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PUBLIC SECTOR PERFORMANCE REPORT 

Auditor General’s Overview 

There is a commonly held expectation that reports to Parliament by Auditors 

General will identify spectacular failures in public administration and 

accountability. The Western Australian legislation gives the Auditor General the 

power to report matters of significance to Parliament and without limiting this 

power requires that attention be drawn to where functions have not been 

adequately or properly performed. 

This focus on exceptions is entirely consistent with the benefits to be obtained 

from an independent external auditor, but it does not preclude reports 

identifying areas that are performing well. Whilst auditors will generally focus 

on areas requiring improvement, it is nevertheless appropriate that satisfactory 

performance be made known so as to provide comfort to the Parliament and the 

community. 

The three audits contained in this report all identified that the underlying 

systems and processes involved are generally sound. This is a pleasing result 

for which the agency staff and management should be recognised. The audits 

did identify some opportunities for improvement and in a number of cases work 

to bring this about commenced during the course of the audit. 

The audits of Marine Safety and Sea Search and Rescue and the Taxi Industry 

focus on the regulation of two aspects of transport that affect many people's 

lives. While both are being administered adequately, it is nevertheless certain 

that there will be instances where people are not satisfied with the services 

involved or the regulatory function. It is thus essential that agencies regularly 

review shortcomings in service delivery and monitor complaints to ensure 

ongoing improvement. In the case of marine safety, it has been noted that the 

legislative framework is outdated and needs to be addressed by the 

Government at the earliest opportunity. 

The Internet is having an increasing impact on the way government operates 

and delivers services to the public. The audit of the security infrastructure that 

supports the Government Internet Gateway found that it is generally sound. 

With the centralised service now well established it is important that those 

agencies not using this service evaluate whether they would be better off 

connecting to the Internet through this Gateway. 
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Management of Marine Safety and 
Sea Search and Rescue 

Overview 
Significant steps have been taken over the past decade to enhance marine safety in Western 

Australia including more focused administration, enhanced vessel safety requirements and 

greater valuing of the essential role played by volunteers. Nevertheless, further 

improvements are still necessary: 

ß	 Parts of Western Australia’s marine safety regulations are outdated including standards 

for modern vessel construction and qualifications of pilots and marine surveyors. A 

Parliamentary Bill to modernise the legislation lapsed in 2000. 

ß	 A 21 per cent reduction in on-water safety inspections of commercial vessels has been 

attributed to resource constraints. Department of Planning and Infrastructure (DPI) has 

advised that this will change. An April 2003 decision to implement a June 2001 Machinery 

of Government recommendation will see the integration of the at sea operations of DPI 

and the Department of Fisheries. 

ß	 DPI lacks comprehensive information about marine safety incidents. This affects its ability 

to assess risk factors, develop prevention measures and make resource allocation 

decisions. 

ß	 DPI can improve its undertaking of marine incident investigations, issuing of cautions and 

infringements and monitoring and enforcement of competency standards for commercial 

vessel operators. 

ß	 A lack of marine safety plans in five of the eight ports for which DPI has responsibility is 

a result of a lack of legislative or contractual authority over the private port operators. 

ß	 Search and rescue reports from Volunteer Marine Rescue Groups do not contain all key 

information and are not being used to assist in identifying or addressing potential 

problems. Information not reported includes the time taken to launch a rescue vessel and 

to get to the vessel in distress. 

ß	 Forty thousand hours was estimated in 2001 as necessary to train sea search and rescue 

volunteers to meet desired skill levels. FESA has advised that it aims to commence the 

training in late 2004. 

Background 
Boating activity, both recreational and commercial in nature causes a significant level of 

deaths and injuries in the Australian community with approximately 80 people dying and 

1 000 admitted to hospital in Australia each year1. Over the last five years boating accidents 

have caused more deaths and serious injuries than rail accidents and air crashes combined. 

1 Assessment of fatal and non-fatal injury due to boating in Australia. National Marine Safety Committee Report. February 2002. 
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PUBLIC SECTOR PERFORMANCE REPORT 

MANAGEMENT OF MARINE SAFETY AND SEA SEARCH AND RESCUE (continued)


In Western Australia (WA) over the last 40 years, an average of nine people have died each 

year from boating accidents2, though WA has a better marine safety record than the majority 

of other Australian States. Marine related deaths in WA are twice as likely to result from 

recreational boating accidents than commercial boating accidents, although serious injuries 

are four times more likely to occur on commercial boats than on recreational boats3. 

WA has approximately 68 000 registered recreational boats and around 2 000 commercial 

boats operating along its 12 500 kilometres of coastline whilst an estimated 250 000 people 

are involved in boating activities each year. 

Marine safety requirements vary across Australia with WA having less rigorous requirements 

than most other States. However, steps to address the lack of consistent national standards 

are being taken, albeit slowly. In 1997, the National Marine Safety Committee (NMSC) was 

established as part of an intergovernmental agreement between the Prime Minister, Premiers 

and Chief Minister of the Northern Territory. The committee’s role is to facilitate the 

implementation of a National Marine Safety Strategy which aims to encourage adoption of 

consistent national standards for all aspects of marine safety. 

In 1999, the Maritime Bill was introduced to WA’s Parliament to update and consolidate 

marine safety legislation and to allow alignment of legislation with national marine safety 

initiatives. The Bill lapsed at prorogation of the 2000 parliamentary session. Currently it is 

undergoing further drafting, though DPI is unable to advise when it will again be brought 

before the Parliament. 

Management of marine safety in WA is largely the responsibility of the Department of 

Planning and Infrastructure (DPI) through its Marine Safety Directorate. This responsibility is 

defined in eight separate acts and 22 associated regulations and can be broadly summarised 

as: 

ß promoting safe, efficient and effective navigation in the navigable waters of WA; 

ß	 facilitating the safe use of waters by commercial and recreational vessels and other water 

users; 

ß setting and monitoring safety standards for commercial and recreational vessels in WA; 

ß	 monitoring compliance with the regulations to ensure safety on the waters of the State; 

and 

ß	 promoting marine safety through education, training and the provision of marine safety 

information. 

2 Four deaths occurred in 2000-01 and six in 2001-02. 
3 Data on recreational injuries is considered incomplete. 
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Management of marine search and rescue (SAR) operations in WA is the responsibility of the 

Western Australian Police Service as the designated ‘Hazard Management Authority’. This 

role entails the planning and coordination of SARs. However, responsibility for training, 

partial funding and administrative coordination of WA’s 36 Volunteer Marine Rescue Groups 

(VMRGs) and their 1 000 active volunteer members4 rests with Fire and Emergency Services 

Authority (FESA). The VMRGs carried out approximately 90 per cent of the 1 400 SARS 

conducted in 2001-02. 

Expenditure by DPI on marine safety on-water activities in 2001-02 totalled nearly three 

million dollars whilst FESA expended approximately one million dollars, $800 000 of which 

was distributed to the 36 VMRGs for volunteer support. The budget for the Police Service’s 

Water Police Unit in 2001-02 was $500 000 though only a small proportion of this was 

expended on marine safety activities. 

What is the Risk? 
Effective management of marine safety standards and of SAR operations is needed to 

minimise the risk of death or injury to the boating public. 

Failure to educate the boating public, to ensure appropriate qualifications of skippers and 

crew of vessels and to adequately monitor and enforce marine safety standards may place 

lives at risk. In the case of marine SAR, lives may be lost if marine SAR participants lack 

appropriate training in search and rescue skills, if there is inadequate response planning and 

coordination, or if necessary resources and equipment is unavailable. 

What Did We Do? 
The objective of the audit was to establish if marine safety risks were being appropriately 

identified and managed. This involved reviewing: 

ß	 DPI’s management of education, training, monitoring and enforcement of marine safety 

standards and regulations; and 

ß	 the planning, coordination and management of marine search and rescue by the Water 

Police and FESA. 

4 Total membership is approximately 2 300. 
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PUBLIC SECTOR PERFORMANCE REPORT 

MANAGEMENT OF MARINE SAFETY AND SEA SEARCH AND RESCUE (continued) 


What Did We Find? 

Marine Safety 

Construction of Vessels 

Western Australia has no requirement for recreational vessels to meet construction standards 

or to undergo survey on completion of construction or at some point thereafter. In contrast, 

all new commercial vessels must be inspected during critical phases of construction to ensure 

that they meet Uniform Shipping Law (USL) Code standards. The USL Code standards form 

the basis of WA’s existing regulatory standards. However, DPI in consultation with industry 

has recognised that the USL code is outdated and consequently, are accepting construction 

and fit-out practices not provided for under current regulations. 

In August 2002, the National Marine Safety Council endorsed a set of standards for uniform 

application across Australia for construction of commercial vessels. A similar set of standards 

is currently under consideration for recreational vessels. Adoption by WA of both sets of 

standards will require legislative amendment. 

DPI employs marine surveyors to conduct annual surveys of the structural integrity of every 

commercial vessel, along with compliance with safety equipment regulations. The audit 

found that the process of surveying commercial vessels was well managed: 

ß	 DPI annually plans a regular schedule of surveys for regional WA and informs vessel 

owners in each region at least three weeks prior to the surveyors visit to the region; 

ß surveys were generally conducted within scheduled timeframes; and 

ß	 surveys are conducted against a checklist of regulatory standards. If surveys identify 

deficiencies, then Certificates of Survey are not issued or renewed until the deficiencies 

have been rectified. 

Whilst the audit found that DPI surveys are being regularly carried out, it was noted that 

there is currently no industry standard of qualification for a marine surveyor. 

Insurance companies generally require recreational boat owners to have their boat surveyed 

if it is older than 15 years. However, in the absence of an accepted qualification standard 

there can be no assurance that a person calling themselves a marine surveyor is appropriately 

qualified to undertake the task of assessing a vessel’s structural integrity or seaworthiness. 

Such a situation appears to constitute a genuine public safety risk. 
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DPI has not established the qualifications it requires of its own marine surveyors in the 

absence of an industry standard. DPI advised that its construction surveys of commercial 

vessels are conducted by persons with naval architecture, naval engineering, shipwright and 

ship service qualifications, though routine annual surveys of lessor vessels such as ‘for hire’ 

sailing catamarans can be undertaken by non-qualified marine officers. 

DPI advised that the National Maritime Safety Committee is in the process of drafting 

qualification standards for marine surveyors. 

Education and Training of Boat Operators 

Recreational Vessels 

Unlike all other States in Australia, Western Australians are not required to obtain a certificate 

of boat handling proficiency to operate a motorised recreational vessel unless they are under 

the age of 175. The need for a similar requirement in WA is currently being considered by 

DPI, though DPI has not determined whether a lack of proficiency in boat handling amongst 

the WA boating public is a major causal factor of serious marine incidents. 

In the absence of a mandatory training requirement for recreational boat operators, DPI has 

developed a voluntary course, BoatSmart to provide introductory training in boat handling 

and marine safety. BoatSmart is recognised across Australia as being equivalent to the 

training requirements of other States. 

DPI relies on approximately 100 registered private instructors to run the BoatSmart courses. 

Instructors must be registered with the Australian Yachting Federation (AYF) and hold a 

Certificate Of Small Craft Proficiency (also known as TL3). 

DPI records show that just over 12 500 ‘Certificates of Competency’ have been issued to 

recreational boat users, made up of 1 807 BoatSmart certificates and 10 789 TL3 certificates. 

This represents approximately 19 per cent of recreational vessel owners in WA. 

Recreational Boating Education Campaigns 

DPI undertakes various public education campaigns to raise awareness of marine safety 

issues. These include the use of television and radio advertisements and distributing free 

pamphlets and brochures at marine outlets, boat shows and at public information displays. 

Expenditure by DPI on education campaigns over the last two financial years has totalled 

approximately one million dollars. 

Priority safety issues for education campaigns are determined by examining statistics on 

infringements, cautions and complaints and targeting those areas where the public is least 

compliant. For example, speeding boats have consistently rated as the highest cause of 

5	 Fourteen years is the minimum age a person can operate a boat with a motor bigger than 4.5kpw. If operating a boat with a motor 
bigger that 4.5kpw, persons aged 14 to 17 must have a Certificate Of Small Craft Proficiency. 
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PUBLIC SECTOR PERFORMANCE REPORT 

MANAGEMENT OF MARINE SAFETY AND SEA SEARCH AND RESCUE (continued) 


infringements and cautions issued by DPI Marine Officers. Consequently, in 2002-03 DPI’s 

‘Summer Safety’ education campaign involves a series of TV commercials focusing on 

speeding boat drivers titled ‘Keep the waves friendly’. 

However, in developing education campaigns, DPI has not done any formative analysis to 

determine the most common causes of death or injury in boating. Without this type of 

analysis, it is not possible to determine whether education campaigns are being effectively 

targeted. DPI has also not established benchmarks to measure the effectiveness of their 

education campaigns, nor have they attempted to formally assess the effectiveness of 

campaigns. 

DPI has acknowledged the audit findings and advised that by the end of June 2003 it will have 

reviewed its educational programs and included a component that incorporates an evaluation 

process. 

Commercial Vessels 

In contrast to requirements for recreational operators, the competency requirements for 

commercial operators are rigorous. Regulations prescribe that commercial boat operators and 

crew must have ‘Certificates of Competency’ commensurate with their position on the boat 

(eg Skipper, Engineer, Master, Coxswain). 

DPI has regulatory responsibility for ensuring the provision of training and issuing of 

‘Certificates of Competency’ for commercial boat operators. DPI uses accredited external 

training providers to run training courses but uses its own staff to conduct final examinations 

before awarding ‘Certificates of Competency’. In addition to passing the examinations, the 

applicant must also provide evidence of appropriate sea-time, a current medical certificate 

including an eyesight test and a first aid course certificate. 

Trading vessel operators (ferries, charter boats and merchant ships) are required to renew 

their ‘Certificates of Competency’ every five years though such a requirement does not exist 

for fishing vessel operators. An estimated 4 000 ‘Certificates of Competency’ have been 

issued to trading vessel operators. Renewal of certificates ensures that sea-time, first aid 

knowledge and medical fitness is maintained at a standard commensurate with risks and 

responsibilities. 

The audit found that DPI does not actively monitor or enforce the requirement for renewal of 

‘Certificates of Competency’ for trading vessel operators. As DPI does not issue renewal 

notices and has no system to identify expired certificates, Audit was unable to readily 

determine how many certificates had expired or how many trading vessels were being 

skippered or crewed by people with expired certificates. It was also noted that the 

competency requirements of DPI’s own Marine Safety Officers were not being actively 

monitored and that for several officers it was not clear that the requirements for ‘Certificate 

of Competency’ were met. 
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DPI acknowledged these findings and advised that it had begun to follow-up expired 

‘Certificates of Competency’ for commercial trading boat operators 

Resourcing of On-Water Compliance Monitoring 

DPI has primary responsibility for on-water compliance monitoring and enforcement of 

marine safety regulations, total expenditure for which was $2.9 million in 2001–02. Table 1 

shows resource distribution and key compliance activities by DPI during 2001-02. 

No of No of On-water Average Infringements Infringements 
Officers Boats activities hours and cautions and cautions 

(hours) per boat issued issued per 
boat hour 

Metro 29 11 3 867 351.5 2 705 0.69 

Regions (9) 9 9 534 59.3 233 0.43 

Total 38 20 4 401 2 938 0.66 

Table 1: Resource distribution and key compliance activities by DPI in 2001-02 
Source DPI 

DPI also has an arrangement with the Department of Fisheries to jointly utilise the patrol 

vessel ‘Walcott’ to cater for extended on-water compliance activities at a cost of $100 000 per 

year. However, staffing constraints has meant that DPI has not participated in any joint 

patrols since 2000–01. As a result, there has been a 21 per cent reduction6 in the overall 

number of on-water commercial vessel safety checks since 2000-01 with no on-water 

commercial vessel checks conducted north of Geraldton or south of Geographe Bay. However, 

since 2000-01, the number of registered commercial vessels has increased from 1 800 to 

2 000 whilst deficiencies found in on-water commercial vessel inspections has not changed 

significantly since 1998-99 (refer Figure 1). 

6 Commercial vessel inspections in the years from 1999-00 have been 507, 453 and 359 respectively. 
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MANAGEMENT OF MARINE SAFETY AND SEA SEARCH AND RESCUE (continued) 
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Figure 1: On-water commercial boat inspections and deficiency notices issued 
On-water compliance inspections have fallen 21 per cent since 2000-01, though the number of boats 
with deficiencies as a percentage of inspections has not changed greatly. 

Source DPI 

DPI advised that allocation of funding away from staffing joint patrols on PV Walcott is a 

consequence of internal budget allocation processes based on assessment of risk. However, 

DPI was unable to provide the documented risk assessment for this or other marine safety 

resourcing decisions and therefore it was not possible for Audit to assess whether funds were 

being allocated appropriately. 

Machinery of Government Recommendations for Resource Sharing 

In June 2001, The Machinery of Government Taskforce recommended, “To encourage greater 

coordination and collective efficiency,…that the at-sea operations of Fisheries WA and the 

Department of Transport (now DPI) be integrated into the one unit, managed by Fisheries 

WA. This would involve the transfer of all vessels from DPI to Fisheries WA, excepting those 

vessels associated with marine safety activities on the Swan and Canning Rivers”. 

DPI has advised that agreement was reached in April 2003 to implement the Machinery of 

Government Taskforce recommendation and this should result in more on-water compliance 

monitoring. Implementation is expected by July 2003. 

Results of On-Water Compliance Monitoring 

DPI conducted 9 679 recreational vessel and 359 commercial vessel safety checks in 2001-02. 

The checks resulted in 1 343 infringements and 1 955 cautions being issued. Penalties for an 

infringement range from $50 to a maximum of $500. Revenue is collected by the Department 

of Justice and is paid into consolidated revenue. 
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DPI officers have a level of discretion in deciding whether to issue an infringement notice or 

a caution. Issuing of cautions is consistent with the DPI policy of encouraging education of 

boat owners rather than enforcing penalties. 

DPI has developed guidelines defining safety regulations where infringements must be issued 

and those where discretion can be used. When a caution is issued, DPI officers are required 

to clearly document the reason for issuing a caution rather than an infringement. The audit 

noted that not all DPI officers were documenting the reason for issuing cautions and that 

there appeared to be an inconsistency amongst the officers as to when to issue a caution. For 

example, the ratio of infringements to cautions issued by officers ranged from 80 per cent 

infringements and 20 per cent cautions to 20 per cent infringements and 80 per cent 

cautions. Inconsistency in issuing of cautions or infringements may send mixed messages to 

the public about the seriousness of failing to comply with safety regulations. 

DPI advised that prior to the audit they had conducted briefings for safety officers to ensure 

a consistent application of their infringements and cautioning policy but acknowledge that the 

inconsistencies identified by the audit highlights the need for additional management. 

Reporting of Marine Incidents 

Effective management of marine safety requires that responsible agencies have up-to-date 

information about the occurrence of serious marine incidents. From this information, marine 

safety risks can be identified and prevention measures developed and implemented. 

Investigation of serious incidents allows lessons to be learned and communicated back to the 

boating public and where necessary, for appropriate penalties to be imposed. 

The Western Australian Marine Act 1982 requires recreational vessel operators involved in a 

collision resulting in death or serious injury to a person, or damage to a vessel rendering it 

unseaworthy or incapable of being safely navigated, to report the incident to DPI within seven 

days. Commercial vessel operators must report incidents of the same nature within 24 hours. 

Sixty marine incidents were reported between July 2001 and November 2002, though DPI 

considers that this represents substantial under-reporting of the actual number of serious 

incidents. 

Approximately half of the reported incidents involved recreational vessels, however DPI 

believes that the majority of recreational boat owners are unaware of their legal requirement 

to report serious marine incidents. In contrast, it considers that commercial vessel operators 

are well aware of the requirement but believes that some operators will only do so when 

circumstances make reporting unavoidable. 
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MANAGEMENT OF MARINE SAFETY AND SEA SEARCH AND RESCUE (continued) 


In August 2002, DPI sought to address the lack of reporting of marine incidents by circulating 

a letter to recreational and commercial clubs and associations advising them of the 

requirement for reporting of incidents. However, as the majority of boat owners do not belong 

to clubs or associations it seems likely that these persons largely remain unaware of the 

reporting requirement. Moreover, DPI has not sought to supplement direct reporting with 

information available from hospitals or insurance companies. 

Investigation of Incidents and Enforcement Action 

DPI conducts investigations of marine incidents to determine whether there has been 

misconduct, incompetence or a breach of regulations. In the case of deaths, the Police Service 

will collect evidence and statements to assist coronial enquiries. A principal aim of DPI’s 

marine investigations is to determine contributing factors and to use the ‘lessons-learned’ to 

educate the boating community. 

The Western Australian Marine Act 1982 gives DPI a legislative mandate to conduct 

preliminary investigations of marine incidents and to recommend a marine court of inquiry if 

necessary. Vessel operators can be sanctioned based on the findings of preliminary 

investigations or findings of a marine court. The Act allows for suspension or cancellation of 

‘Certificates of Competency’ held by commercial vessel operators and various other penalties 

against both recreational and commercial vessel operators. 

Of 60 reported marine incidents from July 2001 to November 2002, seven were subject to 

some form of investigation. No sanctions resulted from the reported incidents or 

investigations. 

Review of the process found consistency and accountability to be at risk from a lack of 

standing procedures and documented decisions for when a marine incident investigation 

should be initiated and the processes to be followed once initiated. For instance: 

ß	 there was no documented investigation of a reported ‘near drowning’ of eight children in 

1999 on a day charter, however there was an investigation of a collision between two 

recreational vessels where no injuries were sustained and no serious vessel damage was 

reported; and 

ß	 investigations ranged from detailed vessel survey and interviews of witnesses resulting in 

an internally published report with recommendations, to simply noting to check a vessel 

involved in a collision at the next scheduled survey. 

DPI has acknowledged the need for standardised procedures and training of investigators and 

at the time of audit had commenced training some of its officers in marine investigations. 
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Management of Safety in DPI Ports 

In 2002, two large commercial ships ran aground in WA ports, one of which was a DPI 

managed port. The potential consequences in terms of loss of life and damage to the 

environment from accidents involving large commercial vessels are well documented and 

demonstrate the need for appropriate management of port safety. 

DPI has a responsibility under the Marine and Harbours Act 1982 for regulating the safe 

operation of eight of the State ports. Other State ports are managed by Port Authorities under 

the Port Authorities Act 1999. All eight DPI ports are privately operated. They are: 

ß Barrow Island 

ß Onslow 

ß Varanus Island 

ß Carnarvon 

ß Port Walcott 

ß Yampi Sound 

ß Derby 

ß Wyndham 

An important mechanism for ensuring port safety is the use of Marine Safety Plans that define 

policies, procedures and responsibilities for safe operation of a port and its facilities. Audit 

noted that only three of the eight DPI ports have established Marine Safety Plans whilst DPI 

safety inspections have been conducted at only one of the ports. 

Marine Safety Plans are a regulatory requirement of Government owned ‘port authority’ ports 

that operate under the Port Authorities Act 1999 but not of ‘DPI ports’, the boundaries of 

which are established under the Shipping and Pilotage Act 1967. 

DPI has established operating agreements with the private operators of two of the eight ports 

including a requirement for Marine Safety Plans. However, no such agreement exists with the 

operators of the other six ports. The operations at these six other ports were established 

under specific State Agreement Acts7 or licences under the Petroleum (Submerged Lands) 

Act 1982. These acts, which are administered by the Department of Industry and Resources 

provide for the establishment of the ports but make no provision for regulating their safe 

operation. 

Primary responsibility for safe management in all WA ports rests with Harbour Masters whilst 

Pilots are responsible for safe navigation of large vessels into and out of the port. Legislation8 

requires that Harbour Masters and Pilots at DPI ports be appointed by the Governor on the 

recommendation of the Minister. 

7 State Agreement Acts are legislative agreements between the State and private parties that define conditions for management or 
exploitation of State owned land or resources. A typical State Agreement Act might define a requirement for a company to build 
infrastructure (housing, roads and port facilities) to allow export of a mineral and to pay royalties in return for access to the mineral 
resource. 

8 Shipping and Pilotage Act 1967. 
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The Harbour Master for six of the eight non-port authority ports is a DPI officer based in Perth 

who relies on the private port operators to inform him of any issues or incidents. However, 

no formal reporting requirements have been established. In one instance, two Pilots operated 

at a port for over 18 months without the Department’s knowledge or the Governor’s approval 

as required by legislation. 

Audit noted that DPI has been criticised in the past by the private port operators because of 

a lack of agreed competency standards for Pilotage appointments. The Regulations allow the 

Governor to appoint any person as a Pilot to a port though neither the regulations or DPI 

policy specifies the qualifications or experience required for appointment. DPI has advised 

that its recommendations for appointment of Pilots are based on an assessment of the Pilots’ 

skills and experience. However, without prescribed competency standards, pilotage 

appointments risk being seen as subjective or inconsistent and in the event of an incident 

involving Pilot error, may become the basis of legal action. 

DPI has recognised the inadequacies of the existing arrangements for port safety including 

the lack of a requirement for Marine Safety Plans and the appointment of Pilots and has 

advised that legal advice is being sought as part of the process of drafting recommended 

amendments to the Shipping and Pilotage Act 1967. Drafting of the amendments is expected 

to be completed by the latter half of 2003. 

Marine Search and Rescue 
The WA Police Service (WAPS) is the State’s designated Hazard Management Agency 

responsible for marine search and rescues (SARs), the main function of which is to coordinate 

locally available resources to respond to incidents. 

Over 90 per cent of SARs are undertaken by Volunteer Marine Rescue Groups (VMRGs). The 

remaining ten per cent of SARs fall outside the resource capabilities of the VMRGs and hence 

may necessitate assistance from the Water Police, DPI, CALM or Fisheries. Where State based 

SAR resources are inadequate, the Australian Search and Rescue (AusSAR) coordination 

centre may take over coordination of the SAR response and national resources may be used. 

Such an event is likely to occur in remote areas such as the Kimberley or where missing 

vessels are outside the normal operating range of rescue craft. 

In 2001-02 over 1 400 marine SARs were undertaken, about 80 per cent of which were 

routine ‘recovery and tow’ operations. The remainder were of a more serious nature including 

responding to distress calls or EPIRB9 activations and searches for missing boats or missing 

persons. 

9 Emergency Position Indicating Radio Beacon. 
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In 1998, marine radios and EPIRBs were made compulsory safety equipment for vessels 

travelling more than two nautical miles10 from the coast or 400 metres from an island more 

than two nautical miles from the coast. No analysis has yet been done to determine the causal 

factors of marine related deaths or serious injuries, or whether the introduction of compulsory 

EPIRBs and marine radios has had any impact on the frequency of these events. Figure 2 

shows that there has been nearly a ten per cent increase (6 000) in the number of registered 

WA vessels since 1998, though the number of marine related deaths has remained relatively 

constant over the same period. 
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Figure 2: Number of vessels and number of boating deaths per year in Western 
Australia 

Data Source: DPI 

Resourcing of Volunteer Marine Rescue Groups 

Since 1998-99, FESA’s annual budget to administer and fund the State’s VMRGs has been 

approximately one million dollars per annum. Funding has remained static since 1998-99 

though the number of VMRGs has increased from 33 to 36 with the number of dedicated 

rescue vessels increasing from 13 to 56 along with supporting infrastructure and equipment. 

In 2001-02, approximately $800 00011 was distributed directly to the VMRGs for volunteer 

support to fund capital and operating expenses. Funding of annual operating costs to any 

single group was limited to $25 000 in 2001-02 with 50 per cent of the VMRGs receiving less 

than $10 000. 

10 Vessels operating in the Fremantle Central and Northern area waters from Cockburn Sound to Rottnest and north to Alkimos Reef 
are excluded from this requirement. 

11 $350 000 to meet capital requirements and $450 000 to meet operating costs. A total of $769 000 were provided in the 2002-03 
budget. 
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Audit found that FESA has clearly documented policies and procedures for allocation of capital 

and operating funds to VMRGs. Applications by VMRGs for capital funds are prioritised 

according to the equipment that is being upgraded or replaced with FESA providing funding 

to successful applicants equal to half of the total capital requirement. 

As part of its VMRG approvals procedures, FESA requires each group to submit annual 

equipment reports. FESA also maintains an asset register of the SAR equipment held by each 

of the VMRGs. The register enables FESA to ensure all groups meet standard equipment 

requirements and to monitor, plan and budget to meet future equipment requirements. 

However, Audit found that the asset register was last updated in October 2000 and that over 

two-thirds of the VMRGs have never submitted annual equipment reports. 

To obtain reimbursement for the prior years operating costs, VMRGs are required to submit 

activity reports and audited financial statements to FESA. Reimbursement is based on a 

predetermined scale of subsidy ranging from 50 per cent for vehicle maintenance to 100 per 

cent for fuel and oil. 

Review of the funding process revealed that approximately one-third of the groups that 

received funding from FESA did not comply with FESA’s funding policies. Non-compliance 

included, failure to submit financial statements and submitting unaudited financial 

statements. FESA advised that lack of administrative support within the VMRGs made it 

difficult for some groups to comply with existing funding policies. FESA has undertaken to 

review all VMRG policies to ensure they meet the Government’s recently released Guidelines 

for Public Sector Agencies working with Volunteers. This review will include consultation 

with the VMRGs to identify and address any issues or problems with meeting reporting 

requirements. 

Training of Marine Search and Rescue Participants 

The State has an obligation to ensure that its SAR volunteers are adequately trained to 

undertake marine SAR activities. Proper training provides the volunteers with appropriate 

skills and contributes to meeting the State’s duty of care for their safety. In 1999, with the 

enactment of the Fire and Emergency Services Authority Act 1998, FESA took over 

responsibility from the Water Police for management of the VMRGs. In November 2002, the 

Act was amended to formalise FESA’s training and management responsibilities for VMRGs. 

In November 2001, prior to the formalisation of their training responsibilities, FESA identified 

through a survey process that it needed to provide over 40 000 training hours across the 36 

VMRGs to meet desired skill levels. The training is planned to be delivered over a five year 

period with an estimated cost of $100 000 per year12. FESA advised that the five year 

12 FESA unsuccessfully sought funding to commence the training in 2003-04. 

AUDITOR GENERAL FOR WESTERN AUSTRALIA18 



program takes account of the cost of delivery, volunteer transition and retainment issues and 

would ensure the government’s duty of care and legal liability obligations would be met. 

Funding to meet this obligation is being pursued through internal reallocation and/or 

sponsorship, with a goal to commence training in late 2004. 

Audit found that in line with legislative requirements, FESA has taken other steps to meet 

training and duty of care responsibilities. This has involved: 

ß	 introducing a register of all marine rescue volunteers that incorporates a record of the 

training that individual volunteers have undertaken. The implementation of the volunteer 

training register was not complete at the time of the audit, though FESA staff were in the 

process of visiting the 36 VMRGs to inform them of the new legislative requirements to 

complete the register; 

ß	 recently introducing a scheme that allows volunteers to have marine rescue time and 

qualifications recognised in applying for the equivalent commercial ‘Certificate of 

Competency’;and 

ß	 providing insurance cover for all volunteer members of VMRGs whilst they are 

participating in marine SAR activities. To be covered by insurance, volunteers must be 

registered with FESA and have the appropriate level of qualification for the duties that 

they perform in a SAR response. 

Marine Search and Rescue Procedures and Response 

Procedures for marine SAR are set out in the State Emergency Management Plan 

(WESTPLAN). The plan clearly defines the responsibilities of the various groups and agencies 

involved in marine SAR and provides clear procedures to be followed in planning, 

coordinating and implementing a marine SAR operation. All coastal police stations are 

required to develop local marine SAR procedures based on the State procedures and taking 

account of local conditions and resources. Audit of a sample of country coastal police stations 

found that all had a copy of WESTPLAN procedures with attachments detailing key local 

contacts and resources. 

A key requirement of the WESTPLAN procedures is for VMRGs to notify the local police prior 

to responding to any SAR incident so that the police can monitor the SAR response and take 

over coordination of the SAR if the situation develops beyond the resources and abilities of 

the local VMRG. 

The audit found that: 

ß VMRGs responded to a total of 1 413 SAR incidents during 2001-02; 

ß 1 154 or 80 per cent of the SAR responses were authorised by the Police; and 

ß	 two of the 36 VMRGs were responsible for nearly 75 per cent of the 259 unauthorised SAR 

responses. 
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VMRGs are required to submit reports to the Water Police after all SARs, details of which 

include incident notification time, cause of the incident, the finish time and the outcome. The 

reports are checked by the Water Police to ensure relevant details have been recorded and are 

then forwarded to DPI for inclusion in official marine safety statistics. A review of the reports 

showed that delays in submitting incident reports were common with two major groups not 

submitting reports for over 18 months with a consequent effect on the accuracy of DPI 

statistics. However, it was also noted that DPI, FESA and the Water Police undertake only 

minimal analysis of the reports for purpose of planning and prioritisation of marine safety 

resources, operations and education campaigns, and that some key information is not 

recorded. 

For instance, no recording and analysis is done of the timeliness of response to a reported 

marine incident which can be a critical factor in ensuring a successful SAR outcome. The time 

at which the Water Police or VMRG are first notified of a marine SAR incident is logged by 

both the Water Police and the VMRG. However, no record is kept of when a rescue vessel is 

launched or of when the rescue vessel reaches the vessel requiring assistance. 

Response times under a volunteer SAR structure can be expected to vary, particularly for after 

hours call-outs where there may be delays in mustering sufficient members to respond. 

Nevertheless, there is a need for response times to be monitored as this can highlight gaps 

in coverage or indicate a need for additional resource support to particular VMRGs. 

The Water Police advised that the VMRGs can generally have a boat in the water within half 

an hour of a request for assistance. They also advised that the monitoring of response times 

by the VMRGs is a sensitive issue that needs to give due recognition to the volunteer nature 

of the service. 

The Water Police debrief all SAR participants following a marine SAR that involves death or 

serious injury. These debriefs are used to assess the effectiveness of the response and to 

address any problems experienced. Audit noted that debriefs had been conducted within one 

or two days of all serious incidents. 

What Does this Mean? 
The arrangements established since 1999 for managing marine safety in Western Australia 

appear likely to provide an appropriate management structure though improvements remain 

necessary to the regulatory framework and to administrative practices, in particular, incident 

reporting, investigation and analysis. 
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What Should Be Done? 
DPI should: 

ß Address identified shortcomings in marine safety legislation. 

ß	 Obtain and analyse information relevant to marine incidents to assess risk factors, develop 

prevention measures and determine resource allocations. This should include making 

boat operators more aware of the legal requirement to report serious marine incidents and 

seeking additional information from sources such as coroners’ reports, hospital 

admissions data and the marine insurance industry. 

ß	 Develop clear procedural guidelines for marine incident investigations including criteria 

to determine when to undertake a marine incident investigation. 

ß	 Establish operating agreements incorporating safety management plans in those six 

privately operated DPI ports that do not have such agreements. 

FESA should: 

ß Update its register of VMRG assets. 

ß	 Ensure timely delivery of necessary training to VMRG volunteers so as to meet duty of 

care responsibilities. 

FESA and the Water Police should: 

ß	 Liaise with the VMRGs to bring about the recording and monitoring of relevant 

information on WAMSAR reports including response times and then use that information 

in resourcing decisions. 
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Regulation of the Taxi Industry and 
Small Charter Vehicles 

Overview 
ß	 Most aspects of the taxi industry are being adequately administered and DPI has 

committed to addressing areas requiring improvement. 

ß	 Monitoring of the Small Charter Vehicle industry is minimal compared to the taxi industry 

because of fewer regulatory requirements. DPI has advised that the regulatory differences 

and its monitoring program will be reviewed in 2003-04. 

Background 
The State’s 6 660 taxi drivers and 1 520 taxi vehicles are regulated by the Taxi Act 1994 and 

the Transport Coordination Act 1966. The total value of metropolitan taxi fares in 2001-02 

has been estimated at $88 million. Regulation is aimed at setting service standards required 

of drivers and vehicles and maintaining a viable industry through licensing and the setting of 

fares. 

Administration of the industry is undertaken by the Department of Planning and 

Infrastructure (DPI) through its Taxi Unit. 

The Taxi Unit also administers the State Government ‘Taxi User Subsidy Scheme’ (TUSS) 

which subsidises taxi travel for people who have a severe disability. In 2001-02, over 23 000 

TUSS members received subsidised travel worth a total of $6.4 million. 

Regulating the taxi industry and administering TUSS is expected to cost the Government over 

$1.5 million in 2002-03, approximately 60 per cent of which is recouped from owners through 

plate license and transfer fees. 

Competition to taxi services is provided by small charter vehicles (SCVs), which like taxis offer 

on demand, chauffeured travel. At December 2002, 509 SCVs were licensed in Western 

Australia (WA). SCVs are regulated by DPI under the Transport Coordination Act 1966, 

though the level of regulation is much less than for taxis. 

In January 2003 a Ministerial review commenced into the regulatory structure of the taxi 

industry with a focus on whether improvements could be made to: 

ß	 provide fairer returns to drivers and owner/drivers while offering the public an efficient, 

economical and safe service; and 

ß address the requirements of the National Competition Council. 

The Ministerial review has generated considerable speculation including about whether the 

taxi industry will be deregulated and whether the State Government will initiate a buy-back 

of vehicle plates. 
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What is the Risk? 
Poor monitoring and regulation of taxis and SCVs could result in unsatisfactory service and 

safety standards for customers. Poor management of the TUSS could result in ineligible 

persons being admitted to the scheme and to inappropriate use or fraud. 

What Did We Do? 
Recognising the scope of the ministerial review, the audit only assessed the following 

regulatory areas of the taxi and SCV industries: 

ß training and licensing of drivers; 

ß vehicle standards; 

ß taxi industry performance standards; 

ß public complaints; and 

ß the TUSS. 

What Did We Find? 

Regulating the Metropolitan and Country Taxi Industries 
The audit established that most aspects of taxi industry regulation are being adequately 

undertaken, though some issues were identified. DPI has committed to addressing these 

matters: 

ß	 the planning and assessment of compliance activities needs improvement, particularly for 

the country taxi industry where little monitoring is done; and 

ß	 minimum hours of operation are a condition of license aimed at ensuring an adequate 

supply of taxis during peak times. DPI does not enforce the requirement but rather 

manages it through the issue of additional taxi plates if passenger demand is not being 

met. Audit testing indicates that drivers are often not working the minimum hours and 

some information indicates excess passenger demand. 

Regulatory Requirements 
Taxi services in WA are effectively divided into two distinct industries by the application of 

different regulations – metropolitan and country. The metropolitan area roughly extends 50 

kilometres from the centre of Perth. Drivers and vehicles in regional centres such as Albany, 

Bunbury, Geraldton and Mandurah are part of the country taxi industry. 
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REGULATION OF THE TAXI INDUSTRY AND SMALL CHARTER VEHICLES (continued) 

Drivers 

Vehicle Plates/Licenses 

METROPOLITAN 

4 610 

1 114 

COUNTRY 

2 050 

406 

TOTAL 

6 660 

1 520 

Table 1: Metropolitan and country drivers and vehicles at December 2002 

Some similarities exist between the regulatory requirements of the metropolitan and country 

industries. For instance: 

ß all taxi drivers must pass a criminal, traffic and medical check; 

ß	 all vehicles must pass an annual ‘pit’ inspection and comply with maximum vehicle age 

limits to ensure roadworthiness and quality; 

ß strict limits are placed over the number of vehicles allowed to operate; and 

ß maximum fare charges are set. 

However, a far greater number of regulatory differences exist, the intended purpose of which 

is to recognise the uniqueness of the metropolitan and country industries (refer Table 2). 

METROPOLITAN COUNTRY 

Legislation Taxi Act 1994 Transport Coordination Act 1966 

Driver Requirements Compulsory psychological and No psychological or aptitude 
aptitude assessment of applicants assessment of applicants 

Compulsory driver training course No driver training course 
(geography and conduct skills) 

Must pass a compulsory driver No registration test 
registration test 

Compulsory uniform requirements No uniform requirements 

Compulsory ongoing professional No professional development 
development training training 

Vehicle Requirements Compulsory hours of operation No compulsory hours of 
operation 

Performance Standards Waiting time standards No waiting time standards 

Table 2: Differences in regulatory requirements between the metropolitan and country 
taxi industries 
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One of the most notable regulatory differences is the requirement for aptitude and 

psychological assessment of metropolitan but not country applicants. Such assessments have 

been used in the metropolitan industry since 1998 and are credited by DPI as effective in 

screening out high numbers of unsuitable persons from the industry. 

Audit sought information to indicate whether the metropolitan requirement should be applied 

to new country drivers. However, little information was available other than complaints 

lodged against drivers. This showed that few complaints were made against country drivers 

in 2002. 

Compliance Activities – Driver and Vehicle Standards 
Monitoring and enforcing taxi driver and vehicle standards is the specific role of the Taxi 

Unit’s five compliance officers and is undertaken through a range of on-road inspections. 

The audit found that a significant number of inspections are carried out on metropolitan 

vehicles including mechanical, meter, camera and vehicle appearance checks. However, only 

limited planning is done of compliance activities to ensure that resources are directed in a 

coordinated and risk based way. An exception is the targeting of activities towards seasonal 

requirements – checking of tyres and wipers before winter and air conditioning before 

summer. It was also noted that the outcomes of compliance activities are not assessed or 

reported to management so as to better assure the effectiveness of the activities. 

Although the Taxi Unit has specific responsibility for ensuring regulatory compliance of all 

taxis, they undertake only minimal monitoring of country taxis. Rather, country compliance 

work is mostly conducted by DPI’s Regional Transport Officers, the details of which are not 

reported to the Taxi Unit or readily available. As such, Audit was unable to ascertain the 

extent of compliance work undertaken of country taxis, though available evidence indicates 

that it is minimal. 

DPI advised that its country compliance program is a reflection of perceived community 

satisfaction with country taxi services but also a consequence of: 

ß	 a lack of legislative authority to issue on the spot infringement notices for driver or vehicle 

non-compliance; 

ß	 comparatively small penalties that can be imposed by the Courts for country driver or 

vehicle offences. Whilst metropolitan offences can attract a penalty of $1 000, a similar 

first offence in the country carries a maximum penalty of $100; and 

ß fewer regulatory requirements compared to metropolitan taxis. 
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DPI has advised that upon completion of the Ministerial review of the Metropolitan Taxi 

Industry, a similar review will be undertaken of the country industry, following which the 

above issues will be addressed by DPI. 

Enforcement Action 

The Taxi Act 1994 and associated Regulations define through a list of offences the required 

driver and vehicle standards expected of the taxi industry. Non-compliance with required 

standards of driver behaviour or vehicle standards can result in the issuing of cautions, 

infringement notices,1 vehicle defect notices or require drivers to undertake and successfully 

complete training or aptitude testing. Recurrent offences can also lead to prosecution action 

in the Courts. Unacceptable driver behaviour can range from charging more than the fare 

shown on the meter to not behaving in a courteous manner to passengers. Defect notices can 

be issued for non-compliance with required vehicle standards such as panel damage, 

unsealed meters, faulty seat belts or non-display of a fare schedule. Defect notices can 

require the vehicle to be taken off the road until the defect is fixed. 

DPI uses Prosecution Policy Guidelines for ensuring a consistent approach to the taking of 

enforcement action. The guidelines are comprehensive and current. Audit enquiries indicated 

that DPI’s Compliance Officers were following the guidelines. 

In 2002, DPI issued 99 Infringement Notices and approximately 100 Vehicle Defect Notices 

against metropolitan vehicles and drivers, though the exact number of defect notices is 

unknown. Audit testing of the Taxi Unit’s database systems found a significant error rate in 

the recorded number of issued defect notices2. It was also noted that the database was unable 

to produce reports to allow ageing analysis or routine follow-up to determine whether defects 

had been remedied. 

Taxi Plate Ownership Conditions – Hours of Operation 

Every metropolitan taxi plate has an attached set of ‘Taxi Plate Ownership Conditions’ that 

specify operating requirements including minimum hours of operation. By specifying 

minimum hours, DPI seeks to ensure an adequate supply of taxis available during peak times. 

For instance, peak times for ‘Conventional’ and ‘Peak Period’ plates include 5.00 pm on 

Friday/Saturday through to 6.00 am on Saturday/Sunday. 

1 Infringement Notices impose penalties of $100 to $250 for a range of driver and vehicle offences.

2 Input errors resulted in the database overstating issued defect notices by a net 35 per cent over a four-month period. 
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Taxi vehicles vary in their type and function and can be categorised as follows: 

NUMBER ON ISSUE AT 
JANUARY 2003 

PLATE/LICENCE TYPE METROPOLITAN COUNTRY 

Conventional 924 308 

Multi-purpose (wheel chair accessible) 81 15 

Peak-period (can only operate at set times) 101 9 

Area-restricted (can only operate in set areas) 8 -

Private 74 

TOTAL 114 406 

-

1 

Table 3: Types of metropolitan and country taxis 

Although hours of operations are a condition of license, DPI has not monitored compliance 

since a National Competition Policy review of the taxi industry in 1999 led to a Government 

decision that it would not micro-manage the industry. Specifically, “Government will no 

longer enact regulation to require industry to act in certain ways. Government will set 

outcomes and industry will determine how to act to achieve these outcomes. Consistent with 

this approach, Government will no longer regulate the compulsory operation of taxis on 

Friday and Saturday nights3”. 

DPI has advised that instead of monitoring individual taxi operator compliance with their 

license condition, it now monitors industry performance standards to determine whether 

“…additional taxis are required to meet demand” and if so, additional taxi plates are released 

onto the market. This approach was evident in 2000 when 100 perpetual peak period licenses 

and 25 Multi purpose (wheel chair accessible) licenses were released for tender. However, 

only 32 of the perpetual peak period licenses were taken up, indicating continuing excess 

passenger demand. Audit noted that 13 per cent of all complaints in 2002 were about waiting 

times and that waiting times for wheelchair taxis in peak periods need improvement (see 

Table 4). 

Audit testing indicated that taxi owners are not meeting their required minimum hours of 

operation, contributing to longer waiting times for the public. Testing of 90 conventional, 40 

multi-purpose and 40 peak-period metropolitan plates operating during Friday/Saturday or 

Saturday/Sunday nights in October 2002 revealed: 

ß	 seventy-two per cent of conventional, 83 per cent of multi-purpose and 87 per cent of 

peak-period vehicles appeared to start after or finish before the required start and finish 

times4; and 

3 1999 National Competition Policy Review. 
4	 Testing was done against information recorded in the TDS databases. However, because the databases do not record rank, hail or 

privately booked trips, an allowance of approximately one hour was made to the required commencement and finish times. 
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ß	 twenty-nine per cent of conventional, 12 per cent of multi-purpose and 20 per cent of 

peak-period vehicles appeared to cease operating before midnight. 

DPI has advised that the appropriateness of the current taxi plate ownership conditions 

would be reconsidered once the outcomes of the Ministerial review are known. 

Performance Standards 
DPI measures metropolitan but not country industry performance against a range of 

performance standards using data analysis, benchmarking of similar industries and 

independently conducted customer surveys. Audit understands that WA is the only State to 

undertake independent analysis of industry performance. 

Two of the key standards are ‘Waiting Time for a Taxi’ and ‘Overall Satisfaction”. Audit noted 

that for these two standards, DPI conducts extensive periodic analysis and regularly meets 

with the industry to discuss ways to improve performance. 

Waiting Time for a Taxi 

For the period April to June 2002, DPI assessed the metropolitan industry as achieving a 

‘high’ level of performance for conventional taxis, but requiring improvements for wheelchair 

taxis. Similar performance was achieved in 2001. 

CONVENTIONAL WHEELCHAIR 

PEAK PERIOD 

Taxi required ASAP 
(taxi arrived within 20 minutes) 

Taxi pre-booked 
(taxi arrived within 5 minutes) 

> 90% 

> 80% 

> 60% 

>70% 

OFF PEAK PERIOD 

Taxi required ASAP 
(taxi arrived within 15 minutes) 

Taxi pre-booked 
(taxi arrived within 5 minutes) 

> 90% 

> 90% 

> 60% 

> 70% 

Table 4: Waiting times for taxis – April to June 2002 
DPI considers that the waiting times for Taxis in the metropolitan area is of a high standard for 
conventional taxis but that there is a need to improve waiting times for wheelchair taxis. 

Source: DPI 
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Value for Money and Overall Satisfaction 

Under this indicator, survey respondents are asked to rate the value for money of their most 

recent taxi trip. For the period January to June 2002, 43 per cent rated the value as ‘good’ 

or ‘very good’. The mean rating of all those surveyed was 3.3 with a rating of five being ‘very 

good’. This is regarded within the industry as ‘acceptable’ performance but requiring 

improvement. 

Survey respondents were also asked to give an overall satisfaction rating. Eighty per cent of 

surveyed passengers rated their most recent trip as ‘satisfactory’ or ‘very satisfactory’5. 

Seven per cent gave a rating of ‘unsatisfactory’. 

Complaint Handling 
The State’s 11 Taxi Dispatch Services (TDS) receive and address the majority of complaints 

by the public against taxi drivers6. However, the following types of complaints must be 

referred by the TDS to the Taxi Unit within one working day: 

ß verbal, physical or threatening abuse; 

ß conversations of a sexual nature; 

ß actual touching of a passenger; 

ß not accepting TUSS vouchers, stolen TUSS vouchers and TUSS fraud; and 

ß refusing to transport a guide dog which is accompanying a passenger. 

For the period January 2002 to October 2002, 822 complaints were lodged of which 131 were 

made direct to and handled by the Taxi Unit; and 100 were referred by the TDS to the Taxi 

Unit because they related to the above categories. The Taxi Unit referred 14 complaints to 

the Police Service for further action. 

The Taxi Unit regularly assesses TDS and Taxi Unit complaint handling performance against 

standards set for complaint type and time taken to respond to and resolve complaints. These 

assessments provide the Taxi Unit with information on required improvements to their 

complaint handling processes and driver training. 

The Taxi Unit has had a draft complaint handling policy in place since January 2002, the 

requirements of which have been consistently followed by the Taxi Unit. At the time of audit, 

the Taxi Unit was developing a set of protocols for managing driver behaviour. The protocol 

will operate in conjunction with the prosecution policy. 

5 Taxi Industry Service Standards Quarterly Report, September 2002.

6 All are located in Perth, two of which – Swan Taxis and Black & White Taxis account for approximately 92 per cent of taxi dispatches.
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Administering the Taxi User Subsidy Scheme (TUSS) 
The audit found that DPI is adequately administering most aspects of TUSS including 

assessing entitlement for membership and timely processing of subsidy requests. However, 

some improvement can be made to prevent and detect the misuse of TUSS. DPI lacks the 

information needed to identify much of the suspected misuse of TUSS and the legislative 

authority to penalise country taxi drivers identified as having misused the scheme. 

TUSS is a State Government program aimed at providing subsidised travel for persons with 

severe disabilities. In 2001-02, the total value of the subsidy was $6.4 million, and is 

expected to remain at this level in 2002-03. 

The scheme entitles its 23 000 members to either a 50 per cent or 75 per cent subsidy7 up 

to a maximum of $25 for each single trip. Members pay their driver the balance of the 

metered fare and hand over a voucher, which is used to claim the subsidy directly from DPI. 

In 2002, TUSS subsidised 797 107 taxi trips. Usage of the scheme varies significantly 

between members with some using the scheme on a daily basis whilst other may use the 

scheme only a few times a year. 

DPI has recognised potential within the structure of the scheme for misuse and fraud. In 

particular, from: 

ß	 taxi drivers claiming a subsidy for trips that have never been undertaken. This can be 

done either through collusion with the member or by the theft of TUSS vouchers by 

drivers; and 

ß	 inflating the price of a trip to claim a higher level of subsidy – either through collusion 

with the member or without the member’s knowledge. 

These risks are compounded by the fact that some members lack the ability to scrutinise 

information being entered onto vouchers by drivers, or the number of vouchers being 

removed from their voucher book. 

The TUSS electronic voucher processing system has only limited inbuilt controls over the 

accuracy of vouchers, including the automatic checking of membership numbers and expiry 

dates. The Taxi Unit supplements these controls through a range of compliance activities 

such as the monitoring of the top 100 TUSS drivers and members. In 2002, the Taxi Unit 

issued 11 Infringement Notices, prosecuted one person for TUSS misuse and referred two 

other matters to the Police for criminal prosecution. 

Nevertheless, the Taxi Unit’s compliance activities could be made more effective through 

systematic use of information from the TDS about dispatched trips or if information was 

available on pick up and drop off times for rank, hail and privately booked trips, and the 

metered fare. Such information would also clarify concerns about the integrity of some 

members and drivers. 

7 Their level of entitlement is determined by the severity of their disability. 
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Regulating Small Charter Vehicles (SCV) 
The audit found that DPI undertakes minimal compliance work of SCV drivers and vehicles 

and as a consequence, little assurance can be given that license and operating conditions are 

being met. Moreover, the compliance activities that are undertaken are based on only limited 

planning to better assure that resources are directed in a coordinated and risk based way. The 

planning that is done is based on targeting compliance activities to periods of high demand 

such as School Balls. No evidence was found that the effectiveness of compliance activities is 

assessed or reported to management so as to better assure the effectiveness of the activities. 

Some regulatory similarities exist between the metropolitan taxi and SCV industries that are 

aimed at ensuring passenger safety. These are: 

ß licensing of all SCVs; 

ß	 maximum vehicle ages for some classes of SCVs and annual ‘pit’ inspections of all SCVs 

to ensure road worthiness; and 

ß a requirement for drivers to pass criminal, traffic and medical checks. 

However, a far greater number of differences exist between the regulatory requirements of 

the SCV and metropolitan taxi industries as shown in Table 5. 

SCV INDUSTRY METROPOLITAN TAXI INDUSTRY 

Legislation Transport Coordination Act 1966 Taxi Act 1994 

Drivers No driver quality requirements – no 
psychological and aptitude assessment, 
driver training, registration tests, or 
ongoing professional development. 

Photographic identification of the 
driver not required to be displayed 
in the vehicle. 

DPI does not maintain a register of 
drivers 

Substantial driver quality standards 

Photographic identification of the 
driver must be displayed in the 
vehicle 

DPI maintains a register of all drivers 

Vehicles Free entry 

Cannot service the rank and cruising 
segments 

Passengers must book in advance 

Minimum fare structure 

Minimum hire period 

Restricted entry 

Can service the rank and cruising 
segments 

No requirement to pre-book 

Maximum fare structure 

No minimum hire period 

Table 5: Differences in regulatory requirements between SCV and metropolitan taxi 
industries 
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The most notable differences that potentially impact on public safety are the absence of 

aptitude and psychological assessment, photographic driver identification and the 

maintaining of a register of current SCV drivers. DPI has advised that it will review these 

differences as part of a more comprehensive review of Omnibus licensing to be undertaken 

in 2003-04. 

Ensuring SCV compliance with vehicle safety and licensing requirements is the part time 

responsibility of two compliance officers in the Passenger Transport Branch of DPI, the cost 

of which has been estimated at $32 000 for 2002-03. Compliance activities generally involve 

checking that drivers and vehicles are licensed to operate in the industry. 

Vehicle safety is primarily enforced through the issuing of vehicle Defect Notices under the 

Road Traffic (Vehicle Standards) Regulations 2002 whilst operating without a license requires 

prosecution action under the Transport Coordination Act 1966. No provision exists for issuing 

Infringement Notices for SCV non-compliance. Four Defect Notices were issued for SCV non-

compliance in 2002. 

In 2002, the SCV industry raised concerns about the lack of inspectors to monitor compliance 

with vehicle standards and license conditions and to deter the use of unlicensed vehicles. DPI 

committed to address these concerns in July 2002 though as yet this has not occurred. DPI 

has now advised that the concerns will be addressed by a restructure of existing taxi and SCV 

compliance activities. 

What Should Be Done? 
DPI should: 

ß	 Ensure that taxi owners comply with ‘Hours of Operation’ conditions if those conditions 

remain relevant. 

ß	 Adopt a more purposeful approach to its compliance activities including better planning, 

analysing and reporting of results. 

ß	 Seek the information needed to systematically identify TUSS misuse or eliminate the 

identified risks through the introduction of new ways of delivering the subsidy. 

ß	 Seek a range of legislative reforms to improve the effectiveness of country regulations, 

including increased penalties, authority to issue infringement notices and establishing an 

offence provision for misuse of TUSS. 

ß	 Consider introducing aptitude and psychological assessments for country and SCV drivers 

and establishing a register of SCV drivers. 
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Security of the Government Internet 
Gateway 

Overview 
ß	 The security infrastructure of ServiceNet is generally sound though opportunities were 

found to improve ongoing security including some management aspects of the firewall 

and related infrastructure. 

ß	 Internet related risks can be reduced in at least one third of the 46 agencies connected to 

the Internet through ServiceNet by them more fully utilising ServiceNet’s security 

features. 

Background 
The Department of Treasury and Finance1 (the Department) offers Internet related services 

to State Government agencies2 under the ‘ServiceNet’ banner. Internet services offered by 

ServiceNet to the State Public Sector include: 

ß connection to the Internet; 

ß hosting of web pages; and 

ß intruder detection and virus protection. 

A major national technology service provider operates and maintains ServiceNet’s computer 

and network infrastructure under a contract established in 1999. Other ServiceNet related 

functions including the management and marketing of the service are undertaken by the 

Department. Standard fees and charges are paid by agencies to the Department for Intranet 

network connection, Internet access, security administration and Internet access download. 

Currently 46 State Government agencies connect to the Internet using ServiceNet including 

those responsible for key online government services such as vehicle licensing, payroll and 

land tax payments and births, deaths and marriages. 

In this context, the security and reliability of ServiceNet’s infrastructure is essential to 

providing a stable environment for much of the Western Australian Public Sector’s Internet 

activities. Without a secure infrastructure, agencies are susceptible to the increasing world 

trend of Internet based attacks with consequential potential damages to service delivery and 

data integrity. 

1	 The Department of Industry and Technology provided the service until February 2003 when it was abolished and 
responsibility was transferred to the Department of Treasury and Finance. 

2 Services are also provided to two Local Government agencies. 
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What is the Risk? 
Potential for a successful Internet attack on those agencies connected to ServiceNet increases 

if the set up and management of ServiceNet’s security infrastructure is poor. Consequences 

could include: 

ß corruption and disclosure of confidential information; 

ß use of available services without authorisation; 

ß disruption of services; and 

ß use of computers as a platform to attack other computers. 

What Did We Do? 
The audit assessed the security infrastructure of ServiceNet including whether: 

ß	 the security of key ServiceNet computing devices such as firewalls, routers and critical 

servers was adequate; and 

ß appropriate security policies and procedures are established and followed. 

What Did We Find? 

Firewall 
Firewalls constitute the main form of defence for an organisation’s internal computer systems 

against attack from the Internet. Firewalls manage network communication between the 

internal computing environment and the Internet by monitoring all communications traffic 

and by barring unauthorised traffic. 

ServiceNet has two firewalls running in parallel to provide load sharing as well as backup in 

the event of one becoming unavailable. These firewalls filter all communication traffic that 

passes through ServiceNet’s Internet connection. However, the integrity of all client agency 

computer environments is at risk if any client agency has other connections to the Internet 

that bypass the ServiceNet firewalls. For this reason, it is essential that all agencies connected 

to ServiceNet also have their own firewall in place. The need for this is recommended to all 

agencies by the Department when connecting to ServiceNet. 

Security can be further enhanced if agencies use a different firewall software product to that 

utilised by ServiceNet. In this way, should the ServiceNet firewall be breached, attackers 

would need to use a different form of attack to breach the agency firewall. 
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Firewall Configuration 

To be effective, firewalls need to be properly configured, the most critical aspect of which is 

accurately setting firewall rules to match management intent. 

Modern firewalls bar all communication traffic unless it is specifically allowed by a firewall 

rule. For example, permitting Internet users to access an agency’s public web page but 

preventing them from accessing its other internal computing resources. Wrongly configured 

firewall rules increase security risk by allowing access to unauthorised and/or unnecessary 

traffic. 

The ServiceNet firewall has over 100 firewall rules. These control Internet communications 

to and from both ServiceNet equipment and client agency networks. 

Audit of the rules controlling communication to and from ServiceNet equipment found that 

they were generally adequate, though an opportunity was identified to improve security by 

reducing the range of network addresses3 permitted to change the firewall configuration. 

Reducing the range lowers the risk of an unauthorised person being able to gain access to the 

firewall to change the configuration. The Department has now addressed this risk. 

Audit of the rules established by a sample of agencies to control Internet communication 

through the ServiceNet firewall to their own networks found that over 70 per cent were 

under-utilising ServiceNet’s security capabilities. These agencies were permitting all Internet 

communication to pass through the ServiceNet firewall and then relying upon the controls 

within their own firewalls. By not taking advantage of the additional protection afforded by 

ServiceNet, these agencies are not minimising the risk of a successful Internet attack upon 

their networks. However, in discussions with some of the agencies, all indicated that they 

would review arrangements with a view to taking advantage of ServiceNet. 

Firewall Management 

The existence of a firewall does not guarantee security. Firewalls require ongoing 

management and maintenance to remain effective. In particular, strong procedural controls 

are required to ensure that the rules are appropriate and any changes are authorised. 

Essential documentation can include: 

ß explanation of the purpose of a rule; 

ß written authorisation for rule changes; and 

ß recording and expiry date on the rule. 

3 The number allocated to a workstation that identifies it to the network. 
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ServiceNet has established control procedures for managing firewall rule changes though 

some instances were noted where documentation requirements were not met. The 

Department has agreed to take action to rectify this matter. 

The ServiceNet firewall contains rules that restrict communication traffic between client 

agencies and the Internet. However, the Department has no procedure for periodically 

requesting agencies to review these rules to determine their continuing validity. Outdated 

firewall rules may allow unnecessary traffic into the network, thereby increasing security 

risk. The Department has agreed to implement a process for these rules to be periodically 

reviewed by each client agency and unnecessary rules removed. 

When agencies do require firewall rule changes, ServiceNet procedures dictate that the 

change only be carried out if the request is made by an authorised person of the client 

agency. However, such requests are currently performed over the phone and without written 

authorisation, thereby creating potential for unauthorised changes to be processed. There is 

also the risk that in the event of dispute, ServiceNet may not be able to prove that a firewall 

rule change was made as a result of a request by a client agency. The Department has 

accepted this finding and has agreed to implement procedures to ensure written 

authorisation is obtained for future changes to the ServiceNet firewall. 

Computer Environment Security 
A firewall represents the first line of defence against attacks from the Internet. If the firewall 

is breached then the second line of defence is the strength of the security controls 

implemented within the internal computer environment. The security of a selected number 

of ServiceNet computing devices was reviewed. These devices included: 

ß routers – used for directing and controlling the flow of communication traffic; and 

ß servers – used to provide services such as serving web pages and firewall services. 

Audit found that ServiceNet’s internal computer security environment was adequate though 

some opportunity for improvements were identified and accepted by management. 

Security Settings 

Manufacturer settings for routers and servers are generally not configured to a high security 

level and hence need to be modified by users to minimise the risk of being compromised by 

an attack. Of the ServiceNet devices tested by Audit, all had been put through a security 

‘hardening’ process to strengthen their security. No significant security weaknesses were 

noted. 
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Patches 

Computer software commonly can have some security vulnerabilities that can be exploited by 

an attacker to gain unauthorised access. As these vulnerabilities become known, vendors will 

release security patches and updates to fix the weaknesses. It is therefore important that 

computer administrators constantly monitor the need for patches to be applied. 

Under the service agreement with the ServiceNet contractor, security patches must be 

applied as they are released. Audit of a sample of ServiceNet devices found one instance of 

where the contractor had failed to apply an important patch and as a consequence, there was 

a risk that an attacker from the Internet could gain access to a key ServiceNet server. The 

issue was promptly rectified when reported by Audit. 

The Department advised that a decision it took in 2002 to undertake an annual security 

assessment will in future address this sort of risk, though the potential impact from not 

applying patches in the interim suggests a need for more frequent assessment. The security 

assessment is expected to be undertaken by late 2003. 

Password Controls 

Strong password controls are important to prevent unauthorised access to computer 

resources. In particular, strong password security is needed for high-powered users such as 

Data Base, System and Network Administrators. Password controls can include: 

ß minimum password length (eg six to eight characters); 

ß complex passwords that use both letters and numbers; 

ß avoidance of default passwords; and 

ß periodic password expiry (eg 30 days). 

Readily available ‘password discovery’ software was used to assess password security of 

selected ServiceNet users. The audit found overall password security to be adequate, 

especially that of high-powered users. 

Intruder Detection System 
Firewalls provide the main technological solution to minimising risks of attack from the 

Internet. However, firewalls can be complemented by Intruder Detection Systems (IDS) 

which monitor communications traffic for signs of attacks. IDS enable timely identification 

and reaction to attempted network intrusion. An appropriately configured IDS is able to 

identify a significant portion of attack activities and take actions to counter these activities 

and/or notify appropriate personnel. 

Whilst firewalls are regarded as an essential protection device for organisations connected to 

the Internet, IDS, because of their cost are not always used. 
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IDS Configuration 

The Department utilises an IDS to monitor network traffic between client agency networks 

and ServiceNet’s connection to the Internet. Configuration of the IDS was found to be 

adequate though it was not being used to monitor some key computing equipment for signs 

of attacks. The Department advised that the current configuration is a result of a conscious 

decision to eliminate undesirable side effects arising from a previous configuration of the IDS 

including the generation of large quantities of logging information. 

Audit has suggested and the Department has agreed to examine alternative configurations 

that potentially will eliminate the side effects whilst also providing coverage of the key 

equipment. 

Incident Response Policy 

An Incident Response Policy (IRP) outlines the actions to be taken when a security threat is 

identified. Commonly, an IRP would classify security threats into different threat levels and 

outline the actions required at each level. The Department, through the Interagency 

Information Security Management Group4, is currently developing a framework for IRP that 

can be adopted and used by all Government agencies. 

The audit found that ServiceNet had no IRP, with the Department relying on its Contractor to 

take the best course of action in the event of an attack. The lack of an IRP could result in 

inconsistent and potentially ineffective approaches taken in dealing with security events. The 

Department has agreed to develop an IRP utilising the model that will be developed by the 

Interagency Information Security Management Group. 

Virus Scanning 
Computer viruses, which are commonly spread through email, represent a significant security 

threat to services and to data integrity. ServiceNet provides to its client agencies a virus 

scanning service of all incoming emails. Audit found that ServiceNet’s virus scanning 

software is updated to detect new viruses as soon as available from vendors. 

Currently, 39 of the 46 ServiceNet’s client agencies utilise ServiceNet’s virus scanning 

service. Those agencies not utilising the service advised that either they had decided to rely 

on their own virus scanning software or, were not aware of the availability of the ServiceNet 

service. Audit considers that all agencies should consider utilising ServiceNet’s virus 

scanning facility as an additional layer of protection to their own virus scanning security. 

Protection would be especially enhanced if agencies used a different virus scanning software 

product to that of ServiceNet so as to increase the chances of detecting newly released 

viruses. 

4 An intergovernmental focus group established in 2001 to advise Government on computer security issues. 
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Disaster Recovery 
Accepted good practice for key computer systems is to have recovery arrangements in place 

so as to ensure the continuation of key services in the event of a disaster. 

The Department has taken appropriate measures to minimise disruption to ServiceNet 

services in the event of individual computing equipment failure. The measures put in place 

include: 

ß	 firewalls that are configured to run in parallel such that one can take over from another 

in the event of failure; 

ß	 multiple lines for connecting to the Internet such that an alternate line can be used 

should one be disrupted; and 

ß policies and procedures for recovering computing equipment in the event of failure. 

However, there is currently no arrangement in place for ServiceNet to recover services 

should the building housing ServiceNet equipment be damaged. The Department is aware of 

this risk and is in the process of arranging for a suitable disaster recovery site. An 

arrangement is expected to be finalised by the end of 2003. 

What Does This Mean? 
ServiceNet has established a sound security infrastructure to support reliable Internet 

services to government agencies. Opportunities to further enhance security were identified 

and have been accepted by the Department. 

What Should Be Done? 
ß	 Agencies connected to ServiceNet should use a different firewall software product for 

their own firewall to that used by ServiceNet so as to enhance their security. 

ß	 Agencies connected to ServiceNet should utilise the ServiceNet virus scanning service in 

conjunction with their own, different virus scanning software product so as to enhance 

security. 

ß	 The Department should ensure its annual security assessment is carried out as planned 

and consider whether more frequent assessment is required. 

ß	 All government agencies, regardless of whether they are using ServiceNet should 

undertake periodic security assessments of key computing devices to ensure that they 

have been appropriately patched and updated to protect against security vulnerabilities 

that are published and known. 
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Previous Reports of the Auditor 
General 

1997 
On Display – Public Exhibitions at: The Perth Zoo, The WA Museum and the Art Gallery of WA April 9, 1997 
The Western Australian Public Health Sector June 11, 1997 
Bus Reform – Competition Reform of Transperth Bus Services June 25, 1997 
First General Report 1997 – covers financial statements and performance indicators of 

departments, statutory authorities (excluding hospitals other than Wanneroo Hospital) 
and subsidiary bodies August 20, 1997 

Get Better Soon – The Management of Sickness Absence in the WA Public Sector August 27, 1997 
Waiting for Justice – Bail and Prisoners in Remand October 15, 1997 
Report on Controls, Compliance and Accountability Audits 1997 

– Public Property Management – Management of Information Technology Systems 
– Payroll and Personnel Management– Purchasing Goods and Services November 12, 1997 

Public Sector Performance Report 1997 – Examining and Auditing Public Sector Performance 
– Follow-ups of Previous Performance Examinations – Sponsorship in the Public Sector November 13, 1997 

Private Care for Public Patients – The Joondalup Health Campus 

1998 
Report on Ministerial Portfolios – Audit Results – Consolidated Financial Statements 

– Summary of the Results of Agency Audits 
Selecting the Right Gear – The Funding Facility for the Western Australian 

Government’s Light Vehicle Fleet 
Report on the Western Australian Public Health Sector 
Sale of the Dampier to Bunbury Natural Gas Pipeline (Special Report) 
Weighing up the Marketplace – The Ministry of Fair Trading 
Listen and Learn – Using customer surveys to report performance in the 

Western Australian public sector 
Report on the Western Australian Public Tertiary Education Sector 
Do Numbers Count? – Educational and Financial Impacts of School Enrolment 
Report on Controls, Compliance and Accountability Audits 1998 – Control of 

Agency Expenditure – Human Resource Management – Administration of 
Superannuation Systems 

Public Sector Boards – Boards governing statutory authorities in Western Australia 
Send Me No Paper! – Electronic Commerce – purchasing of goods and services 

by the Western Australian public sector 
Accommodation and Support Services for Young People Unable to Live at Home 
Public Sector Performance Report 1998 – Monitoring and Reporting the Environment 

November 25, 1997 

April 8, 1998 

May 20, 1998 
May 20, 1998 
May 20, 1998 

June 17, 1998 

June 24, 1998 
August 12, 1998 
August 19, 1998 

October 14, 1998 
November 18, 1998 

November 18, 1998 
November 26, 1998 

– Recruitment Practices in the WA Public Sector – The Northern Demersal Scalefish Fishery December 9, 1998 
Report on Audit Results 1997-98 – Financial Statements and Performance Indicators 

1999 
Report on the Western Australian Public Health Sector – Matters of Significance 

– Summary of the Results of Agency Audits 
Proposed Sale of the Central Park Office Tower – by the 

Government Employees Superannuation Board 
Lease now – pay later? – The Leasing of Office and Other Equipment 
Getting Better All The Time – Health Sector Performance Indicators 
Report on the Western Australian Public Tertiary Education Sector 

– 1998 Annual Reporting Cycle 

December 9, 1998 

April 21, 1999 

April 21, 1999 
June 30, 1999 
June 30, 1999 

June 30, 1999 
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1999 (continued) 
Fish for the Future? – Fisheries Management in Western Australia 
Public Sector Performance Report 1999 – Controls, Compliance and 

Accountability Audits – Follow-up Performance Examinations 
A Stitch in Time – Surgical Services in Western Australia 
Report on Ministerial Portfolios to November 5, 1999 – Issues Arising from Audits 

– General Control Issues – Summary of the Results of Agency Audits 

2000 

October 13, 1999 

November 10, 1999 
November 24, 1999 

November 24, 1999 

Public Sector Performance Report 2000 – Emerging Issues – Management Control Issues April 5, 2000 
Report on the Western Australian Public Health Sector and of Other 

Ministerial Portfolio Agencies for 1999 
A Means to an End – Contracting Not-For-Profit Organisations for the 

Delivery of Community Services 
Private Care for Public Patients – A Follow-on Examination of the 

Joondalup Health Campus Contract 
Report on Western Australian Public Universities and TAFE Colleges 

– 1999 Annual Reporting Cycle 
Bus Reform: Further down the road – A follow-on examination into competition 

reform of Transperth bus services 
Surrender Arms? – Firearm Management in Western Australia 
Second Public Sector Performance Report 2000 – Administration of Legislation 

– Financial and Management Control Issues 
A Tough Assignment – Teacher Placements in Government Schools 
Report on Ministerial Portfolio at December 1, 2000 – Summary of Audit Results 

April 5, 2000 

June 14, 2000 

June 21, 2000 

June 21, 2000 

June 28, 2000 
September 13, 2000 

October 11, 2000 
October 18, 2000 

– Accountability Issues (Corporate Governance, Accounting for GST Transitional Loan) December 20, 2000 

2001 
Sale of the Gas Corporation’s Businesses (Special Report) February 14, 2001 
On-line and Length? – Provision and Use of Learning Technologies in Government schools May 23, 2001 
Implementing and Managing Community Based Sentences May 30, 2001 
Public Sector Performance Report, 2001 – Administration of Legislation – 

– Financial and Management Control Issues – Follow-up Examination June 20, 2001 
Report on Public Universities and TAFE Colleges – 2000 annual reporting cycle June 20, 2001 
Lifting the Rating: Stroke Management in Western Australia August 22, 2001 
Good Housekeeping: Facilities Management of Government Property and Buildings August 29, 2001 
Second Public Sector Performance Report 2001 – Management , Compliance and Control Issues 

– Follow-up Performance Examinations September 19, 2001 
Righting the Wrongs: Complaints Management in the Western Australian Public Sector October 17, 2001 
Third Public Sector Performance Report 2001 – Appointment and Use of Contract Staff 

– Management of Mobile Phones in Government – Ombudsman’s Statistics and Complaints 
Automated Register Project – The Perth Convention Centre November 7, 2001 

Life Matters: Management of Deliberate Self-Harm in Young People November 28, 2001 
First Byte: Consortium IT Contracting in the Western Australian Public Sector December 5, 2001 
Report on Ministerial Portfolios at November 30, 2001 – Summary of Audit Results 

– Accounting and Contemporary Issues – Summary Results of Agency Audits December 19, 2001 
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2002 
Level Pegging: Managing Mineral Titles in Western Australia 
Report on Public Universities and TAFE Colleges and of other 

Ministerial Portfolio Agencies for 2001 
A Critical Resource: Nursing Shortages and the Use of Agency Nurses 
Public Sector Performance Report 2002 – Agency Management of Fringe Benefits Tax 

– Common Use Contracts in Government – Procurement of Medical Equipment 
– Follow-up Performance Examination 

A Measure of Protection: Management and Effectiveness of Restraining Orders 
Grounds for Improvement: Government Owned or Controlled Contaminated Sites 
Management of Hospital Special Purpose Accounts 
Second Public Sector Performance Report 2002 – Management of Confidential Personal 

June 19, 2002 

August 14, 2002 
August 14, 2002 

September 25, 2002 
October 16, 2002 

November 13, 2002 
November 27, 2002 

Information in Government Electronic Databases – Management of Intellectual Property 
by the Department of Agriculture – Performance Examination: Family Centres December 4, 2002 

Report on Ministerial Portfolios at November 29, 2002 December 11, 2002 

2003 
Customer Calling: Call Centres and the Delivery of Customer Benefits April 2, 2003 
Contracting Not-For-Profit Organisations for Delivery of Health Services April 16, 2003 
Supplementary Report on Ministerial Portfolio Agency Audits for 2001-02, 

primarily the Public Health Sector June 11, 2003 

The above reports can be accessed on the 
Office of the Auditor General’s web site at www.audit.wa.gov.au/ 

On request these reports may be made available in an 
alternative format for those with visual impairment. 
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