Numbers of any Police 
officers who attended the accident

• Details of insurers of other vehicles involved

• Any other relevant details relating to the 
accident.

 

ROAD SAFETY MANUAL FOR THE TAXI INDUSTRY 49



STEPS TOWARDS 
IMPROVING 
DRIVING SAFETY 
OF TAXIS

MENU



MENU

Review the current systems, policies and processes
The taxi industry, operations and stakeholders are 
extremely diverse in their makeup and operational 
structure. As a result the types of systems and 
processes in place designed to mitigate taxi driving 
safety risks also vary in accordance with the size and 
structure of the organisation and whether they are 
a single operator.

Earlier sections of this manual highlighted the risk 
management approach and identified examples 
of various hazards and risks and provided possible 
strategies that could be implemented to minimise 
risk of incidents and harm. An important step in 
progressing forward with improving driving safety 
of taxis is to undertake a review of current systems 
and processes designed to ensure safety within 
your own taxi operations.

Such a process could include reviewing:

• The current risk management process and 
strategies for various hazards identified

• Current policies relating to safe driving operations

• Driver education and training programs 
conducted within the organisation

• License checking and compliance procedures

• Fatigue management policies

• Mechanical defect notification and 
reporting processes

• Depot vehicle movement and driver shift 
change operations

• Fare evader policy and procedures

• Safety notification and communications 
processes

• Incident reporting policies and procedures

• Post-crash and incident management procedures

Example: Post Crash Incident Policy and Procedure
A crash can be considered a stressful event and In 
the event of a crash people can react differently 
due to injury, stress or anxiety. However in the 
event of a vehicle being involved in a crash each 
organisation or taxi stakeholder should have a 
standardised procedure or process that drivers 
are familiar with to secure the site, assess the 
severity of the crash, damage and injury to 
involved parties, provide assistance if applicable, 
notify emergency response, advise vehicle owner 

or organisation, remain at the scene, exchange 
contact details or in the event of a serious 
crash follow the directions of Police attending 
the scene.

Taxi companies employing drivers also need to 
ensure that their post-crash or incident process 
provides the necessary and required assistance 
to a driver involved in a crash both at the scene 
and as a follow up (Refer to Appendix 13).
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Ask yourself
• What currently happens when a taxi is involved 

in a crash?

_________________________________________________

_________________________________________________

_________________________________________________

• Is there a standardised post-crash procedure 
familiar to all drivers?

_________________________________________________

_________________________________________________

_________________________________________________

• Does each taxi contain information and 
instructions outlining what to do in the event of 
a crash?

_________________________________________________

_________________________________________________

_________________________________________________

• In the event of a serious crash are drivers 
aware to call “000” to obtain emergency 
responder assistance?

_________________________________________________

_________________________________________________

_________________________________________________

• Is there a central phone number within the 
taxi organisation for drivers to phone to seek 
assistance?

_________________________________________________

_________________________________________________

_________________________________________________

• Are there dedicated people within the 
organisation trained to render assistance over 
the phone or to respond and attend the scene?

_________________________________________________

_________________________________________________

_________________________________________________

Development of driving safety policies and procedures
Many organisations have formal (or informal) 
policies and procedures in place outlining the 
expectations relating to vehicle use and operations. 
However, many organisations typically focus on 

the management of the asset (vehicle) and fail 
to include processes and procedures specifically 
relating to safety of vehicle use requirements.

Ask yourself
• Do we have a policy outlining the safety 

requirements and expectations of 
taxi operations?

_________________________________________________

_________________________________________________

_________________________________________________

• Who are the people that should be involved in 
the development of a taxi safety policy within 
your own organisation?

_________________________________________________

_________________________________________________

_________________________________________________

• What risks and safety processes should be 
included in the policy?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________
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Develop/implement driving safety education 
and training programs
The development and implementation of various 
driving safety and education programs can be 
considered a key strategy in ensuring that all 
stakeholders involved in safe taxi operations and 
vehicle use develop the minimum skills set and 
knowledge required.

In addition, a driving training and education 
strategy and subsequent activities will provide 
the opportunity for ongoing safety improvement. 
Upon undertaking a review and identifying 
deficiencies in knowledge skills and abilities of 
taxi driving operations, consideration should be 
given to developing and implementing a range of 
driving safety training and education programs and 
initiatives.

These activities and initiatives could include 
examples such as:

• Tool box talks and team meetings relating to 
particular safety topics associated with the taxi 
industry and operations highlighting issues and 
strategies to mitigate risk.

• Road rule knowledge tests and quizzes 
undertaken in a friendly non-threatening manner 
to educate personnel on road rules and updates. 
Possibly focus on a road rule of the week.

• Safety alerts can be used as a communication 
knowledge improvement or reminder mechanism 
in response to a recent incident within the taxi 
fleet. For example, reminders about processes 
to ensure safety while reversing in response to a 
recently reported reversing incident.

• Driver assessment could being undertaken using 
a qualified driving training provider to conduct 
an in vehicle driving assessment and education 
program for drivers

• Driving safety workshops and seminars could be 
scheduled to implement behaviour and attitude 
change programs

• Fact tip sheets can be developed to put up on 
notice boards and highlight particular issues 
and solutions

Ask yourself
• What driving safety and training and 

education activities are currently in existence 
within your own taxi operations to improve 
driving safety?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• What driving safety and education, training 
activities can be developed and implemented 
within your taxi operation to improve 
driving safety?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________
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Create a culture of driving safety
When a strong driving safety culture exists 
within an organisation then safety is considered 
an extremely high priority and evidence can be 
seen across all levels of stakeholders within the 
organisation. In other words, when driving safety is 
a priority all people within the organisation or entity 
walk the talk and the priority of driving safety is not 
compromised.

A strong driving safety culture recognises that 
driving is a particularly high-risk activity and 
all levels of the organisation or entity strongly 
support safety and manage the risks of driving to a 
high level.

A high level of safety culture within the taxi industry 
could be evidenced by:

• Driving safety initiatives being implemented as 

part of employment performance plans

• Processes being implemented that ensure safety 
is the number one priority

• Unsafe or near miss incidents being reported 
without fear of retribution

• Mechanical defects being reported and 
rectified immediately

• Systems and processes are implemented to 
ensure that unsafe driving is not tolerated

• Consultation and collaboration across the industry 
to share initiatives aimed at improving taxi 
driving safety

Ask yourself
• For each of the examples listed above what 

evidence is there within your own taxi 
operations that indicates a high or low level of 
safety culture?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________
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Consult on driving safety
Consultation with all employees and stakeholders 
is a key component of any work driving safety 
program. Within the taxi industry undertaking a 
process of consultation with taxi personnel and 
activities relative to driving safety provides an 
opportunity for people to express their views and 
share ideas.

Consultation can be considered an important 
process to ensure that potential safety strategies 

and interventions being developed with the 
intention of being implemented are relevant, 
practical and easily adopted to address identified 
driving safety issues. Input and participation 
through consultation offers benefits by improving 
decision-making and understanding along with 
ensuring Work Health and Safety requirements are 
achieved.

Ask yourself
• Are there opportunities for employee and 

stakeholder consultation?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• How often do these consultation 
activities occur?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• When was the last time a consultation process 
occurred within your own taxi operations? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________
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The role of recruitment
Recruitment can play a major role in ensuring the 
future safety of driving taxis. While prospective taxi 
drivers are required to obtain driver authorisation 
prior to being able to drive a taxi, recruitment 
provides an opportunity for the taxi industry to 
prioritise driving safety and develop a set of KPI’s 
relevant to the driving and or operator roles.

While it is acknowledged that recruitment 
strategies and processes in obtaining new 
drivers are subject to pressures associated with 
supply and demand, ensuring driving safety 
performance is a priority is an initial step aimed at 
preventing or having to address issues of unsafe or 
dangerous driving.

Ask yourself
• Are your recruitment strategies directed at 

recruiting safer drivers?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• What key performance indicators are included 
in recruitment strategies and employment 
conditions?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Is driving safety highlighted as a priority at 
recruitment?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Are new drivers and operators inducted and 
educated about the importance of safety and 
relevant processes for driving safety? 

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

What resources are required?
The development of policies, procedures, 
training and education, and safety strategies and 
interventions require identifying and allocation 
of resources. It should be noted that although 
many taxi operations and stakeholders may have 
established internal resources at their disposal, in 
some circumstances external resources or expertise 
could also be required.

The appendices within this manual provide a range 
of templates and links to other useful resources to 
assist in continuously improving the development 
of policies and procedures to improve taxi driving 
safety. While some of the resources contained in 
the appendices are provided as specific to the 
taxi industry, others relate to fleet safety and can 
be used as a guide and adapted to each specific 
taxi operation.
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Identifying and overcoming barriers to improving taxi 
driving safety
Due to the diverse nature of the taxi industry there 
is not a one size fits all approach to improving taxi 
driving safety. As a result, this manual has been 
provided as a process designed to encourage taxi 
operations to consider their own unique situation 
and circumstance and tailor a suitable approach 
from the various resources and information 
provided within this manual. However, in any 
organisation or operation aiming to improve 
driving safety, there exists a range of barriers 
that can hinder or impact upon continued safety 
improvement. It should be noted that although 
the taxi industry is somewhat unique in its 
operational structure, it is not necessarily unique 
in some of the typical barriers that can impede 
safety improvement.

A crucial step toward improving any driving safety 
operations is the identification of potential barriers 
that may impact on improvement programs and 
then establishing strategies and processes to 
overcome some of these potential barriers.

Some of the potential barriers impeding safety 
improvement could be:
• Little awareness of safety issues
• Taxi safety not viewed as a priority
• Gaps in specific safety expertise, knowledge 

and resources
• Reliance on off the shelf initiatives in contrast 

to tailored interventions specific to the industry 
and operations

• Gaps in empirical research identifying 
safety issues

• There are a variety of ways to work towards 
overcoming barriers, which could include:

• Increased awareness raising of taxi safety as 
a priority

• Improved communication strategies 
and mechanisms

• Consider ways to share more knowledge and 
initiatives within the greater taxi industry 
to prevent stakeholders within the industry 
reinventing the wheel

• Develop and provide a range of initiatives 
designed to better educate the industry and 
external stakeholders

• Ensure a safety risk management framework and 
process is utilised to mitigate safety risk

Ask yourself
• What are the barriers within your own 

taxi operations that could impact on 
safety performance?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• Is taxi driving safety considered a priority?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

• What strategies can be established to 
overcome any barriers you have identified?

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

_________________________________________________

RESOURCES  Austroads research report 2008 – Improving fleet safety:  
Guidance material for moving towards best practice
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Purpose and benefits of 
post incident  
management planning
To ensure that operators are constantly improving 
safety standards, post incident management and 
investigation processes should be adopted.

These processes can be beneficial for operations for 
several reasons:

• Reducing operational costs and expenses

• Delivering a high standard of operational safety 
for individuals involved (e.g. drivers, passengers or 
other road users)

• Identifying safety areas requiring improvement 
and development

Types of post incident 
management initiatives
The post incident management initiatives and 
activities that operations can undertake to improve 
their safety standards and processes include:

1. Reporting and Investigation

2. Training

3. Providing resources and support

1. Reporting and investigation
To comply with legislation, operators of passenger 
services are required to have an Incident 
Management Plan. An Incident Management 
Plan is the written set of policies and procedures 
that operations undertake following an incident 
such as a threat, accident, assault or injury. It is a 
requirement to report these incidents within 24 
hours of the event occurring.

Recording incidents helps the operation to 
identify the present driving safety standards of the 
operation through collecting quantitative data 
on crash and incident rates. The operation can 
then use this information when identifying areas 
for improvement and development opportunities 
to improve safety standards. Furthermore, the 
operation can use these incident reports as a guide 
and benchmark for operational improvement and 
to compare themselves to industry safety standards.

Due to the diverse nature of incidents that occur 
within the taxi industry, individual operators 

should create organizationally specific Incident 
Management Plans that are suitable to the context 
in which they operate.

2. Training
To further improve the safety standards of 
the operator, various training activities could 
be included in operational procedures. It is 
recommended that incident management 
practices be discussed through driver induction 
processes where the following topics would be 
covered:

• What incidents are reported

• How and what to report when involved in 
an incident

• What resources and supports are available to 
assist them throughout the reporting process

Staff should sign an acknowledgement stating 
that they have undertaken training covering this 
information and will comply with these operational 
reporting requirements.

If findings of incident investigation reveal that 
particular drivers are involved in incidents or similar 
driving incidents are commonly being reported 
the operation should also look to implement 
further training. This training could be specific to 
individuals with high involvement frequencies and 
could focus on safe driving practices. Alternatively, 
the training could be operationally applicable 
and focus on actions and processes to take in 
certain safety situations or incidents that are 
commonly occurring.

In addition, operations should ensure that all 
incident managers are appropriately equipped to 
manage reported incidents. This training could 
discuss the processes and reporting responsibilities 
that must be undertaken as well as highlighting the 
required operational communication processes.

3. Resources and support
An often overlooked aspect of an effective Incident 
Management Plan is the inclusion of resources and 
support for the individuals involved in operational 
incidents. Incident involvement results in drivers 
experiencing an array of emotions that can have 
varying levels of impact. Therefore, depending 
on the severity of the effects experienced by the 
individuals involved (whether directly involved or a 
witness) it is important to make available support to 
help debrief the situation.
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Why focus on continuous improvement  
of driving safety?
While all the aforementioned safety considerations 
are important in addressing and managing present 
safety concerns, it is important for the taxi industry 
to make continual efforts towards improving the 
overall safety levels of all operations.

In doing so the industry and individual operations 
can reduce operational costs and workplace 
incidents while improving the safety of the working 
environment, drivers and customers along with 
productivity and efficiency.

How the taxi industry should look 
to improve driving safety
To achieve continual safety improvements, is not 
sufficient for the operation to simply implement 
appropriate policies and procedures, rather it 
requires consistent, ongoing and concentrated 
safety participation from all operation personnel.

To identify the operational safety participation, the 
taxi industry should look towards understanding 
their safety culture. Safety culture is defined as the 
shared attitudes, values, beliefs and perceptions 
employees hold in relation to safety and therefore 

shapes and encourages an individual’s safety 
behaviours. As such, evaluations of safety culture 
focus on the behaviours of the personnel rather 
than organisational policies and procedures.

To assess and evaluate safety culture, an 
organisation may use a Safety Culture Maturity 
Model. It is designed to identify the level of 
an organisations safety culture and guide 
efforts to assist in continuously developing and 
improving safety.

How to use the safety culture maturity model
Figure 6 illustrates the Five-Step Safety Maturity 
Model developed by Hudson (Lawrie, Parker & 
Hudson, 2006). This is a well-supported, validated 
and widely applied model which has been 
successfully used within a number of other high-
risk operating sectors such as Oil and Gas industry 
(Parker, Lawrie & Hudson, 2006).

Figure 6: Hudson’s Safety Maturity Model.

To determine and improve the organisations Safety 
Culture Maturity level, a two-step process should 
be followed:

1. Undertake an assessment on the safety culture 
maturity through rating the organisations 
performance across 18 safety elements 
(Refer to Appendix 14)

2. Identify the organisations’ safety culture 
maturity level on the model and then focus on 
improving areas requiring development.

Step 1 – Rating criteria
The assessment requires an organisation to answer 
18 questions relating to different safety elements, 
which provides an indication of the overall level of 
safety culture maturity. To assist in identifying and 
answering these questions, the matrix provided in 
Appendix 14 indicates what the safety culture would 
look like across each level of the model. Once all 
questions are completed scores are aggregated and 
then averaged to indicate the organisations overall 
safety culture maturity level.

STEP 1
Pathological

STEP 2
Reactive

STEP 3
Calculative

STEP 4
Proactive

STEP 5
Generative
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Step 2 – Identify and improve 
safety culture
Once the assessment is completed the organisation 
can identify their level of safety culture maturity. 
Table 1 provides an overview of the each of the five 
levels of Hudson’s Safety Culture Maturity Model.

Table 1: Description of Safety Maturity Model Levels

Maturity Description

LEVEL 1:  
Pathological

The organisation does not prioritise safety and is more concerned with 
being caught. The organisational culture attributes blame to drivers who are 
involved in safety issues.

LEVEL 2:  
Reactive

The organisation has a reactive approach to safety and while it is believed 
that safety is important, will only take action, after an incident. The culture of 
driver blame is still evident.

LEVEL 3:  
Calculative

The organisation has safety systems in place to manage potential hazards. 
Safety is a top-down process as it is a large management priority however 
personnel simply comply with systems and rules rather than believe the 
initiatives are critically important.

LEVEL 4:  
Proactive

Safety within the organisation is no longer purely viewed as a top down 
approach, as it is perceived as valuable by personnel. Staff have a desire for 
knowledge and all acknowledge individual accountability for safety.

LEVEL 5:  
Generative

All staff and levels of the organisation actively participate and promote safety 
behaviours. Safety is so highly integrated into the organisational culture it 
has become an inherent part of the workplace.

 
Once the organisation has identified their level, 
they can shift their focus to ways to improve their 
safety and sequentially increase their safety level. 
It is important to note that:

• Making improvements to the organisational 
safety culture maturity takes time and requires an 
ongoing commitment from all personnel

• Organisations can be at different levels of 
maturity for different safety elements (e.g. high 
on “Contractor Management” but low on the 
“Competency Training”)

• It can be informative to assess safety culture 
maturity across unit levels as opposed to the 
macro organisational level as there is often high 
variability between divisions and teams within 
an organisation.
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A final but ongoing step in any improvement 
process is to undertake a process of reassessment 
to evaluate the success of implemented strategies 
and initiatives, and reassess ongoing hazards 
and risks. The taxi driving safety environment 
is constantly changing and dynamic in nature 
and consequently continued risk management 
processes and strategies must be constantly 
reassessed to ensure that strategies implemented 
have not introduced further hazards and risk.

It is easy to reach a conclusion that the hazards and 
risks have been adequately addressed, policies and 
interventions have been developed and applied, 
and all taxi driving safety issues have been resolved.

Therefore, a recurring step in the taxi driving safety 
risk management process is to revisit previous 
stages and consider the following issues as part of 
the process:

• Having a commitment to continue the safe 
driving process by adopting a continuous 
improvement attitude

• Continuous improvement can be characterised 
by constantly reassessing previously identified 
hazards and risks and monitor and evaluate the 
success or deficits in the applied interventions 
and framework processes

Once management systems have been 
established, operations need to consider how 
they can continue to strengthen their safe driving 
management practices.
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APPENDIX 1: Fit-to-drive checklist template
While all drivers are required to complete the Driver 
Health Questionnaire as part of the requirement 
to obtain their Operator Accreditation, it would be 
beneficial to both fleet management and drivers 
to not rely solely on this as a way of screening or 
monitoring Fitness to Drive.

The following checklist is designed to support 
drivers to better understand and monitor any 
medical conditions and health behaviours that 
can impact on safety while driving. This could be 
presented during induction sessions or adapted 
as a pre-shift checklist by using only select items, 
for example, drug and alcohol use and current 
medications. You could add some items to the 
suggested Fatigue Checklist (see Appendix 4).

Medical conditions, injuries, illness
 Do you suffer from any of the following?

 » Blackouts

 » Cardiovascular disease

 » Diabetes

 » Alcohol and/or substance  
misuse/dependency

 » Medication and/or misuse/dependency

 » Sleep disorders

 » Vision problems

 » Neurological conditions such as  
epilepsy, dementia etc.

 » Long term stress

 » Poor diet

 » Fatigue, tiredness

 Have you considered the impact on driving of 
any condition you may have?

 Have you had a recent injury or illness that may 
affect your ability to drive safely, even in the 
short-term?

 Have you discussed with your doctor and/or 
employer the impact on driving of any condition, 
illness or injury you may have?

 Are you following the directions of 
any prescribed medical treatment or 
management plans?

 Have you reported to the driver licensing 
authority any long-term or permanent injury or 
illness that may affect your ability to drive safely?

 Are you aware that you could be held liable by 
common law if you do not disclose a health 
condition that may affect your driving ability?

Medications
 Are you currently on any prescribed or over-the 

counter medication?

 Are you taking them as prescribed?

 Are you aware whether any medication you may 
be on adversely affects driving? (You should 
check the label and discuss with your doctor 
or pharmacist)

 Have you experienced any drowsiness, shakiness 
or difficulty concentrating since being on any 
new medication?

 Is the doctor who prescribed the medication 
aware that you drive a taxi?

 Should you be driving if you are not well and 
needing medication?

Alcohol and drug use
 Are you aware that if you’ve had a drink in the 

last 24 hours you could still be over the limit?

 Are you aware that taxi drivers have a ‘zero 
alcohol’ limit?

 Are you aware that it is an offence for any 
person to drive under the influence of a 
prohibited drug?

Vision problems
 Do you get your eyes tested regularly?

 If you wear prescription glasses for driving, is the 
prescription up to date?

 Have you experienced any vision problems while 
driving – blurry vision,
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APPENDIX 2: Medical support resources
Medical condition Information on condition Driving specific fact sheets

Alzheimer’s Australia www.fightdementia.org.au www.fightdementia.org.au/sites/
default/files/helpsheets/Helpsheet-
InformationForPeopleWithDementia04-
DrivingAndDementia_english.pdf

Diabetes Australia www.diabetesaustralia.com.au www.ndss.com.au/driving

https://static.diabetesaustralia.com.au/s/
fileassets/diabetes-australia/bee30f0d-9b45-
49f0-9800-5d66ee1f49d9.pdf

https://static.diabetesaustralia.com.au/s/
fileassets/diabetes-australia/4d97a879-a382-
46ef-abc0-0ad8481eefb6.pdf

Multiple Sclerosis 
Society

www.ms.org.au www.ms.org.au/attachments/documents/
publications/driving_and_ms.aspx

Arthritis www.arthritisaustralia.com.au https://one.nhtsa.gov/people/injury/olddrive/
arthritis/index.htm

Epilepsy 
organisations

www.epilepsy.org.au www.epilepsy.org.au/about-epilepsy/living-
with-epilepsy/lifestyle-issues/driving/

www.nevdgp.org.au/info/epilepsyf/info/driving.
html

Sleeping Disorders www.sleephealthfoundation.org.
au/fact-sheets-a-z/219-common-
sleep-disorders.html

http://sleephub.com.au/sleep-and-driving/

www.transport.tas.gov.au/licensing/
information/assessing_fitness_to_drive/sleep_
disorders_and_driving

Cardiovascular 
Disease

www.heartfoundation.org.au/
about-us/what-we-do/heart-
disease-in-australia

www.heartfoundation.org.au/after-my-heart-
attack/heart-attack-recovery/returning-to-
normal-life/travelling-and-driving

State specific information for older drivers

Queensland Medical certificates for older drivers:  
www.qld.gov.au/seniors/transport/safe-driving/

Royal Automobile Club of Queensland (RACQ) – Older Drivers:  
www.racq.com.au/motoring/roads/road_safety/older_road_users

For further information about the fitness to drive  
requirements for each of these medical conditions  
please consult:

Austroads (2016) ‘Assessing Fitness to Drive:  
for commercial and private vehicle drivers’  
www.onlinepublications.austroads.com.au/downloads/AP-G56-16
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http://www.fightdementia.org.au
http://www.fightdementia.org.au/sites/default/files/helpsheets/Helpsheet-InformationForPeopleWithDementia04-DrivingAndDementia_english.pdf
http://www.fightdementia.org.au/sites/default/files/helpsheets/Helpsheet-InformationForPeopleWithDementia04-DrivingAndDementia_english.pdf
http://www.fightdementia.org.au/sites/default/files/helpsheets/Helpsheet-InformationForPeopleWithDementia04-DrivingAndDementia_english.pdf
http://www.fightdementia.org.au/sites/default/files/helpsheets/Helpsheet-InformationForPeopleWithDementia04-DrivingAndDementia_english.pdf
http://www.diabetesaustralia.com.au
http://www.ndss.com.au/driving
https://static.diabetesaustralia.com.au/s/fileassets/diabetes-australia/bee30f0d-9b45-49f0-9800-5d66ee1f49d9.pdf
https://static.diabetesaustralia.com.au/s/fileassets/diabetes-australia/bee30f0d-9b45-49f0-9800-5d66ee1f49d9.pdf
https://static.diabetesaustralia.com.au/s/fileassets/diabetes-australia/bee30f0d-9b45-49f0-9800-5d66ee1f49d9.pdf
https://static.diabetesaustralia.com.au/s/fileassets/diabetes-australia/4d97a879-a382-46ef-abc0-0ad8481eefb6.pdf
https://static.diabetesaustralia.com.au/s/fileassets/diabetes-australia/4d97a879-a382-46ef-abc0-0ad8481eefb6.pdf
https://static.diabetesaustralia.com.au/s/fileassets/diabetes-australia/4d97a879-a382-46ef-abc0-0ad8481eefb6.pdf
http://www.ms.org.au
http://www.ms.org.au/attachments/documents/publications/driving_and_ms.aspx
http://www.ms.org.au/attachments/documents/publications/driving_and_ms.aspx
http://www.arthritisaustralia.com.au
https://one.nhtsa.gov/people/injury/olddrive/arthritis/index.htm
https://one.nhtsa.gov/people/injury/olddrive/arthritis/index.htm
http://www.epilepsy.org.au
http://www.epilepsy.org.au/about-epilepsy/living-with-epilepsy/lifestyle-issues/driving/
http://www.epilepsy.org.au/about-epilepsy/living-with-epilepsy/lifestyle-issues/driving/
http://www.nevdgp.org.au/info/epilepsyf/info/driving.html
http://www.nevdgp.org.au/info/epilepsyf/info/driving.html
http://www.sleephealthfoundation.org.au/fact-sheets-a-z/219-common-sleep-disorders.html
http://www.sleephealthfoundation.org.au/fact-sheets-a-z/219-common-sleep-disorders.html
http://www.sleephealthfoundation.org.au/fact-sheets-a-z/219-common-sleep-disorders.html
http://sleephub.com.au/sleep-and-driving/
http://www.transport.tas.gov.au/licensing/information/assessing_fitness_to_drive/sleep_disorders_and_driving
http://www.transport.tas.gov.au/licensing/information/assessing_fitness_to_drive/sleep_disorders_and_driving
http://www.transport.tas.gov.au/licensing/information/assessing_fitness_to_drive/sleep_disorders_and_driving
http://www.heartfoundation.org.au/about-us/what-we-do/heart-disease-in-australia
http://www.heartfoundation.org.au/about-us/what-we-do/heart-disease-in-australia
http://www.heartfoundation.org.au/about-us/what-we-do/heart-disease-in-australia
http://www.heartfoundation.org.au/after-my-heart-attack/heart-attack-recovery/returning-to-normal-life/travelling-and-driving
http://www.heartfoundation.org.au/after-my-heart-attack/heart-attack-recovery/returning-to-normal-life/travelling-and-driving
http://www.heartfoundation.org.au/after-my-heart-attack/heart-attack-recovery/returning-to-normal-life/travelling-and-driving
http://www.qld.gov.au/seniors/transport/safe-driving/
http://www.racq.com.au/motoring/roads/road_safety/older_road_users
http://www.onlinepublications.austroads.com.au/downloads/AP-G56-16


APPENDIX 3: Scheduling and rostering  
considerations template
Below is a list of questions to assist operators in 
developing a scheduling and rostering policy 
of driver(s).

Does your scheduling and rostering 
policy allow for the following?

 Sufficient time for driver(s) to take adequate 
breaks during the shift (e.g. taking a 15-minute 
break every two hours)?

 Sufficient days off for your driver(s) to recover 
from the effects of fatigue caused by extended 
periods of work related driving?

 One full 24 hour period of rest for your driver(s)?

In creating your rosters consider the 
following questions:
• Have you been asking driver(s) to drive during 

peak fatigue times (2pm-4pm and 10pm-6am) 
on a regular basis?

• Have you rostered driver(s) for more than  
12 hours per shift?

• Have you rostered driver(s) for more than  
6 days per week?

• Have you rostered drivers for more than three 
12 hours shifts in a row?

• Have you taken your driver’s age into 
consideration, specifically the time it takes 
for older drivers to recover from night shifts 
and fatigue?

• Have you made yourself aware of your driver(s) 
other demands on their time (e.g. other driving 
jobs, other jobs, study, family responsibilities 
or use of medication) and factored those 
demands in when developing scheduling and 
rostering decisions?

• Have you made yourself aware that driver(s) are 
using their time off responsibly to prepare/recover 
from the fatigue effects of work related driving?

• Have you made allowances for new drivers, to 
assist them to transition through the fatigue 
associated with work related driving (e.g. shorter 
initial shifts, shifts allocated through periods of 
high alertness)?
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APPENDIX 4: Fatigue checklist template

Before I start my shift, I can confirm I:
 Have had the recommended amount of sleep for 

my age group before my shift

 Have had at least one full 24 hour period without 
driving this week

 Have not driven more than 12 hours in any 24 
hour period

 Have disclosed other demands on my time 
(e.g. other driving jobs, other jobs, study, family 
responsibilities or use of medication that may 
affect my concentration and alertness levels) to 
my operator/supervisor

While on my shift, I can confirm I will:
 Take short breaks during my shift

 Not drive for more than 14 hours per shift

 Get out of my taxi and stretch or walk around 
when I am tired or have a power nap for 
10-45 minutes

 Not drive for long periods of time without eating

DRIVER’S NAME

DRIVER’S SIGNATURE

DATE

SUPERVISOR’S NAME

SUPERVISOR’S SIGNATURE

DATE
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APPENDIX 5:  Example policy and procedure to 
manage  incidents of fare evaders
Consider the following alternative strategies:

1. Continue working and report the incident 
to the nearest Police Station at your earliest 
convenience. Ideally at the end of your shift or 
before the start of your next shift, provided you 
have done the following:

 » Press the comfort button for the 
images to be stored on your car’s TSCS 
(This must be done within the first 2 ½ 
minutes of the offence)

 » Make use of your Fare Evader Report 
(Refer to Appendix 6)

 » If you have stored the images on the camera 
system either via the ‘A13 alarm’ or manually 
pressing the ‘Comfort Button’ and decide 
to take the matter further – report the 
crime to the Queensland Police Service 
and get a criminal incident report number 
and take it to CTL Communications and 
request a download to be forwarded to the 
Queensland Police Service for investigation.

Note: Camera downloads will only be done if you 
have a criminal incident report number from the 
Queensland Police Service.

2. If you are of the opinion that you will not be able 
to obtain the fare at the destination, you may 
request the estimated fare before commencing 
the hiring. This includes the use of EFTPOS. This 
requires some people handling skills.

 Note: You cannot detain the passenger, 
deprive them of their liberty or prevent them 
from exiting the taxi.

3. Contact Query to call for the Queensland 
Police Service and wait for them to arrive. 
Unfortunately, ‘fare evasion’ does not receive a 
high priority and you may have to wait a long 
time, reducing your income.

4. If the Queensland Police Service are asked 
to attend a ‘fare evasion’ they do have the 
option of issuing the offender with an ‘on the 
spot fine’ and you will not be able to have the 
fare reimbursed.
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APPENDIX 6: Fare evader report template
DRIVER DATE

CAR NO. CONTACT NO.

INCIDENT DETAILS

DATE OF INCIDENT TIME OF INCIDENT

RADIO HAIL / 
PICK UP POINT

NO. OF PASSENGERS  M   F

DROP OFF LOCATION:

PASSENGER BEHAVIOUR ALCOHOL AFFECTED    Y   N     ABUSIVE VERBAL    Y   N      VIOLENT  Y   N

PERSON DESCRIPTION

GENDER  Male   Female HEIGHT                    cm

AGE GROUP  15-20        20-30        30-40        40-50        50-60        60+

BODY FRAME SIZE  Thin        Average        Solid        Large

HAIR CUT AND COLOUR Colour:                               Type:                               Length:                               Condition:

EYES Colour:                               Type:                               Eyebrows:

FACIAL HAIR

FEATURES Scars:                                 Tattoos:                                                                Glasses:

RACIAL APPEARANCE

DISTINGUISHING 
CLOTHING

DESCRIPTION OF 
INCIDENT AND ANY 
ADDITIONAL DETAILS

FOLLOW-UP

QUERY OPERATOR NAME PHONE

POLICE REPORT? PRECINCT

OFFICER PHONE

FOLLOW-UP ACTION

SUPERVISOR

SIGNATURE DATE
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APPENDIX 7:  Vehicle inspection checklist template

Daily visual inspection
Visual inspection of the general condition of the 
exterior of the vehicle to include:

 Tyres are in good condition (with adequate 
depth of thread and undamaged side walls) 
and tyre pressure is maintained regularly at the 
correct level

 Evidence of fluid leaks underneath the vehicle 
(oil, water etc.)

 No damage (good visibility) to lights, windows, 
mirrors/windscreen free from cracks/chips etc.

 Check body work for panel damage, loose 
fittings, dents, scratches etc.

 Familiarise where the safety features are located 
and are in working, including the emergency call 
sign, comfort switch and the A13

Daily operational and pre- drive checks
It will be each driver’s responsibility to ensure that:

 All lights/vehicle bulbs and indicators are 
working

 Horn and audible alarms are working

 All seatbelts in the vehicle are operational and 
not damaged

 Wipers, washer and air con are working

 All fluid levels (water, radiator, engine oil, power 
steering, brake fluid etc.)

 Any unusual noises/vibrations are from brakes, 
steering and transmission is reported

 Fuel level is adequate

 General cleanliness inside and out

 Taxi is clean enough for customers to travel in

Vehicle daily/weekly inspection log template

WEEK COMMENCING Monday  20

By completing this section/s below, the signatory undertakes to have carried out all relevant inspections 
and checks per the appropriate advice / guidelines in the relevant listings. In the event of any questions or 
assistance, advice should be sought from the operator at the earliest opportunity.

IN THE EVENT OF UNRECORDED ISSUES / FAULTS BEING FOUND, THE LAST KNOWN DRIVER/
OPERATOR WILL BE DEEMED RESPONSIBLE.

MONDAY

DATE HRS

  Visual inspection carried out and OK?          Daily pre-drive operations items checked and OK?

DRIVER’S NAME SIGNATURE

TUESDAY

DATE HRS

  Visual inspection carried out and OK?          Daily pre-drive operations items checked and OK?

DRIVER’S NAME SIGNATURE

WEDNESDAY

DATE HRS

  Visual inspection carried out and OK?          Daily pre-drive operations items checked and OK?

DRIVER’S NAME SIGNATURE

ROAD SAFETY MANUAL FOR THE TAXI INDUSTRY CORE SAFETY ELEMENTS 71

MENU



THURSDAY

DATE HRS

  Visual inspection carried out and OK?          Daily pre-drive operations items checked and OK?

DRIVER’S NAME SIGNATURE

FRIDAY

DATE HRS

  Visual inspection carried out and OK?          Daily pre-drive operations items checked and OK?

DRIVER’S NAME SIGNATURE

SATURDAY

DATE HRS

  Visual inspection carried out and OK?          Daily pre-drive operations items checked and OK?

DRIVER’S NAME SIGNATURE

SUNDAY

DATE HRS

  Visual inspection carried out and OK?          Daily pre-drive operations items checked and OK?

DRIVER’S NAME SIGNATURE

Weekly checks
WEEKLY ITEMS CHECKED & OK?

DRIVER’S NAME  Tyre pressure – Pressure & condition

 Due for a service?

 Battery levels and terminals

 Ancillary equipment  
– Radio, dispatch equipment, GPS etc.

SIGNATURE

DATE

ALL CHECKS AND REPORTING ARE THE ASSIGNED DRIVERS RESPONSIBILITY

Faults/issues

DATE BRIEF DESCRIPTION OF ISSUE/FAULT/DAMAGE AND ACTION TAKEN INITIAL

Drivers are reminded that this vehicle is classified as a Workplace in accordance with WH&S Regulations 
and that you are responsible under law to ensure to the best of your ability that the vehicle (and associated 
equipment) is safe, operable and roadworthy condition and/or to report any damage and/or any incident/
accident as soon as practically possible.
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APPENDIX 8: Reducing reversing incidents 
strategy template
Work driving safety research has identified an over 
representation of reversing related incidents across 
a variety of vehicle fleet settings. Due to the driving 
environment and type of operations that taxis 
undertake, the likelihood of taxis being involved in 
a reversing crash could be considered quite high 
along with catastrophic consequences mentioned 
above. Therefore, strategies to reduce the possibility 
of taxis being involved in a reversing incident 
could be considered paramount. Research has 
demonstrated the success of s number of strategies 
in reducing the frequency of incidents.

The following strategies could be considered as a 
part of any taxi safety program

Technology
 Purchase and provide vehicles with the 

latest reversing technology such as cameras 
and sensors

 Train and educate drivers in the use 
of technology, particularly if operating 
different vehicles

 Do not over rely on technology at the expense of 
other processes such as scanning, use of mirrors, 
head checks, walk arounds and marshalling. 
Technology also has limitations.

Marshalling and walk arounds
 Seek assistance from others if available to act as 

a marshal and provide guidance while reversing

 A driver upon approaching the parked taxi 
should quickly conduct an visual inspection 
of the taxi surrounds to ensure that there is 
nothing directly behind the vehicle such as a 
garden or pole

 Reverse slowly and don’t rush

 Check, check and triple check using mirrors and 
reversing assistance devices

Site and depot reviews
 Conduct inspections of taxi depots and vehicle 

movements to minimise the frequency of taxis 
going in reverse

 Are depot parking lot walls, poles and 
obstructions clearly defined with bight paint 
to improve the prospect of drivers seeing 
the obstruction?

 Reconsider car park design to facilitate safer taxi 
movement and separate pedestrian movement 
from taxi movement and locations
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APPENDIX 9:  Localised map of areas prone to flooding 
(East Brisbane) example

http://floodwatersafety.initiatives.qld.gov.au/flooded-roads-map/  
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APPENDIX 10: Example procedure for  
“If a driver become stuck in fast rising water”
The following procedures have been recommended 
by Department of Transport and Main Roads 
(2016) for when a driver does become stuck in fast 
rising/flooded water. It is recommended this be 
incorporated it in the relevant training and incident 
management plan for your operation.

PROCEDURE:
In the event of you becoming stranded in fast rising water:

• Remain calm and call Triple Zero (000)

• If there are people around, signal for others to call for 
your rescue

• If you are caught in the vehicle, do not try and enter the 
water, stay in the vehicle until help arrives

• Listen to instructions from emergency personnel and 
follow all their instructions
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APPENDIX 11: Incident report template
DRIVER DATE

CAR NO. CONTACT NO.

INCIDENT DETAILS

DATE OF INCIDENT TIME OF INCIDENT

RADIO HAIL / 
PICK UP POINT

NO. OF PASSENGERS  M   F

PASSENGER BEHAVIOUR ALCOHOL AFFECTED    Y   N     ABUSIVE VERBAL    Y   N      VIOLENT  Y   N

WEATHER CONDITIONS  Y   N         DETAILS

ROAD CONDITIONS  Y   N         DETAILS

DISTRACTIONS  Y   N         DETAILS

FATIGUE FACTORS  Y   N         DETAILS

INCIDENT LOCATION

LOCATION

CITY STATE/ POSTCODE

SPECIFIC AREA  
OF LOCATION

 
 

DESCRIPTION OF INCIDENT

INJURIES?

NAME AND CONTACT DETAILS OF PARTIES INVOLVED

1. NAME PHONE

    ADDRESS

2. NAME PHONE

    ADDRESS

NAME AND CONTACT DETAILS OF WITNESSES

1. NAME PHONE

    ADDRESS

2. NAME PHONE

    ADDRESS

POLICE REPORT? PRECINCT

OFFICER PHONE

FOLLOW-UP ACTION

SUPERVISOR

SIGNATURE DATE
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APPENDIX 12: Incident management contacts 
template – Brisbane CBD example
EMERGENCIES

Police, Fire, Ambulance 000

LOCAL POLICE STATIONS

City Police Station 3258 2582

Roma Street Police Station 13 14 44

South Brisbane Police Station 3033 4111

Fortitude Valley Police Station 3131 1200

HOSPITALS

Royal Brisbane and Woman’s Hospital 3646 8111

Princess Alexandra Hospital 3176 2111

Lady Cilento Children’s Hospital 3068 1111

TAXI

Manager  OFFICE <add phone number>

Manager  MOBILE <add phone number>

Shift Manager <add phone number>

ELECTRICAL EMMERGENCIES

Life threatening  
ERGON Energy Emergencies

13 16 70
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Appendix 13: Incident or post-crash 
process considerations

Having an incident management plan
The purpose of Incident Management Plans is to 
outline the processes in place to manage incidents.

These plans offer a variety of benefits including:

• Ensuring the organisation is prepared to manage 
potential incidents

• Allowing for quick and professional organisational 
response to incidents

• Delivering a higher standard of organisational 
safety for all individuals involved (e.g. drivers, 
passengers or other road users)

• Contributing to the reduction of organisational 
incidents and therefore organisational costs

• Identifying safety areas requiring improvement 
and development

• Identifying and implement measures to reduce 
the likelihood of similar incidents occurring in 
the future

What a plan might include
Due to the diverse nature of incidents, which occur 
within the taxi industry, individual operators should 
create operationally specific plans that are suitable 
to the context in which they operate. While it is 
recommended that individual operators tailor the 
organisations Incident Management Plan, there 
are a number of recommended components to be 
included in the plans:
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1. Training Process

It is important that the operation firstly train all staff 
in incident reporting.

This would include:

• What actions and details they require when 
on seen

• How to report the incident

• What resources and supports are available to 
assist them throughout the reporting process

It is recommended that drivers are trained 
and provided this information within their 
initial employment induction, and sign an 
acknowledgement stating that they have 
undertaken this training and will comply with these 
organisational reporting requirements.

In addition to drivers being trained in these 
processes, organisations should ensure that all 
managers are appropriately equipped to manage 
any reported incident.

2. Incident Event Resources

In the event of an incident, it is essential for 
individuals involved to be aware of the processes 
in which they are required to take. When involved 
in an incident, individuals are often in a state of 
shock, which can negatively impact their ability to 
process and recall important information. As such, it 
might be useful to provide staff with a standardized 
“Incident Information Reporting Checklist” to be 
kept in staffs’ vehicles. These checklists will list the 
information and steps individuals involved in an 
incident are required to take, and will be useful 
when lodging a formal incident report. Appendix 11 
provides an example of an “Incident Report”.

In addition to an Incident Information Reporting 
Checklist, it might be of benefit for employees to 
have a list of key contacts that they may need to 
notify regarding the event of the incident. This 
resource should be provided to all drivers, and can 
be kept in vehicles, with the purpose of being used 
on in the event of an incident.

Appendix 12 provides an example of a potential 
contact list. This list should be amended to each 
individual operator subject to the inclusion of other 
relevant organisational contacts.

3. Incident Reporting Processes

A taxi operator is required by law to complete 
an Incident Report detailing the incident within 
24 hours of the event occurring. The “Incident 
Information Reporting Checklist” will be a useful 
tool which will assist in the completion of the 
incident reporting, as it will ensure that the 
individuals involved in the incident collect all the 
required details for the report.

Appendix 11 provides an example of relevant details 
to be recorded in the formal incident report.

It is also important to identify the parties 
responsible for managing an incident and 
the roles in which they will undertake to 
complete organisational processes and fulfil 
legislative requirements.

This may include:

a) Taxi Operator: Responsible for ensuring an 
appropriate and relevant organisational Incident 
Management Plan is in place and followed 
by employees

b) Incident Manager: Responsible for the overall 
incident management process including 
the reporting, recording and submission of 
incident reports

c) Driver: Responsible for reporting the incident 
and providing descriptions of the details of the 
incident to be recorded.

4. Incident Investigation

The purpose of incident reporting is not only useful 
for legislative purposes, but can also be used to help 
direct and inform improvement to the organisations 
safety practices. Through gaining insights into the 
causes and factors in occupational incidents, key 
gaps or areas of development can be identified 
to provide the operation with an opportunity to 
amend processes to ensure the likelihood of these 
events reoccurring in the future is reduced
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Appendix 14: The 18 safety elements and  
overall level of safety culture maturity matrix
Adapted from Parker et al., (2006)

Pathological Reactive Calculative Proactive Generative

Benchmarking 
Trends and 
Statistics

• Complies with 
statutory HSE 
reporting, but little 
more

• Benchmarking 
undertaking for 
the purposes 
of finance and 
production

• Try to respond as 
other companies 
do and worry 
about the cost of 
crashes.

• Statistics report 
the immediate 
causes of 
accidents

• Benchmark on 
incidents and 
accidents

• Display lots 
of data publicly 
throughout the 
organisation

• Focus on current 
problems that 
can be measured 
objectively  

• Benchmark 
against other 
companies in 
same industry.

• Aims to be 
the best in the 
industry.

• Look for trends, 
understand them 
and use them to 
adapt strategy.

• Explain findings 
to supervisors

• Benchmark 
outside the 
industry, using 
both hard and 
soft measures.

• Involve all 
levels of the 
organisation 
in identifying 
action points for 
improvement.

Audits and 
Reviews

•  Unwilling 
compliance with 
audits and only 
undertaken after 
major accidents

• No schedule 
for audits and 
reviews.

• Accepts being 
audited is 
inescapable after 
accidents.

• Regular audit 
schedule (but this 
might only focus 
on high hazard 
areas).

• Prefers to audit 
other organisations 
over themselves

• When undertaken, 
audits are 
structured.  

• Extensive 
and regular 
audit program 
(potentially 
includes cross-
auditing within 
the organisation).

• Audits are viewed 
as positive if 
painful. 

• Extensive audit 
system running 
smoothly with 
good follow up.

• Continuous 
informal search 
for non-obvious 
problems with 
external help 
consulted when 
required.

• Audit focus is 
behaviour rather 
than hardware 
and systems

Accident 
Reporting, 
Investigation and 
Analysis

• Many accidents are 
unreported.

• Investigations only 
takes place after a 
serious accident.

• Analyses only 
consider legal 
requirements.

• Priority is to protect 
the company and 
its profits. 

• There is an 
informal reporting 
system

• Investigation 
focuses on 
immediate causes 
and identifying 
guilty parties.

• There is little 
systematic 
analysis 
with limited 
consideration for 
previous similar 
events.

•  Procedures and 
systems in place 
which producing 
lots of data and 
action items, but 
opportunities to 
address the issues 
are often missed.

• Investigation for 
causes is usually 
restricted to the 
workforce.

• Strong reporting 
system in place

• Trained 
investigators, 
with systematic 
follow-up to 
ensure changes 
have occurred, are 
used

• Reports are sent 
companywide to 
share information. 

• Investigation 
and analysis 
driven by a deep 
understanding 
of how accidents 
happen.

• Real issues 
identified by 
aggregating 
information 
from a wide 
range of 
incidents.

• Follow up is 
systematic 
to check that 
change occurs 
and have been 
maintained.
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Pathological Reactive Calculative Proactive Generative

Hazard and 
Unsafe Act 
Reports

• There are no 
reports

• Reporting is 
simple and 
factual.

• Focus is on 
determining who 
or what caused 
the situation.

• The company 
does not track 
actions after 
reports. 

• Reports follow a 
fixed format for 
categorisation and 
documentation.

• Number of reports 
is what counts.

• The company 
requires complete 
forms without 
blanks. 

• Reporting looks 
for why rather 
than just when or 
what.

• Quick submission 
of reports is 
appreciated and 
blank in forms 
can be filled in 
later.

• Management 
sets reporting 
goals.  

• All levels actively 
access and use 
the information 
generated by 
reports in their 
daily work.

Work Planning 
and Journey 
Management

• There is no HSE 
planning and little 
planning overall.

• What work 
planning there is 
concentrates on 
the quickest fastest 
and cheapest 
execution.

• HSE planning is 
based on what 
went wrong in 
the past.

• There is an 
informal general 
planning process 
based primarily 
on managing the 
time taken for a 
job. 

• There is a lot of 
emphasis on 
hazard analysis and 
permit to work.

• There is little use 
of feedback to 
improve planning 
but people believe 
that the system 
is good and will 
prevent accidents. 

• Planning is 
standard practice 
with work and 
HSE integrated in 
the plan.

• Plans are followed 
through and 
there is evaluation 
of effectiveness by 
management. 

• There is a 
polished 
planning 
process 
with both 
anticipation 
of problems 
and reviews of 
processes.

• Employees are 
trusted to do 
planning.

Contractor 
Management

•  Get the job 
done with 
minimum effort 
and expense.

•  The company 
only pays 
attention to 
HSE issues in 
contracting 
companies 
after an 
accident.

• The primary 
selection 
criterion is 
price

• Contractors 
meet extensive 
pre-qualification 
requirements 
based on 
questionnaires 
and statistics.

• HSE standards 
are lowered if 
no contractor 
meets 
requirements. 

• HSE issues 
are seen as a 
partnership.

• Qualification is 
based on proof 
that there is a 
working HSE-
management 
system.

• The 
organisation 
helps with 
contractor 
training.

• No 
compromises 
to work 
quality.

• Find solutions 
together with 
contractors 
to achieve 
expectations 
even if this 
means 
postponing 
the job until 
requirements 
are met.
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Competency 
Training

• Training is 
viewed as a 
necessary evil.

• Attend training 
when it is 
compulsory 
by law. 

• After an 
accident 
money is 
made available 
for specific 
training 
programs.

• The training 
effort 
diminishes 
over time. 

• Standard 
training course 
are provided.

• Acquired course 
knowledge is 
tested. There is 
some on-the-
job transfer of 
training. 

• Leadership 
fully 
acknowledges 
the 
importance of 
tested skills on 
the job.

• The workforce 
is proud to 
demonstrate 
their skills in 
on-the-job 
assessment.

• Training needs 
start to be 
identify by the 
workforce. 

• Issues like 
attitudes 
become as 
important as 
knowledge 
and skills.

• Development 
is seen as a 
process rather 
than an event.

• Needs are 
identified 
and methods 
of acquiring 
skills are 
proposed by 
the workforce 
who are an 
integral part 
of the process

Worksite Job 
Safety Techniques

• There are no 
techniques 
applied. The 
culture is “Look out 
for yourself” 

• After accidents 
a standard 
work-site hazard 
management 
technique is 
bought in but 
there is little 
use after initial 
introduction. 

• A commercially 
available technique 
is introduced 
to meet the 
requirements of 
management 
system, but this 
generates little 
action.

• Quotas are used 
to demonstrate 
that the system is 
working. Nothing 
else is used. 

• Job safety analysis 
/ job safety 
observation 
techniques are 
accepted by the 
workforce as 
being in their 
own interest 
and they regard 
such methods as 
standard practice

• Job safety 
analysis as a 
work-site hazard 
management 
technique is 
revised regularly 
in a defined 
process.

• People (both 
workers and 
supervisors) are 
not afraid to 
tell each other 
about hazards.

Safety Checks • There is no 
formal system, so 
individuals take 
care of themselves 
as they see fit 

• External 
inspectors check 
sites after major 
incidents.

• Cursory site 
checks are 
performed by 
line supervision 
/ management 
when they are 
visiting, mostly 
after incidents or 
inefficient.

• There is no 
formal system for 
follow up

• Site activities 
are regularly 
checked by the line 
management, but 
not on a daily basis.

• Inspections aim at 
compliance with 
procedures. 

• Supervisors 
encourage 
work teams to 
check safety for 
themselves.

• •Manager doing 
walk-rounds are 
viewed as sincere.

• They engage 
employees in 
dialogue.

• Internal cross-
audits take 
place, involving 
managers and 
supervisors. 

• Everyone checks 
for hazards 
looking out for 
themselves 
and their work 
mates.

• Supervisor’s 
inspections 
are largely 
unnecessary.

• There is no 
problem with 
demanding 
shutdowns of 
operations.
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Size and status 
of the HSE 
Department

• If there is a 
department it 
consists of one 
person or a small 
staff in the HR 
department.  

• The department 
is small and has 
little power.

• The department 
is viewed as a 
police force. 

• HSE positions are 
given to middle 
managers

• It is a large 
department with 
some status and 
power, mainly 
performing 
number crunching 
and sending 
people on 
training courses.

• HSE is seen as 
important job, 
given to high 
fliers.

• HSE professional 
are recruited 
directly and 
advisers are 
appreciated by 
the line.

• All senior people 
in operations 
must have HSE 
experience.

• The HSE 
managers report 
directly to the top 
management of 
the company. 

• There may 
not be an HSE 
department 
because it is not 
needed as the 
safety culture 
is right.

• HSE 
responsibilities 
are distributed 
throughout the 
company.

• If there is a 
department 
it is small but 
powerful, having 
equal status 
with other 
departments.

Rewards for 
good safety 
performance

• None is given 
or expected, as 
staying alive is 
reward enough. 

• There are 
disincentives 
for poor HSE 
performance.

• The 
understanding 
that positive 
behaviour can be 
rewarded has not 
yet arrived.

• Manager’s 
bonuses tied to 
performance. 

• Some lip service is 
paid to good safety 
performance.

• There are safety 
competitions and 
quizzes.

• Few bonuses are 
given for safety 
performance. 

• Some rewards 
given.

• Good 
performance 
is considered 
in promotion 
reviews.

• Evaluation is 
process-based 
rather than on 
outcomes. 

• Recognition 
itself seen as 
high value.

• Good HSE 
performance 
is intrinsically 
motivating.

Who causes 
accidents in 
the eyes of 
management?

• Responsibility for 
accidents is viewed 
as belonging to 
those individuals 
directly involved. 

• It is believed that 
the responsibility 
of accidents is 
often just bad 
luck or belong to 
the individuals 
involved. 

• Faulty machinery 
and poor 
maintenance are 
identified as causes 
as well as people.

• There are attempts 
to reduce accident 
exposure.

• Management 
looks at the whole 
system including 
processes and 
procedures when 
considering 
accident causes.

• Management 
also take some 
responsibility of 
blame. 

• Blame is not an 
issue.

• Management 
accepts 
responsibility 
when assessing 
what could have 
done to remove 
root causes of 
the accident
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What happens 
after an accident? 

• After an accident 
the focus in on the 
employee and they 
are often fired.

• The priority is to 
limit damage 
and get back to 
production. 

• Line 
management 
is annoyed by 
stupid accidents.

• After an accident 
reports are not 
passed up the 
line if it can be 
avoided. 

• Workforce 
report their own 
accidents but 
maintain distance 
with contractor 
incidents.

• Management are 
concerned with 
statistics when 
they hear of an 
accident

• Management is 
disappointed but 
asks about the 
wellbeing of those 
involved.

• Investigation 
focus on 
underlying causes 
of accidents 
and the results 
are fed back to 
management

• Management 
show personal 
interest in 
individuals and 
the investigation 
process

• Employees 
take accidents 
to others 
personally.

How do safety 
meetings feel?

• Meetings if any are 
viewed as a waste 
of time.

• Meetings are run 
by a supervisor and 
are felt to be a case 
of going through 
the motions. 

• Meetings 
are attended 
reluctantly.

• Meetings provide 
opportunities to 
point the finger 
of blame for 
accidents.

• Toolbox 
meetings may 
be dominated by 
non-work issues.

• Meetings are 
like textbook 
discussions about 
company policy 
with limited 
interaction.

• Toolbox meetings 
are run on a strict 
agenda. 

• Meetings feel like 
a genuine forum 
for interaction 
across the 
company.

• Safety meetings 
and are used to 
identify problems 
before they occur. 

• Meetings can 
be called by 
an employee 
taking place 
in a relaxed 
atmosphere 
and may be run 
by employees 
with mangers 
attending by 
invitation.

• Toolbox 
meetings 
are short 
and focused 
on ensuring 
everyone is 
aware of what 
problems 
might arise.

Balance between 
HSE and 
profitability

• Profitability is the 
only concern.

• Safety is viewed as 
costing money and 
the only priority 
is to avoid extra 
expenses

• Costs are 
important but 
investments are 
only made for 
the purposes 
of preventative 
maintenance. 

• Safety and 
profitability are 
juggled rather than 
balance.

• Line managers 
know how to say 
the right things, 
but do not always 
walk their talk.

• Safety is viewed 
as discretionary 
expenditure. 

• The company 
tries to make 
HSE the top 
priority, while 
understanding 
that HSE 
contributes to 
financial return.

• The company 
is quite good at 
juggling the two

• They are in 
balance so that 
this becomes a 
non-issue.

• Management 
believe that HSE 
makes money.
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Is management 
interested in 
communicating 
HSE issues with 
the workforce? 

• Management is 
not interested 
apart from telling 
workers not to 
cause problems. 

• The “flavour 
of the month” 
safety message 
is passed 
down from 
management.

• Any interest 
diminishes over 
time as things get 
back to normal. 

• Management 
shares a lot of 
information with 
workers and has 
frequent safety 
initiatives.

• Management does 
a lot of talking 
but there are few 
opportunities 
for bottom-up 
communication. 

• Managers realise 
that dialogue with 
the workforce is 
desirable and so a 
two-way process 
is in place.

• The emphasis is 
on looking out for 
each other in the 
workplace. 

• There is a two-
way process 
in which 
management 
gets more 
information 
back than they 
provide.

• The process is 
transparent.

Commitment 
level of workforce 
and level of care 
for colleagues

• “Who cares as long 
as we don’t get 
caught?”

• Individuals look 
after themselves.

• Look out for 
yourself is still 
the rule.

• There is a voiced 
commitment 
to care for 
colleagues, after 
accidents by both 
management and 
workforce but 
this diminishes 
after a period 
of good safety 
performance. 

• There is a 
trickle down of 
managements 
increasing 
awareness of the 
costs of failure.

• People know how 
to pay lip service to 
safety, but practical 
factors may 
prevent complete 
follow through. 

• Pride is beginning 
to develop

• Increasingly 
the workforce’s 
commitment 
to HSE and 
their care for 
colleagues is 
improving but 
the feeling is not 
universal. 

• Levels of 
commitment 
and care are 
very high and 
are drive by 
employees who 
show passion 
about living 
up to their 
aspirations.

• Standards are 
defined by the 
workforce.

What is the 
purpose of 
procedures? 

• The company 
make HSE 
procedures out of 
necessity.

• They are viewed as 
limiting people’s 
activities to avoid 
litigation or harm 
to assets. 

• The purpose of 
HSE procedures 
is to prevent 
individual 
incidents 
recurring.

• Procedures are 
often written 
in response to 
accidents and 
their overall 
effect may not 
be properly 
considered 
in detail.

• There are many 
HSE procedures 
serving as barriers 
to prevent 
incidents.

• It is hard to 
separate 
procedures from 
training.

• HSE procedures 
speak best 
practice but 
are viewed as 
occasionally 
inconvenient 
by a competent 
workforce.

• A limited 
degree of non-
compliance is 
acceptable. 

• There is trust 
in employees 
that they can 
recognise 
situations where 
compliance 
should be 
challenged.

• Non-compliance 
to HSE 
procedures 
goes through 
recognised 
challenges.

• Procedures 
are refined for 
efficiency.
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