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Introduction to Q-SAFE

Q-SAFE represents an important step towards
improving road safety for all Queenslanders. The
development of Q-SAFE was carried out in
accordance with key recommendations made in the
Driver Safety and Education Strategy for Queensland
(1996) and the Review of Driver Testing in
Queensland (1997) undertaken by Queensland
Transport. In line with these recommendations, Q-

SAFE is comprehensive, consistent and fair.

Q-SAFE brings driver licence assessment in
Queensland in line with some of the best testing
systems in the world. It was developed through a
process of extensive consultation and liaison with
Queensland Transport Principal Advisors (Driver
Assessment), Driving Examiners and key industry
stakeholders. Queensland Transport has also
reviewed driver licence assessment systems from

other jurisdictions, both national and international.

The aim of this manual is to ensure that Principal
Advisors (Driver Assessment) and Driving Examiners
have access to relevant policies and procedures to
meet their employment responsibilities and ensure
testing consistency, reliability and fairmess across all

regions of Queensland.

Policies and procedures of particular relevance to
Driving Examiners and Principal Advisors (Driver
Assessment). They have been developed in
consultation with the Service Delivery Network
including Principal Advisors (Driver Assessment) and
Driving Examiners, and in accordance with
departmental policies, workplace health and safety

standards and legislation.

The manual also outlines the technical procedures
for driver licence assessment. Key sections of the
test are discussed including: test wording, test route
design; preliminaries; pre-drive check; manoeuvres;
assessment result and performance checks and

scoring criteria

The final section of the manual details procedures
for special testing, and includes information on
specialist driver assessments (driver authorisation
and tow trucks), and assessment for Class UD
licences. These procedures are based on standard Q-
SAFE driver licence assessment procedures with
appropriate modifications to meet the requirements

of special testing.
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This glossary contains definitions for many of the
key terms used in Q-SAFE. The terms have been
drawn from the entire test, but particularly relate to
the Section 2.8, Individual Performance Checks and
Scoring Criteria.

Accident of any consequence

For the purposes of Q-SAFE this is defined as an
accident where injury, property damage or vehicle
damage occurs.

Assessment result

The overall outcome of the driver licence assessment
process. The outcome is determined according to
specific criteria detailed in the Q-SAFE manual.

Built-up area

An area in which there are buildings on land next to
the road or where there is street lighting, at intervals
not over 100 metres for a distance of at least 500
metres or, if the road is shorter than 500 metres, for
the whole road.

Collision

For the purposes of Q-SAFE, a collision is defined as
a situation where the test vehicle strikes another
object (for example vehicle, power pole, square kerb)
or pedestrian resulting in potential or actual damage
or injury.

Critical driving error (CDE)

A driving error that compromises the safety of any
road user or indicates an inappropriate level of skill
or ability. The specific criteria for critical driving
errors are defined in relation to individual
performance checks. If a critical driving error occurs
the test is terminated and the applicant is directed
back to the testing centre by the shortest or safest
possible route.

Before marking a CDE, the following points must be
considered:

o there must be sufficient evidence collected to
warrant a marking.

o the marking must be justifiable, ie the driving
error must be prominent and in accordance with
Q-SAFE performance check and scoring criteria.

e in some cases, discretion may need to be
exercised, that is, a CDE should not be marked
where circumstances are unique or unusual that
are beyond the control of the applicant.

Diverge

To proceed in a different direction or take a
different course.

Dividing line
A line, or two parallel lines, whether broken or
continuous, designed to indicate parts of the road

to be used by vehicles travelling in opposite
directions.

Driver

A driver is the person who is driving a vehicle
(except a motorbike, bicycle, animal or animal-
drawn vehicle).

Driving Examiner

An employee of Queensland Transport or the
Queensland Police Service who is authorised to
conduct driver licence assessments.

Driving Examiner message

The Driving Examiner message is a list of statements
about the test that is provided to the applicant at
the time of booking and immediately before the
test. 1t has been designed to give the applicant
some helpful information on how the test will be
conducted, and to clarify any misperceptions they
may have about the assessment process.

The Driving Examiner is required to read the
applicant designated statements from the Driving
Examiner message at the beginning of the test. The
test officially commences once these statements
have been read to the applicant and any questions
answered. No third party is allowed to assist the
applicant once the test has officially started unless
instructed by the Driving Examiner (for example
official interpreter).
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General critical driving error

Special types of critical driving errors that are not
directly related to any of the individual performance
checks (Note: The majority of critical driving errors in
the test are related to the performance checks). If an
applicant accrues a general critical driving error, the
test is terminated and they are directed back to the
testing centre by the shortest or safest possible

route.

Manoeuvres

Controlled vehicle movements performed within
prescribed limits (eg reverse park, U-turn).

Mounts kerb

For the purposes of Q-SAFE, mounting the kerb is
defined as the whole wheel being completely over
the top raised portion of the kerb.

Non-critical driving error (NCDE)

A driving error that does not by itself compromise
safety to road users or the safe operation of the
vehicle. There are specific criteria defining NCDEs as
they relate to each performance check. Accumulated
non-critical driving errors never result in a critical
driving error.

Before marking an NCDE, the following points must
be considered:

o there must be sufficient evidence collected to
warrant a marking.

o the driving error must be prominent and in
accordance with Q-SAFE performance check and
scoring criteria.

e In some cases, discretion may need to be
exercised, ie an NCDE should not be marked
where circumstances are unique or unusual that
are beyond the control of the applicant.

Observation

For the purposes of Q-SAFE, observation is defined
as the applicant consciously taking notice of
important factors in the driving environment via an
ongoing process of scanning ahead, to the sides and
rear of the vehicle.

Performance check

A performance check is an important aspect of the
driving task that the Driving Examiner is required to
assess. There are many performance checks in
Q-SAFE, including the pre-drive check and those to
do with vehicle operation, hazard recognition and
decisions. Most performance checks apply to all
classes, however, some are specific only to
motorbikes.

Performance outcome

All performance checks in Q-SAFE have a defined
performance outcome which gives the Driving
Examiner an indication of what is an expected level
of performance for that particular aspect of the
driving task.

Pre-drive check

The pre-drive check is a performance check that is
conducted at the beginning of the assessment
process after the vehicle check. The pre-drive check
assesses the applicant’s ability to locate and operate/
adjust a range of vehicle controls as outlined in the
manual. Any errors are scored as non-critical driving
errors.

Preliminaries

The preliminaries section of Q-SAFE has two main
components, the Driving Examiner message and the
vehicle check. Definitions of both these components
are included within this Glossary.

Rider

Arider is the person who is riding a motorbike,
bicycle, animal or animal-drawn vehicle.

Road-related area

Refer to Transport Operations (Road Use
Management — Road Rules) Regulation 1999.
Road Rules (RR)

All references to road rules (RR) are pursuant to the
relevant sections of the Transport Operations (Road
Use Management - Road Rules) Regulation 1999.

Queensland Transport: December 2004
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Scoring criteria

These are the criteria used to score the different
types of driving errors (CDE, NCDE or SRDE) for
each of the performance checks. The Driving
Examiner is required to be familiar with these
criteria for each of the performance checks as the
applicant’s performance must be scored according to
these criteria.

Specialist driver assessment

Specialist driver assessments are practical driving
assessments to test driving skills necessary to obtain
a Queensland Transport authority to drive specialist
vehicles. Specialist driver assessments are undertaken
where the applicant requires driver authorisation or
a tow truck driver’s certificate.

Driver authorisation is a qualification which a driver
of a public passenger vehicle (eg bus, taxi, limousine
or motorbike riders providing touring services) must
attain in order to operate that vehicle.

A tow truck driver’s certificate is required for a
driver to be authorised to drive a tow truck.

Specific driving situations

Specific driving situations are driving situations that
must be incorporated into every test route. Q—-SAFE
defines a range of specific driving situations
including those relating to lane driving,
intersections, higher/lower speed zones, and higher/
lower traffic density areas and crossings. Where
possible, every test route must include certain
numbers and types of these specific driving
situations. A detailed description of test route design
is given in Section 3, Test Route Design.

Specific repeated driving error (SRDE)

A specific repeated driving error is marked when an
applicant accrues six non-critical driving errors for a
certain performance check. Specific repeated driving
errors can only be marked for a few of the
performance checks such as clutch, steering and
observation/scanning. The test runs its full course
even after the applicant has accrued one SRDE,
however, the overall test result is considered
unsuccessful.

Staggered intersection

A staggered intersection is a cross-road where two
opposing arms of the intersection are offset (see
diagram).

¥ ey
al ' Staggeredioffset
I infersection

Strikes

For the purposes of Q-SAFE, striking is where a
vehicle comes sharply into contact with a kerb or
object as opposed to just touching it.

Testroute

A route designed by a Driving Examiner for the
purpose of assessing the performance of the driver
licence applicant. Test routes must be designed in
accordance with the requirements delineated in the
Q-SAFE manual. Prescribed or predetermined test
routes are compulsory for classes MR, HR and HC
and optional for classes C and LR.

Test termination

The Q-SAFE test may be terminated by the Driving
Examiner under certain conditions. Some examples
of conditions that result in test termination include
failed vehicle check, a critical driving error and
interference by a third party. If the test is
terminated, the applicant is directed back to the
testing centre by the shortest possible route. The
conditions for test termination are specified in
Section 9, Conditions for Test Termination.

Test wording

Q-SAFE specifies recommended test wording for
Driving Examiners to use while directing the
applicant on procedures to be undertaken during a
test. Recommended wording has been included in
Q-SAFE to help ensure greater consistency and
fairness of testing procedures.
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Left turn position (after)

For the purpose of marking the Driving Assessment
Report form, left turn position (after) is defined as after
turning commences.

Left turn position (before)

For the purpose of marking the Driving Assessment
Report form, left turn position (before) is defined as
before the turn commences.

Right turn position (after)

For the purpose of marking the Driving Assessment
Report form, right turn position (after) is defined as after
turning commences.

Right turn position (before)

For the purpose of marking the Driving Assessment
Report form, right turn position (before) is defined as
before the turn commences.

Vehicle check

The vehicle check is a visual check of the test vehicle to
assess its suitability for the test. It is not an assessment
of the vehicle’s roadworthiness as carried out by
departmental Transport Inspectors. The assessment is
made according to criteria outlined by Queensland
Transport. If the test vehicle fails to pass the inspection
then the test is terminated.

Wheel chocks

Blocks of wood (or some other appropriate material) of a
size and shape that will secure a stationary vehicle when
placed on the ground in front of or behind a wheel.

Common abbreviations used in Q—SAFE

Q)] SR Critical driving error

NCDE ....oovevveveenen. Non-critical driving error
SRDE ....ccevvereevenennes Specific repeated driving error
TN ettt eeeeeeae Metre(s)

AN e Centimetre(s)

km/h e Kilometres per hour

(0] KT Queensland Transport

DE e Driving Examiner

PA(DA) .ovveeenne Principal Advisor (Driver Assessment)
M(CSC) o Manager (CSC)

(O G Customer Service Centre
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1.1 Introduction - policies and
procedures

This section of the Driving Examiner Policies and
Procedures Manual outlines policies and procedures
for Principal Advisors (Driver Assessment) [PA (DA)]
and Driving Examiners (DE).

These policies and procedures have been developed
in consultation with the Service Delivery Network
and in accordance with workplace health and safety
standards and departmental policies. They aim to
provide PA (DA)s and DEs with information and
guidance on:

o Their responsibilities as public officials
o Workplace health and safety standards
e Reporting and testing procedures

e Dress requirements

o Other relevant departmental policies.

It is important that PA (DA)s and DEs apply these
policies and procedures as part of their employment
responsibilities and to help ensure consistent
application of Q-SAFE across all regions.

1.2 The role of Driving Examiners

Aim
This policy outlines the role of DEs and the
standards to which DEs are required to perform.

Policy statement

Driving Examiners are employed by Queensland
Transport (QT) primarily to conduct practical driving
tests and to assess applicants’ suitability to obtain a
driver licence. They have an important role in
determining whether an applicant possesses the
necessary skills and knowledge to safely use the road
system.

The role of the DE in conducting a Q-SAFE driving
assessment is to:

e Observe the applicant’s driving skills and
behaviour.

e Assess the applicant’s performance according to
the criteria detailed in this manual.

e Record the applicant’s performance on the
Driving Assessment Report form (DARF) having
regard to the principles of assessment, that is:

= validity
= reliability
= fairness

o Inform the applicant about the test result and
provide them with feedback on aspects of their
driving performance that were related to the test.

Driving Examiners are required to perform their role
in accordance with the policies and procedures
detailed in this manual.

Their primary role is to assess the applicant, not to
assist or instruct them. Driving Examiners should
observe the principles of assessment prior to
marking an error on the DARF. These principles
include: validity, reliability and fairmess. They must
also be aware of their responsibilities to the
department and their accountability to the public.

Queensland Transport: December 2004
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1.3 Duties of Driving Examiners and
Principal Advisors (Driver
Assessment)

Aim

This policy outlines the key duties of DEs and PA
(DAJs.

Policy statement

The following outlines duties of DEs and PA (DA)s
according to the duty statements in their position
descriptions. This policy also includes information
on the Public Service Award.

Driving Examiners

Duties of DEs include:

e Conducting driving tests to assess the
competency of applicants for all classes of driver
licences for light and heavy vehicles, including
assessment of specialist drivers such as tow truck
drivers and for driver authorisation for passenger
transport industries.

o Contributing to the operation of Customer Service
Centres (CSC).

o Consulting, liaising and providing advice to the
public, industry and officers of the department on
matters relating to driver licence testing and road
safety.

e Preparing correspondence, submissions and
reports as required.

Principal Advisors (Driver Assessment)

Duties of PA (DA)s include:

e Providing expert advice to senior management,
the general public and transport industry in
relation to driver assessment and technical
standards.

e Instructing and monitoring DEs in the application
of policies and procedures associated with driver
testing.

e Monitoring the quality and consistency of driver
assessment across the region/area.

o Contributing to the development of driver
assessment policy, standards and procedures via
the monitoring and identification of issues,
consultation with relevant departmental divisions,
the transport industry and the public.

e Preparing reports and submissions for regional
management concerning driver assessment
activities with appropriate recommendations.

o Conducting investigations into service delivery
issues in relation to complaints and comments
concerning driver assessment.

¢ Conducting driving tests, as required, to assess
the competency of applicants for all classes of
driver licence for light and heavy vehicles,
including assessments of persons in the tow truck
and passenger transport industries.

e Consulting and liaising on a regular basis with the
public, industry and officers of the department on
matters relating to driver licence testing and road
safety.

¢ Inducting new DEs, as well as planning and
implementing on-going staff training and
development programs.

o Additionally, the duties of Principal Advisors may
include:

= Managing and coordinating the delivery of
driver assessment across the region/area.

= Undertaking financial planning for DE
operations and monitor expenditure.
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1.4 Driving Examiner conduct

Aim

This policy provides a guide for DEs to QT’s Code of
Conduct including the standards of behaviour and
conduct expected of all employees in the
performance of their official duties.

Policy statement

Driving Examiners are expected to maintain high
standards of conduct in their work with the public
and other departmental employees. Driving
Examiners need to be aware of QT’s Code of
Conduct and the standards outlined in this code.

An overview of some of the key aspects of the Code
of Conduct is given below as a quick reference.
However, DEs will still need to be familiar with all
parts of the code. Where relevant, some specific
comments have been made on how these aspects of
the code relate to the DE’s role.

Key aspects of QT’s Code of Conduct

o Employees are required to follow QT policies and
procedures. Driving Examiners need to give
particular attention to the departmental policies
and procedures concerning Q-SAFE. They are
expected to administer the test according to these
requirements.

o Employees need to remember their responsibilities
as public officials and act in the public interest.

o Employees are required to perform their duties
lawfully and to work within the framework of
relevant legislation.

o Employees are expected to treat the public and
other employees courteously. They must also
avoid bias, favouritism and discrimination
(discrimination on any grounds is not condoned
under legislation or within departmental policy).
They should not allow their personal feelings and
beliefs to adversely or improperly influence their
judgments or decisions on work related issues.

1t is important that DEs consider these issues in
the way they treat applicants. For example, DEs
are expected to:

= Dbe punctual, friendly, patient and attentive

= avoid the use of judgmental or discriminatory
language

» refrain from any physical contact

= communicate clearly.

Employees are expected to make honest and
impartial decisions.

Employees are required to give sufficient
attention to detail in the performance of their
duties to avoid negligence.

Employees must be responsible for and able to
justify their decisions and actions.

Employees are required to declare private interests
which conflict with job requirements.

Employees are expected not to seek any gift or
benefit in connection with their performance of
official duties. DEs are advised not to accept gifts
from members of the public under any
circumstances. Acceptance of gifts presents a
conflict of interest and leaves their conduct open
to scrutiny. It also may lead to accusations of
corruption.

Employees are required to resolve all conflicts of
interest in favour of the public interest.

Employees are expected to safeguard privacy and
confidentiality.

Employees are required to safeguard official
information and not disclose or use it improperly.

Employees are expected to adhere to the
processes established by the department for
managing the risks to the safety, health and
welfare of employees and other members of the
public. These processes are in accordance with
legislative requirements and departmental
Workplace Health and Safety Management Plans.

Employees must ensure that personal use of
alcohol or other substances does not result in
unsatisfactory work performance, adversely affect
the image of the department or affect the
performance or safety of others.

Employees are expected to be presentable and
wear uniforms in complete and good order
according to the standards specified by the
department.
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1.5 Sound and defensible decision
making

Aim
This policy assists DEs and PA (DA)s to adopt sound
and defensible decision making skills.

Policy statement

Driving Examiners are public officials who work with
members of the community on a daily basis. They
are often required to make difficult decisions that
may be open to scrutiny at a later date. Because of
this accountability, it is important that DEs
understand what factors they should consider in the
process of making sound and defensible decisions.

Queensland Transport has published a Guide to
Decision-Making for Risk Management (December,
1997) that outlines some of the considerations that
employees should take into account when making
decisions. Below is an overview of some of the
important points highlighted in this document.
Please note that this overview is only a guide and by
no means complete. Decisions are often complex
and it is not possible to cover all situations that
arise.

Summary guide to decision making

Following is a list of factors that should be
considered in the process of making decisions. Not
all of these factors will be relevant in every case.

1. Ensure that you have a full understanding of the
issues involved in the situation.

2. Make sure that you carry out your official duties
appropriately.

w

. Follow departmental policies, procedures,
guidelines and the Code of Conduct.

N

. Carry out your duties lawfully.

5. Identify any areas where there may be a conflict
of interest and act appropriately.

6. As a public official, be aware of your
responsibility and accountability to members of
the community.

7. Ensure that you have acted ethically.

8. Keep appropriate records and documentation of
decisions and related situations.

1.6 Discrimination and harassment
policy

Aim

This policy provides a guide to preventing

discrimination and harassment in the workplace.

The difference between discrimination and
harassment is outlined below, including key issues
for employees to consider when communicating
with others. For DEs this may include
communicating with:

o Test applicants
o Driver trainers
e Family and friends of applicants

o Work colleagues

Definition of discrimination

Discrimination is the act of discriminating by making
distinctions or drawing attention to a person’s
characteristics (for example cultural background,
religious beliefs and lifestyle, or physical
appearance).

Under Federal and State anti-discrimination laws
(Anti-Discrimination Act 1991), discrimination on
the following grounds is against the law:

o Sex

¢ Pregnancy

o Age

e Impairment

o Political belief and activity
e Trade union activity
o Lawful sexual activity
o Martial status

o Parental status

e Race

e Religion

o Criminal record

e Social origin
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Definition of harassment

Queensland Transport’s Preventing Workplace
Harassment in Queensland Transport defines
harassment as:

Any unwelcome (and therefore unwanted)
and unacceptable behaviour which is directed
at or affects another person.

Harassment can be:

e Physical contact (for example touching or physical
intimidation)

o Verbal comments (for example teasing, racist
jokes or abusive comments)

o Non-verbal actions (for example messages sent by
mail or obscene gestures)

e Unwelcome behaviour may also be viewed as
harassment if repeated.

Note

Harassment may be a single act or a series of acts or
repeated behaviours.

Policy statement

In accordance with State and Federal anti-
discrimination legislation (Anti-Discrimination Act
1991), discrimination and harassment in the
workplace will not be tolerated. This includes
discrimination against and/or harassment of:

o Employees
o Clients
¢ A person who makes a complaint

e A person who witnesses an act of discrimination
or harassment.

Queensland Transport’s policy on harassment and
discrimination applies to all employees, regardless of
gender, age, current status or working
arrangements.

Disciplinary action may be taken. Depending on the
situation, discipline may involve a warning, transfer,
counselling, demotion or dismissal.

Discrimination

To help prevent discrimination in the workplace DEs
should:

e Demonstrate an awareness and tolerance of
others including different cultures (for example
cultural and/or religious beliefs of some
applicants may make it necessary for a third party
to accompany them on their test).

¢ Avoid using language that draws attention to a
person’s particular racial characteristics, sex, age,
cultural background, disability, lifestyle or
physical characteristics.

Harassment

Driving Examiners should be considerate when
communicating with applicants on tests by avoiding
personal conversations (for example where they
work, how old they are and where they were born).

Driving Examiners should avoid intentionally
touching an applicant. Should unintentional contact
be made by either party, the DE should not make
any adverse comments. Otherwise, this may be
perceived by the other party as intimidating or
directing unwelcome comments.
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1.7 Queensland Transport gifts policy
Aim

This section provides an overview of QT’s Gifts
policy.

Recommended guidelines for DEs are also outlined
to ensure DEs meet their responsibilities as public
officials.

Definition of gift

As defined in the Gifts policy, a “gift” includes a gift
of entertainment, hospitality, travel or other benefits
and valuable property.

Note

A gift also includes money, which should not be accepted
under any circumstances.

Overview of QT’s gifts policy

Queensland Transport’s Gifts policy is concerned
with the identification of conflicts of interest arising
when a public official receives or gives gifts.

Ethical conduct

As outlined in the Gifts policy:

Appropriate standards of ethical conduct are
required to be displayed by all public officials. Due
to the political sensitivity of the public sector, public
officials are expected to exhibit ethical standards in
excess of those required by other members of
society.

Note

DEs should remember their ethical responsibilities as
outlined in the Code of Conduct (see Section 1.4).

Outline of key issues addressed in QT’s gifts
policy

o Gifts must not be accepted where it compromises
or appears to compromise the integrity of the
officer or the department.

¢ Acceptance of gifts must not be seen as a special
advantage to the giver.

o Gifts of money must not be accepted under any
circumstances.

o All gifts accepted must be able to clearly
withstand the test of scrutiny.

o All gifts made to and received from external
parties must be reported.

o Employees must not solicit any gift, reward, or
benefit in connection with the performance of
their official duties, or on behalf of any other
person or allow a gift to be accepted on his/her
behalf by a family member, relative or associate.

o The acceptance of a gift must never result in an
officer affording the giver with any special
advantage.

o Employees are not to accept gifts from
organisations involved in tender bids or contract
negotiations with the department, as this could be
perceived as compromising the department’s
impartiality.

Reporting requirements

o Gifts given or received must be reported by
completing a Declaration of Gift Received or
Declaration of Gift Made (refer to the Gifts policy)
and forwarded to Finance Branch no later than 14
days after receipt of the gift.

o Gifts of hospitality and entertainment are to be
reported to the relevant Executive Director or
Regional Director within 14 days of receipt.

Recommended guidelines for DEs regarding gifts

Driving Examiners are public officials in direct
contact with members of the public. Acceptance of
gifts presents a conflict of interest and leaves their
conduct open to scrutiny. It also may lead to
accusations of corruption. For these reasons, DEs
must not accept gifts from the public under any
circumstances.

Following are some examples that illustrate why DEs
must not accept gifts from the public (for example
Driver Trainers and test applicants).

o Where the outcome of the test may affect the
applicant’s livelihood or lifestyle, a gift from the
applicant may be seen a influencing the test
result.

o Gifts from Driver Trainers or driver training
schools are inappropriate as it may be seen as
giving special consideration or advantage to the
trainer or the training school.
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Note

In extenuating circumstances where a DE is given a gift from
an applicant, and there is no other option but to accept the
gift, they must report the gift to their PA (DA) immediately.
The DE must then complete a Declaration of Gift Received
(refer to the Gifts policy) and forward to Finance Branch no
later than 14 days after receipt of the gift.

After receiving a gift, DEs are advised to hand in the gift to
their PA (DA) or M (CSCQ).

1.8 A guide to client aggression for
Driving Examiners

Aim
This policy provides a guide to help DEs interpret

QT’s Client Aggression policy and to employ
preventative measures to avoid client aggression.

Definition of aggression

Client aggression or hostile behaviour directed at
employees by clients is unacceptable. Some
examples of client aggression include:

e Unwelcome gestures

e Threatening or offensive behaviour
e Vulgar noises, expressions or gestures

e Verbal abuse, raised voice, or use of obscenities
including racist and sexist comments

e Physical violence against a person such as hitting,
kicking, seizing or punching

¢ Physical violence against objects such as kicking,
defacing or destroying property.

Aggression can occur:
e In or out of the workplace
e On or off departmental premises

e During or outside normal working hours.

Note

Workplace is defined as all places where QT conducts its
business including all situations in the course of a DE’s job
(for example test vehicles).
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Policy statement

Queensland Transport has a responsibility under the
Workplace Health and Safety Act (1995) to provide a
safe and healthy workplace for all its employees.
QT’s policy on client aggression is as follows:

Queensland Transport’s position in relation
to incidents of client aggression is that such
behaviour is totally unacceptable.
Queensland Transport does not expect
employees to deal with, or tolerate,
situations involving client aggression
without departmental support.

Managers and Supervisors are required to
support any employee who is subjected to
harassment or aggression, and to actively
promote policies and guidelines that aim to
minimise client aggression and the effects of
client aggression.

(Queensland Transport Client Aggression Policy,
1998)

Responsibilities

In order to manage these situations and utilise
avoidance methods, DEs should remember their
responsibility to:

e Provide professional service.

e Provide complete and accurate information to
clients that does not exceed the limit of their
knowledge a