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Customer  
Service Policy 
Our Commitment: 

We are committed to providing a safe, world leading light rail service, through exceptional customer 
service and excellence in operational performance. We will continuously look for ways to enhance and 
elevate the customer experience. 

Our Approach: 

CMET will engage with industry recognised experts in the field of customer service to deliver training 
for front facing staff members. Training will be designed to incorporate ‘Be the Customer’ style of 

training which allows for our employees to identify the needs and wants of our customers and exceed 
those expectations accordingly. 

Our Customer Service Policy in practice: 

• Providing a reliable and punctual light rail service;
• Providing a safe and secure transport option;
• Keeping our customers well informed;
• Providing ease of accessibility for service and information;
• Being approachable and friendly;
• Providing an intuitive and easy to use mode of transport;
• Communicating always with courtesy and respect;
• Being advocates of the Light Rail and Canberra and sharing our knowledge to help customers;
• Providing additional help or support to those who require, to use the light rail; and
• Providing a clean and comfortable environment.

O&M General Manager 

Canberra Metro Operations Pty Ltd 

1



   
 

 

   

2





Canberra Metro Operations 
II/ II OPS-PRO-CUS-0046 

This Document is uncontrolled when printed

…
/I

M
S 

D
o

cu
m

en
t 

C
en

te
r/

OP
S-

PR
O-

CU
S-

00
46

_M
an

ag
em

en
t o

f B
icy

cle
s 

Contents 
1 SCOPE AND PURPOSE .............................................................................. 1

2 ROLES & RESPONSIBILITIES ...................................................................... 1

2.1 OCC Controller .............................................................................................................. 1 

2.2 Customer Service Officer ............................................................................................... 1 

2.3 Driver ........................................................................................................................... 1 

3 SAFETY POINTS AND INFORMATION POINTS ........................................... 2

4 PROCEDURE ............................................................................................ 3

4.1 Management of Bicycles ................................................................................................ 3 

5 ASSOCIATED DOCUMENTS....................................................................... 4

6 DEFINITIONS ........................................................................................... 4

LIST OF TABLESTABLE 1: SAFETY POINTS AND INFORMATION POINTS ............................................ 2 
TABLE 2: PROCEDURE ................................................................................................................... 3 
TABLE 3: ASSOCIATE DOCUMENTS ................................................................................................ 4 
TABLE 4: DEFINITIONS .................................................................................................................. 4 

List of Figures 
No table of figures entries found. 

4



Canberra Metro Operations 1 / 4 OPS-PRO-CUS-0046 
This Document is uncontrolled when printed

1 Scope and Purpose 
To provide a standard course of action to be followed by all CMET Staff when managing passengers 
using bicycles in the CMET network and LRV’s. 

2 Roles & Responsibilities 
2.1 OCC Controller 

Co-ordinate efforts to ensure safety of passengers, CMET assets and bicycles while travelling on the 
CMET network. The OCC is a secondary channel to ensure passengers are adhering to all conditions 
when travelling with bicycles. 

2.2 Customer Service Officer 
CSOs are to assist with the safe and secure travel of all passengers when possible, and the protection 
of all CMET assets from the damage that may be caused by bicycles. 

2.3 Driver 
The Driver is responsible for ensuring the safe travel of all passengers with bicycles, and the protection 
of all CMET assets from the damage that may be caused by unsecured bicycles. Drivers are also 
responsible for reporting any on-board incidents, including those that occur from a bicycle.  
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Contact Business Card 
 

 

 

 

 

 

 

 

 

CANBERRA METRO OPERATIONS 
Access Canberra Hotline (24/7)  

Tel. AUS 13 22 81 

  Tel. International +61 13 22 81 

  Website: /www.accesscanberra.act.gov.au/  

  Post: Director, Governance 

Transport Canberra and City Services 
Directorate 
GPO Box 158 
Canberra ACT 2601 
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Lost Items Business Card 
Will be updated once system is in place 

CANBERRA METRO OPERATIONS 
Access Canberra Hotline (24/7)  

Tel.  

  Tel. International  

  Website :  

  Post:  
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Roles & Responsibilities 
OCC Staff 
1. Remain calm and seek all relevant information from the staff member calling in the 

incident.  

2. Liaise with Emergency Services in relation to all serious incidents and relay information 

back to the staff on the ground.  

3. Ensure that the field staff involved are advised appropriately to ensure the safety of 

themselves, customers and other staff 

4. In charge of contacting Canberra Police for matters that may affect the safety or security 

of the system or passengers 

5. In charge of giving feedback to Driver on any action that has been taken in the OCC 

Service Delivery Manager 
1. Ensure that all CMO staff has been trained appropriately in the content of this procedure 

and that they follow it 

All CMO Staff & subcontractors 
1. Maintain a safe and secure work environment that is free from the presence of violence  

2. Report threats or acts of violence in the workplace, refrain from exhibiting behaviour or 

actions that could be interpreted as violent and by fully cooperating in the investigation of 

threats or acts of violence 

3. Call in and convey their message in a clear and precise manner and provide as much 

detail about the incident and or people involved.  

4. Comply with the procedure and use the code system as it is intended. 

5. Description includes: 

a. Location of incident; 

b. Threat details; 

c. Direction last seen heading in; and 

d. Individual descriptions (height, clothes, sex, age, build, ethnicity, complexion) 
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TCLR-106-POL-0003 Fare Evasion Determination – Additional Rules 
Version 1.0 - Effective: 1 August 2019 Page 1 of 1 

Fare Evasion Determination – Additional Rules 

1.0 PURPOSE 

To provide direction for Canberra Metro Operations (CMO) and Transport Canberra City Services 
(TCCS) on the rules for determining fare evasion. This document should be read in conjunction with 
relevant ACT Legislation, in particular the DI2018-284 ‘Road Transport (Public Passenger Services) 
Public Transport Fare Determination 2018’.  

Relevant legislation will always take precedence over this document. 

2.0 FARE EVASION CATEGORIES 

1. Digital Concession Cards
• Digital concessions cards are a valid form of identification as long as they meet all

of the details required under DI2018-284 (for example; name, photo, school, etc).

2. Sworn Members of ACT Police:
• As outlined in DI2018-284, sworn members of ACT Police in their official capacity

are exempt and can travel on public transport without a valid ticket.

3. Seniors
• Seniors must tap-on and off using a valid ACT Seniors MyWay card.

4. Minors - 13 years and under
• Passengers aged 13 years or younger can have their tickets checked,

5. Minors – From 14 to 17 years
• Consistent with the proposed (draft at this stage) statutory Guidelines for

Withdrawal and Waiver of Infringement Notices - “While infringement notices can
be issued to persons from the age of 14 years old, the first option is always to
educate children about appropriate behaviour, through informal interaction or by
issuing a caution/formal warning.”

6. School Students
• All School Students must tap-on and off using a valid Student MyWay card, and

hold either a Primary School, High School or College Student Identity Card.
• The School Student Identity Card must include the student’s; name, date of birth,

photo, Full Time status and be issued by a school within Australia.

3.0 ROLES AND RESPONSIBILITY – SAFE TRAVEL OF CHILDREN 

• Under no circumstances should a passenger aged 17 years and under be evicted
from a Light Rail Vehicle (LRV) f
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OPS-FRM-009-V1 – FORM – Comments Feedback Register 

2 Roles & Responsibilities 

2.1 Customer Service Officer (CSO) 
The CMO infringement notice system is to discourage fare evasion and protect the revenue 

derived from ticket sales. One of the duties required of CSOs is ticket inspection and the 

enforcement of the infringement system. 

3 Procedure 

3.1 Infringement Notice Management 

3.1.1 Authorised Officer - Transport Operations Act (ACT) 

Prior to the commencement of operation and throughout, CMO will train CSOs in accordance 

with the Transport Operations Act (ACT). In the duty of enforcing an Infringement notice at a 

stop or onboard an LRV, a CSO is considered an Authorised Person who can:  

• Require production of a ticket;

• Require evidence of concessional entitlement;

• Require name, address and evidence of these; and

• Issue infringement notices;

3.1.2 Polite cautions 

CSOs will be trained to correct the following behaviour by issuing a polite warning: 

• putting feet on a seat

• spitting

• eating or drinking on an LRV

• littering

• using offensive language.

• obstruction to a door or seat

• using a wheeled recreational device, passengers can walk their bike at stop/or onboard;
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OPS-FRM-009-V1 – FORM – Comments Feedback Register 

• Enforce a seat is vacated for designated persons (red priority seats for seniors, person

with disability or pregnant);

• “inconvenient or dangerous item” onto an LRV to place it in designated area or remove it

from LRV;

• Ensure that an animal on board is confined in an appropriately sized box, basket or

container, that can be carried;

3.1.3 Eviction from LRVs or Stop 

Police and CSOs have the power to direct a person to leave a stop or 

alight from LRV at next available stop. The CSO will ask a customer to 

alight from the LRV for actions that are not tolerated. CMO will have a 

zero-tolerance policy towards: 

• offensive behaviour

• intoxication or drug-induced behaviour

• smoking

• damaging, removing or interfering with and LRV or light rail infrastructure.

• throwing something from an LRV

• a passenger attempts an entry into a drivers cab

• failure to comply with a legal direction;

• failure to state name and address

Note: CSOs do not have the legal power to remove fare evaders from LRVs or Stop, this can only 

be undertaken by Police.  

3.1.4 CSO Operational Requirements 

CSOs will always be deployed in pairs and will communicate effectively with their partner. While 

the LRV is in motion; CSOs will use a secure stance such as three points of contact at all times, 

stand facing the direction the LRV is travelling, slightly bent knees with feet pointed outwards. 

When liaising with passengers, CSOs will hold the handrails while travelling through the LRV.  

All CSOs will be trained in: 

If a CSO requests 

assistance, they will 

inform the OCC who 

will contact 

Police/emergency 

services if required.  
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OPS-FRM-009-V1 – FORM – Comments Feedback Register 

• conflict management, behaviour management

• revenue protection deployment methods

• legislation, duties and responsibilities as authorised position

• fares, ticketing and ticket equipment familiarisation

• data reporting

• local area knowledge, including MyWay agents, upcoming events etc.

3.1.5 Equipment 

Whenever CSOs are performing official duties, they are required to wear their full uniform, 

(during plain clothes operations, CSOs will not require uniform), name badge and carry their 

identity card.  They must produce their identity card before making any legal requirement to any 

person who they intend to report for non-compliance, and additionally, to any person requesting 

them to produce their identity card. All CSOs will wear a radio that has direct access to the 

Operational Control Centre (OCC). A bespoke waist pack will be worn by all CSOs and will contain 

necessary equipment to perform their duties. These include: 

• Portable Reader

• Pen and Infringement Notice Log – which will be used to capture infringement details

• Mobile smart device

3.1.6 CSO Responsibilities 

The role of the CSO is to establish a high level of customer satisfaction with a balance of 

authority. Other tasks in addition to enforcement activities will include: 

• Providing exceptional service to all passengers;

• Maintain passenger safety and comfort and address any issues or concerns;

• Provide assistance to passengers on all aspects of Light Rail;

• Act as a deterrent to vandalism, fare evasion and anti-social behaviour;
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AS/NZS 4801Safety Management 
System 

Canberra Metro Operations Pty Ltd 

Element 15  

Incident Management 

May 2018 

Document Number: 00-CMO-PRO-OAM-NA-XX 
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CANBERRA METRO OPERATIONS  
OPS-PRO-014-V1 – PROCEDURE – Incident Response and Recovery 

Alternative Service Plan 1 
• Blockage detected on either side between Alinga and Dickson Stops.  

• LRV operation only between Gunghalin and Dickson 

• Replacement Bus Service for Stops: Dickson, Macarthur Avenue, Ipima Street, Elouera Street, Alinga Street 

• Replacement Bus to call at all stops on both inbound & outbound directions.  

Alternative Service Plan 2 
• Blockage detected on either side between the Depot and Dickson stop. 

• LRV operation only between Alinga and Dickson as well as the Depot and Gungahlin. The depot does not 

have a stop so the closest stop for passengers will be Well Station Drive.  

• Replacement bus service to call at Dickson, Swinden Street, Phillip Avenue, EPIC, Well Station Drive 

• Replacement bus to call at all stops on both inbound & outbound directions. 

Alternative Service Plan 3 
• Blockage detected on either side between Nullarbor Avenue and the Depot. 

• LRV operation only between Alinga and the Depot and Nullarbor Avenue and Gungahlin. The Depot does 

not have a stop so the closest stop for passengers will be EPIC. 

• Replacement bus service to call at EPIC, Well Station Drive and Nullarbor Avenue 

• Replacement bus to call at all stops on both inbound & outbound directions. 

Alternative Service Plan 4 
• Blockage detected on either side between Nullarbor Avenue and Gungahlin stops. 

• LRV operation only between Alinga and Nullarbor Stops.  

• Replacement bus service to call at Nullarbor Avenue, Mapleton Avenue, Manning Clark North, Gungahlin  

• Replacement bus to call at all stops on both inbound & outbound directions. 

Special Alternative Plans 
For any reason, a specific alternative service plan cannot be implemented due to a specific failure location or due 

to engineering works, OCC has a number of special plans they can implement to cover these 

1. Special Alternative Plan A: System wide shut down – No LRV service on the entire network  

2. Special Alternative Plan B: Gungahlin to Depot 

3. Special Alternative Plan C: Alinga to Depot 

4. Special Alternative Plan D: Gungahlin to Nullarbor – Alinga to Dickson 

5. Special Alternative Plan E: Gungahlin to Nullarbor 

6. Special Alternative Plan F: Alinga to Dickson 

Procedure 
Each controller must ensure that the following SACRED priority are implemented: 
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