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The Speaker  
ACT Legislative Assembly 
Civic Square, London Circuit 
CANBERRA ACT 2601 

 

Dear Madam Speaker 

I am pleased to forward to you a Performance Audit Report titled ‘ACT Taxi Subsidy Scheme’ for 
tabling in the Legislative Assembly pursuant to Subsection 17(5) of the Auditor-General Act 1996. 

The audit has been conducted in accordance with the requirements of the Auditor-General Act 
1996 and relevant professional standards including ASAE 3500 – Performance Engagements. 

Yours sincerely 

 

 

Michael Harris 
Auditor-General 
14 June 2022 

 

The ACT Audit Office acknowledges the Ngunnawal people as traditional custodians of the ACT 
and pays respect to the elders; past, present and future. The Office acknowledges and respects 
their continuing culture and the contribution they make to the life of this city and this region. 
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Audit fees contribute to meeting the costs of other activities such as developing the Audit 
Office’s financial audit method, working with reporting agencies on emerging audit and 
accounting issues and quality assurance work. 

Table 1: Summary of financial audit fees 

 

2017-18 
Actual 

Audit Fees 
$ 

2018-19 
Estimated 
Audit Fees 

$ 

Territory’s financial statements (refer Table 2) 143 497 151 893 

Directorates (refer Table 2) 2 084 114 2 159 594 

Statutory authorities (refer Table 3) 1 021 966 1 046 582 

Territory-owned corporations and companies (refer Table 4) 362 885 389 468 

Joint ventures and partnerships (refer Table 5) 321 474 331 474 

Other audits (refer Table 6) 168 051 162 852 

Total financial audit fees 4 101 987 4 241 863 

   

Source: Audit Office records  

Table 1 shows that audit fees are estimated to increase slightly by $139 876 (3 percent) 
from $4 101 987 in 2017-18 to $4 241 863 in 2018-19. 

Financial audit fees charged to agencies are presented in Tables 1 to 6 of this Appendix. 
These fees vary from that reported in the Audit Office’s financial statements because the 
financial statements include amounts owed to the Audit Office at the end of each reporting 
period covered by the financial statements. 

Explanations for fee variations of ten percent or more on individual audits are provided 
after Table 6 in this Appendix. 

Estimated financial audit fees (excluding GST) shown for 2018-19 are for audits with 
reporting periods ending 31 December 2018 and 30 June 2019. 

Further information can be obtained from: 

Mr Ajay Sharma Assistant Auditor-General, 
Financial Audit and Chief Finance 
Officer 

(02) 6207 0830 ajay.sharma@act.gov.au 
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A TRANSMITTAL CERTIFICIATE 

Ms Joy Burch MLA 
Speaker  
Legislative Assembly for the ACT 
London Circuit 
CANBERRA ACT 2601 

Dear Madam Speaker 

I have pleasure in submitting the 2018-19 Annual Report of the ACT Audit Office (Audit Office).  The Annual 
Report has been prepared to fulfil the requirements of section 7A of the Annual Reports (Government 
Agencies) Act 2004. While paragraph 8(2)(b) of the Act advises that an annual report direction does not 
apply to Officers of the ACT Legislative Assembly, this report has been prepared to respect the directions 
outlined in the Annual Reports (Government Agencies) Directions 2019. 

I certify that the information in the attached 2018-19 Annual Report, and information for whole of 
government reporting, is an honest and accurate account of the management of the Audit Office and that 
all material information on the operations of the Audit Office has been included for the period from 
1 July 2018 to 30 June 2019. 

I also hereby certify that fraud prevention in 2018-19 was managed in accordance with Public Sector 
Management Standards 2006 (repealed), Part 2.3 (see section 113, Public Sector Management Standards 
2016). 

Section 15 of the Annual Reports (Government Agencies) Act 2004 requires that you present a copy of the 
Annual Report to the ACT Legislative Assembly within 15 weeks after the end of the reporting year. 

Yours sincerely 

Michael Harris 
Auditor-General 
8 October 2019 
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SUMMARY 

The ACT Taxi Subsidy Scheme is part of the ACT Government’s Concessions Program. The Scheme 
aims to provide subsidised taxi fares to permanent ACT residents with a severe or profound activity 
limitation which prevents them from using public transport. 

The audit considered the activities of the ACT Revenue Office in managing the Scheme, including 
consideration of:  

• the governance arrangements in place to administer the Scheme; 

• processes to receive and assess applications for membership; and 

• the management and monitoring of the Scheme usage by members.  

Conclusions 

PLANNING AND DELIVERY 

The planning and delivery of the Scheme is hampered by a lack of clarity and specificity with respect 
to the purpose and objectives of the Scheme. At its most basic, the purpose of the Scheme is to 
‘improve the affordability of essential services’, i.e. taxi costs. In the absence of further clarity with 
respect to the outcomes sought by the Scheme it is not possible to ascertain whether the subsidy 
amounts or subsidy caps are appropriate and the Scheme is effective.  

Subsidy amounts and subsidy caps have not been reviewed or changed for at least eight years, 
while taxi fare costs have increased during this period. This indicates a deteriorating benefit of the 
Scheme to its members. Members of the Scheme who need to travel greater distances are also 
disadvantaged compared to members who travel smaller distances. To the extent that affordable 
housing and social housing is increasingly located in new suburbs on the outskirts of Canberra, 
there is likely to be a continuing and growing inequity associated with members’ use of the Scheme. 

ADMINISTRATIVE ARRANGEMENTS 

The administration of the Scheme is generally sound. There are policies and procedures in place to 
guide the management and administration of the Scheme and the processing of applications is 
achieved on a timely basis. There is, however, an opportunity to make the application process more 
accessible and effective through the use of electronic form in an accessible format. 
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Key findings 

PLANNING AND DELIVERY Paragraph 

Over the five-year period 2016-17 to 2020-21, there have been 8,675 members of 
the ACT Taxi Subsidy Scheme. The majority of those members (6,873 or 79.2 percent) 
have been permanent members of the Scheme. The majority of individuals who have 
applied to the Scheme (7,984 or 92.0 percent) have identified a mobility activity 
limitation which affects their ability to use public transport. Most members of the 
Scheme (7,495 or 86.4 percent) have been entitled to a 50 percent subsidy level, with 
the remaining being at the 75 percent level. 

2.10 

A total of 485,551 trips have been taken under the Scheme between 2016-17 and 
2020-21. Notwithstanding there have been 8,675 members of the Scheme during 
this period, 3,546 of those members (40.8 percent) have not used the Scheme at all. 
3,272 members (63.6 percent of the 5,140 active users) have taken less than 50 taxi 
trips over the five year period. A proportion of members of the Scheme are 
significant users of the Scheme, in some instances using the Scheme thousands of 
times over the five-year period. 

2.19 

A total of $9,784,526 in subsidies have been provided to members of the Scheme 
between 2016-17 and 2020-21 against a total value of taxi fares of $13,191,788. 
Members of the Scheme have therefore had to pay the remaining $3,407,261 out of 
their own pocket. The majority of the active members of the Scheme between 2016-
17 and 2020-21 (3,070 or 59.7 percent of 5,140) obtained less than $1,000 in the 
value of subsidies from the Scheme. A small proportion of active users (130 or 2.5 
percent) obtained more than $17,000 in the value of subsidies from the Scheme over 
this period. 

2.24 

The most appropriate articulation of the purpose and policy objective associated 
with the Scheme was embodied in the ACT Taxi Subsidy Scheme Policy Paper (Policy 
Policy). The Policy Paper articulates a brief objective for the Scheme, the salient 
feature of which is to ‘improve the affordability of essential services’. There is no 
further guidance or discussion that provides further detail on the intended outcomes 
of the Scheme and its impact on its members. The ACT Revenue Office’s website 
states that the Scheme ‘supports social inclusion and economic participation of 
community members who would otherwise be at risk of social isolation. The 
[Scheme] is intended to assist members attend essential activities such as medical 
appointments, employment commitments, and social and family gatherings’. There 
is no further detail or supporting documentation to support such an objective and it 
is unclear what is meant by ‘social inclusion’ or ‘social isolation’ and how those areas 
may be addressed by the Scheme.  

2.34 

Since 2002, the flagfall rate and standard taxi fare rate have steadily increased, with 
the flagfall increasing from $3.20 to $5.00 in 2021 (56.3 percent) and the fare per 
kilometre increasing from $1.409 to $2.060 in 2021 (46.2 percent). Over the same 
period the 50 percent subsidy cap has increased from $17 to $24 (41.2 percent) and 

2.48 
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the 75 percent subsidy cap has increased from $26 to $37 (42.3 percent). Subsidy 
amounts under the Scheme have not kept pace with taxi fare increases over this 
period. The 50 percent subsidy cap of $24 and the 75 percent subsidy cap of $37 
have remained unchanged since 1 July 2014, i.e. approximately eight years. Most 
recently, between 2016-17 and 2020-21 the average out of pocket expense incurred 
by a member entitled to a 50 percent subsidy has risen from $11.41 to $12.80 (12.1 
percent) and the average out of pocket expense incurred by a member entitled to a 
75 percent subsidy has risen from $8.78 to $10.74 (22.4 percent).  

Community advocacy group representatives identified the length of time since the 
subsidy cap amount had been raised as being a major barrier to the affordability of 
taxis and the use of transport. Community advocacy groups also noted that there is 
some inequity in the Scheme for those members who live further away from 
essential services or places of employment. Members of the Scheme who need to 
travel greater distances are disadvantaged compared to those members who travel 
smaller distances. To the extent that affordable housing and social housing is 
increasingly located in new suburbs on the outskirts of Canberra, there is likely to be 
a continuing and growing inequity associated with members’ use of the Scheme. 

2.49 

There is no documented rationale for the Scheme’s subsidy amounts and subsidy 
caps, nor is there documentation showing what information was used to establish 
the subsidy amounts and subsidy caps. There is no regular review of the Scheme’s 
subsidy amounts and subsidy caps; the amounts were last updated in 2014. The lack 
of clarity associated with the purpose and objectives of the Scheme, combined with 
the lack of documentation associated with the Scheme’s subsidy amounts and 
subsidy caps, means that no assurance can be obtained that the Scheme is meeting 
the needs or expectations of the community in any meaningful way. 

2.55 

The ACT Revenue Office has access to a range of quantitative data in relation to the 
operation of the Scheme. This includes demographic data on the members of the 
Scheme (collected and maintained by the ACT Revenue Office) and data on 
members’ usage of the Scheme (collected and provided by Cabcharge by virtue of 
the Services Agreement). The data collected by Cabcharge could be a powerful 
source of information that could assist in the management of the Scheme, but 
inconsistency in the description of pick-up and drop-off locations makes it difficult to 
identify with any certainty the purpose of members’ trips and their usage of the 
Scheme. It also impairs any analysis that might be done in relation to members’ use 
of the Scheme in relation to their home address and any potential inequity that might 
be apparent in the operation of the Scheme for potential destinations. 

2.73 

The ACT Revenue Office does not maintain a formal feedback or complaints register 
of correspondence received through the contact address. In the absence of a formal 
feedback or complaints register the ACT Revenue Office cannot demonstrate that it: 
systematically reviews and analyses any feedback or complaints received; and 
identifies potential improvements to the operation of the Scheme. The ACT Revenue 
Office does not conduct surveys of members. By not conducting a survey the ACT 
Revenue Office does not have access to potentially useful and insightful information 
into the operation of the Scheme. 

2.74 
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There are limited controls in place to safeguard against fraud and misuse. The Policy 
Paper provides for processes to review and verify the use of the Scheme by 
members; a key control is taxi operators (drivers) ‘[using] reasonable endeavours at 
the time of being presented with a Smart Card to verify that the person … is the 
Scheme Member identified on the Smart Card’. The onus for implementing this 
control is on the taxi operator (driver). The ACT Revenue Office has not conducted 
any compliance checks in relation to this control. 

2.79 

ADMINISTRATIVE ARRANGEMENTS Paragraph 

The ACT Revenue Office’s management and administration of the Scheme is guided 
by the ACT Taxi Subsidy Scheme Policy Paper and the ACT Taxi Subsidy Scheme 
Internal Operating Procedures Manual. Both documents are undated. Neither 
document provides any detail on when the document was prepared, who prepared 
it, when it was last updated or who approved it for use. The documents’ lack of 
endorsement for use impairs their authority. 

3.17 

The Procedures Manual sets out detailed procedures to guide the activities required 
to administer the Scheme. The procedures are detailed and administratively specific, 
i.e. they provide a keystroke by keystroke guide on how to undertake the various 
activities associated with the Scheme. The Procedures Manual also sets out the roles 
and responsibilities for the administration of the Scheme. However, the roles and 
responsibilities do not reflect the administrative arrangements of the ACT Revenue 
Office. The lack of clearly defined roles and responsibilities increases the risk that 
activities associated with the administration of the Scheme are not undertaken 
effectively and that procedural fairness is compromised.   

3.18 

The application forms for initial membership and additional trips are paper based 
forms. The form is a PDF, which cannot be completed electronically without 
specialist software. Community advocacy group representatives identified the 
application forms are not easily accessible. Feedback was provided that it would be 
better practice to have the forms in an accessible format that could be read by a 
screen reader and/or completed electronically. 

3.47 

Recommendations  

RECOMMENDATION 1 SCHEME PURPOSE AND OBJECTIVES 

The Chief Minister, Treasury and Economic Development Directorate should: 

a) review and clearly articulate the purpose and objectives of the Scheme; and 

b) use this as a basis for identifying a policy for, and principles associated with, subsidy amounts 
and subsidy caps.  
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RECOMMENDATION 2 REVIEW AND EVALUATION 

The Chief Minister, Treasury and Economic Development Directorate should periodically review 
and evaluate the operation of the Scheme. The review should assess the operation of the Scheme 
against its identified purpose and objectives and be informed by qualitative and quantitative data 
that is collected in relation to the operation of the Scheme. 

RECOMMENDATION 3 POLICY AND PROCEDURAL GUIDANCE 

The Chief Minister, Treasury and Economic Development Directorate should review and update 
the policy and procedural guidance associated with the Scheme.  

RECOMMENDATION 4 APPLICATION FORM ACCESSIBILITY 

The Chief Minister, Treasury and Economic Development Directorate should explore 
opportunities to make the application forms associated with the Scheme web-based and able to 
be completed on-line.  

Response from entities 

In accordance with subsection 18(2) of the Auditor-General Act 1996, the Chief Minister, Treasury 
and Economic Development Directorate was provided with: 

• a draft proposed report for comment. All comments were considered and required 
changes were reflected in the final proposed report; and  

• a final proposed report for further comment.  

No comments were provided for inclusion in this Summary chapter. 
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1 INTRODUCTION 

Disability and access to public transport 

1.1 On 5 February 2020, the Australian Bureau of Statistics released the Disability, Ageing and 
Carers, Australia: Summary of Findings report, which indicated that there were 77,300 
Canberrans living with a disability. While the proportion of Canberrans living with a disability 
that is unable to use public transport is unknown, it’s believed that across the country 
approximately 14 percent of people living with a disability face this challenge. This implies 
approximately 10,800 Canberrans living with a disability face the challenge of using public 
transport.  

Transport disadvantage 

1.2 The ACT Council of Social Services (ACTCOSS) has identified the concept of transport 
disadvantage. In a September 2016 paper titled Transport: A ‘wicked problem’ we have the 
strengths and assets to solve ACTCOSS noted the importance of investment in physical and 
social infrastructure as a means to address transport disadvantage: 

Transport disadvantage can be experienced by anyone because capacity to travel is not 
dependent on personal attributes but on the accessibility of physical and social infrastructure 
such as roads and public transport services. Because it is governments who make the largest 
infrastructure investments it is government policy decisions that ultimately impact on whether 
or not transport disadvantage exists, to what degree it exists, and which groups in the 
community are most likely to experience it. 

1.3 ACTCOSS’ September 2016 paper notes that people living with a disability are more likely 
to experience transport disadvantage, while also noting: 

It is not the capacities and characteristics of these population groups that make them more 
likely to experience transport disadvantage. It is the design of services that fails to make them 
accessible … 

1.4 ACTCOSS’ September 2016 paper notes that ‘transport is a barrier to community life for 
people living with a disability’ and that ‘people with disability do not have high rates of 
public transport use’. ACTCOSS notes that ‘accessible transport options are a key cost of 
living factor for people with disability that impacts on access to work, health care, services, 
social, community and other events and opportunities’.  

Alternatives to public transport 

1.5 The ACT Government has a range of initiatives that provide support to people living with a 
disability. These include infrastructure projects, subsidies and concessions and various 
transport service options. One of these initiatives is the ACT Taxi Subsidy Scheme. 
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1.6 For those members of the community whose disability prevents them from using public 
transport, access to taxis provides important links to education, healthcare, employment 
and social contacts. 

1.7 In relation to the use of taxis by people living with a disability, ACTCOSS’ September 2016 
paper noted: 

People living with disability who do not drive currently face limited choices when it comes to 
accessible travel options in the ACT. In particular, people living with disability have a 
heightened reliance on transport options such as taxis and therefore have a heightened need 
for an affordable, accessible, high-quality and safe taxi system.  

1.8 As part of the audit the Audit Office met with representatives of community advocacy 
groups for the purpose of a focus group discussion. As part of the discussion community 
advocacy group representatives noted that taxis fulfill a transport gap between community 
transport options and other transport options that may be available to members. In this 
respect, taxis operate at all hours of the day, and in doing so contrast with community 
transport options which are often only offered or operated during business hours and may 
have to be booked well in advance. Taxis are also inherently more flexible than public 
transport.  

1.9 Noting that people living with a disability have a heightened reliance on taxis as a means of 
transport, ACTCOSS’ September 2016 paper noted: 

In relation to taxi costs, for peak rates, Canberra, as at April 2016, has: the highest flag fall 
rate; the third highest distance per kilometre rate; the third highest waiting time per hour rate 
and equal third highest airport rank fee (Taxi Fare Calculator 2016). While not as high, the 
general off-peak rates for Canberra are still some of the highest in the country (ranking second 
to fourth in the corresponding categories above). 

ACT Taxi Subsidy Scheme 

1.10 The ACT Taxi Subsidy Scheme (the Scheme) commenced in 1984. It is part of the ACT 
Government’s Concessions Program. As of 2021, ACT residents had access to more than 70 
concessions, rebates, subsidies and exemptions, through the ACT Government’s 
Concessions Program, across various sectors such as transport, health, utilities, education, 
housing and rates and environmental/social support.  

1.11 The Scheme aims to provide subsidised taxi fares to permanent ACT residents with a severe 
or profound activity limitation which prevents them from using public transport. 

Eligibility  

1.12 To be eligible for membership of the Scheme, a person must: 

• have a severe or profound limitation that prevents them from using public transport; 

• reside in the ACT; and  
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• not be a member of a taxi scheme in another state or territory.  

1.13 Six activity limitations are covered by the Scheme, including:  

• a severe mobility restriction or limitation; 

• legal blindness or severe vision impairment; 

• epilepsy; 

• a severe cognitive, intellectual or psychiatric impairment; 

• a severe speech or hearing impairment; and 

• total functional loss of the upper limbs. 

1.14 A person’s income in not considered when determining eligibility for the Scheme. 

Membership 

1.15 Access to the Scheme is by membership, which is granted if a member meets the eligibility 
requirements. Membership can be granted on a permanent or temporary basis if the 
member’s disability or limitation is expected to resolve over time. The basis of a member’s 
disability and expected timeframe (permanent or temporary) is identified by medical 
professionals as part of the application process.  

1.16 The Scheme has two membership classifications; general and permanent. A general 
membership is provided to people who have a medical condition which is likely to improve 
over time or where it is unclear what the long-term prognosis of the condition is. A 
permanent membership is granted if the applicant has had their medical condition since 
birth and will not change or if they have a condition which will not improve over time.   

1.17 As of February 2021, there were 2,773 members of the Scheme. Table 1-1 shows the 
number of general and permanent members as at February 2021 and the level of subsidy 
that they were entitled to. 

Table 1-1 Number of members of Taxi Subsidy Scheme 

 General Permanent Total 

Total 251 2,522 2,773 

Source: ACT Audit Office, based on ACT Revenue Office data. 

1.18 The maximum length of time a general membership can be provided for is 3 years. Once 
expired a member can submit another form to reapply. 

1.19 Permanent memberships do not expire. However, permanent members must supply proof 
of their ACT residency every 3 years. 
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Subsidy levels 

1.20 Each member, whether general or permanent, can access one of three levels of subsidies. 
These levels are described in Table 1-2. 

1.21 The level assigned to a member is dependent on whether they are in a wheelchair and can 
or cannot transfer into a standard taxi. All three levels have a cap on the maximum 
concession allowed per trip. This cap is reviewed from time to time. 

Table 1-2 Taxi Subsidy Scheme subsidy levels 

Level of access Fare subsidy 
entitlement 

Fare subsidy cap 

Members who can travel in a standard taxi (i.e. a 
sedan). 

50% of total trip fee $24 

Members who use a wheelchair or scooter but can 
transfer into a standard taxi. A lift fee would only be 
payable if the member travelled in a wheelchair 
accessible taxi. 

50% of total trip fee 
plus lift fee 

$24 plus $13.85 lift 
fee 

Members who are permanently confined to a 
wheelchair and require a wheelchair-accessible taxi 
for all travel requirements. 

75% of total trip fee 
plus lift fee 

$37 plus $13.85 lift 
fee 

Source: ACT Taxi Subsidy Scheme Policy Paper 

Purpose and number of allowed trips 

Trip entitlements 

1.22 An ACT Taxi Subsidy Scheme Policy Paper (the Policy Paper) provides guidance to both users 
(and potential users) of the Scheme as well as administrators. However, the Policy Paper 
does not identify the number of trips that a member is entitled to. 

1.23 The ACT Revenue Office’s ACT Taxi Subsidy Scheme Internal Operating Procedures Manual 
(Procedures Manual) states that a member is entitled to 126 general taxi trips per annum. 
The allocation of trips is provided at the start of the calendar year and any unused trips 
expire on 31 December. Members who join the Scheme part way through the year are 
allocated trips on a pro rata basis. 

Additional trip entitlements 

1.24 Both the Policy Paper and the Procedures Manual provide for the potential for additional 
trips. The Policy Paper states: 

A maximum of one return trip per day can be provided. This equates to seven return trips per 
week, allowing daily travel to and from a stated activity. 
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1.25 The Procedures Manual states: 

Members are entitled to a maximum of 14 additional trips per week across a number of 
categories. 

1.26 The Policy Paper identifies that eligibility for additional trips is predicated on the person 
demonstrating that they are: 

• currently employed on an ongoing basis; 

• attending ongoing medical and/or therapy appointments; or 

• attending regular educational activities.  

1.27 The Policy Paper states that the following activities are ‘not included’ in considerations for 
additional trips: 

• irregular travel; 

• annual leave as part of employment; 

• during school holidays (sic); 

• personal shopping and recreational activities; and  

• personal sporting activities. 

1.28 An application form must be completed for the additional trips, that is supported by a 
statement from the member’s employer, education institution or medical professional.  

1.29 The Procedures Manual appears to allow for 126 individual general trips per annum and up 
to 728 additional trips per annum (14 trips per week for 52 weeks). 

Access – Smart Cards 

1.30 Members of the Scheme are provided with a Smart Card. Smart Cards are presented to taxi 
operators at the time of a trip and display the member’s name, membership number, expiry 
date and photograph.  

1.31 When a Smart Card is presented to the taxi operator, if the card is valid and there are trips 
available, the subsidy will be automatically deducted from the fare. The member is 
responsible for paying for the remaining outstanding fee at the time of the trip. 

Roles and responsibilities  

Chief Minister, Treasury and Economic Development Directorate  

1.32 The Revenue and Concessions Policy Branch within the Chief Minister, Treasury and 
Economic Development Directorate is responsible for the Concessions and Scheme Policy, 
including the ACT Taxi Subsidy Scheme.   
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ACT Revenue Office 

1.33 The ACT Revenue Office is responsible for the administration of the Scheme.   

1.34 Day-to-day management includes processing applications, assigning trips to members, 
approving additional trips, maintaining membership records, processing appeals, 
complaints and feedback and managing the services agreement with Cabcharge. 

1.35 The ACT Revenue Office advised that it has assigned 1.5 FTE for its administration of the 
Scheme.  

Cabcharge 

1.36 The ACT Revenue Office entered into a Taxi Subsidy Agreement (the Subsidy Agreement) 
with Cabcharge Australia Ltd on 19 January 2017. The Subsidy Agreement is essentially a 
services agreement with Cabcharge to provide support services for the Scheme and to 
provide the rebate to Scheme members through taxi services operators. The current 
Subsidy Agreement is in place until June 2022. 

1.37 The Subsidy Agreement states that Cabcharge is responsible for the: 

• provision and maintenance of Smart Cards for use by Scheme members; and 

• operation and maintenance of a management system which stores the personal 
information and trip information for each member. 

1.38 The Subsidy Agreement also states that Cabcharge must: 

• make reasonable endeavours to ensure that taxi operators provide the rebate to 
Scheme members; 

• provide all taxi operators with the systems to read the smart card and transmit the 
required data; and  

• ensure that the taxi operators use reasonable endeavours to verify that the person 
using the smart card is entitled to. 

Transport Canberra and City Services Directorate  

1.39 The Road Transport (Public Passenger Services) Act 2001 is administered by the Transport 
Canberra and City Services Directorate (TCCS) and is responsible for regulation and planning 
for transport, including taxis.  

Annual cost of the Scheme 

1.40 In 2020-21, the Scheme provided a total subsidy to members of $2,078,367. The total 
number of trips taken in 2020-21 was 89,591. 
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1.41 A fee is payable to Cabcharge for the provision of services outlined in the Subsidy 
Agreement, including a quarterly management fee and a fee for each smart card issued. In 
2020-21 a total of $115,404.14 was paid to Cabcharge for its services. 

Audit objective and scope 

Audit objective 

1.42 The objective of the audit was to assess the effectiveness of the ACT Taxi Subsidy Scheme.   

Audit scope 

1.43 The audit considered the activities of the ACT Revenue Office in managing the Scheme. This 
included consideration of:  

• the governance arrangements in place to administer the Scheme, including 
arrangements for monitoring and evaluation; 

• processes to receive and assess applications for membership; and 

• management and monitoring of Scheme usage by members, including compliance 
with terms and conditions of the Scheme.  

1.44 The audit considered the ACT Revenue Office’s management and oversight of Cabcharge 
and its services. 

1.45 The audit also assessed the extent to which the Scheme is meeting any identified policy 
objectives as well as the needs of the community. 

1.46 The audit did not consider: 

• the taxi, or other on-demand transport, industry, including fares/pricing, supply and 
quality other than in relation to the ACT Taxi Subsidy Scheme; or 

• regulation and licencing of taxis and drivers and other on-demand transport options 
and operators/drivers. 

Audit criteria, approach and method 

Audit criteria 

1.47 To form a conclusion against the objective, the following criteria were used: 

• Have ACT Government agencies effectively planned for the delivery of the ACT Taxi 
Subsidy Scheme? 

• Have effective administrative arrangements been established and maintained for the 
Scheme? 
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• Is the Scheme meeting the needs of the community? 

1.48 The audit was performed in accordance with ASAE 3500 – Performance Engagements.  The 
audit adopted the policy and practice statements outlined in the Audit Office’s Performance 
Audit Methods and Practices (PAMPr) which is designed to comply with the requirements 
of the Auditor-General Act 1996 and ASAE 3500 – Performance Engagements 

1.49 In the conduct of this performance audit the ACT Audit Office complied with the 
independence and other relevant ethical requirements related to assurance engagements. 

Audit approach and method 

1.50 The audit approach and method consisted of: 

• interviews and discussions with key staff at the ACT Revenue Office, Chief Minister, 
Treasury and Economic Development Directorate; 

• interviews and discussions with representatives of community advocacy groups; 

• identifying and reviewing relevant information and documentation associated with 
the administration of the Scheme including policies and procedures, research 
documents and relevant reports; 

• identifying and documenting internal controls and procedures associated with the 
administration of the Scheme; 

• analysis of Scheme data collected by Cabcharge and the ACT; and 

• reviewing relevant literature, and work undertaken on this subject by other 
jurisdictions to identify better practices. 

1.51 Community advocacy groups were invited to contribute to the audit by providing their 
insights into the operation of the Scheme. Representatives from six community 
organisations met with the Audit Office as part of a focus group discussion and shared:  

• their understanding of the purpose of the Scheme; 

• their understanding of whether the Scheme is meeting the needs of the community; 
and  

• what improvements could be made.  
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2 PLANNING AND DELIVERY 

2.1 This chapter presents information on the use of the Scheme. It also considers the planning 
and delivery of the Scheme against policy and community expectations and review and 
evaluation processes. 

Summary 

Conclusions 

The planning and delivery of the Scheme is hampered by a lack of clarity and specificity with 
respect to the purpose and objectives of the Scheme. At its most basic, the purpose of the 
Scheme is to ‘improve the affordability of essential services’, i.e. taxi costs. In the absence of 
further clarity with respect to the outcomes sought by the Scheme it is not possible to ascertain 
whether the subsidy amounts or subsidy caps are appropriate and the Scheme is effective.  

Subsidy amounts and subsidy caps have not been reviewed or changed for at least eight years, 
while taxi fare costs have increased during this period. This indicates a deteriorating benefit of the 
Scheme to its members. Members of the Scheme who need to travel greater distances are also 
disadvantaged compared to members who travel smaller distances. To the extent that affordable 
housing and social housing is increasingly located in new suburbs on the outskirts of Canberra, 
there is likely to be a continuing and growing inequity associated with members’ use of the 
Scheme. 

Key findings 
 Paragraph 

Over the five-year period 2016-17 to 2020-21, there have been 8,675 members of 
the ACT Taxi Subsidy Scheme. The majority of those members (6,873 or 79.2 percent) 
have been permanent members of the Scheme. The majority of individuals who have 
applied to the Scheme (7,984 or 92.0 percent) have identified a mobility activity 
limitation which affects their ability to use public transport. Most members of the 
Scheme (7,495 or 86.4 percent) have been entitled to a 50 percent subsidy level, with 
the remaining being at the 75 percent level. 

2.10 

A total of 485,551 trips have been taken under the Scheme between 2016-17 and 
2020-21. Notwithstanding there have been 8,675 members of the Scheme during 
this period, 3,546 of those members (40.8 percent) have not used the Scheme at all. 
3,272 members (63.6 percent of the 5,140 active users) have taken less than 50 taxi 
trips over the five year period. A proportion of members of the Scheme are 
significant users of the Scheme, in some instances using the Scheme thousands of 
times over the five-year period. 

2.19 
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A total of $9,784,526 in subsidies have been provided to members of the Scheme 
between 2016-17 and 2020-21 against a total value of taxi fares of $13,191,788. 
Members of the Scheme have therefore had to pay the remaining $3,407,261 out of 
their own pocket. The majority of the active members of the Scheme between 2016-
17 and 2020-21 (3,070 or 59.7 percent of 5,140) obtained less than $1,000 in the 
value of subsidies from the Scheme. A small proportion of active users (130 or 2.5 
percent) obtained more than $17,000 in the value of subsidies from the Scheme over 
this period. 

2.24 

The most appropriate articulation of the purpose and policy objective associated 
with the Scheme was embodied in the ACT Taxi Subsidy Scheme Policy Paper (Policy 
Policy). The Policy Paper articulates a brief objective for the Scheme, the salient 
feature of which is to ‘improve the affordability of essential services’. There is no 
further guidance or discussion that provides further detail on the intended outcomes 
of the Scheme and its impact on its members. The ACT Revenue Office’s website 
states that the Scheme ‘supports social inclusion and economic participation of 
community members who would otherwise be at risk of social isolation. The 
[Scheme] is intended to assist members attend essential activities such as medical 
appointments, employment commitments, and social and family gatherings’. There 
is no further detail or supporting documentation to support such an objective and it 
is unclear what is meant by ‘social inclusion’ or ‘social isolation’ and how those areas 
may be addressed by the Scheme.  

2.34 

Since 2002, the flagfall rate and standard taxi fare rate have steadily increased, with 
the flagfall increasing from $3.20 to $5.00 in 2021 (56.3 percent) and the fare per 
kilometre increasing from $1.409 to $2.060 in 2021 (46.2 percent). Over the same 
period the 50 percent subsidy cap has increased from $17 to $24 (41.2 percent) and 
the 75 percent subsidy cap has increased from $26 to $37 (42.3 percent). Subsidy 
amounts under the Scheme have not kept pace with taxi fare increases over this 
period. The 50 percent subsidy cap of $24 and the 75 percent subsidy cap of $37 
have remained unchanged since 1 July 2014, i.e. approximately eight years. Most 
recently, between 2016-17 and 2020-21 the average out of pocket expense incurred 
by a member entitled to a 50 percent subsidy has risen from $11.41 to $12.80 (12.1 
percent) and the average out of pocket expense incurred by a member entitled to a 
75 percent subsidy has risen from $8.78 to $10.74 (22.4 percent).  

2.48 

Community advocacy group representatives identified the length of time since the 
subsidy cap amount had been raised as being a major barrier to the affordability of 
taxis and the use of transport. Community advocacy groups also noted that there is 
some inequity in the Scheme for those members who live further away from 
essential services or places of employment. Members of the Scheme who need to 
travel greater distances are disadvantaged compared to those members who travel 
smaller distances. To the extent that affordable housing and social housing is 
increasingly located in new suburbs on the outskirts of Canberra, there is likely to be 
a continuing and growing inequity associated with members’ use of the Scheme. 

2.49 

There is no documented rationale for the Scheme’s subsidy amounts and subsidy 
caps, nor is there documentation showing what information was used to establish 
the subsidy amounts and subsidy caps. There is no regular review of the Scheme’s 

2.55 
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subsidy amounts and subsidy caps; the amounts were last updated in 2014. The lack 
of clarity associated with the purpose and objectives of the Scheme, combined with 
the lack of documentation associated with the Scheme’s subsidy amounts and 
subsidy caps, means that no assurance can be obtained that the Scheme is meeting 
the needs or expectations of the community in any meaningful way. 

The ACT Revenue Office has access to a range of quantitative data in relation to the 
operation of the Scheme. This includes demographic data on the members of the 
Scheme (collected and maintained by the ACT Revenue Office) and data on 
members’ usage of the Scheme (collected and provided by Cabcharge by virtue of 
the Services Agreement). The data collected by Cabcharge could be a powerful 
source of information that could assist in the management of the Scheme, but 
inconsistency in the description of pick-up and drop-off locations makes it difficult to 
identify with any certainty the purpose of members’ trips and their usage of the 
Scheme. It also impairs any analysis that might be done in relation to members’ use 
of the Scheme in relation to their home address and any potential inequity that might 
be apparent in the operation of the Scheme for potential destinations. 

2.73 

The ACT Revenue Office does not maintain a formal feedback or complaints register 
of correspondence received through the contact address. In the absence of a formal 
feedback or complaints register the ACT Revenue Office cannot demonstrate that it: 
systematically reviews and analyses any feedback or complaints received; and 
identifies potential improvements to the operation of the Scheme. The ACT Revenue 
Office does not conduct surveys of members. By not conducting a survey the ACT 
Revenue Office does not have access to potentially useful and insightful information 
into the operation of the Scheme. 

2.74 

There are limited controls in place to safeguard against fraud and misuse. The Policy 
Paper provides for processes to review and verify the use of the Scheme by 
members; a key control is taxi operators (drivers) ‘[using] reasonable endeavours at 
the time of being presented with a Smart Card to verify that the person … is the 
Scheme Member identified on the Smart Card’. The onus for implementing this 
control is on the taxi operator (driver). The ACT Revenue Office has not conducted 
any compliance checks in relation to this control. 

2.79 

Use of the Scheme 

2.2 The ACT Audit Office analysed data to show how the Scheme was being used. Data was 
obtained from the ACT Revenue Office for financial years 2016-17 to 2020-21.  

Members 

2.3 Over the five-year period, 2016-17 to 2020-21, there have been 8,675 members of the 
Scheme. Membership over the period has been made up of a mix of permanent and 
temporary members at each of the subsidy limits offered by the Scheme. 
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Membership types 

2.4 Table 2-1 shows the type of membership that has been granted between 2016-17 and 
2020-21. 

Table 2-1 Membership of the Scheme (2016-17 to 2020-21) 

Type of membership Number of members  

Temporary   

50 percent 1,627 

50 percent (plus lift fee) 101 

75 percent 74 

Subtotal 1,802 

Permanent  

50 percent 5,470 

50 percent (plus lift fee) 297 

75 percent 1,106 

Subtotal 6,873 

Total 8,675 

Source: ACT Audit Office, based on ACT Revenue Office data. 

2.5 Table 2-1 shows that: 

• the majority of the members of the Scheme have been permanent members (6,873 or 
79.2 percent); and  

• across both permanent and temporary categories of membership, the majority of 
members have been entitled to the 50 percent subsidy. 

Membership categories 

2.6 To become a member of the Scheme, an individual must have a ‘severe or profound activity 
limitation’ that prevents them from being able to use public transport. The Scheme has four 
categories of ‘severe or profound activity limitation’ that would entitle an individual to 
membership. Table 2-2 shows the number of memberships that have been granted for each 
of the categories between 2016-17 and 2020-21. 
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Table 2-2 Types of activity limitations of members (2016-17 to 2020-21) 

Category of membership Number of members 

Mobility 7,984 

Cognitive 642 

Psychiatric 5 

Sensory 12 

Unknown 32 

Total 8,675 

Source: ACT Audit Office, based on ACT Revenue Office data. 

2.7 Table 2-2 shows the significant majority of individuals who have applied to the Scheme 
(7,984 or 92.0 percent) have identified a mobility activity limitation which affects their 
ability to use public transport. 642 individuals who have applied to the Scheme (7.4 percent) 
have identified cognitive limitation as affecting their ability to use public transport. 

Age of members 

2.8 Figure 2-1 shows a summary of the age of members of the Scheme between 2016-17 and 
2020-21.  

Figure 2-1 Age of members 

 
Source: ACT Audit Office, based on ACT Revenue Office data. 
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2.9 Figure 2-1 shows that: 

• 4,017 members (66.1 percent) were aged between 77 and 111, with 3,559 members 
of those members (58.6 percent) aged between 77 and 96 years old; and 

• 2,058 members (33.9 percent) are aged less than 76, with 611 of those members 
(10.1 percent) aged less than 51 and 1,447 (23.8 percent) aged between 52 and 76. 

2.10 Over the five-year period 2016-17 to 2020-21, there have been 8,675 members of the ACT 
Taxi Subsidy Scheme. The majority of those members (6,873 or 79.2 percent) have been 
permanent members of the Scheme. The majority of individuals who have applied to the 
Scheme (7,984 or 92.0 percent) have identified a mobility activity limitation which affects 
their ability to use public transport. Most members of the Scheme (7,495 or 86.4 percent) 
have been entitled to a 50 percent subsidy level, with the remaining being at the 75 percent 
level. 

Trips 

2.11 Paragraphs 2.12 to 2.24 discuss the usage of the Scheme (i.e. number of trips) and the cost 
of those trips. The data shows that there is a wide range of use of the Scheme by members. 
The data presented in paragraphs 2.12 to 2.24 seeks to demonstrate how the Scheme is 
being used by members and no comment is being made on the usage by individual members. 

Total number of trips 

2.12 Figure 2-2 shows the total number of trips taken under the Scheme between 2016-17 and 
2020-21. 
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Figure 2-2 Trips taken under the Scheme (2016-17 to 2020-21) 

 
Source: ACT Audit Office, based on ACT Revenue Office data. 

2.13 Figure 2-2 shows that a total of 485,551 trips have been taken under the Scheme between 
2016-17 and 2020-21. The total number of trips peaked in 2018-19 at 104,403, before falling 
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pandemic has impacted the usage of the Scheme. 
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2.14 Between 2016-17 and 2020-21 there have been 8,675 members of the Scheme. 3,546 of 
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Figure 2-3 Number of trips taken (2016-17 to 2020-21) 

 
Source: ACT Audit Office, based on ACT Revenue Office data. 
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Figure 2-4 Number of trips taken by members (2020-21) 

 
Source: ACT Audit Office, based on ACT Revenue Office data. 
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Table 2-3 Number of trips and subsidies provided (2016-17 to 2020-21) 

Financial 
year 

Number of trips Total fare Subsidy provided Out of pocket 

2016-17 95,815 $2,348,320.48 $1,664,371.76 $683,948.72 

2017-18 101,416 $2,593,473.15 $1,894,584.57 $698,888.58 

2018-19 104,403 $2,773,271.67 $2,091,054.44 $682,217.23 

2019-20 93,699 $2,743,085.54 $2,056,148.39 $686,937.15 

2020-21 89,591 $2,733,637.20 $2,078,367.07 $655,270.13 

Total 484,924 $13,191,788.04 $9,784,526.23 $3,407,261.81 

Source: ACT Audit Office, based on ACT Revenue Office data. 

2.21 Table 2-3 shows that a total of $9,784,526 in subsidies have been provided to members of 
the Scheme between 2016-17 and 2020-21 against a total value of taxi fares of $13,191,788. 
Members of the Scheme have therefore had to pay the remaining $3,407,261 out of their 
own pocket.  

Subsidy provided to members 

2.22 Table 2-4 provides further details of the total value of the subsidy accessed by the 5,140 
active members of the Scheme between 2016-17 and 2020-21. 

Table 2-4 Value of subsidy accessed by members (2016-17 to 2020-21) 

Minimum ($) Maximum ($) Number of members Percentage (%) 

1 1,000 3,070 59.7 

1,001 2,000 703 8.1 

2,001 3,000 350 4.0 

3,001 4,000 241 2.8 

4,001 5,000 142 1.6 

5,001 6,000 94 1.1 

6,001 7,000 90 1.0 

7,001 8,000 65 0.7 

8,001 9,000 33 0.4 

9,001 10,000 42 0.5 

10,001 11,000 36 0.4 

11,001 12,000 28 0.3 

12,001 13,000 37 0.4 

13,001 14,000 20 0.2 

14,001 15,000 24 0.3 

15,001 16,000 16 0.2 
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Minimum ($) Maximum ($) Number of members Percentage (%) 

16,001 17,000 19 0.2 

17,001 - 130 2.5 

Total 5,140 100.0 

Source: ACT Audit Office, based on ACT Revenue Office data.  

2.23 Table 2-4 shows the majority of the active members of the Scheme between 2016-17 and 
2020-21 (3,070 or 59.7 percent of 5,140) obtained less than $1,000 in the value of subsidies 
from the Scheme. Similar to earlier observations a small proportion of active users (130 or 
2.5 percent) obtained more than $17,000 in the value of subsidies from the Scheme.   

2.24 A total of $9,784,526 in subsidies have been provided to members of the Scheme between 
2016-17 and 2020-21 against a total value of taxi fares of $13,191,788. Members of the 
Scheme have therefore had to pay the remaining $3,407,261 out of their own pocket. The 
majority of the active members of the Scheme between 2016-17 and 2020-21 (3,070 or 59.7 
percent of 5,140) obtained less than $1,000 in the value of subsidies from the Scheme. A 
small proportion of active users (130 or 2.5 percent) obtained more than $17,000 in the 
value of subsidies from the Scheme over this period. 

Purpose of the Scheme 

2.25 The Audit Office sought information on the purpose of the Scheme, particularly with respect 
to any policy objectives or outcomes sought by the Scheme. 

2.26 The Audit Office was advised that the most appropriate articulation of the purpose and 
policy objective associated with the Scheme was embodied in the ACT Taxi Subsidy Scheme 
Policy Paper (Policy Policy). The Policy Paper is the primary document that sets out the 
arrangements and parameters of the Scheme.  

2.27 The Policy Paper is not dated. Representatives of the Revenue and Concession Policy Branch 
in the Chief Minister, Treasury and Economic Development Directorate were unable to 
identify the publication date, author or origin of the Policy Paper. However, what appears 
to be an earlier iteration of the Policy Paper was identified, which dated from October 2012. 
There were minimal differences between the two documents. 

2.28 The Policy Paper acknowledges the placement of the Scheme within the ACT Government’s 
Concessions Program and the role of the Concessions Program and Scheme with respect to 
improving the affordability of essential services: 

The Chief Minister, Treasury and Economic Development Directorate administers various 
concessions under the ACT Government’s Concessions Program (the Program). The Program 
aims to improve the affordability of essential services for residents of the ACT in need of 
assistance. The ACT Taxi Subsidy Scheme (the Scheme) contributes to achieving these aims by 
providing subsidised taxi fares to permanent ACT residents with a severe or profound activity 
limitation which prevents them from using public transport. 
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2.29 The Policy Paper articulates a brief objective for the Scheme, the salient feature of which is 
to ‘improve the affordability of essential services’. The context for this objective is an 
expectation that members have ‘a severe or profound activity limitation which prevents 
them from using public transport’. There is no further guidance or discussion that provides 
further detail on who the Scheme is designed to support and how that support will be 
provided. 

2.30 An alternative, and potentially more enlightening policy objective for the Scheme, may be 
found on the ACT Revenue Office’s website. In response to the question ‘What is it?’ the 
website states: 

The [Scheme] provides financial assistance to ACT residents with a disability or significant 
mobility restriction preventing them from using public and community transport. The 
[Scheme] supports social inclusion and economic participation of community members who 
would otherwise be at risk of social isolation. The [Scheme] is intended to assist members 
attend essential activities such as medical appointments, employment commitments, and 
social and family gatherings. 

2.31 While this statement provides an alternative, and potentially more enlightening policy 
objective for the Scheme, there is no evidence that this is an ‘endorsed’ objective of the 
Scheme. There is no further detail or supporting documentation to support such an 
objective.  Furthermore, it is unclear what is meant by ‘social inclusion’ or ‘social isolation’ 
and how those areas may be addressed by the Scheme.  

2.32 As part of audit fieldwork the Audit Office met with representatives of community advocacy 
groups as part of a focus group discussion. With respect to the purpose and key benefits 
associated with the Scheme the community advocacy group representatives identified that 
the key purpose of the Scheme was to facilitate transport for members of the community 
where public transport is not an option or there are specific needs that need to be 
considered. The primary benefits of doing so were to: 

• provide independence to the Scheme’s members, offering them the opportunity to 
get to appointments without the assistance of others; and  

• facilitate inclusion and access to the community and a member’s support services and 
networks. The Scheme ameliorated restrictions a member might have and facilitated 
their attendance at medical appointments and social events. 

2.33 These benefits appear to align with, and support, the statement on the ACT Revenue Office 
website. 

2.34 The most appropriate articulation of the purpose and policy objective associated with the 
Scheme was embodied in the ACT Taxi Subsidy Scheme Policy Paper (Policy Policy). The 
Policy Paper articulates a brief objective for the Scheme, the salient feature of which is to 
‘improve the affordability of essential services’. There is no further guidance or discussion 
that provides further detail on the intended outcomes of the Scheme and its impact on its 
members. The ACT Revenue Office’s website states that the Scheme ‘supports social 
inclusion and economic participation of community members who would otherwise be at 
risk of social isolation. The [Scheme] is intended to assist members attend essential 
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activities such as medical appointments, employment commitments, and social and family 
gatherings’. There is no further detail or supporting documentation to support such an 
objective and it is unclear what is meant by ‘social inclusion’ or ‘social isolation’ and how 
those areas may be addressed by the Scheme.  

Affordability of essential services 

2.35 As discussed in paragraph 2.28, the Policy acknowledges the placement of the Scheme 
within the ACT Government’s Concessions Program and the role of the Concessions 
Program and Scheme with respect to improving the affordability of essential services. The 
Policy states: 

The [ACT Government’s Concessions Program] aims to improve the affordability of essential 
services for residents of the ACT in need of assistance.  

2.36 The implied objective of improving the affordability of essential services, i.e. taxi fares, could 
be simply confirmed by acknowledging the role of the Scheme in providing a subsidy. 
However, as the objective is vague and imprecise there is little meaningful measurement or 
conclusion that could be made. Affordability is subjective and dependent on the 
circumstance of each individual. A member who is able to work and has a stable income 
might have a different view on what is affordable to a member who is not able to work and 
does not have a stable income. The residential address and the final destination of the 
member may also have impact on what is affordable.  

Subsidy amounts 

2.37 Figure 2-5 shows the subsidy cap amounts that have been provided through the Scheme 
since 1 July 2010. 



  
2: Planning and delivery  

Page 28 ACT Taxi Subsidy Scheme 

   

Figure 2-5 Subsidy caps by membership level 

 
Source: ACT Audit Office, based on ACT Revenue Office data. 

2.38 Figure 2-5 shows both the 50 percent subsidy cap of $24 and the 75 percent subsidy cap of 
$37 have remained unchanged since 1 July 2014, i.e. approximately eight years.  

Taxi fare cost 

2.39 Figure 2-6 shows a comparison of the subsidy cap amounts with taxi fares, as represented 
by the taxi flagfall amount and the standard taxi fare per kilometre. The taxi flagfall amount 
and the standard taxi fare per kilometre are published as a Disallowable Instrument made 
under the Road Transport (Public Passenger Services) Act 2001. 
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Figure 2-6 Comparison of Scheme subsidy caps with taxi fares 

 
Source: ACT Audit Office based on ACT Revenue Office data and taxi fare data from the Disallowable Instruments issued under the 

Road Transport (Public Passenger Services) Act 2001. 

2.40 Figure 2-6 shows the subsidy cap amounts have not increased at a rate comparable to taxi 
fares. Since 2002: 

• the flagfall and the standard taxi fare have been steadily increasing, with the flagfall 
increasing from $3.20 in 2002 to $5.00 in 2021 (an increase of 56.3 percent) and the 
fare per kilometre increasing from $1.409 in 2002 to $2.060 in 2021 (an increase of 
46.2 percent); 

• the 50 percent subsidy cap has increased from $17 to $24 (an increase of 41.2 
percent) and the 75 percent subsidy cap has increased from $26 to $37 (an increase 
of 42.3 percent); and 

• the subsidy cap has not increased although the flagfall and the rate per kilometre has 
increased. 

2.41 Figure 2-7 shows the average out of pocket expenses incurred by Scheme members 
between 2016-17 and 2020-21.  
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Figure 2-7 Average out of pocket expense incurred by Scheme members (2016-17 to 
2020-21) 

 
Source: ACT Audit Office based on ACT Revenue Office data. 

2.42 Figure 2-7 shows that between 2016-17 and 2020-21: 

• the average out of pocket expense incurred by a member entitled to a 50 percent 
subsidy has risen from $11.41 to $12.80 (an increase of 12.1 percent); and 

• the average out of pocket expense incurred by a member entitled to a 75 percent 
subsidy has risen from $8.78 to $10.74 (an increase of 22.4 percent). 

2.43 Figure 2-8 shows the average taxi fare paid by Scheme members between 2016-17 and 
2020-21 compared to subsidy cap amounts between 2016-17 and 2020-21.  

 $-

 $2.00

 $4.00

 $6.00

 $8.00

 $10.00

 $12.00

 $14.00

2016-17 2017-18 2018-19 2019-20 2020-21

O
ut

 o
f p

oc
ke

t c
os

ts

Financial year

50 percent level 75 percent level



  
  2: Planning and delivery 

ACT Taxi Subsidy Scheme  Page 31 

  

Figure 2-8 Average fares paid by Scheme members compared to subsidy cap amounts 
(2016-17 to 2020-21) 

 
Source: ACT Audit Office based on ACT Revenue Office data. 

2.44 Figure 2-8 shows that between 2016-17 and 2020-21: 

• the average taxi fare paid by a member entitled to a 50 percent subsidy has risen by 
11.7 percent while the subsidy cap amount has remained the same; and 

• the average taxi fare paid by a member entitled to a 75 percent subsidy has risen by 
32.2 percent while the subsidy cap amount has remained the same. 

Community advocacy group feedback 

2.45 For the purpose of the audit the Audit Office met with representatives of community 
advocacy groups as part of a focus group discussion. Community advocacy group 
representatives identified that the use of taxis through the Scheme was expensive. 
Specifically with respect to the subsidy cap amounts, the community advocacy group 
representatives identified the length of time since the subsidy cap amount had been raised 
(in 2014) as being a major barrier to the affordability of taxis and the use of transport.  

2.46 In addition to the lack of increase in the levels of subsidy and subsidy cap amounts reducing 
the comparative financial benefit of the Scheme to members, the community advocacy 
groups identified the inherent uncertainty associated with the cost of a taxi trip as being a 
barrier to use by some of the Scheme’s members. This reflects that there is uncertainty at 
the outset of a taxi trip as to what the trip will cost. Because of this uncertainty at the outset 
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of a trip, some members of the Scheme will not use the Scheme in case they cannot afford 
the trip.  

2.47 Community advocacy groups also noted, with respect to subsidy amounts and subsidy caps, 
that there is some inequity in the Scheme for those members who live further away from 
essential services or places of employment. For example, a member of the Scheme who 
lives in south Tuggeranong and needs to travel to the Canberra Hospital is disadvantaged 
compared to a member of the Scheme who lives in Woden and needs to make the same 
trip. To the extent that affordable housing and social housing is increasingly located in new 
suburbs on the outskirts of Canberra, there is likely to be a continuing and growing inequity 
associated with members’ use of the Scheme.  

2.48 Since 2002, the flagfall rate and standard taxi fare rate have steadily increased, with the 
flagfall increasing from $3.20 to $5.00 in 2021 (56.3 percent) and the fare per kilometre 
increasing from $1.409 to $2.060 in 2021 (46.2 percent). Over the same period the 50 
percent subsidy cap has increased from $17 to $24 (41.2 percent) and the 75 percent 
subsidy cap has increased from $26 to $37 (42.3 percent). Subsidy amounts under the 
Scheme have not kept pace with taxi fare increases over this period. The 50 percent subsidy 
cap of $24 and the 75 percent subsidy cap of $37 have remained unchanged since 1 July 
2014, i.e. approximately eight years. Most recently, between 2016-17 and 2020-21 the 
average out of pocket expense incurred by a member entitled to a 50 percent subsidy has 
risen from $11.41 to $12.80 (12.1 percent) and the average out of pocket expense incurred 
by a member entitled to a 75 percent subsidy has risen from $8.78 to $10.74 (22.4 percent).  

2.49 Community advocacy group representatives identified the length of time since the subsidy 
cap amount had been raised as being a major barrier to the affordability of taxis and the 
use of transport. Community advocacy groups also noted that there is some inequity in the 
Scheme for those members who live further away from essential services or places of 
employment. Members of the Scheme who need to travel greater distances are 
disadvantaged compared to those members who travel smaller distances. To the extent 
that affordable housing and social housing is increasingly located in new suburbs on the 
outskirts of Canberra, there is likely to be a continuing and growing inequity associated with 
members’ use of the Scheme. 

Review of Scheme subsidy amounts and subsidy caps 

2.50 There is no documented rationale for the Scheme’s subsidy amounts and subsidy caps. 
There is also no documentation showing what information was used to establish the subsidy 
amounts and subsidy caps. The Audit Office requested historical information that showed 
how the subsidy amounts and conditions were established; no information was provided.  

2.51 It is apparent that the subsidy rates and subsidy caps were last updated in 2014. The ACT 
Revenue Office could not provide any documentation to support the rationale behind the 
updates in 2014.  
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2.52 The lack of clarity associated with the purpose and objectives of the Scheme, which simply 
refers to 'improving the affordability' of taxi fares, combined with the lack of documentation 
associated with the Scheme’s subsidy amounts and subsidy caps, means that no assurance 
can be obtained that the Scheme is meeting the needs or expectations of the community in 
any meaningful way. 

Regularity of review 

2.53 There is no regular review of the Scheme’s subsidy amounts and subsidy caps.  

2.54 The Revenue and Concessions Policy Branch in the Chief Minister, Treasury and Economic 
Development Directorate advised that there is no proactive planning for, or assessment of, 
the Scheme including the establishment of the subsidy amounts and conditions. The Branch 
also advised that any such review would likely be ad-hoc and would be triggered by interest 
in the Scheme by a member of the community or other body.  

2.55 There is no documented rationale for the Scheme’s subsidy amounts and subsidy caps, nor 
is there documentation showing what information was used to establish the subsidy 
amounts and subsidy caps. There is no regular review of the Scheme’s subsidy amounts and 
subsidy caps; the amounts were last updated in 2014. The lack of clarity associated with the 
purpose and objectives of the Scheme, combined with the lack of documentation associated 
with the Scheme’s subsidy amounts and subsidy caps, means that no assurance can be 
obtained that the Scheme is meeting the needs or expectations of the community in any 
meaningful way. 

RECOMMENDATION 1 SCHEME PURPOSE AND OBJECTIVES 

The Chief Minister, Treasury and Economic Development Directorate should: 

a) review and clearly articulate the purpose and objectives of the Scheme; and 

b) use this as a basis for identifying a policy for, and principles associated with, subsidy 
amounts and subsidy caps.  

Review and evaluation of the Scheme 

2.56 There is no regular process for the review and evaluation of the Scheme. There is no 
scheduled review or formal review process for the Scheme including consideration of: 

• whether the Scheme is meeting any intended purpose or objective; 

• the appropriateness or otherwise of the subsidy amounts and subsidy caps in meeting 
any intended purpose or objective; or  

• the terms and conditions of the Scheme.   

2.57 There is no evidence of the Scheme ever being formally reviewed or evaluated.  
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2.58 As noted earlier, evaluations or reviews of the Scheme are not proactively planned or 
scheduled. Reviews of the Scheme are ad-hoc and are conducted when there is an event 
that triggers the review, such as an enquiry from a member of the public. 

On-demand transport review 

2.59 In 2018, an evaluation of the 2015 on demand transport industry reforms was completed, 
with the findings and recommendations from the evaluation documented in the Evaluation 
of the 2015 Innovations Reforms to the On-Demand Transport Industry in the ACT report. 
The evaluation covered a wide range of issues associated with on-demand travel services, 
including taxis, and in doing so included some insights into the operation of the Scheme.  

Pricing for Scheme members 

2.60 Scheme members were surveyed for the purpose of the evaluation. In relation to the 
Scheme and its financial support for its members, the evaluation report noted: 

Respondents generally indicated either no change to or an improvement in the quality of 
[wheelchair-accessible taxi] services, with far fewer indicating a deterioration of service. 
Curiously, 14.5% indicated worse pricing, despite a constant regulated maximum price. 

… 

Respondents indicated a broadly similar response for standard-taxi services, although 
markedly fewer indicated improvement in fare levels and safety levels. Just over 17% indicated 
a worse outcome for pricing. 

2.61 The evaluation report also noted: 

Generally, respondents to evaluation surveys on accessible transport were strongly supportive 
of the TSS and its effectiveness in supporting transport for enabling engagement with the 
community and personal needs. In free-text survey comments, numerous respondents noted 
that the TSS program made socialisation, access to medical services and other essential 
services, and overall mobility from the home, possible. 

Potential use for rideshare platforms 

2.62 The evaluation report noted that the Scheme was not available for use on other on-demand 
transport options, such as rideshare platforms. The evaluation report noted: 

The absence of subsidies for accessible rideshare may impact on the affordability and 
therefore choice of transport. For example, fare estimates between services can be 
comparable. Considering the further availability of the 50% or 75% subsidies, a choice for TSS 
recipients based on price alone is biased toward taxis under the current arrangements. 

… 

At this point, there is little evidence of rideshare use by people with a disability that affects 
mobility. This is nonetheless a potential ‘chicken and egg’ scenario as, with TSS not available 
for rideshare, people may not elect to use rideshare services, leaving an absence of critical 
data to determine a policy. Noting that general surveys indicated a higher satisfaction of 
rideshare consumers than taxi users, it could be expected to have quality benefits for many 
TSS users. 
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2.63 A recommendation was made that: 

The ACT Government provide a subsidy approach that supports customer choice by extending 
the current TSS to other services (subject to funding considerations), including exclusion of 
subsidies for premium services unrelated to the person’s mobility needs (e.g. premium service 
booking for or surge pricing). 

Qualitative and quantitative data review 

2.64 A range of quantitative and qualitative data may be useful to the ACT Revenue Office in 
relation to the operation of the Scheme.  

Quantitative data 

2.65 The ACT Revenue Office maintains a database in relation to members and their 
administrative details. The database includes information on: 

• the member’s unique Identification Number; 

• applicable subsidy level (50 or 75 percent); 

• address; 

• date of birth; 

• membership start and end date; and  

• various free text fields that can be used to record notes of interactions etc. 

2.66 The ACT Revenue Office has access to data that is collected and stored in the Cabcharge 
system in relation to the use of the Scheme. Schedule 2 Item 1 (c)(iv) of the Subsidy 
Agreement determines that the Cabcharge system must record the following information: 

• the member’s unique Identification Number; 

• pick-up time and date; 

• drop-off time and date; 

• pick-up and drop-off locations; 

• kilometres of trip; 

• cost of trip; 

• rebate amount; 

• cost of extras (lift fee); and 

• taxi network and taxi number. 

2.67 This information can be accessed by the ACT Revenue Office through a web portal that 
provides secure access to the Cabcharge system. Schedule 2 Item 3 of the Subsidy 
Agreement requires Cabcharge to provide a web portal that allows the ACT Revenue Office 
to manage the smart cards of members (activate/deactivate memberships, allocate trips 
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and subsidy amounts and change members personal details) and produce the following 
reports: 

• a report containing Trip data for selected Scheme Members; 

• a report with the Trip balance for selected Scheme Members; 

• the daily usage of Smart Cards; 

• the number of cards deactivated and stolen, lost and faulty cards; 

• the number of Manual Vouchers processed; 

• financial liability report to ascertain the costs of the Trips and the value 

• of the Rebates to date and project the Territory's estimated future liability based on 
current data; and 

• disputed charges still awaiting agreement. 

2.68 In relation to the pick-up and drop-off locations the data that is provided is inconsistent and 
not useful. In some instances the locations are described as ‘home’ or ‘office’. In other 
instances the locations are described with reference to a suburb. The inconsistency in 
location descriptions makes it difficult to identify with any certainty the purpose of 
members’ trips and their usage of the Scheme. It also impairs any analysis that might be 
done in relation to members’ use of the Scheme in relation to their home address and any 
potential inequity that might be apparent in the operation of the Scheme for potential 
destinations.   

Qualitative data 

2.69 There are no established systems for the collection of qualitative data. Qualitative data on 
the operation of the Scheme would primarily involve member feedback on the operation 
and effectiveness of the Scheme. This could be obtained through: 

• a feedback and complaint management process; or 

• a survey of members and their experience of the Scheme. 

Feedback and complaints 

2.70 The Policy Paper states: 

Complaints and commendations regarding the Scheme can be directed to the Scheme utilising 
the contact details …  

2.71 The ACT Revenue Office does not maintain a formal feedback or complaints register of 
correspondence received through the contact address. In the absence of a formal feedback 
or complaints register the ACT Revenue Office cannot demonstrate that it: 

• systematically reviews and analyses any feedback or complaints received; and 

• identifies potential improvements to the operation of the Scheme.  
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Survey of members 

2.72 The ACT Revenue Office does not conduct surveys of members. By not conducting a survey 
the ACT Revenue Office does not have access to potentially useful and insightful information 
into the operation of the Scheme.  

2.73 The ACT Revenue Office has access to a range of quantitative data in relation to the 
operation of the Scheme. This includes demographic data on the members of the Scheme 
(collected and maintained by the ACT Revenue Office) and data on members’ usage of the 
Scheme (collected and provided by Cabcharge by virtue of the Services Agreement). The 
data collected by Cabcharge could be a powerful source of information that could assist in 
the management of the Scheme, but inconsistency in the description of pick-up and drop-
off locations makes it difficult to identify with any certainty the purpose of members’ trips 
and their usage of the Scheme. It also impairs any analysis that might be done in relation to 
members’ use of the Scheme in relation to their home address and any potential inequity 
that might be apparent in the operation of the Scheme for potential destinations. 

2.74 The ACT Revenue Office does not maintain a formal feedback or complaints register of 
correspondence received through the contact address. In the absence of a formal feedback 
or complaints register the ACT Revenue Office cannot demonstrate that it: systematically 
reviews and analyses any feedback or complaints received; and identifies potential 
improvements to the operation of the Scheme. The ACT Revenue Office does not conduct 
surveys of members. By not conducting a survey the ACT Revenue Office does not have 
access to potentially useful and insightful information into the operation of the Scheme. 

Fraud risk review 

2.75 There are limited controls in place to safeguard against fraud and misuse. 

2.76 The Policy Paper provides for processes to review and verify the use of the Scheme by 
members: 

Members may be required to verify their travel, when subsidy payments generated appear to 
be abnormal or exceeding reasonable use. 

Members will be contacted in writing and have 15 business days to respond to the Scheme’s 
request. 

If the member does not provide the requested information, the membership will be 
suspended until further notice. 

Should the member require assistance responding to the request regarding the use of their 
Smartcard or Interstate travel vouchers, we ask that they contact the Scheme. 

2.77 One requirement of the Services Agreement between the ACT Revenue Office and 
Cabcharge is that taxi operators (drivers): 

… use reasonable endeavours at the time of being presented with a Smart Card to verify that 
the person who the Rebate is being provided to is the Scheme Member identified on the 
Smart Card, for example, by comparing the photograph on the Smart Card to the person who 
they have provided the Taxi Service. 
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2.78 This is one key control against the misuse of the Scheme. However, it is difficult to test if 
this control is effective. The ACT Revenue Office has not conducted any compliance checks 
in relation to this control, i.e. that taxi operators (drivers) are ensuring that the person using 
the card is entitled to its use.  

2.79 There are limited controls in place to safeguard against fraud and misuse. The Policy Paper 
provides for processes to review and verify the use of the Scheme by members; a key 
control is taxi operators (drivers) ‘[using] reasonable endeavours at the time of being 
presented with a Smart Card to verify that the person … is the Scheme Member identified 
on the Smart Card’. The onus for implementing this control is on the taxi operator (driver). 
The ACT Revenue Office has not conducted any compliance checks in relation to this control. 

RECOMMENDATION 2 REVIEW AND EVALUATION 

The Chief Minister, Treasury and Economic Development Directorate should periodically 
review and evaluate the operation of the Scheme. The review should assess the operation 
of the Scheme against its identified purpose and objectives and be informed by qualitative 
and quantitative data that is collected in relation to the operation of the Scheme. 

 



  
 

ACT Taxi Subsidy Scheme  Page 39 

  

3 ADMINISTRATIVE ARRANGEMENTS 

3.1 This chapter considers the ACT Revenue Office’s management and administration of the 
Scheme. 

Summary 

Conclusion 

The administration of the Scheme is generally sound. There are policies and procedures in place 
to guide the management and administration of the Scheme and the processing of applications is 
achieved on a timely basis. There is, however, an opportunity to make the application process 
more accessible and effective through the use of electronic form in an accessible format. 

Key findings 
 Paragraph 

The ACT Revenue Office’s management and administration of the Scheme is guided 
by the ACT Taxi Subsidy Scheme Policy Paper and the ACT Taxi Subsidy Scheme 
Internal Operating Procedures Manual. Both documents are undated. Neither 
document provides any detail on when the document was prepared, who prepared 
it, when it was last updated or who approved it for use. The documents’ lack of 
endorsement for use impairs their authority. 

3.17 

The Procedures Manual sets out detailed procedures to guide the activities required 
to administer the Scheme. The procedures are detailed and administratively specific, 
i.e. they provide a keystroke by keystroke guide on how to undertake the various 
activities associated with the Scheme. The Procedures Manual also sets out the roles 
and responsibilities for the administration of the Scheme. However, the roles and 
responsibilities do not reflect the administrative arrangements of the ACT Revenue 
Office. The lack of clearly defined roles and responsibilities increases the risk that 
activities associated with the administration of the Scheme are not undertaken 
effectively and that procedural fairness is compromised.   

3.18 

The application forms for initial membership and additional trips are paper based 
forms. The form is a PDF, which cannot be completed electronically without 
specialist software. Community advocacy group representatives identified the 
application forms are not easily accessible. Feedback was provided that it would be 
better practice to have the forms in an accessible format that could be read by a 
screen reader and/or completed electronically. 

3.47 
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Policy and procedural guidance 

3.2 Policy and procedural guidance for the management and administration of the Scheme is 
embodied in: 

• the ACT Taxi Subsidy Scheme Policy Paper (the Policy Paper); and 

• the ACT Taxi Subsidy Scheme Internal Operating Procedures Manual (the Procedures 
Manual). 

Policy Paper 

3.3 The Policy Paper is undated, but the Audit Office understands that it was last updated in 
2015. The Policy Paper is publicly available and thereby provides guidance to both users 
(and potential users) of the Scheme as well as administrators. 

3.4 The Policy Paper provides information on: 

• eligibility for the Scheme; 

• requirements and processes for becoming a member of the Scheme; 

• Scheme subsidy amounts; 

• eligibility requirements and processes for obtaining additional trip entitlements under 
the Scheme; 

• processes for the use and management of the Smartcard; and  

• Terms and Conditions for membership of the Scheme. 

Procedures Manual 

3.5 The ACT Revenue Office’s management of the Scheme is guided by the ACT Taxi Subsidy 
Scheme Internal Operating Procedures Manual (the Procedures Manual). The Procedures 
Manual is undated and does not provide any detail on when the document was prepared, 
who prepared it, when it was last updated or who approved it for use. The Procedures 
Manual is for internal administrative use only. 

3.6 The Procedures Manual sets out detailed procedures to guide the activities required to 
administer the Scheme, including: 

• receiving, assessing and approving applications for membership; 

• issuing smart cards for use by members; 

• assigning trip entitlements, including receiving, assessing and approving applications 
for additional trips; 
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• maintaining client database, including requesting, receiving and reviewing 
membership renewals; and 

• administrative tasks including document management and how to use the CHYPS 
database. 

3.7 The procedures are detailed and administratively specific, i.e. they provide a keystroke by 
keystroke guide on how to undertake the various activities associated with the Scheme. 

Consistency of policy and procedural documents 

3.8 The Policy Paper and Procedures Manual generally serve two distinct purposes. The Policy 
Paper is publicly available and provides useful information to users (and potential users) of 
the Scheme. The Procedures Manual is internal and focused on administrative processes. 

3.9 Both documents do, however, provide information on eligibility requirements, subsidy 
amounts, membership levels and the evidence required for an application to be approved.  

3.10 There are several examples of where there are inconsistences. The Procedures Manual 
provides detail on the number of trips that reach member is entitled to, i.e. 126 general 
trips per annum. This information is not present in the Policy Paper. There is no 
documentation, other than the undated and unauthorised Procedures Manual, that 
provides for this 126-trip limit.  

3.11 Another example of inconsistency between the Policy and the Procedures Manual is with 
respect to the allocation of additional trips. The Procedures Manual states that additional 
trips will be allocated to a member every six months, with a new application having to be 
lodged every six months. This detail is not included in the Policy Paper.  

Roles and responsibilities 

3.12 Clearly defined roles and responsibilities ensure that the activities for the administration 
the Scheme are completed when required by those authorised to do so and are not 
duplicated. 

3.13 The Procedures Manual sets out the roles and responsibilities for activities required for the 
administration of the Scheme. The majority of the activities outlined in the Procedures 
Manual are assigned to roles such as 'administrator' and 'manager'. For example, the 
Procedures Manual states when assessing an application 'the administrator will check 
eligibility …' and '… when the manager receives the application they will …'.  Tasks that are 
assigned to either the 'administrator' or the 'manager' include day-to-day administrative 
activities such as receiving and assessing applications and issuing Smartcards. 

3.14 The roles and responsibilities that are included in the Manual do not align with position 
descriptions of officers in the ACT Revenue Office who are involved in the administration of 
the Scheme. The ACT Revenue Office advised that the roles that are identified in the 
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Procedures Manual describe positions that were in use when the Scheme was managed by 
the Community Services Directorate.   

Appeals 

3.15 The Procedures Manual provides for an appeals process, whereby an applicant is able to 
request for an appeal if their membership application has been declined. The Procedures 
Manual states that the appeal can only be lodged if the applicant has not had their 
application assessed by ‘Health for Industry’; a body that no longer exists.    

3.16 The Procedures Manual notes that the review is to be completed by the ‘Manager, ACT 
Concessions Program’ who will make a recommendation to the ‘Manager, Duties, Grants 
and Concessions’ who will then make the final decision on the appeal. These positions do 
not align with any positions currently within the ACT Revenue Office. 

3.17 The ACT Revenue Office’s management and administration of the Scheme is guided by the 
ACT Taxi Subsidy Scheme Policy Paper and the ACT Taxi Subsidy Scheme Internal Operating 
Procedures Manual. Both documents are undated. Neither document provides any detail 
on when the document was prepared, who prepared it, when it was last updated or who 
approved it for use. The documents’ lack of endorsement for use impairs their authority. 

3.18 The Procedures Manual sets out detailed procedures to guide the activities required to 
administer the Scheme. The procedures are detailed and administratively specific, i.e. they 
provide a keystroke by keystroke guide on how to undertake the various activities 
associated with the Scheme. The Procedures Manual also sets out the roles and 
responsibilities for the administration of the Scheme. However, the roles and 
responsibilities do not reflect the administrative arrangements of the ACT Revenue Office. 
The lack of clearly defined roles and responsibilities increases the risk that activities 
associated with the administration of the Scheme are not undertaken effectively and that 
procedural fairness is compromised.   

RECOMMENDATION 3 POLICY AND PROCEDURAL GUIDANCE 

The Chief Minister, Treasury and Economic Development Directorate should review and 
update the policy and procedural guidance associated with the Scheme.  

Management of applications 

3.19 Applicants to the Scheme are required to complete and submit to the ACT Revenue Office 
a two-part paper-based form, which can be downloaded from the ACT Revenue Office 
website, along with a passport photo. Part A of the application form is to be completed by 
the applicant. It documents a prospective member’s personal details and includes questions 
to determine the level of membership they might need. Part A of the application form also 
requires the applicant to make a declaration that they: 
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• are unable to use public transport; 

• may be required to undergo a medical assessment; 

• will be required to confirm their continued eligibility; 

• agree to the terms and conditions of the Scheme if approved; and  

• consent to their information being shared with third parties and medical providers if 
required. 

3.20 Part B of the form is to be completed by a medical professional and seeks to document the 
diagnosis or disability that prevents the prospective member’s use of public transport. It 
includes a recommendation relating to the level of membership (i.e. permanent or 
temporary) and the category of membership (i.e. mobility, vision etc). It allows for the 
documentation of details to support the selected category. 

3.21 Applications to the Scheme are processed by the ACT Revenue Office. The Procedures 
Manual guides activities for receiving, assessing and processing new applications and 
communicating decisions to applicants.  

Assessment of new applications 

3.22 When assessing applications to the Scheme, the ACT Revenue Office’s assessment of 
applications to the Scheme is limited to ensuring that: 

• Part A of the form has been completed by the applicant; 

• proof of residency has been attached,  

• a passport photo is attached; and 

• Part B of the form has been completed and signed by a medial professional. 

3.23 The ACT Revenue Office does not make any assessment or judgement with respect to the 
eligibility of the applicant or the level of subsidy that should be provided. It relies on the 
assessment and recommendation made by the medical practitioner that has completed 
Part B of the from.  

Audit Office assessment 

3.24 The Audit Office reviewed a selection of 13 applications for new memberships over the five-
year period considered for the purpose of the audit. For each application, the Audit Office 
reviewed whether: 

• a coversheet was prepared by the processing officer conducting the initial review; 

• a recommendation was recorded on the coversheet; 

• the required supporting documentation was provided, including proof of residence 
and a photo; 

• the declaration was completed by the applicant; 
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• a provider number was recorded and signed by the medical provider; and 

• the coversheet was signed by the manager approving the application.  

3.25 All 13 applications for new memberships considered for the purpose of the audit had a 
coversheet that recorded the initial assessment and recommendation made by the 
processing officer as well as the manager’s final decision.  

3.26 With regards to the supporting documentation, 11 of the 13 applications included 
documentation that showed the applicant’s proof of residence. This included 
documentation such as pension cards, proof of age cards and utility bills. One application 
had a printout of a White Pages listing that sought to show proof of residence. There is no 
guidance include on either the application form or in the Procedures which states what type 
of proof of residence is acceptable.  

3.27 For 12 of the 13 applications, there was evidence that the declaration on the application 
form had been signed by either the applicant or the applicant’s carer or power of attorney. 
One application had this page missing. For these 12 applications there was evidence of a 
medical practitioner’s number being included and signed by the medical practitioner. For 
one application this page was missing.  

3.28 There is no requirement in the Procedures Manual, for a medical practitioner’s number to 
be provided for the ACT Revenue Office to consider the application complete. This is a key 
control for ensuring that the application has been endorsed by a qualified professional. 

3.29 In reviewing the 13 applications for new memberships, the recommendation made by the 
medial practitioner agreed with the coversheet approving for 12 of the applications. For 
one application reviewed by the Audit Office the relevant document was missing. 

Assessment of additional trips 

3.30 Similar to new applications to the Scheme, applications for additional trips are made by 
members using a two-part paper-based form. The Taxi Subsidy Scheme Request for 
Additional Trips Form records the member’s personal details, the purpose of the additional 
trips (i.e. education, employment or medial) and includes a declaration confirming that: 

• the information provided on the form is correct; 

• the member is not able to use another mode of transport; 

• the ACT Revenue Office may contact the educational institution, employer or medical 
professional to confirm the members attendance; and 

• any misuse will lead to cancellation of their membership.  

3.31 The ACT Taxi Subsidy Scheme – Confirmation of Attendance Form for Additional Trips (the 
Additional Trip Attendance Form) is to be completed by the education institution, employer 
or medical practitioner. The form documents the details of the organisation’s 
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representative, confirmation of the member travel requirements and a declaration 
certifying ‘… that the information provide in the form is complete and correct …’. 

Audit Office assessment 

3.32 The Audit Office reviewed a selection of 14 applications for additional trips over the five-
year period considered for the purpose of the audit. 

3.33 For each application, the Audit Office tested whether: 

• a coversheet was prepared by the processing officer conducting the initial review; 

• a recommendation was recorded on the coversheet; 

• an application from was completed;  

• details of the purpose of the additional trips was recorded on the 'Attendance Form'; 
and  

• the number of trips on the coversheet agreed with the submitted forms. 

3.34 Coversheets were prepared for all 14 of the applications that were reviewed, which 
recorded an initial assessment by the processing officer and a manager’s recommendation. 
However, of the 14 applications reviewed, three did not have attendance forms provided. 

3.35 The number of additional trips is recorded on the Additional Trip Attendance Form, which 
provides space for the applicant to record the number of trips and gives the option to circle 
the frequency of the additional trips (i.e. per week, fortnight or month). For nine of the 14 
applications reviewed, the number of trips approved and documented on the coversheet 
agreed with the Additional Trip Attendance Form. For the other five applications, the 
number of trips requested did not agree with what was recorded on the coversheet. For 
example, one form had 130 trips approved and recorded on the coversheet but the 
'Attendance Form' had requested 260 (5 days per week). There was no explanation 
documentation as why this was the case. 

3.36 For another application, the Additional Trip Attendance Form did not record the number of 
trips requested and neither did the letter from a GP which was also provided with the 
application. The letter only stated that additional trips were required. A handwritten note 
on the letter from the GP appeared to suggest a telephone call had been made to the GP, 
although it is not clear who sought this confirmation or when. Another application had a 
similar gap in supporting documentation. It had an Additional Trip Attendance Form that 
requested 804 additional trips, while a handwritten note on the application said '4 trips per 
week. Confirmed with Dr. Via Telephone'. The note was dated, but it was not clear who 
sought the confirmation. 
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Timeliness of application assessment 

3.37 The Procedures Manual states that applications for new membership should be approved 
within 25 days of receiving the application. The Manual does not provide any detail on the 
time that should be taken to process applications for additional trips.  

3.38 The ACT Revenue Office keeps track of the applications received and their status in an Excel 
spreadsheet, known as the 'Mail Log'. These spreadsheets record the date the application 
was received, the personal details of the applicant, the type of application, the status of the 
application, the officer who assessed and approved the application, the final decision and 
the date the decision was made.  

3.39 The Audit Office used these spreadsheets to calculate the time taken to assess applications 
and whether this time taken was within the timeframes set in the Procedures Manual. 
Analysis showed that approximately two percent of the applications recorded in these 
works books, some of the details regarding the outcome of the application or the date that 
the application approved was missing or incorrect.  For example, six applications were 
recorded as being received in October 2010, but recorded as being approved in October 
2017 and for several applications ‘approved’ is listed rather the date that it was approved.     

New membership applications  

3.40 While there are some data quality issues within the Mail Log used to track the progress on 
applications, the data that is completed shows that the ACT Revenue Office is processing 
new applications within the required timeframes; 98 percent of applications were approved 
within the required 25 days. 

3.41 Of the 8,262 applications for membership to the Scheme received over the five-year period, 
8,144 (98 percent) of applications were approved within the 25-day time frame outlined in 
the Procedures Manual: 

• 2,619 (32 percent) of those applications were completed within one day of receipt; 

• 3,804 (47 percent) were completed between two and 10 days; and  

• 1,721 (21 percent) were completed between 11 and 25 days.  

Applications for additional trips 

3.42 Of the 582 applications for additional trips received over the five-year period, 399 (69 
percent) of the applications were completed within one day of receipt, 163 (28 percent) 
were completed between two and seven days and the remaining 12 (2 percent) were 
completed between 13 and 32 days.  

Accessibility of Application Form 

3.43 The application forms for initial membership and additional trips are paper based forms.  
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3.44 The application form for initial membership is available on the ACT Revenue Office website 
and can be downloaded, printed and completed by hand. The form is a PDF, which cannot 
be completed electronically without specialist software. There may be an opportunity for 
the form to be made available on the website in a Word version or a PDF which can be 
completed electronically. There may also be an opportunity to have the application form as 
a web-based form, which could be completed through the applicant’s browser.   

3.45 The application form for additional trips is a PDF form that is provided to the applicant on 
request. The additional trips form is not available for download on the ACT Revenue Office 
website. 

3.46 For the purpose of the audit the Audit Office met with representatives of community 
advocacy groups as part of a focus group discussion. Community advocacy group 
representatives identified the application forms are not easily accessible. Feedback was 
provided that it would be better practice to have the forms in an accessible format that 
could be read by a screen reader and/or completed electronically. One participant in the 
focus groups also suggested that 'Easy English' be used on the forms, to assist with the 
completion. 

3.47 The application forms for initial membership and additional trips are paper based forms. 
The form is a PDF, which cannot be completed electronically without specialist software. 
Community advocacy group representatives identified the application forms are not easily 
accessible. Feedback was provided that it would be better practice to have the forms in an 
accessible format that could be read by a screen reader and/or completed electronically. 

RECOMMENDATION 4 APPLICATION FORM ACCESSIBILITY 

The Chief Minister, Treasury and Economic Development Directorate should explore 
opportunities to make the application forms associated with the Scheme web-based and 
able to be completed on-line.  
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Audit reports 
Reports Published in 2021-22 

Report No. 02 – 2022 Fraud Prevention 

Report No. 01 – 2022  Management of detainee mental health services in the Alexander Maconochie 
Centre 

Report No. 13 – 2021  Campbell Primary School Modernisation Project Procurement 

Report No. 12 – 2021  2020-21 Financial Audits – Financial Results and Audit Findings 

Report No. 11 – 2021  Digital Records Management 

Report No. 10 – 2021  2020-21 Financial Audits Overview 

Report No. 09 – 2021  Annual Report 2020-21 

Report No. 08 – 2021 Canberra Light Rail Stage 2a: Economic Analysis 

Reports Published in 2020-21 

Report No. 07 – 2021 Procurement Exemptions and Value for Money 

Report No. 06 – 2021 Teaching Quality in ACT Public Schools 

Report No. 05 – 2021 Management of Closed-Circuit Television Systems 

Report No. 04 – 2021 ACT Government’s vehicle emissions reduction activities 

Report No. 03 – 2021 Court Transport Unit Vehicle – Romeo 5 

Report No. 02 – 2021 Total Facilities Management Contract Implementation 

Report No. 01 – 2021 Land Management Agreements 

Report No. 10 – 2020  2019-20 Financial Audit – Financial Results and Audit Findings 

Report No. 09 – 2020  2019-20 Financial Audits Overview  

Report No. 08 – 2020  Annual Report 2019-20 

Report No. 07 – 2020 Management of care of people living with serious and continuing illness 

Reports Published in 2019-20 

Report No. 06 – 2020 Transfer of workers’ compensation arrangements from Comcare  

Report No. 05 – 2020 Management of household waste services 

Report No. 04 – 2020 Residential Land Supply and Release 

Report No. 03 – 2020  Data Security 

Report No. 02 – 2020 2018-19- Financial Audits – Computer Information Systems 

Report No. 01– 2020 Shared Services Delivery of HR and Finance Services 

Report No. 11 – 2019 Maintenance of ACT Government School Infrastructure 

Report No. 10 – 2019 2018-19 Financial Audits – Financial Results and Audit Findings 

Report No. 09 – 2019 2018-19 Financial Audits – Overview 

Report No. 08 – 2019 Annual Report 2018-19 

These and earlier reports can be obtained from the ACT Audit Office’s website at 
http://www.audit.act.gov.au. 

 

http://www.audit.act.gov.au/
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